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[bookmark: _Toc213760598]Glossary of abbreviations, acronyms and terms
This report uses the term 'problem gambling' in reference to legislation. We recognise that the term and its derivative 'problem gambler' is stigmatising and outdated and fails to capture the complex range of social, cultural, policy, legislative, economic and environmental factors, as well as the design and marketing of gambling products, that impact gambling behaviour and harm. This report only uses this term in relation to relevant legislation.

ACMA	Australian Communications and Media Authority
AFL	Australian Football League
AHA	Australian Hotels Association
ALH	Australian Leisure and Hospitality Group
AUSTRAC	Australian Transaction Reports and Analysis Centre
CBS	Community Benefit Statement
CSE	casino special employee
DCCO	declared community or charitable organisation
DJCS	Department of Justice and Community Safety
EFT	electronic funds transfer
FOI	freedom of information
FTE	full-time equivalent
GEAP	Gender Equality Action Plan
GIE	gaming industry employee
IBAC	Independent Broad-based Anti-Corruption Commission
ICT	information and communications technology
IGS	Intralot Gaming Services
MoU	memorandum of understanding
MTP	Melbourne Transformation Plan
NCPF	National Consumer Protection Framework
OMA	Outdoor Media Association
OVIC	Office of the Victorian Information Commissioner
PSP	player safety promise (part of the Tabcorp Transformation Program)
RSG	responsible service of gambling
RSL	Returned and Services League
VGCCC	Victorian Gambling and Casino Control Commission
VGCCC Act	Victorian Gambling and Casino Control Commission Act 2011
VPS	Victorian Public Service
VSW	venue support worker
QIP	quality improvement program (part of the Tabcorp Transformation Program)
WSP	wagering service provider
Associates	Those who can exercise significant influence or control over management of a licensee, such as board members and senior executives. Associates are required to undergo rigorous probity assessments in which their ability to meet high thresholds of honesty, integrity, character and financial stability are considered.
Nominees	Those responsible for the management and control of a gaming venue on behalf of the venue operator. Nominees are subject to the same suitability assessments as associates.
YourPlay	The pre-commitment system installed on all poker machines in Victoria that allows users to set time and spend limits

[bookmark: _Toc213760599]A message from the Chair and CEO
In the 3 years since the VGCCC was established, following the Royal Commission into the Casino Operator and Licence, we have made significant strides in modernising and improving the regulation of gambling in Victoria. Consequently, the industry is better regulated than ever before and we are recognised as a leader in our field. However, there is still a lot more work to be done.
The beginning
Initially, we placed direct emphasis on addressing the non-compliance of the big gambling operators. The legacy of our inaugural Chair, Fran Thorn, and chief executive, Annette Kimmitt AM, who both left the organisation this year, is apparent in many ways. Most obviously in our ongoing oversight of the delivery of Crown’s Melbourne Transformation Plan and Tabcorp’s Transformation Program.
Fran and Annette set an ambitious agenda and staunchly pursued their goal to embed our risk-based, intelligence-led regulatory approach. They set about transforming our workforce and laid the foundations for a well-rounded regulator with harm minimisation at its core. We thank them for their contributions.
An energised workforce
The gambling industry in Victoria comprises multiple sectors and a significant number of businesses that employ thousands of people. As we adopt a more business as usual approach to regulating the industry, we must maintain the highest standards across the length and breadth of our responsibilities. 
In late 2024–25, we finalised the design of, and consultations with staff relating to, our new, sector-based operating model, which supports an end-to-end approach to each gambling sector we regulate. This means we are engaged at every stage, from understanding the needs of each sector, through to regulation and oversight, and using outcomes to inform ongoing improvement.
Our people are deeply skilled in a range of disciplines, including conducting probity assessments and data analysis complex audits. We remain committed to investing in continuous training and development opportunities for our staff, ensuring they stay engaged, motivated, and well prepared to excel amid the dynamic, fast-paced changes of the industry. This includes equipping our people with the skills to adapt to emerging technologies and to address the associated criminal risks that may arise, so they can continue to safeguard our industry’s integrity. 
Digitised regulation
In the ever-evolving landscape of regulatory governance, the imperative to modernise technological infrastructure is both a challenge and an opportunity. Over the past year, our organisation has continued to replace legacy systems to establish a robust, fit-for-purpose system designed to support and refine our regulatory approach. This marks a pivotal step toward future proofing our operations and enhancing service delivery.
This multi-year program to transform and digitise our regulatory systems will streamline processes for businesses and individuals, supporting awareness and understanding of regulatory obligations, enabling timelier, data driven regulatory approaches, and improving outcomes for the broader community.

Using new regulatory tools
This year, we completed our first strategic inquiry using our powers under s 26 of the Victorian Gambling and Casino Control Commission Act 2011 (VGCCC Act). The new powers allow us to explore matters of broad interest in different sectors of the gambling industry to assist us to achieve best practice in gambling regulation. 
This enabled us to better understand how bingo operates in Victoria and identify areas for improvement. We will begin to act on the recommendations in the coming year. More generally, the lessons learnt from this valuable exercise will be applied in any future inquiries we might undertake.
Reducing harm
Our newly legislated responsibilities to increase community awareness of the risks associated with gambling and encourage harm reduction behaviours came into effect 12 months ago. We embraced this opportunity to support government’s gambling harm minimisation objective, tackling it on multiple fronts.
Our Harm Minimisation Action Plan 2024–26 comprises actions to reduce harm from the most harmful gambling products – poker machines, sports and race betting and casino table games.
During the year, we conducted sentiment research with 3,000 Victorians to better understand perceptions and inform targeted harm awareness initiatives. We began developing a long-term strategy to increase community awareness of the risks of gambling harm. We led Gambling Harm Awareness Week for the first time, having taken over this role from the Victorian Responsible Gambling Foundation. We reframed our social media strategy to prioritise use of our platforms to inform, educate and engage with community on gambling harm-related issues.
A new strategic horizon
Looking ahead, our priorities centre on preserving Victoria’s gambling industry as free from criminal infiltration, while unwaveringly protecting individuals from the harms that gambling can inflict.
We will strengthen our capacity to detect and respond to suspicious activities, deepening our collaborations with regulatory and enforcement partners to curb criminal influence and exploitation across the sectors under our watch. In parallel, we will encourage and enable gambling providers to establish robust measures that guard against crime.
Our commitment to minimising gambling harm will be realised through vigilant oversight – scrutinising industry compliance with statutory obligations and intervening whenever necessary. We stand ready to shield excluded individuals from gaining access to gambling products and venues, ensure all marketing conforms to legislative standards, broaden community awareness of gambling’s risks, and enhance the industry’s understanding of its duty of care obligations.
Zero tolerance remains our stance towards providers who permit underage betting, either by or on minors. Research clearly shows that those who begin gambling in their youth are disproportionately at risk of harm later in life. The responsibility lies with the industry to prevent gambling by minors, and we will act decisively should they falter.
Our expectations of vigilant monitoring by operators for signs of harm are unwavering. Providers must be alert to customer behaviour, especially with high-risk, high-harm products such as poker machines and sports and race betting – products that collectively accounted for 80% of gambling losses in Victoria in 2022–23.[footnoteRef:2] Supporting operators to meet their harm minimisation obligations is, and will remain, a regulatory imperative. [2:  Browne M, Tulloch C, Rawat V, Dellosa G, Russell AMT, Hing N, Rockloff M and Doran C, Social costs of gambling to Victoria 2023, State Government of Victoria, Melbourne, June 2025.] 
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[bookmark: _Toc213760600]About us
We are Victoria’s independent gambling regulator. 
Our purpose is to ensure integrity, safety and fairness for all. 
Integrity: We hold operators to account on both their legal and social licences to operate. 
Safety: We boldly apply and direct our powers to those not keeping people as safe as possible.
Fairness: We will not allow people – especially those at risk of gambling harm – to be unfairly targeted. 
[bookmark: _Toc213760601]Our strategic ambitions
Our strategic ambitions are to: 
· be renowned for regulatory excellence 
· provide an exceptional employee experience 
· have a fit-for-purpose operating model.
[bookmark: _Toc213760602]Our regulatory approach
Our regulatory approach is how we achieve our purpose. It comprises 4 components: licensing and other approvals, education and engagement, monitoring, and enforcement.
Central to our approach is our focus on preventing gambling harm and keeping the gambling industry free from criminal influence.
LICENSING AND OTHER APPROVALS
By overseeing organisation and individual approvals, we can assess, monitor and intervene in activities that may cause harm or attract criminal influence.
Our remit encompasses a wide range of gambling operators, people and premises, and a vast array of equipment, games, rules, systems and processes critical to gambling operations across the state.
We take a risk-based approach to licensing and other approvals, which are only granted when any identified risks have been addressed. In making decisions, we prioritise harm prevention. 
We carefully examine an applicant’s financial situation, criminal history, personal background, previous experience and any disciplinary or other proceedings to which they may have been a party. Applicants must demonstrate their commitment to actively safeguard the community.
We scrutinise applications for equipment such as poker machines, table games and systems used in the conduct of gambling activities to ensure they are fair, the rules and odds are clear, they comply with regulatory requirements, and they incorporate safeguards against gambling harm. 
Our Commission sits as a tribunal to consider complex or high-risk matters and to make decisions on applications for various licences relating to poker machines, appeals on exclusion orders and disciplinary actions against major licensees.
EDUCATION AND ENGAGEMENT
We undertake information and awareness raising activities and proactively engage with industry to help them understand and meet their legal and social obligations. We provide education materials, guidance and other resources to help them to improve their:
· understanding of gambling harm and meet their duty to care for customers and the broader community
· ability to identify and report suspicious behaviour to keep their operations free from criminal influence. 
We conduct annual surveys with the Victorian community to learn about their attitudes to, and perceptions of, gambling, gambling harm and how the gambling industry is regulated. We use the insights gleaned from these market research activities, as well as from our interactions with key stakeholder groups, including people with lived experience of gambling harm, to inform our public information initiatives.
Our awareness raising activities help Victorians to think critically about the risks of gambling, specific gambling products and industry tactics, so they can make informed decisions about participating in gambling activities and employ strategies to reduce the risk of gambling harm. We also promote the availability of tools to assist people who gamble to monitor their activities and gamble within their means, thereby reducing the risk of harm.
MONITORING
We encourage and enforce the gambling industry’s compliance with its obligations through a risk-based and intelligence-led approach that ensures our efforts are targeted on those areas that require attention. 
We conduct audits and inspections across the industry and use all available information – including complaints and tip-offs and comprehensive analysis of available gambling data – to spot emerging issues, identify non-compliance and target regulatory responses to high-risk areas for gambling harm.
We identify people or venues to monitor for money laundering or other criminal activities through our analysis of data and other forms of intelligence, and engagement with other regulatory agencies. These include the Australian Communications and Media Authority (ACMA), Australian Federal Police, Australian Transaction Reports and Analysis Centre (AUSTRAC), Victoria Police, and other interstate and international regulators.
ENFORCEMENT
We have zero tolerance for opportunistic or deliberate breaches of obligations by gambling operators. In particular, we actively pursue those whose actions fail to protect the community or act on criminal influence. We ensure our enforcement actions are timely and proportionate to the risks posed, and harm caused, by operators that:
· fail to take responsibility for preventing gambling harm
· contravene their obligations to identify and prevent criminal infiltration into the Victorian gambling industry.
The enforcement tools available to us vary across the different sectors we regulate. They include notices of non-compliance, enforceable undertakings, disciplinary actions, fines, and criminal prosecution. 
Depending on the sector in which they operate, registered and licensed organisations and individuals may also face censure, suspension or cancellation.
In determining an enforcement action we consider an operator’s conduct, including their level of cooperation, and whether they have proactively taken steps to rectify or remedy the issue. 

