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Introduction 

1. This Performance Pack provides an overview of the Balanced Business Scorecard

(BBS) and includes information pertaining to our current casework, planned events, and

communications.

Balanced business scorecard 

2. The BBS presented below consists of two dashboards, each of which offer perspectives

of the business:

 Organisational management (our employees, their wellbeing and their

performance)

 Operational delivery and efficiency (our licensing and compliance processes)

 Stakeholder satisfaction (our reputation)

 Strategic measures (our impact on our strategic objectives and outcomes- 

reported quarterly)

3. The first dashboard provides the quantitative performance indicators for each of the four

perspectives. To assist with monitoring performance, each of the indicators is also

allocated a RAG status.

4. The second dashboard on the BBS provides explanatory commentary for the

quantitative performance indicators. The intention is that the BBS commentary will report

by exception in future, although baselining information continues to be included here for

your information.

Outcome performance assessment 

5. This performance pack includes the third assessment of our impact on the strategic

outcomes included in the 2016/17 Corporate Business Plan. Impact has been assessed

against a baseline of 1 April 2016 and refers to activity included within our business

plan.

6. Each assessment is informed by a suite of indicators defined and agreed with the

relevant strategic owner.

7. Due to the longer-term nature of our objectives it is likely that assessments will reflect

little or no impact wave on wave. As we continue implementing activity included within

the business plan we expect a greater level of impact to be evidenced.

8. Greyed out RAG statuses reflect those outcomes where planned activity has not yet

been undertaken.
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Balanced business scorecard summary and commentary 

 This is the civil service average and acts as a benchmark only
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1234

1The HIO measures are being refined by the Compliance programme to better reflect the information they are collecting. By way of explanation about the two measures, the HIO internal desktop review will happen on a Bi-monthly 

basis. This review will consider intelligence, regulatory returns data and other data collected from operators and other sources. This will enable emerging risks to be identified and understand if the risk posed by the operator has changed or 
there are emerging issues which may impact on the licensing objectives. The HIO operators review will be conducted to review the status of any corporate evaluation and any other engagement with HIO operators. The perceived risk to 

licensing conditions for each operator is considered and corporate evaluations or HIO interactions are then scheduled according to priority. 
2 The Compliance measures for proactive compliance assessments and compliance QA will be reported on from January 2017 (after Quarter 3 finishes in December). This will enable Compliance to redefine the measures that exist and better 

capture the work that is currently being done. 
3 The Regulatory Returns system is currently awaiting implementation of a new IT system. This is now likely to be April 2017, but will allow us to use the systems, in-built tools and allow for a more informative and sophisticated use of the data 

we collate. 
4 The latest Finance figures available are November figures which were included in last month’s Performance report. The December figures will not be available until after the cut-off date required to input into Board. 



 

Page 7 of 27 



 

Page 8 of 27 



 

Page 9 of 27 



 

Page 10 of 27 



Page 11 of 27 



 

Page 12 of 27 



 

Page 13 of 27 



 

Page 14 of 27 

[This is exempt from publication under section 43 of the Freedom of Information Act.] 
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Complex cases update 

[This is exempt from publication under sections 30 and 31 of the Freedom of Information Act.] 
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Events (not covered elsewhere) 

9. The key events attended last month included:

Industry Stakeholders Purpose Accompanied By 

Operators 

Philip Bowcock, David 

Steele, Corporate Affairs 

Director, William Hill 

Introductory meeting with Interim Chief 

Executive Officer Philip Bowcock 

Brad Enright 
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Other Stakeholders 

Other Purpose Accompanied By 

Sir Chris Kelly, 

Chair  

RGSB 

Catch up meeting N/A 

Mike 

Cunningham, 

Deputy Director, 

HMT 

Quarterly catch up meeting N/A 

Claudio Pollack, 

Abberton 

Consulting 

To discuss Consumer Engagement going forward Sarah Gardner, Paul Hope 

and Tim Miller 

Brian Chappell, 

and colleagues  

Justice for 

Punters 

Introductory meeting to discuss roles for Justice 

for Punters, Gambling Commission role, areas of 

concern and future engagement 

Paul Hope and Pradeep 

Rajania 

Simon Crine, 

Interim Director, 

Ofgem 

To discuss regulatory issues N/A 

Graeme Clark and 

Peter Culdip,  

Mazars 

Catch up meeting Simon Knee 

Welcome Break, 

MOTO and  

Roadchef 

Introductory visits to Motorway Services, 

facilitated by Peter Hannibal, Gambling Business 

Group and hosted by Graham Glanfield and 

Ashleigh Lewis (both from MOTO Hospitality) 

Stuart McPhee 

Sue Owen, 

Permanent 

Secretary 

DCMS 

Bill met with Sue Owen to discuss appointments N/A 
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Other Stakeholders 

Other Purpose Accompanied By 

Hugh Harris, 

Director of Media, 

International, 

Gambling & 

Creative 

Industries 

DCMS 

To discuss appointments N/A 

The Rt Hon 

Baroness Jowell 

House of Lords 

Introductory meeting Tim Miller 

Mike Rothwell, 

Managing Director 

Caesars 

Bill had an Introductory meeting following the 

Raising standards conference 

N/A 

David Hudson, 

SMP Partners 

Catch up meeting N/A 

Karen Eyre-White, 

Chief Executive of  

Sports Grounds 

Safety Authority 

Introductory meeting to discuss respective 

responsibilities and share some regulation 

challenges 

N/A 

Mark Turner, 

Gatenby 

Sanderson 

Catch up meeting N/A 

Julian Colborne 

Baber 

Deloittes 

Introductory meeting Sharon McNair 
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Other Events (Conferences and Receptions etc.) 