[bookmark: _Toc213760603]Scale of the industry we regulate: 2024–25 snapshot
State-issued licences
· 1 casino licence
· 1 wagering and betting licence
· 1 monitoring licence
· 2 Keno licences
· 1 lotteries licence
People
· 3,171 casino special employees
· 23,793 gaming industry employees
· 263 bookmakers
· 452 venue operators
· 23 manufacturers, suppliers and testers of gambling equipment
Entities
· 483 venues with poker machines in operation
· 5,722 declared community and charitable organisations
· 14 sports controlling bodies
· 7 bingo centre operators
· 28 commercial raffle organisers
Entitlements
· 27,372 poker machine entitlements
Player losses
· $7.39 billion lost by players
Individual approaches
· 22,609 enquiries
· 415 tip-offs
· 802 complaints about the industry
Key enforcement actions
Crown
· $2 million fine
· 1 enforceable undertaking
· 5 directions
· 98 written warnings
Non-casino
· Tabcorp: $4.6 million fine
· 6 successful prosecutions 
· 18 disciplinary actions
· 30 infringement notices
· 212 written warnings
· 26 employee disciplinary actions


[bookmark: _Toc213760604]Progress towards our strategic ambitions
BE RENOWNED FOR REGULATORY EXCELLENCE
This means:
· protecting people from gambling harm 
· ensuring the gambling industry operates fairly and consumers can make informed decisions
· keeping the industry free from criminal influence and exploitation 
· enabling and holding to account those we regulate to deliver on both their legal and social licences 
· continuously improving gambling regulation 
· decision making that is grounded in independence from those we regulate and a deep understanding of the gambling industry. 
Highlights in 2024–25
In June 2024, the VGCCC Act was amended to strengthen our objectives – shifting from ‘minimising harm and problem gambling’ to ‘minimising gambling harm’ – a change that recognises harm as inherent to gambling products.
We prioritise our efforts on areas of greatest risk to deliver the strongest possible outcomes for all Victorians. Harm minimisation – prevention and reduction – is central to our work. All gambling providers are on notice to have robust systems and procedures in place to prevent harm caused by their products. 
In 2024–25, we imposed significant fines on providers for wrongdoing, sending a clear message that they must take their harm minimisation obligations seriously. A key ongoing priority is to support gambling providers to proactively prevent minors from gambling. In addition, this year we focused particularly on industry’s compliance with safeguards designed to protect self-excluded customers.
We continue to investigate and act against any gambling provider known to have caused harm to Victorians by contravening gambling regulations. Where licenced entities acknowledge their misconduct, we support them to take remedial action.
For the first time at the VGCCC, we led the state’s Gambling Harm Awareness Week, which aims to raise awareness about the risks and harms associated with gambling. We encouraged Victorians to learn more about how gambling products work to assist them in making informed choices. Our campaign (You're meant to lose more than you win. Know what’s behind the game) offered information and strategies to help people protect themselves from gambling harm.
During the year, we completed our first strategic inquiry. Using our newly legislated toolkit, we examined Victoria’s bingo sector and identified a range of actions for modernising the regulatory framework that governs its conduct. We also gained valuable insights into how our new powers might be used to support our regulatory work in the future. The report, Keeping bingo social, safe and fair, was published in early July.
We began embedding a regulatory risk framework and intelligence strategy into our operations. Their use will enable a consistent approach to risk-based identification, intelligence capture and planning of regulatory priorities and activities at strategic, operational and tactical levels. 
Supporting this work are our collaboration and information sharing arrangements with key partner agencies, including ACMA, Victoria Police and AUSTRAC. We continued to strengthen these relationships to enhance our oversight of the gambling industry to detect, prevent and deter criminal influence and exploitation.
	CASE STUDY
Digital transformation supports regulatory excellence
Our move to a single digital platform to manage the full regulatory lifecycle is expected to save the gambling industry more than 94,000 hours of red tape each year, estimated to cost $6 million, while delivering improved outcomes and significant operational efficiencies.
This major multi-year project, which involves consolidating and standardising our systems and processes and replacing four legacy systems and numerous manual workflows, will make the Salesforce Public Sector solution our sole regulatory system.
This year we made considerable progress to implement the solution, which will support industry compliance through modern, efficient digital tools. 
Our digital transformation journey represents our deep commitment to regulatory excellence. Stakeholder benefits will be broad ranging and achieved, for example, through:
· easier application processes for employee and commercial licenses and minor gaming permits e.g. through digital forms with field auto-population, data validation, real-time application status tracking, and automated risk assessment
· streamlined poker machine entitlement management, aided by a fully digitised process that provides greater transparency, automated controls and alerts/notifications
· a new industry portal, with operator-specific obligations built in for a personalised experience, and tools for self-managing compliance, such as automated notifications and reminders, real-time visibility of compliance matters, and annual statement requirements
· more efficient complaints and tip-offs processes, supported by an ability to triage and resolve issues more quickly, reduce uncertainty and prevent delays to flow-on or related activities.
Additional community benefits will result from integrating the platform with Service Victoria’s systems. This means that Victorians who engage with us will have the convenience of a single digital identity across state government services, an improved user experience and greater online protection through enhanced security.
Phases 1 and 2 of the project were completed in June 2024 and May 2025 respectively. The remaining 2 phases will be implemented in 2025–26.


AN EXCEPTIONAL EMPLOYEE EXPERIENCE
This means: 
· enabling employees to derive a deep sense of purpose from their work
· supporting wellbeing and physical and psychological safety through an inclusive and values-driven culture 
· encouraging career progression and providing clarity on the skills and capabilities needed to succeed 
· delivering highly effective learning and development through on-the-job experiences, coaching, mentoring and formal learning 
· ensuring people feel valued for their contribution. 
Highlights in 2024–25
This year, we prioritised efforts to attract and retain highly skilled people to further embed our new regulatory approach and enhance the standard of work we perform on behalf of all Victorians. 
With this in mind, we refreshed our values to ensure ongoing alignment with our purpose and ways of working, and introduced a recognition program that encourages employee wellbeing, psychological safety and job satisfaction. 
Our new operating model and structure are designed to support an end-to-end approach to each gambling sector we regulate. To support the successful delivery of the model, we developed a new capability framework to enable our regulatory practitioners to make good, consistent decisions. 
The framework underpins our efforts to be renowned for regulatory excellence, clearly sets out the competencies required to implement our regulatory approach, and outlines a career path, inclusive of development opportunities, for our people.
In addition, we introduced a new online learning platform for all staff to enhance their capabilities and delivered in-house project management and writing skills training.
A significant undertaking during the year involved procuring new accommodation in Melbourne’s CBD and preparing to move to it when our lease on the North Richmond office we have occupied for 12 years expired in August 2025.
Providing our people an excellent employee experience was a key consideration in the decision to move. The central location offers staff better commute options and a safer, more vibrant environment in a modern, fit-for-purpose setting. Accordingly, staff will have access to flexible, technology-enabled workspaces, open-plan neighbourhoods for collaborating, and a variety of alternative options for ‘quiet’ work and in-person and hybrid meetings.
A FIT-FOR-PURPOSE OPERATING MODEL
This means: 
· having sustainable funding that allows for sufficient resources to regulate effectively, continually develop our people, and harness technology and data to improve systems and processes 
· working together in cross-functional, multi-disciplinary teams, enabled through technology, data and intelligence to drive innovation, efficiency and effectiveness in our regulatory approach 
· forming deep, strategic relationships and alliances that accelerate achieving our purpose 
· understanding and managing our risks in line with our risk appetite and in ways that optimise our performance.
Highlights in 2024–25
This year we made substantial progress on our multi-year project to modernise the core information and communications technology platforms that underpin our risk-based and intelligence-led end-to-end regulatory approach. 
The project is replacing multiple legacy systems to deliver a fit-for-purpose platform with benefits for us and our stakeholders, including an improved user experience, higher quality and more timely decisions, and reduced operating costs. 
We have begun rolling out a single, cloud-based technology platform and transitioning our regulatory activities to it. The platform will allow us to capture all our regulatory activities in a single place, improving our efficiency, reducing red tape and minimising risk.
To date, our compliance management system and licensing for casino special employees (CSEs) have been moved to the new system. The remainder of our licencing system will be moved across by the end of 2025.
In addition, we have delivered an enterprise data platform for all data with tools that enable improved capture and analysis capabilities and the application of artificial intelligence/machine learning to identify emerging trends, threats or compliance issues.
In December 2024, we launched a new website that has streamlined and clarified information for consumers about the gambling industry, gambling harm, and their rights. Licensees also have clearer guidance and access to applications and other forms they are required to complete. 



[bookmark: _Toc213760605]Minister’s Statement of Expectations and output measures
[bookmark: _Toc213760606]Progress against the Minister’s statement of expectations
The Minister’s statement of expectations sets out how we are expected to contribute to the government’s priorities and improve our performance. The current statement of expectations comprises 10 initiatives that apply until 30 June 2026. The following table illustrates how we are acquitting each expectation.
	Expectation
	Progress

	Consider Towards Best Practice: A guide for regulators in business planning
	The design of our regulatory approach has been developed with reference to the 10 principles in the guide.

	Continue to build strong, collaborative relationships with a range of stakeholders
	We engaged extensively with stakeholders, including:
· people with lived experience and the wider community
· industry peak bodies and gambling operators
· the Department of Justice and Community Safety (DJCS).

	Build a robust and modern industry through a risk-based approach to regulation
	In 2024–25 we: 
· began implementing our new risk framework 
· identified and assessed regulatory risks for each gambling sector to be used to drive regulatory planning and monitoring for the year ahead. 

	Continued rigour in regulation of the Casino
	Together with other business as usual work and Royal Commission into the Casino Operator and Licence related reform activities, in 2024–25 we:
· established our audit methodology for Crown’s Melbourne Transformation Plan (MTP)
· established a dedicated team to oversee implementation of the MTP
· tested and validated the completion of a number of MTP programs and initiatives. 

	Ensure compliance and prevent criminal activities
	This year we:
· strengthened relationships with AUSTRAC and Victoria Police to enable mutually beneficial data/intelligence sharing and transfer, especially in relation to the risk of money laundering
· continued to identify new partnerships, intelligence assets and approaches to analytics that will improve detection and prevention of criminal infiltration into the gambling industry.

	Continue to integrate and prioritise harm minimisation into all aspects of the regulatory approach
	This work has included:
· embedding regulatory actions proportionate to the risks posed and harm caused by non-compliance
· developing an action plan aimed at reducing harm from the most harmful gambling products
· developing a 5-year strategy to transform community and industry attitudes about gambling harm
· taking enforcement action against providers in breach of their self-exclusion program obligations
· leading Gambling Harm Awareness Week. 

	Educate industry to improve compliance
	We continued to implement our 3-year industry education strategy through education resources, information sessions, stakeholder engagement, education campaigns and a monthly newsletter. We reinforced these activities through our website, venue visits, social media, direct emails and correspondence. Our education activities addressed known and emerging areas of compliance risk. 

	Develop a plan to ensure the continuation of a public health approach to gambling harm prevention activities, including campaigns
	We began developing a 5-year strategy to transform community and industry attitudes about gambling harm.
· We consulted people with lived experience, researchers, venue support staff and public health partners, commissioned behavioural research and reviewed more than 50 evidence sources. 
· The strategy prioritises audiences and high-risk gambling products, sets clear behavioural goals, and addresses environmental barriers to harm reduction. 
· The strategy provides a framework for future awareness and education campaigns.

	Advise the Minister
	Through regular engagement, briefing and reporting, we continued to fulfil our legislative obligation to advise the Minister on the operation of gambling legislation and the Commission’s functions. This year, in collaboration with DJCS, we began developing a regulatory reform strategy and plan. 

	Develop business plans and a reporting framework
	We progressed the development of the components required for a new public reporting framework. The framework is being designed to ensure we meet the 10 principles for good regulatory practice outlined in Towards Best Practice: A guide for regulators.




[bookmark: _Toc213760607]Performance against output measures
2024–25 performance against output measures
	Performance measure
	Unit of measure
	2024–25 target 
	2024–25 actual
	Variance %
	Notes (for +/-5% variance)

	Quantity

	Casino applications, monitoring and audit activities
	Number
	2,016
	1,807
	-10.4
	The actual is lower than the target due to fewer CSE applications from Crown than anticipated. As at quarter 4 of 2024–25, we had received 314 CSE applications. In comparison, at the same time in 2023–24, we had received 873 applications. This is also in part due to the reduction or lower turnover in casino workforce.


	Gambling and casino information and advice
	Number
	25,000
	22,609
	-9.6
	The actual is lower than the target due to fewer enquiries from industry and the public than forecast. The number of enquiries is lower than last year.

	Gambling applications, monitoring and audit activities
	Number
	10,814
	12,211
	12.9
	The actual is higher than the target due to continued increased focus on monitoring and audit activity, in particular reviewing annual bingo returns and monitoring player activity statements.

	Gambling audits completed
	Number
	1,600
	1,925
	20.3
	The actual is higher than the target due to increased inspection activity.

	Quality

	Gambling audits conducted at high-risk times
	%
	12
	23.8
	98.3
	The actual is higher than the target due to the counting rules now capturing audits conducted between 10 am and 12 pm, in addition to 10 pm and 4 am. 

	Proportion of high-harm gambling breaches resulting in regulatory action
	%
	95
	84.6
	-10.9
	The actual is lower than the target due to transformation activities underway at the VGCCC, including the implementation of a single cloud-based technology platform to enable regulatory processes and manage all regulatory matters. These activities are actioned as a priority and undergo a thorough investigation.

	Timeliness

	Calls to VGCCC client services answered within 60 seconds
	%
	80
	75
	-6.3
	The actual is lower than the target due to internal change during the reporting period.

	Gambling approvals, licence, permit applications and variations completed within set times
	%
	85
	76
	-10.6
	The actual is lower than the target due to the transition to a single technology system for regulatory processes, resulting in longer licensing assessment times. These impacts were monitored, and the VGCCC worked with industry to ensure critical applications were efficiently assessed and addressed the impacts of transition.



[bookmark: _Toc213760608]Our current-year financial review
The Victorian government considers the net result from transactions to be the appropriate measure of financial management that can be directly attributed to government policy. 
This measure excludes the effects of revaluations (holding gains or losses) arising from changes in market prices and other changes in the volume of assets shown under ‘other economic flows’ on the comprehensive operating statement, which are outside our control. 
In 2024–25, we achieved a net result from transactions of $0.127 million, compared to a ($0.426) million net result from transactions in 2023–24. 
Both total income and expenses from transactions have decreased over the past year, with the net result from transactions highlighting a movement of $0.299 million during these periods. 
The overall net result for 2024–25 decrease in expenditure and income relates to the capitalisation of expenditure relating to ICT projects and section 29 income and expenditure. 
Total net assets increased from $11.700 million in 2023–24 to $14.414 million in 2024–25 primarily driven by VGCCC’s investment in ICT infrastructure and a rise in receivables as at 30 June 2025.
Further information can be found in the financial statements section of the annual report.
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Since the Royal Commission into the Casino Operator and Licence, we have continued to strengthen every aspect of our approach to regulating the Melbourne casino licensee (Crown).
In particular, we have invested heavily in building our data analytics and intelligence capabilities to identify ‘red flags’ for potential non-compliance and increased risks for criminal activity and gambling harm. 
We analysed customer data received daily from Crown to ensure its own Financial Crime Unit properly leveraged intelligence and data to monitor and identify money laundering. We also worked closely with Victoria Police, Australian Federal Police and Commonwealth and state regulatory agencies on matters that raised concerns about criminal influence. This included referring to them several instances of reportable conduct, such as potential loan sharking and money laundering.
Our enhanced data capabilities assisted us to analyse de-identified data received independently from the monitoring licensee, which oversees the YourPlay limit setting program, about customer play periods, behaviour, expenditure and participation when excluded. 
This enabled us to monitor the occurrence of gambling harm as well as Crown’s adherence to key regulatory requirements, such as mandatory carded play on poker machines, the operation and enforcement of the YourPlay pre-commitment system, and breaks in play.
During 2024–25, we continued to work with Crown and DJCS to progress mandatory carded play on casino table games. Under current legislative requirements, this must be in place by 1 December 2025. We are active participants in a DJCS-led working group considering the technical requirements associated with implementing an account-based system on casino table games. And we continue to work with DJCS and Crown to ensure the necessary equipment, system and process approvals are enabled.
The Commission must approve senior executives and directors of Crown and its holding companies to become associates. Our assessment of their suitability is informed by the thorough probity checks we conduct, which include reviewing a person’s employment history, personal and professional associations, qualifications, leadership experience in Australia and overseas, and financial stability.
Applications that pose an increased risk are referred to investigators for deeper assessment and the Commission only grants approval if the risks are suitably addressed. 
We scrutinise a vast array of equipment, games, rules, systems and processes critical to Crown’s operations. New games undergo rigorous assessment for compliance with all regulatory requirements and the inclusion of safeguards to protect customers from gambling harm.
We also assess and approve the ICT systems Crown uses for gaming – and any changes to those systems. Our focus is on ensuring the integrity of systems, including compliance with minimum technical standards.

	CASE STUDY
Melbourne Transformation Plan and public status reports
Crown’s adherence to its MTP critical to its ongoing reform. 
Accordingly, in April 2025 we issued a second binding direction to Crown to supplement and strengthen the initial direction regarding implementation of its MTP. It requires Crown to complete the delivery of the MTP by 31 December 2026.
Crown must provide us with quarterly status reports and publish a public status report on its website twice a year on its progress towards meeting its MTP commitments. The first public status report was published in February 2025.
We have also implemented a range of additional audits to ensure the MTP is properly implemented. Findings from our expanded activities will be important input into our ongoing assessment of Crown Melbourne’s reform efforts and, ultimately, our review of Crown Melbourne’s suitability in the Seventh Periodic Investigation, which will commence in 2027.


People approvals (employees and associates) 
Crown employees in gambling-related functions must apply to be licensed and approved as a CSE. 
In 2024–25, 72.45% of CSE licence applications were determined in set timeframes (target = 11 days or less) (78.21% in 2023–24). 
Active CSE licences as of 30 June
	2025
	2024
	2023
	2022
	2021

	3,171
	3,600
	4,645
	4,335
	4,310


Applications for CSE licences
	Application
	CSE (new)
	CSE (renew)

	Granted

	2024–25
	145
	139

	2023–24
	589
	204

	Refused

	2024–25
	0
	0

	2023–24
	0
	0

	Withdrawn

	2024–25
	9
	1

	2023–24
	13
	2

	Total

	2024–25
	154
	140

	2023–24
	602
	206


Applications to be an associate of the casino
	Application
	Associate of the casino 

	Approved

	2024–25
	9

	2023–24
	7

	Refused

	2024–25
	0

	2023–24
	0

	Withdrawn

	2024–25
	0

	2023–24
	1

	Total

	2024–25
	9

	2023–24
	8



Equipment, games, rules and system approvals 
	Application
	Casino gaming equipment*
	Casino-linked jackpot arrangements

	Granted

	2024–25
	32
	13

	2023–24
	55
	3

	Refused

	2024–25
	0
	0

	2023–24
	0
	0

	Withdrawn

	2024–25
	2
	0

	2023–24
	2
	1

	Total

	2024–25
	34
	13

	2023–24
	57
	3


*Excludes poker machines
Casino audits
	2024–25
	2023–24
	2022–23
	2021–22
	2020–21

	1,220
	848
	1,402
	1,371
	634


ENFORCEMENT
We took one disciplinary action against Crown this year. In October 2024, the Commission fined Crown $2 million for allowing 242 people who had self-excluded from gambling to place bets over an 8-month period between October 2023 and May 2024.
The Commission determined the breaches were due to system and control failures and issued a direction to Crown to engage an independent expert to assess the effectiveness of, and make recommendations for improving, the management of its self-exclusion program. 
This year we issued 5 directions to Crown. In addition to the directions already mentioned, we directed Crown to: 
· implement the accepted recommendations of an approved independent expert regarding Crown’s access controls for minors
· engage an independent auditor to audit all systems and internal controls in accordance with ASAE 3150 issued by the Australian Auditing and Assurance Standards Board. 
In addition, we issued Crown with 98 written warnings. 
Commission tribunal decisions
In 2024–25, the Commission received 14 appeals against casino exclusion orders.
	
Received
	
Hearings*
	Matters determined*
	Matters concluded#
	Outstanding on 30 June 2025

	2024–25
	2023–24
	2024–25
	2023–24
	2024–25
	2023–24
	2024–25
	2023–24
	2024–25
	2023 –24

	14
	10
	0
	1
	0
	7
	10
	2
	3
	4


* Private and public hearings, direction hearings and preliminary conferences 
# Not all matters are necessarily determined or concluded in the same financial year as they are received.

[bookmark: _Toc213760610]Poker machine and venue operators
Our scrutiny of all applications relating to poker machines includes assessing the suitability of venue operators, their nominees, associates and gaming employees, and whether a venue meets its obligations for minimising harm and criminal influence.
A venue operator must obtain both a venue operator licence and approval to operate poker machines and purchase a separate poker machine entitlement for each machine.
As of 30 June 2025, 27,372[footnoteRef:3] poker machine entitlements were available to venue operators in Victoria. Of these, 13,211 were attached to poker machines in clubs, 14,099 were attached to poker machines in hotels and 62 were available for sale. [3:  This figure was incorrectly reported in last year’s annual report as 26,966.] 

The approval of a designated poker machine area requires that a venue meets specific controls for lighting, closed circuit television, location, and proximity to areas where minors may be lawfully present. This is an important step in minimising gambling harm. Separately, we assess and approve all modifications to the perimeter of the poker machine area for existing venues.
For new premises applications, suitability is determined through a public hearing process to assess whether the venue is appropriate for operating poker machines. For existing premises, the venue operator undergoes a suitability assessment as part of the application to add the premises to their licence.
Applications for an increase in poker machines at a venue are assessed by the Commission sitting in tribunal, subject to local government area limits. Approvals may also be subject to conditions.
In 2024–25, we approved one new venue operator licence and 46 renewals: 76% of venue operator licence applications were approved in set timeframes (target = 115 days) (98.34% in 2023–24). Venue operation licences last for 10 years, which can cause variance from year to year depending on how many licences are due to expire and be renewed.
As of 30 June 2025, 483 gaming venues were approved and operating in Victoria.
	CASE STUDY
Reducing the reporting burden on venues
This year, we worked closely with the Monitoring Licensee, Intralot Gaming Services, to provide additional benefits to venue operators. 
On 1 July 2025, we launched a centralised register for operators to record all cheque and electronic funds transfer (EFT) payments for large poker machine prize payouts. 
Previously, venues were required to register all such payments in their own ‘large win register’ and provide details of the register to us upon request. For some venues, this was a manual process and considered an unnecessary administrative inconvenience. 
The centralised cheque and EFT register:
· removes the burden of venue operators having to regularly supply copies of their large win register to us
· provides an automated solution to venue operators who previously used a manual recording system
· provides a centralised and complete repository of all cheque and EFT payments across all gaming venues in Victoria.
Use of the centralised cheque and EFT register will also enhance our regulatory capabilities, especially in identifying and mitigating money laundering and other criminal risks.
We have initiated an educative program to encourage compliance with the centralised cheque and EFT register and will work with venue operators to transition to the new process. 


Throughout the year, we continued to meet regularly with venue operator peak bodies, including the Australian Hotels Association (AHA), Community Clubs Victoria, and the Returned and Services League (RSL) of Victoria. We also engaged with the Australian Leisure and Hospitality Group (ALH), which has significant poker machine operations in Victoria. 
This engagement is an important part of working with industry to improve compliance, for example, through discussions about our expectations, any emerging concerns emanating from our regulatory oversight of their members, and any matters they wished to raise, including areas in which their members would benefit from further education.
Following an increase in the number of complaints we received about licensed venue self-exclusion program breaches, we met with both AHA and Community Clubs Victoria as the administrators of the 2 self-exclusion programs in the poker machine sector. We also commenced a review of both programs to assess their compliance with the ministerial direction.
In 2024–25, we undertook 1,729 inspections at gaming venues and worked with venue operators to improve venue layouts, enhance safety, and comply with regulatory requirements. For example, we supported venues to improve signage at entrances to poker machine rooms to reduce the risk of minors unwittingly entering these areas.
Our data and intelligence-related monitoring of poker machines and venue operators, and analysis thereof, helped us to identify risks, target our monitoring efforts and remain vigilant to emerging threats. For example, our activities:
· identified that 35 venues breached new laws that came into effect on 30 August 2024 that require poker machine areas to be closed between 4 am and 10 am daily
· revealed that 11 venues failed to pay their gaming taxes by the due date. We recovered a total of $2,115,575 in outstanding gaming tax and an additional $12,269 in penalty interest
· made significant progress on our commitment, following a Victorian Auditor-General’s Office recommendation, to conduct financial audits of all Victorian gaming venues at least every 3 years. Since 2023, we have completed 68% of the audits, including 84% of regional venues, and are on track to complete our first 3-year cycle by 2026. 

	CASE STUDY
Community benefit statements
In 2024–25, 230 community benefit statements (CBS) were lodged by clubs and accounted for $1,051,160,672 in net gaming revenue. Community benefit claims (at 31.7% of net gaming revenue) amounted to $333,234,491. 
This year, 5 clubs failed to lodge a CBS before the legislated 30 September due date. Each was charged a higher tax rate from the due date to the date they submitted their audited CBS. A total of $33,494.77 in additional taxes was collected. Penalty infringement notices were also issued to the clubs, with $1,186 in penalties payable by each club. 
As part of our enhanced monitoring focus, we completed a targeted audit of CBS submissions that found one venue fell short on its community benefit obligations following the removal of an ineligible claim. We recovered a shortfall from the club in the amount of $14,539.49. 
Where errors were identified, we actively engaged with the auditors of the CBS submissions provided to us and encouraged them to improve their assessment of CBS submissions to avoid any escalation of failed assurance processes to the appropriate authorities.