Date Event Description 

12 Jan Sarah Birmingham Regulators Meeting 

facilitated by David Kidney, UKPHR 

To identify common and sector specific 

regulatory issues 
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Communications report 

1. Media contacts

There were 37 media contacts in December.

84% (32 calls) National Lottery (Tungsten) 

6% (2 calls) Binary options/spread betting 

3% (1 call) Scam website 

3% (1 call) Poker – shared liquidity 

3% (1 call) Underage gambling 

2. Press monitoring

Volume of coverage

There were 604 clips mentioning the Gambling Commission in December. Over 30
percent of the coverage was in the national papers. This can be attributed to the
announcement of our Camelot fine (Tungsten), which featured across all media outlets.

3. Topics and tone of coverage
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Positive coverage: 

 Camelot licence breach leads to financial penalty

 New report indicates 450,000 children gamble every week

Neutral coverage 

 FOBTs and bookmaker numbers on high street

Negative coverage: 

 No negative coverage during December

4. Press releases

New report indicates 450,000 children gamble every week 

Binary option scams warning 

Camelot licence breach leads to financial penalty 

5. Publications

Proposals for Gambling Commission Fees from April 2017 - Consultation response 

6. Events

 29/11/16: Ben Haden attended the Lotnext Summit in Barcelona
 8-9/12/16: Paul Hope, Sarah Harrison, Jenny Humble and Walter Merrick attended the

RGT Harm Minimisation Conference as well as a number of RGSB colleagues

 9/12/16:  Rob Burkitt spoke at the SLLP Conference

 16/12/16: Rich Bayliss attended the EU Expert Group in Brussels.
. 

7. Parliamentary questions

During December there were 3 written parliamentary questions of direct relevance to

the Commission.

Jim Shannon: With reference to the Gambling Commission report, Young People
and Gambling, published in November 2016, what steps her Department is taking
to prevent children aged 11 to 16 from participating in gambling.
Tracey Crouch: The protection of children from being harmed or exploited by gambling
is one of the core objectives of the Gambling Act 2005. The Gambling Commission
report on Young People and Gambling showed that the level of participation of children
aged 11-16 in gambling has remained relatively static. While the report made clear that
some of the activities reported may be legal, e.g. betting between friends or on crane
grab machines in Family Entertainment Centre’s, there is no room for complacency.
The law is clear that children are not allowed to gamble in pubs, betting offices, bingo
halls or arcades and where there is a failure to prevent underage gambling, the
Gambling Commission will take regulatory and/or criminal action.

Alison Thewliss: Pursuant to the Answer of 13 October 2016 to Question 47027,
when she expects to publish the Triennial Review of Stakes and Prizes for
gambling machines.
Tracey Crouch: A review of gaming machines and social responsibility measures
(previously called the Triennial Review) began with a 6 week call for evidence on 24

http://www.gamblingcommission.gov.uk/Press/2016/New-report-indicates-450000-children-gamble-every-week.aspx
http://www.gamblingcommission.gov.uk/Press/2016/Binary-options-scams-warning.aspx
http://www.gamblingcommission.gov.uk/Press/2016/Camelot-licence-breach-leads-to-financial-penalty.aspx
http://www.gamblingcommission.gov.uk/Publications-consultations/Consultations/Closed-consultations-with-response/Proposals-for-Gambling-Commission-fees-from-April-2017.aspx
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October, closing on 4 December. As part of this, we sought evidence on Fixed-Odds 
Betting Terminals and gambling advertising. The review generated a lot of interest from 
the general public, as well as from a variety of interest groups, local authorities, trade 
bodies and industry. We are now looking in depth at the evidence and aim to publish 
our findings and any proposals in spring 2017. 

Ronnie Cowan: Whether the Government has plans to produce a strategy to 
tackle problem gambling and reduce gambling-related harm. 
Tracey Crouch: The Responsible Gambling Strategy Board (RGSB), which advises the 
Gambling Commission and others on reducing gambling related harm, published its 
responsible gambling strategy for 2016-2019 in April this year. We will be considering 
this alongside other evidence as part of the review of gaming machines and social 
responsibility measures which was announced on 24 October, with the aim of 
publishing our findings and any resulting proposals in spring 2017. 

8. Articles published

There were no articles published this month.

9. Forward planner

This is available in the Communications Forward Planner which is updated regularly.

10. Internal communications

Most of December was focused on preparing for Learning and Development Week and

Networking Day. Time has also been dedicated to determining the best way to deliver

the results of the employee survey to colleagues. A workshop is being scheduled with

HR in January to develop an internal commas plan that will enable the utilisation of

internal communications resources more effectively to communicate key HR messages.

Resource remains amber this month with the newly appointed Senior Officer, Internal

Communications due to commence in role on 12 December. Initial areas of focus for the

new role will be supporting the implementation of plain English and effective writing

skills at the Commission.

file://///srv-file2.gc.local/gc-dept/Corporate%20Affairs/Open%20Access/CFP%20overview.xlsx