Commission tribunal decisions
Data related to non-casino tribunal decisions are provided in the table below. Data on casino-related decisions are in the Crown Melbourne chapter.
	Received
	Hearings*
	Matters determined*
	Matters concluded#
	Outstanding on 30 June 2025

	
	2024–25
	2023–24
	2024–25
	2023–24
	2024–25
	2023–24
	2024–25
	2023–24
	2024–25
	2023 –24

	Internal appeal
	2
	5
	0
	0
	0
	4
	2
	0
	0
	2

	New gaming premises approval
	1
	2
	0
	2
	1
	1
	1
	0
	1
	1

	Poker machine increase
	0
	3
	1
	1
	1
	2
	1
	0
	0
	1

	Poker machine decrease
	0
	2
	0
	0
	0
	1
	1
	0
	0
	1

	Variation to venue operator licence condition
	6
	4
	0
	0
	0
	2
	7
	1
	0
	3

	Variation of approval of gaming premises
	3
	1
	0
	0
	0
	0
	4
	0
	0
	1

	Total
	14
	17
	1
	3
	2
	10
	16
	1
	1
	9


* Private and public hearings, direction hearings and preliminary conferences 
# Not all matters are necessarily determined or concluded in the same financial year as they are received.
Venue operator licence applications (licensees and associated entities)
	Application
	Operate a venue (new)
	Operate a venue (renew)

	Granted

	2024–25
	1
	46

	2023–24
	4
	16

	Refused

	2024–25
	0
	0

	2023–24
	0
	0

	Withdrawn

	2024–25
	0
	0

	2023–24
	0
	1

	Total

	2024–25
	1
	46

	2023–24
	4
	17



Poker machine entitlements 
Entitlements can be purchased outright from the Minister or through a deferred payment plan, administered by us. We work closely with entitlement holders to help them understand their payment obligations and the consequences of not meeting them. 
If repayment requirements are repeatedly not met, entitlements are automatically forfeited to the Victorian government. In 2024–25, 110 poker machine entitlements were forfeited.
Poker machine entitlements as of 30 June
	
Entitlements
	Number and % of available entitlements 2025
	Number and % of available entitlement 2024

	Utilised by venue operators
	26,966 (98.5%)
	27,372 (99.2%)

	Attached to an approved venue
	27,310 (99.8%)
	26,401 (97.9%)

	Outside Melbourne statistical district
	7,861 (28.7%)
	7,861 (29.2%)

	Inside Melbourne statistical district
	19,109 (69.8%)
	19,105 (70.8%)

	Attached to hotels
	14,099 (51.5%)
	14,099 (51.5%)

	Attached to clubs
	13,211 (48.3%)
	13,211 (48.3%)


Venue applications
	Application
	Include/remove premises
	Modify poker machine area

	Granted

	2024–25
	4
	122

	2023–24
	25
	111

	Refused

	2024–25
	0
	4

	2023–24
	0
	5

	Withdrawn

	2024–25
	0
	8

	2023–24
	0
	9

	Total

	2024–25
	4
	134

	2023–24
	25
	125


Gaming industry employees 
Staff who carry out certain gaming-related duties at licensed venues must be approved as a gaming industry employee (GIE). 
In 2024–25, we assessed 3,290 and approved 3,240 GIE applications, of which 75.94% were determined in set timeframes (target = 11 days) (77.19% in 2023–24).
Active gaming industry employees as of 30 June
	2025
	2024
	2023
	2022
	2021

	23,793
	23,423
	23,222
	23,120
	23,483


Applications for gaming industry employee licences
	Application
	GIE (new)
	GIE (renew)

	Granted

	2024–25
	2,969
	271

	2023–24
	2,345
	311

	Refused

	2024–25
	49
	1

	2023–24
	89
	0

	Withdrawn

	2024–25
	0
	0

	2023–24
	41
	2

	Total

	2024–25
	3,018
	272

	2023–24
	2,475
	313


ENFORCEMENT
In 2024–25, our enforcement actions against venue operators included: 212 written warnings, 30 infringement notices, 15 disciplinary actions and 6 successful prosecutions.
Penalties for breaches to permitted trading hours
We fined 11 venue operators a total of $180,000 for significant non-compliance in 2024 with the trading hours conditions on their licences for Good Friday and ANZAC Day. Letters of censure were issued to an additional 4 venue operators.
Shepparton hotel operator fined $100,000
In December 2024, we fined Goulburn Valley Hotel Shepparton Pty Ltd $100,000 for providing false information on its application for a licence to operate 40 poker machines at the Shepparton venue.
The operator failed to declare that the licence nominee had been found guilty of 2 counts of negligently dealing with the proceeds of crime, without conviction, in June 2022.
Additional licence and reporting conditions have been applied to Goulburn Valley Hotel and another venue operator licence associated with the nominee, Pan Hotels Pty Ltd.
Prosecutions
In February 2025, Supreme Edinburgh Pty Ltd, trading as the Duke of Edinburgh in Brunswick, pleaded guilty to 3 counts of breaching the Gambling Regulation Act 2003. The operator was fined $2,500.
In March 2025, Victorian Amateur Turf Club (which incorporates Melbourne Racing Club/MRC), was fined $7,000 for 2 breaches of the Gambling Regulation Act at the Peninsula Club in Dromana. On 10 June 2023, a child entered the gambling area of the club twice and was able to use the poker machines on both occasions. During the second visit to the area, while with adults, the child used a poker machine for about 5 minutes, until staff intervened. MRC was issued with conditions that must be met within 12 months and at its own expense to improve how it manages its responsibilities. 
In June 2025, ALH pleaded guilty to 6 charges and was fined $38,000 for offences involving 3 minors at 3 venues on 4 dates in 2024: Cramers Hotel, Excelsior Hotel and Mountain View Hotel. 
In October 2024, ALH was fined $175,000 after pleading guilty to 24 charges for allowing a teenager to gamble on multiple occasions at 5 venues: Albion Charles Hotel, Cramers Hotel, Doncaster Hotel, Excelsior Hotel and Rose Shamrock & Thistle Hotel.
In a separate matter, ALH was fined $2,500 for not stopping an 8-year-old child in the company of an adult from entering the poker machine area at Westside Taverner in August 2023. Staff at the venue spoke to the adult to ask them to leave and then reported the incident to us.
Gaming industry employee actions 
Gaming industry employees must advise us if they have been found guilty of an offence or a court has imposed a diversion order or a conviction. This is a condition of their licence, which helps to ensure only suitable people work in the industry. It also protects the gambling industry from criminal influence and exploitation. 
In 2024–25, we took disciplinary action against 26 employees to cancel GIE licences.
[bookmark: _Toc213760611]The Monitoring Licence
Intralot Gaming Services (IGS) is responsible for operating the central system that connects all poker machines in hotels and clubs in Victoria, collecting data from poker machines, operating the YourPlay pre-commitment system across hotels, clubs and the casino, and providing reports and data to us, as well as hotels and clubs. 
We oversee IGS’s compliance with the obligations set out in the Monitoring Licence, related agreement, legislation and ministerial directions to ensure that poker machines are operated lawfully across the state.
Throughout 2024–25, we regularly met with IGS to ensure they remained clear on our expectations of them, including the systems and reports needed to help hotels and clubs monitor poker machines, and to assist us to properly regulate the sector.
Two audits of the Intralot central monitoring and pre-commitment system were conducted during the year. We audited them to assess compliance with our approvals, the technical requirements for systems and the Gambling Regulation Act, and we made recommendations to minimise identified system risks.
In May 2025 we commenced an investigation into an IGS-scheduled system maintenance that caused YourPlay to be unavailable for several hours during operating hours. As part of the investigation, we worked with IGS to understand the root cause of the extended outage, and why IGS failed to immediately notify us and venues of the matter. We set clear expectations that IGS provide us with timely notification of outages to ensure we can, in turn, provide timely notification to venues.
The Monitoring Licence expires in August 2027. DJCS is currently conducting a competitive process, on behalf of the Minister, to award a new post-2027 monitoring and pre-commitment licence. Our role in the process includes developing technical system standards and assessing the probity and good repute of applicants and their associates.
	CASE STUDY
Improved YourPlay compliance reporting
After issuing a direction to IGS in March 2024, we continued to work with IGS to improve a report that assists venue operators to monitor poker machine connectivity with the YourPlay system. 
The enhanced YourPlay Connectivity Report was delivered in January 2025 and is being used by venue operators and us to ensure this core harm minimisation feature is readily available on all poker machines in hotels and clubs throughout Victoria. 
The data has greatly improved our ability to target potentially non-compliant venues and ensure necessary connectivity to YourPlay is delivered. Although minor issues of connectivity have been apparent, the report has assisted in mitigating significant instances of non-compliant poker machines across a single venue.


People approvals (employees, contractors and associates)
Some monitoring licence employees require a GIE licence.
	Application
	Monitoring licensee associate 

	Granted

	2024–25
	0

	2023–24
	8

	Refused

	2024–25
	0

	2023–24
	0

	Withdrawn

	2024–25
	0

	2023–24
	0

	Total

	2024–25
	0

	2023–24
	8


Electronic monitoring system and pre-commitment system approvals 
We must approve each core component and rigorously assess all variations to systems (hardware, software and security documents governing system operation). Our focus is on system integrity and regulatory compliance.
In 2024–25, we approved 9 variations to the monitoring system. There were no applications to vary the pre-commitment system.
	Application
	Variations to the monitoring system 

	Granted

	2024–25
	9

	2023–24
	10

	Refused

	2024–25
	0

	2023–24
	0

	Withdrawn

	2024–25
	0

	2023–24
	10

	Total

	2024–25
	9

	2023–24
	10


[bookmark: _Toc213760612]Manufacturers, suppliers and testers 
Our regulation of poker machine manufacturers, suppliers and testers maintains the integrity of poker machines at every stage of supply and testing.
The service providers we approve to be listed on the roll of manufacturers, suppliers and testers are trusted to perform various tests on poker machines, gaming systems and other approved gaming equipment. As such, we require them to meet high thresholds of honesty, integrity, character and financial stability. 
To be listed on the roll as a tester of poker machines or gambling systems requires a more detailed assessment than is required for manufacturers and suppliers. 
Minimum standards and requirements apply to the design of poker machine equipment and games. We rigorously assess applications for new poker machine types (the hardware) and games (the software) and existing machines and games for fairness, compliance with all regulatory requirements and the incorporation of appropriate safeguards to protect customers from gambling harm. This covers poker machines at Crown and in gaming venues. 
As Chair of the National Standard Working Party responsible for managing technical standards and the performance of poker machine testers, we continue to engage with other Australian and New Zealand jurisdictions on the assessment of poker machines and the Gaming Machine National Standard. 
This year, our engagement included consideration of the latest research on poker machine characteristics and the appropriateness and testability of the Gaming Machine National Standard on new gaming products. We discussed technology enhancements in poker machine design and development and explored how to best ensure their integrity, safety and fairness.
In May 2025, the Australian Casino and Gaming Regulators CEO Forum, which represents all gambling regulators in Australia and New Zealand, endorsed a series of amendments to the Gaming Machine National Standard. Recommended by the National Standard Working Party, they aim to enhance consumer protections and minimise gambling harm and will apply to new poker machines presented to us for approval. 
The amendments address game characteristics that encourage ongoing use and standardise requirements for poker machine manufacturers across jurisdictions. For example, they prohibit:
· congratulatory sounds and visuals when the net result of a spin is a loss i.e. losses disguised as wins
· the display of previous game results, bonus or jackpot outcomes to combat the belief that a win is due i.e. the gambler’s fallacy. 
The amended Gaming Machine National Standard will need to be adopted in each jurisdiction with a transition period provided to poker machine manufacturers. We will support the adoption of this standard in 2025–26.
Roll of manufacturers, suppliers and testers approvals
As of 30 June 2025, there were 23 organisations on the roll. 
Once registered, manufacturers, suppliers and testers and their associates do not need to reapply to be on the roll.
	Application
	Be on the roll of manufacturers, suppliers and testers
	Be an associate of a manufacturer, supplier or tester

	Granted

	2024–25
	0
	15

	2023–24
	1
	40

	Refused

	2024–25
	0
	1

	2023–24
	0
	0

	Withdrawn

	2024–25
	0
	0

	2023–24
	0
	1

	Total

	2024–25
	0
	16

	2023–24
	1
	41



Poker machine equipment and game approvals 
In 2024–25, we approved 1,020 poker machine types and games (including variations).
	Application
	Approve or vary poker machine type
	Approve or vary poker machine game

	Granted

	2024–25
	249
	731

	2023–24
	178
	861

	Refused

	2024–25
	0
	0

	2023–24
	0
	0

	Withdrawn

	2024–25
	0
	40

	2023–24
	3
	49

	Total

	2024–25
	249
	771

	2023–24
	181
	910




[bookmark: _Toc213760613]Wagering service providers, bookmakers and sports controlling bodies
[bookmark: _Toc213760614]The Victorian Wagering and Betting Licence 
In August 2024, the Commission fined Tabcorp $4.6 million for repeated breaches of the Wagering and Betting Licence and its responsible gambling code of conduct. Further, the Commission issued Tabcorp 3 directions to overhaul its operations to remediate systemic internal control and harm minimisation failures. This is detailed ‘Tabcorp Transformation Program’.
Since the directions, we have increased our engagement with Tabcorp at all levels of our organisation to monitor implementation of the reforms and begin measuring their effectiveness.
This year, we strengthened our data analysis and intelligence gathering activities, thereby improving our ability to identify risks, issues, breaches and emerging threats. 
We engaged with Tabcorp to access key datasets to better monitor bet structuring, trends and outlier betting activity, which can be indicators of money laundering. We sought access to system capability to allow further interrogation of agent level data. We engaged regularly with AUSTRAC and Victoria Police to share data and analysis. 
We continued to monitor Tabcorp’s compliance with our January 2024 direction to use an independent third-party to implement a ‘mystery shopper’ program that checks whether venues verify the age of customers who appear under 25. In 2024–25, 1,763 venues were checked by the mystery shopper program, of which approximately 50% failed to meet the identity checking requirements (52% in 2023–24). In response to these failures, Tabcorp applied a range of sanctions on venues, including converting cash-based electronic betting terminals to voucher mode.
During the year, we audited Tabcorp’s wagering and betting system to ascertain whether it had adequate security and controls and to evaluate its accuracy, integrity and auditability. The audit found the wagering and betting system was compliant, but it also identified areas for improvement. Tabcorp developed and provided us with a mitigation plan to address these areas, which we accepted and continue to oversee.
We also provided Tabcorp with dispensation to improve some areas of its wagering and betting system to achieve full compliance with sections of the new Wagering and Betting Technical Standards. Throughout the year, we monitored Tabcorp’s action on matters relating to the dispensation. This included regular reporting and engagement with Tabcorp on progress towards full implementation of the standards. 
	CASE STUDY
Tabcorp Transformation Program
Our investigations in 2023–24 identified that between August 2020 and February 2023, Tabcorp breached the conditions of the Wagering and Betting Licence and its responsible gambling code of conduct numerous times across 17 ‘themes’. Examples of the breaches included:
· sending direct marketing material to a customer on multiple occasions, despite the customer having opted out of receiving promotional materials
· failing to minimise the potential for gambling harm through inadequate training of employees to responsibly deliver its products and services
· failing to provide appropriate support to a customer exhibiting observable signs of distress or indicators of potential gambling harm.
On one occasion, a Tabcorp account manager placed a ‘Responsible Gambling Call’ to a customer whose betting patterns had been flagged as potentially concerning by Tabcorp’s monitoring systems. The call ended with the Tabcorp account manager communicating that a deposit match promotion of $2,000 would be allocated to the customer’s account allowing them to continue to place bets.
The $4.6 million penalty – the largest ever imposed on Tabcorp by the Commission – was proportionate to the number of incidents and the scope and seriousness of the misconduct. The direction to Tabcorp to remediate systemic failings in its regulatory compliance capabilities reflected multiple failures in its ability and willingness to address identified issues.
The Tabcorp Transformation Program requires Tabcorp to address specific non-compliance issues and to strengthen its enterprise risk governance, culture, capability, systems and processes. It comprises 3 streams:
· a quality improvement program (QIP)
· a player safety promise (PSP)
· a retail agent review.
Quality improvement program initiatives include Tabcorp modifying its customer account management system, updating its processes, and developing policies and procedures that prevent unapproved software being used in its wagering and betting system. 
Player safety promise initiatives require Tabcorp to improve its connection to BetStop, the national self-exclusion register, and its ability to quickly identify, and prevent betting by, customers who have self-excluded. Tabcorp must also implement an online system that can identify customers who may be experiencing, or at risk of, gambling harm – and then intervene in real time. 
Tabcorp’s retail network includes pubs, clubs and TAB agencies. The retail agent review will identify and put in place controls to manage risks and prevent breaches. For example, issues we identified included minors using electronic betting terminals, large cash bets, credit betting, and venue staff betting on duty as well as placing bets without paying.


Associate approvals
In 2024–25, we approved 12 Tabcorp associates.
	Application
	Associate of the wagering and betting licensee 

	Granted

	2024–25
	12

	2023–24
	5

	Refused

	2024–25
	0

	2023–24
	0

	Withdrawn

	2024–25
	0

	2023–24
	1

	Total

	2024–25
	12

	2023–24
	6



Wagering and betting system approvals 
	Application
	Modifications to the wagering and betting system 

	Granted

	2024–25
	138

	2023–24
	120

	Refused

	2024–25
	0

	2023–24
	0

	Withdrawn

	2024–25
	23

	2023–24
	7

	Total

	2024–25
	161

	2023–24
	127



	CASE STUDY
Greater protection for customers
We worked with Tabcorp after the new wagering and betting licence came into effect in August 2024 to ensure the licensee implemented enhanced security of customer accounts, information and funds by complying with the improved technical standards we introduced.
A key measure was the introduction in early 2025 of multi-factor authentication on customer accounts. This, along with other system controls, strengthened Tabcorp’s systems for combatting cyber-attacks and mitigating the potential compromise of customer accounts.


ENFORCEMENT
In 2024–25, we took 4 disciplinary actions against Tabcorp, including a direction to implement the Tabcorp Transformation Program.
Tabcorp has reported that implementation of the QIP was completed on 31 March 2025 and that implementation of the PSP will be final in late 2025. An independent assurer is assessing and make findings and recommendations on:
· the full implementation of the programs
· whether the program initiatives are designed to effectively address the root causes of the systemic deficiencies identified
· whether the control deficiencies have been effectively remedied. 
	CASE STUDY
New cash limit on in-venue and agency bets
Our August 2024 direction to Tabcorp to impose a new $10,000 cash limit on all in-venue or agency bets sought to address concerns about gambling harm and criminal influence in the sector, including potential money laundering.
Using our new enterprise data platform, we detected and assessed excessive gambling activity in wagering outlets. Analysis of the data led us to identify escalated levels of cash gambling on wagering events in these outlets. 
With additional intelligence obtained through our data sharing relationships with enforcement agencies such as AUSTRAC, we compiled a brief of significant concerns that warranted stronger controls, including the introduction of the new betting limit within 3 months.


Prosecutions
In May 2022, we received a complaint from the mother of a minor who was believed to be gambling at several TAB outlets across Melbourne. The complaint resulted in a 2-year investigation of gambling by a minor at 13 locations. 
In 2024–25, several prosecutions relating to the minor, and others involving children aged between 7 and 17 years, were finalised. Some incidents involved minors entering restricted areas of venues with their parents or guardians. Some of the minors gambled, all were exposed to a gambling environment and may have witnessed gambling harm. 
The finalised prosecutions included:
· 5 ALH venues: Albion Charles Hotel, Cramers Hotel, Excelsior Hotel, Doncaster Hotel, Rose Shamrock & Thistle Hotel (fined $177,500 plus $45,000 costs in October 2024)
· Duke of Edinburgh Hotel (fined $2,500 plus $4,950 costs in February 2025)
· Coburg TAB Agency (fined $3,000 plus $5,500 costs in February 2025).
[bookmark: _Toc213760615]Bookmakers and interstate wagering service providers
A key priority for us in 2024–25 involved bridging a gap in our core information holdings on Victoria’s bookmaking sector. To support a coordinated approach to regulating the sector, we sought to use our memorandum of understanding (MoU) with Racing Victoria to access operational data and intelligence shared with them by Victorian bookmakers. 
Discussions continued throughout the year, and we are close to formalising a process that allows us to receive relevant data from Racing Victoria. This will assist us, for example, to target our regulatory approach on bookmakers where the risk of gambling harm may be more evident.
Our attendance during the year of Backing the Punt and Regulating the Game conferences enabled us to connect with industry stakeholders and explore new and emerging risks in the sectors we regulate. Likewise, our regular interactions with Responsible Wagering Australia focused on current and emerging issues.
We worked closely with the Victorian Bookmakers’ Association and ACMA on making wagering service providers (WSPs) aware of their obligations, including under the National Consumer Protection Framework (NCPF) for online wagering. 
We engaged with WSPs and interested parties on the draft wagering inducements regulatory guide. This document will assist industry to comply with section 4.7.10 of the Gambling Regulation Act. 
We also worked with bookmakers and WSPs on addressing specific risk issues, such as offering wagering markets on events controlled by a sports controlling body without having an integrity agreement in place. Related to this, we introduced a form to enable WSPs to seek a Commission determination if the terms of an integrity agreement cannot be reached.
Our monitoring of compliance with the NCPF focused this year on the requirement for WSPs to have their account closure process clearly explained and prominently displayed on their website. We identified 33 non-compliant bookmakers and directed them all to remediate this breach. 
In addition to the NCPF breaches, we found several breaches among the same bookmakers involving unapproved betting markets.
Bookmaker registrations
As at 30 June 2025, there were 263 active bookmaker registrations. 
WSPs licensed in other Australian jurisdictions can legally offer online betting services to Victorian residents without being registered or approved in Victoria. As a result, the Victorian market includes both locally registered bookmakers and interstate-licensed operators. This means our regulatory oversight must extend beyond Victorian-registered bookmakers to also include monitoring interstate wagering providers that are active in the Victorian market.
	Application
	Sole trader (new)
	Sole trader (renew)
	Partnership (new)
	Corporate entity (new)
	Corporate entity (renew)

	Granted

	2024–25
	5
	7
	6
	4
	1

	2023–24
	4
	10
	1
	12
	0

	Refused

	2024–25
	0
	0
	0
	1
	0

	2023–24
	0
	0
	0
	0
	0

	Withdrawn

	2024–25
	0
	0
	0
	0
	0

	2023–24
	1
	0
	0
	4
	0

	Total

	2024–25
	5
	7
	6
	5
	1

	2023–24
	5
	10
	1
	16
	0


People approvals 
Staff who perform management functions, make decisions or undertake other specific wagering related duties for a bookmaker must apply to be licensed and approved as a bookmaker key employee. 
In 2024–25, we approved 19 bookmaker key employee applications (17 in 2023–24). As of 30 June 2025, there were 134 active bookmaker key employees (131 at 30 June 2024).
Applications to be a nominee or associate of a bookmaker
	Application
	Nominee of a bookmaker
	Associate of a bookmaker

	Granted

	2024–25
	4
	1

	2023–24
	12
	11

	Refused

	2024–25
	1
	0

	2023–24
	0
	0

	Withdrawn

	2024–25
	0
	0

	2023–24
	2
	2

	Total

	2024–25
	5
	1

	2023–24
	14
	13




ENFORCEMENT
In 2024–25, enforcement action taken against registered bookmakers included 2 disciplinary actions and one warning letter.
Disciplinary action 
Four bookmakers we took disciplinary action against for breaching their responsible gambling code of conduct and/or the law have appealed to the Victorian Civil and Administrative Tribunal. Our investigation findings and disciplinary actions that are on appeal before the Victorian and Civil Administrative Tribunal are as follows:
· RealBookie sent gambling correspondence or promotional material to a self-excluded person on 7 occasions – $50,000 fine
· OkeBet offered inducements to people to open new accounts and sent direct marketing to self-excluded people – $100,000 fine
· MintBet accepted bets from a customer displaying signs of distress relating to harmful gambling behaviours and had inadequate systems in place to ensure vulnerable customers do not experience a loss of control from gambling – $100,000 fine
· VicBet provided a bonus bet to a customer after they requested their account be closed and repeatedly sent gambling promotional material to a self-excluded customer –$130,000 fine.
It is an offence for a bookmaker to encourage or offer any credit, voucher or reward, or other benefit to induce an account holder to keep an account open after they have requested its closure. Similarly, sending correspondence or promotional material to customers who have self-excluded contravenes the Victorian Bookmakers’ Association Code of Conduct.
[bookmark: _Toc213760616]Sports controlling bodies
In 2024–25, we engaged with Sport Integrity Australia and Victoria Police to gain a better understanding of the role each plays in the sports integrity landscape. We maintained an open dialogue with them and select sports controlling bodies on investigations into alleged breaches of their wagering policies.
We also attended the Sporting Integrity Symposium, hosted by Victoria Police and Sport and Recreation Victoria, and the Australian Football League (AFL) Integrity and Security Forum. Both gatherings allowed us to connect with industry stakeholders and explore sports integrity issues.
Our broad ranging monitoring activities included assessing whether sports controlling bodies, which are approved by us, were meeting their obligations to protect the integrity of their sport. They included intelligence scanning for integrity concerns, baselining product fee and integrity agreements across the sector, and assessing wagering breach notifications for ongoing compliance and integrity of betting events under a body’s control.
Approved sports controlling bodies can enter into commercial agreements with WSPs that wish to offer betting markets on their events. These product fee and integrity agreements must provide for the sharing of information to protect the integrity of the sport and any betting on it. Sports controlling bodies receive revenue from the betting markets they permit on their sport.
Our monitoring work with Rugby Australia and Basketball Australia identified 22 WSPs that were offering betting services on events without an agreement in place with the relevant sports controlling body. We wrote to these WSPs to remediate their breaches.
We also monitored compliance with the ‘betting on minors prohibition’ that we issued in August 2023. This involved scanning for WSPs offering these markets, especially for high-risk events like the Stawell Gift, and ensuring sports controlling bodies understood not to allow WSPs to offer betting on minors in the events they administered. 
During the year, we received 290 breach notifications from sports controlling bodies. 
In December 2024, media reported on a police investigation into alleged match fixing at the Dandenong Thunder Football Club. In June 2025, media reported another alleged match fixing incident, this time involving Western United Football Club.
We engaged with Football Australia, as the sports controlling body for soccer, to understand what it knew about the allegations and whether it was investigating Western United. Further, we sought to better understand Football Australia’s broader integrity capability, including its resources, systems and processes, and whether any of its controls failed to identify the matters that led to the police investigations. 
We will conduct a suitability review of Football Australia in the 2025–26 financial year to assess its ability to ensure the integrity of its events. This will include looking at the activities it allows betting on, such as yellow cards. And we will continue to work with the body on strengthening its integrity controls.


[bookmark: _Toc213760617]Keno and public lotteries
In 2024–25, following multiple audits and other monitoring activities, we worked with Victoria’s 2 Keno licensees[footnoteRef:4] and the public lottery licensee[footnoteRef:5] to improve compliance with the obligations set out in their licences, related agreements, legislation and ministerial directions. [4:  Keno (VIC) Pty Ltd (a subsidiary of The Lottery Corporation) and Lottoland Australia Pty Ltd (Lottoland)]  [5:  Tattersall’s Sweeps Pty Ltd (another subsidiary of The Lottery Corporation)] 

We conducted 3 comprehensive audits of Keno and public lottery systems to assess compliance with legislative and technical requirements, player and stakeholder entitlement protections, government revenue requirements, and responsible gambling codes of conduct.
Our data analysis and intelligence gathering found:
· activities and environments in which breaches or gambling harm are more likely to occur. For example, the easy accessibility and frequency of online Keno draws (approximately every 3 minutes) make it high risk for gambling harm
· several instances of credit betting across The Lottery Corporation’s retail lotteries network. That is, agents providing customers with tickets they had yet to pay for, effectively providing them with lines of credit, which is prohibited under Victorian legislation.
During the year, we collaborated with both Keno licensees to finalise an online Keno harm minimisation data framework. In May 2025, we followed this up with a direction that requires each licensee to provide us with bi-annual reporting of data and insights into how they are using the data to inform their harm minimisation approaches.
To date, the data provided shows significant losses – one customer lost almost $100,000 in 6 months, another lost almost $42,000 in a month. The data also shows high account deposit and turnover values. 
This may indicate that customers are gambling beyond their means and are experiencing harm, so we are monitoring these risks and the licensees’ management of them.
Our review of The Lottery Corporation’s responsible gambling codes of conduct led us to work with them this year to:
· strengthen the codes through clearer gambling harm messages to customers and details of how licensees will prevent gambling harm
· identify potential harmful gambling behaviours
· intervene and respond to indicators of gambling harm.
We are also supporting The Lottery Corporation to address issues that the latest system review indicated need, or would benefit from, improvements. This is important to ensure the integrity of Tattersall’s lottery system, including its security and stability, and to provide lottery agents and customers with a better experience.
For example, we have created a template to standardise and improve the quality of licensee reporting of significant events. This supports a new process that will streamline reporting for licensees, support consistent assessment of events and reduce requests for additional information.
In 2024–25, we conducted 61 Keno inspections to confirm the adherence of licensees to their obligations, and the accuracy of data reporting and reconciliation. In addition, we conducted 42 comprehensive audits of Keno and public lottery systems. 

Associate approvals
In 2024–25, we approved 4 public lottery and Keno associates (8 in 2023–24).
	Application
	Associate of a Keno licensee
	Associate of a public lottery licensee

	Granted

	2024–25
	2
	2

	2023–24
	6
	2

	Refused

	2024–25
	0
	0

	2023–24
	0
	0

	Withdrawn

	2024–25
	0
	0

	2023–24
	0
	0

	Total

	2024–25
	2
	2

	2023–24
	6
	2


Equipment, games, rules and system approvals 
In 2024–25, we approved 98 system variations to Keno and public lotteries systems (84 in 2023–24).
	Application
	Modify Keno system
	Modify lotteries system

	Granted

	2024–25
	40
	58

	2023–24
	45
	39

	Refused

	2024–25
	0
	0

	2023–24
	0
	0

	Withdrawn

	2024–25
	2
	3

	2023–24
	4
	8

	Total

	2024–25
	42
	61

	2023–24
	49
	47


ENFORCEMENT
In August 2024, following the identification of several non-compliance and regulatory risks, we issued a direction to Tattersall’s Sweeps Pty Ltd to undertake an independent review of the internal controls relating to its lottery system. 
The incidents had a range of consequences. These included retail terminal outages, draw delays, customers being unable to purchase tickets, purchased tickets not being processed in time, incorrect display/advertising of draw values (inflated jackpot values), and winning tickets not being recognised.
The independent review was conducted over a 6-month period and was finalised and provided to us in April 2025. It made 24 recommendations for preventing repeat incidents and enhancing the effectiveness of controls. 
In May 2025, Tattersall’s provided us with a remediation plan for all 24 recommendations. We will monitor its implementation to ensure the actions are adequate and completed in accordance with the proposed timeframes.

[bookmark: _Toc213760618]Community and charitable gaming
In 2024–25, we engaged extensively with a broad range of stakeholders to undertake our inquiry into how bingo is conducted in Victoria.
We spoke directly with representatives of the bingo sector, community, industry, government, academia, support services, people with lived experience of gambling harm and other community groups. In addition, the engagement comprised:
· 14 submissions that responded to a discussion paper we published on the Victorian government consultation platform, Engage Victoria
· Commissioner and staff visits to 16 bingo venues, all licensed bingo centres and a selection of hotels and clubs to seek feedback from providers, staff and customers
· 564 responses to a customer survey available in hard copy and online and promoted via Facebook and a QR code distributed to bingo providers
· 40 and 36 responses to provider and beneficiary surveys respectively, which were promoted via direct email, through our monthly Industry News e-newsletter and on social media
· industry and community roundtables with a selection of interested parties
Other activities we undertook this year included:
· 7 audits of declared community or charitable organisation (DCCO) activities, comprising 5 bingo audits and 2 lucky envelope audits
· our first detailed audit of a sample of annual returns from bingo centre operators and DCCOs to assess compliance with gaming regulations and the correct distribution of prizes.

	CASE STUDY
Keeping bingo social, safe and fair
Our exploratory inquiry into how bingo is played and regulated in Victoria was conducted under section 33 of the VGCCC Act. The final report was published in early July 2025.
The inquiry identified a range of actions for modernising the regulatory framework that governs the conduct of bingo in Victoria and categorised them under the following themes:
· ensuring a level playing field for commercial scale bingo
· providing clarity for pubs and clubs offering bingo
· addressing risk factors for gambling harm
· protecting staff and volunteers
· improving data collection and monitoring
· modernising payment arrangements
· aiding greater transparency of the bingo sector
· promoting best practice across the bingo sector.
The actions vary in scale and complexity. Their implementation will include ongoing consultation with the sector, customers, the community of interest and relevant government agencies. 




ENFORCEMENT
In 2024–25, we found BSG Australia had supplied bingo books to a company that did not hold either bingo centre operator or DCCO status. As this incident was the first of its kind detected, we issued BSG with a notice of non-compliance and made it clear to the sector that this practice is not permitted.
Our audit of bingo centre operator and DCCO annual returns found inaccurate annual submission figures, non-compliance with banking requirements, and other issues. Warning letters were issued to those found to have breached requirements, but because this was a first-time audit, our response focused on education rather than penalties.
Applications to be declared a community or charitable organisation
As of 30 June 2025, there were 5,722 DCCOs (5,763 at 30 June 2024).
In 2024–25, we declared 295 new community or charitable organisations and renewed 153 organisations; 84.51% of applications to be declared as community or charitable organisations were determined in set timeframes (target = 21 days) (90.49% in 2023–24).
	Application
	Community and charitable organisation (new)
	Community and charitable organisation (renew)

	Granted

	2024–25
	295
	153

	2023–24
	374
	174

	Refused

	2024–25
	17
	0

	2023–24
	22
	1

	Withdrawn

	2024–25
	58
	0

	2023–24
	60
	0

	Total

	2024–25
	370
	153

	2023–24
	456
	175


Applications to conduct bingo, lucky envelopes, fundraising activities and raffles
In 2024–25, 37.16% of community and charitable gaming permits were determined in set timeframes (target = 5 days) (50.71% in 2023–24).
	Application
	Run a raffle
	Run a lucky envelope
	Run other gambling activity for fundraising
	Notification of intention to conduct bingo
	Amend gaming permit

	Granted

	2024–25
	333
	121
	4
	35
	138

	2023–24
	323
	116
	12
	37
	122

	Refused

	2024–25
	1
	0
	0
	3
	4

	2023–24
	3
	1
	0
	0
	1

	Withdrawn

	2024–25
	8
	7
	0
	0
	0

	2023–24
	9
	2
	2
	2
	1

	Total

	2024–25
	342
	128
	4
	38
	142

	2023–24
	335
	119
	14
	39
	124


Bingo centre operators and commercial raffle operators 
As of 30 June 2025, there were 7 bingo centre operators (9 at 30 June 2024) and 28 commercial raffle operators (25 at 30 June 2023) in Victoria.
	Application
	Commercial raffle (new)
	Commercial raffle (renew)
	New bingo centre
	Change to bingo rules

	Granted

	2024–25
	5
	1
	1
	0

	2023–24
	2
	2
	0
	0

	Refused

	2024–25
	0
	0
	0
	0

	2023–24
	0
	0
	0
	1

	Withdrawn

	2024–25
	0
	0
	0
	0

	2023–24
	0
	0
	0
	0

	Total

	2024–25
	5
	1
	1
	0

	2023–24
	2
	2
	0
	1


Nominees and associates of bingo centre operators and commercial raffle organisers
	Application
	Nominee of a bingo centre operator
	Associate of a bingo centre operator
	Nominee of a commercial raffle organiser
	Associate of a commercial raffle organiser

	Granted

	2024–25
	2
	0
	5
	7

	2023–24
	0
	1
	3
	4

	Refused

	2024–25
	1
	0
	0
	0

	2023–24
	0
	0
	0
	0

	Withdrawn

	2024–25
	0
	0
	0
	0

	2023–24
	0
	0
	0
	0

	Total

	2024–25
	3
	0
	5
	7

	2023–24
	0
	1
	3
	4




[bookmark: _Toc213760619]Complaints and tip-offs
Complaints and tip-offs are important sources of intelligence about industry practice and offer insights into issues of public concern. We use this information in a variety of ways to help protect the community from criminal activities and gambling harm.
This year, we implemented a new complaints and tip-offs case management system that enhances our ability to analyse themes to support our intelligence and education activities.
Information reported to us has helped to direct our monitoring activities, target investigations and identify and respond promptly to bigger issues, trends or risks. It has also highlighted areas where industry practices need improvement.
This year, we concluded our most comprehensive action to date for underage gambling – more than 2,000 hours of investigations, 14 prosecutions against 10 entities, 98 charges and fines totalling half-a-million dollars – following a complaint that multiple gambling venues had allowed a single minor to gamble.
Likewise, the Commission’s $4.6 million fine of Tabcorp in August 2024 for repeated breaches of the Wagering and Betting Licence and its Responsible Gambling Code of Conduct began with our investigation of a complaint. 
Complainants must provide their contact details so we can keep in touch with them during an investigation. However, tip-offs can be made anonymously.
[bookmark: _Toc213760620]Complaints
During the year we managed complaints about a mix of gambling products and services, including Crown’s operations, gaming venues, wagering, Keno, public lotteries, bingo and trade promotions. 
Our complaints handling process involves:
· collecting and assessing evidence to determine whether an operator has breached its obligations
· taking enforcement action, where appropriate, such as issuing non-compliance notices, imposing fines or pursuing prosecution
· providing progress updates to complainants and informing them of investigation outcomes. 
Where an investigation initiated by a complaint leads to significant disciplinary action, we may report the outcome via media release and/or on our website. We also inform industry as part of our ongoing strategy to encourage compliance with obligations by sharing the consequences of non-compliance.
We assist complainants who raise issues that are outside of our powers to investigate to connect with the right agency, such as ACMA for complaints about online casinos and gambling advertising on online or broadcast channels.
Our MoU with Racing Victoria and the Victorian Bookmakers’ Association outlines the agreed roles and responsibilities of each organisation and details where to direct different types of complaints about bookmakers. The MoU is published on the website of each of the 3 agencies. 

Communication with complainants 
Complainants are contacted within 5 business days of their complaint being allocated to a staff member. They are kept informed about the progress of their complaint at least every 28 days.
Letters to complainants and entities provide explanations to help them understand the reasons for information requests and decisions.
Complainants who disagree with an outcome reached by us can request an independent internal review. Reviews are conducted by senior officers who have not been involved in making the decision that is subject to review.
Complaint statistics 
In 2024–25, we received 802 complaints about the gambling industry. This is a 10.59% decrease compared to the previous year, when we received 897 complaints. This is likely due to increased utilisation of the tip-offs function.
The top 3 issues complained about were: 
1. the conduct of online bookmakers and Tabcorp
2. venue compliance with self-exclusion programs 
3. alleged unauthorised raffles and trade promotion lotteries. 
We closed 848 complaints in 2024–25, which included new complaints and those carried over from the previous year. This is a 6.4% decrease in resolutions, with 906 complaints closed in the prior year.
[bookmark: _Toc200615121][bookmark: _Toc213760621]Tip-offs
Members of the community can make tip-offs about any gambling-related activities or concerns they believe we have cause to investigate. In cases where tip-offs are outside our jurisdiction, we forward these to the relevant agency.
Our teams assess all tip-offs, determine a response, assign resources and agree on an action plan. Plans are reviewed and progress is monitored to ensure a timely resolution. 
Tip-offs can be submitted through our website or by contacting us by phone or email. 
Trends and insights 
In 2024–25, we received 415 tip-offs, as we continued to promote the use of this mechanism introduced in the previous year. 
The main tip-offs received were about:
· unauthorised raffles
· minors accessing poker machine areas
· trade promotion lotteries not publishing winners
· responsible service of gambling in poker machine venues. 
Notably, bingo and social media-related tip-offs increased. We were alerted to people using platforms like Facebook to illegally advertise venue gaming hours, promote illegal gambling events and raffles, and sell poker machines. 
We contacted the individuals or entities breaching legislative requirements and they rectified the concerns by removing any illegal advertising or ceasing raffles or events. We also supported them through education about requirements.
We maintain relationships with other agencies and discuss with them information gained from tip-offs that may assist with their regulatory efforts. For example, we provided Victoria Police with information from a tip-off about a premises that may have been offering illegal gambling. 


[bookmark: _Toc213760622]Education and awareness
Our education and awareness activities focus on 2 key audiences: the gambling industry and the community. We support gambling operators and their staff to understand and comply with their legal and social obligations. And we help the community to understand how gambling works so they can make informed decisions about gambling and protect themselves from gambling harm.
[bookmark: _Toc213760623]Industry education
In 2024–25, we continued to produce a range of materials and resources used by industry to train their staff, encourage behaviour change and strengthen processes and practices to drive voluntary compliance with obligations. These include videos, information posters, quizzes and checklists, and are complemented by information sessions, a monthly newsletter and informative campaigns.
All our activities are risk-based, intelligence-led and evidenced informed, for example, by issues identified and prioritised through intelligence and data analysis, complaints, tip-offs, breaches, surveys, feedback or enquiries.
Key initiatives we continued to support through our industry education activities included the YourPlay program, responsible service of gambling (RSG) training, NCPF compliance, anti-money laundering programs, and gambling harm minimisation measures.
This year, our achievements included:
· a fourfold increase in industry education resource downloads compared to the same period last year, with new resources to support RSG and anti-money laundering and protect minors
· delivery of 6 targeted information sessions, which were attended by venue operators, staff and managers from 51 venues across Victoria.
Positive industry feedback during the year demonstrated that our education campaigns and resources were effective in changing operator behaviour and venue practices, including by: 
· making staff more aware of, and attentive to, the signs of gambling harm 
· encouraging staff to interact more frequently with customers and record these actions in the venue’s responsible gambling register
· educating venue staff on the importance of customers using YourPlay
· ensuring staff make customers aware of YourPlay and are equipped to help them to use it.
Education to venue operators
In 2024–25, a core focus of our education strategy was improving venue operator and staff knowledge about RSG obligations and their effective implementation within a venue. This focus was informed by compliance and intelligence data, and direct feedback from venue operators requesting ongoing and consistent education about RSG matters.
RSG covers a range of obligations and requirements for venue operators, including:
· interacting with customers
· providing a safe gambling environment
· maintaining a responsible gambling register
· completing required training
· monitoring for people who have self-excluded
· adhering to the venue’s responsible gambling code of conduct.
We developed new education resources to help venue operators better understand their obligations and improve their knowledge of RSG. These included a responsible gambling register guidance document and template, multilingual poster advising that minors must not enter the poker machine area of a venue, and gaming venue checklists.
Downloaded more than 2,500 times in 2024–25, the resources are designed to support venue operators to fulfil RSG obligations, guide them on when to engage and interact with customers, and inform them about the rules regarding certain gambling and administration activities.
Engaging with venue support workers and Department of Health
We established strong and ongoing relationships with Venue Support Workers (VSWs), whose role is to assist venue operators to prevent and minimise harm from poker machines.
Our focus this year was on continuity of support for venue operators as the VSW program transitioned from the Victorian Responsible Gambling Foundation to the Department of Health on 1 July 2024. We ensured information sharing between industry and VSW program leads continued uninterrupted and maintained regular, ongoing communication with our Department of Health colleagues.
Our participation in the regular VSW Peer Network Meeting through an online forum allows VSWs to provide us with direct feedback and gives us the opportunity to address questions and clarify any issues raised by venue operators. Intelligence obtained in these discussions is used to target regulatory activities to venues where there are concerns about non-compliant practises.
Industry education resources and forums
During the year, our industry resources were downloaded 7,209 times, demonstrating strong and growing engagement. 
A mid-year comparison showed a sharp increase from January to March 2025, with page visits tripling (4,530 vs 1,030), and downloads increasing more than fourfold (2,379 vs 538) compared to the same period in 2024.
The growth reflects the efficacy of ongoing promotions through our well-subscribed e-newsletter and the alignment of resources with seasonal topics, emerging issues and industry feedback.
We established a dedicated online resources hub that features 28 practical resources to help venue operators better understand and meet their regulatory obligations. They include easy-to-follow checklists, plain language guides, templates for reporting to the Commission, and posters for communicating with customers.
The most accessed resource in 2024–25 was the Gaming Venue Checklist, followed by the ‘No Children in the gaming room’ and ‘Check ID’ posters. These tools support venue operators to create safer environments and meet their compliance responsibilities.
Education sessions and forums are a key part of our education strategy. We use them to offer industry practical advice on supporting staff to meet our compliance expectations and to directly inform venue operators of recent non-compliance and regulatory concerns. 
In 2024–25, we delivered 6 targeted information sessions in regional Victorian venues (Geelong, Gippsland and Grampians), as well as various locations in metropolitan Melbourne. Feedback from industry participants was positive, highlighting the knowledge and approachability of presenters and the usefulness of brainstorming and other interactive sessions. 


	CASE STUDY
New multilingual ‘No children allowed’ posters
Following multiple complaints about, and investigations into, minors in venues, we focused attention in 2024–25 on raising awareness among customers that children are not permitted to gamble or even enter the poker machine area in Victorian gaming venues.
Our ‘No children allowed’ posters, which are designed to be displayed at the entrances to poker machine rooms, were one of the most accessed resources on our website this year.
The English version, available since September 2024, was downloaded 1,001 times while the multilingual poster, available since late February 2025, was downloaded 192 times.



	CASE STUDY
Addressing industry non-compliance with National Consumer Protection Framework measures
In 2024–25, our monitoring activities found non-compliance by Victorian bookmakers with NCPF measures, including numerous examples of allowing account holders to bet on events not approved in Victoria, such as table tennis and ice hockey (other than USA’s National Hockey League).
We provided education and compliance information to all Victorian bookmakers to reinforce the importance of adhering to NCPF measures and the Gambling Regulation Act. 
A particular focus was on reminding bookmakers of their gambling harm minimisation obligations regarding account closure processes. People who are unable to close a betting account may continue to bet and face an ongoing or increased risk of harm. Accordingly, providers are required to clearly explain and prominently display the account closure process on websites, along with a telephone number for customers to call to close an account.



	CASE STUDY
Advertising compliance through engagement and education
During the year, we engaged with the advertising industry about what is legal – and what is not – when it comes to outdoor gambling ads. 
A meeting with Australia’s peak body for outdoor advertising, the Outdoor Media Association (OMA), prompted an invitation to us to address the issue during a gambling advertising webinar.
Our presentation bridged a gap in the industry’s understanding of gambling advertising rules, especially those specific to Victoria, as well as the requirements and obligations with which they must comply.
Following the webinar, OMA Senior Policy Advisor Jessie Nguyen said OMA was deeply committed to being a responsible and compliant medium.
‘Education plays a crucial role, and our recent Gambling Advertising Webinar with the VGCCC is a great example of industry and regulators working together towards the shared objective of compliance,’ Jessie said.
The session was attended by 126 OMA members from 15 agencies. Additional information was distributed to more than 1,100 OMA members.


[bookmark: _Toc213760624]Community education
Our community awareness and education activities in 2024–25 included:
· redeveloping our website to provide more accessible information and resources to community and industry operators
· refocusing our social media activities to deliver on our newly legislated role to raise community awareness about gambling harm and encourage harm reducing behaviours
· developing an evidence-based 5-year gambling harm minimisation communication strategy grounded in behavioural science, gambling research and risk-based regulation
· undertaking community sentiment research to monitor Victorians’ perceptions and gambling behaviours
· leading Victoria’s annual Gambling Harm Awareness Week
· delivering consumer-focused information campaigns.
Following the Victorian Responsible Gambling Foundation’s closure on 30 June 2024, we assumed responsibility for gambling harm awareness and education campaigns. In 2024–25, we began implementing our new function to increase awareness of risks associated with gambling and promote behaviours that reduce harm. 
Website redevelopment project
In 2024–25, we completed a major redevelopment of our website to deliver a modern, accessible, user-focused platform that better reflects our role as a dedicated gambling regulator.
A new ‘For Community’ section comprises resources on gambling harm, how to find and engage support services, consumer rights, and educational content designed to raise awareness and reduce stigma. This aligns with our broader commitment to balance regulation with consumer protection.
More than 200 web pages were reviewed and rewritten as part of the redevelopment, and more than 60 PDF forms were redesigned to comply with accessibility standards. The focus was improving the accuracy, clarity and readability of content, making it easier for users to complete regulatory tasks and understand their obligations.
Since launching in December 2024, the new website has attracted 102,928 users, 82.5% of whom are new. The engagement rate rose from 26.6% to 55% compared to the previous 6 months.
The website now stands as a key channel for delivering regulatory guidance and community information in line with our commitment to a digitally transformed organisation.
Social media strategy 
Our social media strategy promotes our commitment to a modern regulatory approach, reinforces our role in holding industry to account on its legal and social obligations, and prioritises harm minimisation.
The strategy aligns with, and contributes to the delivery of, our new mandate to raise community awareness of the risks of gambling and promote harm reducing behaviours. To this end, in 2024–25 we refreshed our Instagram and Facebook accounts to focus predominantly on informing and engaging community through evidence-based, educational content. 
Over the past year, our social media presence saw steady growth:
· a 20.1% increase in followers across all channels, including:
· 54.9% growth on Instagram
· 23% growth on LinkedIn
· 10.3% growth on Facebook
We also saw engagement rates increased across all channels
· Instagram = 4.61% (+238% YoY)
· Facebook = 233.09% (+1,900% YoY)
· LinkedIn = 17.8% (+183% YoY)

We also introduced a new look and feel for social posts and experimented with different formats.
Community sentiment research
In 2024–25, we undertook research activities to guide communication strategy development, campaign design and broader harm prevention efforts. 
The annual community attitudes survey is a quantitative study that tracks gambling attitudes and behaviours in Victoria. The 2024 survey gathered responses from more than 3,000 Victorians and revealed a growing disconnect between risk awareness and a belief that skill can influence a betting outcome – particularly among high-risk groups such as men aged 18–24. 
While most participants agreed that frequent gambling is risky, 4 in 5 people who gamble did not believe their own gambling was harmful. Gambling was commonly viewed as a social activity, and missed bets were often seen as lost opportunities. 
These insights helped validate the direction of the 5-year harm minimisation strategy by confirming the importance of targeted, audience-specific messaging, addressing normalised behaviours, and promoting practical behaviour change strategies like limit setting.
Our public perceptions survey explores community sentiment about our role as a gambling regulator. In 2025, a growing number of Victorians (38%) agreed that gambling is conducted fairly and can be trusted – up from 33% in 2024. 
While awareness of our specific functions remained limited, 87% of respondents agreed that it is important to have an independent gambling regulator. These findings help inform how we communicate our role and reinforce trust in regulatory decision making.
Harm minimisation campaign strategy
In 2024–25, we developed a 5-year harm minimisation campaign strategy, guided by behavioural insights, qualitative research, and engagement with community and government partners.
Key elements of the strategy design include:
· a focus on priority audiences most likely to experience harm
· an emphasis on high-risk gambling categories
· behavioural research conducted with at-risk audiences to identify barriers and motivations to change and test campaign messages in real-life settings
· framing campaign messages from a public health perspective, avoiding stigmatised language and improving personal relevance
· supporting whole-of-government collaboration with Department of Health and DJCS.
Stakeholder consultation significantly contributed to development of the strategy. The wide range of partners with whom we engaged included:
· people with lived experience of gambling harm
· gambling researchers 
· venue support workers 
· other government departments
· inter-departmental committees.
This collaborative approach helped shape our audience focus, refine messaging, and ensure the strategy aligns with real-world experience and is integrated with the whole-of-government response to gambling harm.
Feedback from the consultations will also inform campaign tone and messaging to build trust and ensure the strategy supports diverse community needs. 
Gambling Harm Awareness Week
In 2024, we led Victoria’s Gambling Harm Awareness Week for the first time, having taken over this role from the Victorian Responsible Gambling Foundation. 
The campaign (You're meant to lose more than you win. Know what’s behind the game) reinforced findings from independent research that 46% of Victorians recognise gambling products contribute to harm while promoting balanced conversations about industry responsibility and consumer protections. This reflected our broader remit of community education and intelligence-led regulation.
Highlights included:
· a 2-phase campaign: an initial target of the Spring Racing Carnival and AFL and NRL finals focused on the risks of multi-bets, followed by a statewide campaign encouraging conversations about gambling harm
· a combined social media reach of 1.79 million Victorians, with Facebook the lead channel
· 22 regional media stories and radio segments, with a combined reach of 134,000
· 8,000+ website visits during the campaign period, with information about gambling myths and misconceptions the most accessed
· 3,000+ resource downloads and a variety of community events hosted across Victoria
· attendance of online and in-person information sessions by more than 300+ people.
Community sector engagement
In 2024–25 we expanded our engagement with the Victorian community via local councils and community welfare groups to raise awareness of our regulatory and harm minimisation roles.
Many local councils across Victoria are active in the prevention of gambling harm through their localised health and wellbeing plans. However, we identified that some were unaware of our dual role of enforcing gambling regulations and educating community about gambling harm.
We undertook introductory meetings with more than 35 councils to discuss their community engagement priorities and provide them with information about gambling regulation and how to access resources and support for issues relevant to their communities.
Some of the topics raised by councils included:
· supporting sporting clubs to reduce their reliance on poker machine revenue 
· gambling operators sponsoring sporting clubs and providing branded sporting equipment
· harm from gambling, beyond poker machines.
Our commitment to engage with councils and community and welfare groups to minimise harm from gambling is ongoing.
Help and advice 
We continued to provide information and advice via a phone service during business hours and an after-hours email enquiry function. 
In 2024–25, we received 22,609 enquiries. 
The highest volume of queries related to GIE licences, followed by community and charitable gaming, venue operators and complaints. 
Our information services team played an important role in identifying emerging issues and trends. This included noting common questions so that we could develop education materials in response to community and industry information needs.
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The VGCCC’s objectives, functions and powers are set out in the VGCCC Act. We also operate under, and enforce, the Gambling Regulation Act, Casino Control Act 1991, Casino Management Agreement Act 1993 and Racing Act 1958. 
While we are independent, we report to the Victorian Parliament through the Minister for Casino, Gaming and Liquor Regulation. The government provides the legislative framework we operate within, governs our regulatory functions and powers, and issues ministerial directions, determinations, and approvals to establish rules or requirements we must consider. 
Our internal governance ensures we have clear lines of accountability, make transparent decisions, and manage our risks and finances responsibly. This ensures we deliver on our obligations and our purpose to ensure integrity, safety and fairness for all.
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The Commission is tasked with statutory decision making under gambling legislation. It also sets our strategic direction and provides oversight of our organisation. 
On the recommendation of the Minister for Casino, Gaming and Liquor Regulation, the Governor in Council appoints the Commissioners. The Chair convenes and presides at Commission meetings and is also the public service body head under the Public Administration Act 2004. Decisions are made at convened meetings or by conducting inquiries.
In 2024–25, the Commission met 15 times, comprising 11 regular meetings and 4 additional special meetings.
COMMISSIONERS
Chris O’Neill APM, Chair 
Chris was previously Assistant Commissioner with Victoria Police, where he was a member of the Victoria Police Command. 
During 45 years of service with Victoria Police, Chris held a diverse range of corporate, strategic and operational roles until September 2022. He has extensive experience on various national and state government committees.
With a passion for community service, Chris has earned a reputation for his strong people, safety and culture leadership, which includes successfully implementing a broad range of modernisation programs.
Chris’ qualifications include a Master of Business Leadership and a Graduate Diploma of Business from RMIT. He is a Williamson Community Leadership Program Graduate with Leadership Victoria and has completed the Australian Institute of Company Directors Program.
In 2010, Chris was awarded an Australian Police Medal (APM) in the Australia Day Honours Awards in recognition of his distinguished service to policing and the community. He was appointed to the Commission in September 2022 and became the Chair in January 2025.
Fran Thorn, former Chair
Fran is a former senior public servant with the Victorian government and a former Partner of Deloitte Consulting Australia. 
Throughout her career, Fran has consulted with governments around Australia, as well as in Hong Kong and New Zealand. She specialised in social service delivery (education, health and human services) and central policymaking in state governments.
Fran’s 27-year career within the Victorian public sector included 3 roles as Secretary (departments of Innovation, Industry and Regional Development; Human Services; and Health), and 4 years as Deputy Secretary, Policy in the Department of Premier and Cabinet, where she was responsible for policy and governance.
Fran’s appointment as our inaugural Chair commenced on 1 January 2022. Her term concluded on 31 December 2024.
Dr Ron Ben-David, Deputy Chair 
Ron is a Professorial Fellow with the Monash Business School. Between 2008 and 2019, Ron served as Chair of Victoria’s economic regulator, the Essential Services Commission. During 2024-25, he was a member of an Independent Pricing Committee for the National Disability Insurance Agency. This follows an extensive period in senior roles in the Victorian departments of Premier and Cabinet, and Treasury and Finance.
Ron is the Principal of Solrose Consulting. He sits on the boards of ClimateWorks Australia, the Consumer Policy Research Centre and the Regulatory Policy Institute and is a member of various advisory boards and panels. He holds a BSc (Optometry), BComm (Hons), PhD (Economics), and is a graduate of the Australian Institute of Company Directors.
He was appointed to the Commission in July 2022.
Andrew Scott, Deputy Chair 
Andrew is a former President of the Law Institute of Victoria and has practised as a lawyer in the private sector for more than 40 years. He specialises in business and sports law. 
Andrew was previously Chair of the Victorian Liquor Licensing Panel and has served as a board member of the Victorian Legal Services Board, Netball Australia, Swimming Victoria and YMCA Victoria. He is a Fellow of the Australian Institute of Company Directors.
Andrew was appointed to the Commission’s predecessor (Victorian Commission for Gambling and Liquor Regulation) in December 2019.
Claire Miller, Commissioner 
Claire has more than 25 years of experience as a commercial lawyer and extensive leadership and operational experience in a range of industries, including infrastructure, property, mining, energy and utilities. She is an experienced corporate governance professional with legal, compliance, risk and regulatory expertise.
Claire’s directorships include Mine Land Rehabilitation Authority, Central Gippsland Health Service, Australian Radiation Protection and the Nuclear Safety Agency Audit and Risk Committee. She is a State Council member of the Governance Institute of Australia. 
Claire holds an LLB/BA and a Graduate Diploma in Applied Corporate Governance. She was appointed to the Commission in July 2022.
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OUR EXECUTIVE MANAGEMENT TEAM
Our CEO is responsible for the effective and efficient management of our organisation in line with our regulatory obligations and Commission-approved purpose and strategic ambitions.
Reporting to the CEO, the Executive Management team ensures our resources are aligned with, and deliver on, our organisational priorities. The team monitors and reports on our progress, performance and outcomes to the Commission.
Suzy Neilan, Chief Executive Officer
Suzy is a highly experienced leader with nearly 20 years of senior executive expertise in both the public and private sectors. 
She has significant senior leadership experience in regulation, transformation and customer service, and a track record of delivering large-scale technology and legislative change programs in highly regulated settings. Her career in the Victorian Public Service has included leadership roles at the Environment Protection Authority and the Victorian Building Authority.
Suzy is a recipient of the Institute of Public Administration Australia 2024 Top 50 Women Award. She is committed to achieving outcomes that benefit Victorians and an advocate for women in the public sector, championing diversity and inclusion.
Suzy commenced in her role as VGCCC CEO on 1 April 2025.
Annette Kimmitt AM, former CEO
Annette has more than 40 years of experience across the public and private sectors. She has held a range of senior leadership and regulatory roles in Australia and internationally, including with Ernst & Young, MinterEllison, the International Accounting Standards Board and the Australian Accounting Standards Board. Her extensive board, advisory and committee-level experience spans an array of highly regulated industries, including aviation, financial services and education.
In 2020, Annette was awarded an Order of Australia for her significant service to business and to gender equality and inclusion. She is a Fellow of Chartered Accountants Australia and New Zealand and a Monash University Fellow.
She was appointed inaugural CEO in March 2022 and left the organisation on 31 March 2025.
Scott May, former Deputy CEO and Executive Director, Regulatory Operations 
Scott has a long history in gambling regulation. Since 2015, he has held senior roles with the former liquor and gambling regulator, principally as the General Counsel and Executive Director, Regulatory Policy and Legal Services. Prior to this, he was at the then Office of the Victorian Privacy Commissioner. 
He commenced in his VGCCC role in 2022 and departed the organisation in on 4 April 2025.
Sharon Concisom, General Counsel and Executive Director, Legal, Policy and Compliance 
Sharon has more than 30 years of experience in professional legal and regulatory roles in both the public and private sectors.
Sharon has held senior leadership roles at the Australian Securities and Investment Commission and the Australian Securities Exchange. Prior to this, she practised as a barrister for several years. She commenced in her role in April 2023.
Adam Ockwell, Executive Director, Casino 
Adam has more than 30 years of experience in both the public and private sectors, including leadership roles in Victorian Emergency Services, statutory authorities and Westpac Banking Corporation.
With qualifications from La Trobe University, Australian Security Academy and Leadership Victoria, Adam has led regulatory reform, risk management, compliance and enforcement programs. Prior to commencing with the VGCCC in 2022, he was Executive Director, Compliance and Enforcement with the previous liquor and gambling regulator.
Jason Cremona, Director, Regulatory Services 
Jason has more than 25 years of experience in gambling regulation. He has managed teams responsible for gambling revenue and operational assurance, technical systems and product approvals, major licence management and complaints management.
Jason oversaw the implementation of significant gambling reforms in Victoria and operationalised our intelligence-led approach to gambling industry oversight. He is a Certified Practising Accountant. He commenced in his current role in late 2022.
Nicole Hughes, Director, People & Culture 
Nicole brings extensive experience in people and culture leadership. She has worked across a range of portfolios in the Victorian public sector, including water, health, transport and infrastructure.
With formal qualifications in behavioural science, Nicole is a collaborative leader who is passionate about building culture and capability. She is committed to developing high-performing teams that drive outcomes and foster belonging and inclusion. Nicole commenced her VGCCC role in late 2023.
Sharon Kalina, Director, Communications & Engagement 
Sharon brings nearly 20 years of experience in communications and public affairs, both in Australia and internationally. 
She has held senior roles in the UK, Victorian and New South Wales governments across portfolios including national security, resources, energy, trade and investment. At the federal level, she has led communications in complex, highly regulated environments where strategic risk management is essential. Sharon joined the VGCCC in 2024.
Glorija Kuzman, Director, Gambling 
Glorija has more than 20 years of public sector experience across state and federal governments and has managed social and economic portfolios for government and industry.
She has successfully led several cross-government reforms and service delivery initiatives, which resulted in improved community outcomes. Glorija commenced in her VGCCC role in October 2022.
Ian McLeod, Chief Information Officer 
Ian has more than 25 years of experience as a senior executive, leading technology teams across a diverse range of sectors. This includes the highly regulated pharmaceutical industry as well as the hospitality, retail and automotive sectors.
Ian has successfully led major digital and data transformations, focusing on operational optimisation and data enablement. He commenced in his VGCCC role in September 2022.
Adam Thomas, Director & Chief Financial Officer, Finance & Business Services 
Adam has 20 years of experience in financial management, predominantly in the public sector. 
He is a former Head of Finance and Operations for the Victorian Government Solicitor’s Office. Prior to this, he was the Principal Financial Adviser at Family Safety Victoria. In this role, he strengthened the organisation’s financial management following significant investments in family violence initiatives by the Victorian Government. 
Adam commenced in his VGCCC role in late 2023.


Reconciliation of executive numbers
	
	
	2024–25
	2023–24

	
	Executives (financial statement Note 9.3)
	8
	8

	
	Accountable Officer (CEO)
	2
	1

	Less
	Separations
	1
	0

	Less
	Transitions from executive to VPS contract
	1
	0

	
	Total executive numbers at 30 June
	8
	9


AUDIT AND RISK MANAGEMENT
Audit and Risk Management Committee
This committee provides independent assurance and advice to the Commission on risk management operations, financial and performance reporting responsibilities, systems of internal controls and compliance with applicable laws and regulation and was established in accordance with the Financial Management Act.
In 2024–25, the committee met 5 times to:
· review and assess the effectiveness of our systems and controls for financial management, performance and sustainability, including risk management
· oversee the effectiveness and efficiency of internal audits
· review and monitor compliance with the Financial Management Act and associated standing directions and instructions, monitor remedial action to address non-compliance, and report on compliance levels
· maintain effective communication with external auditors and consider their views on issues that affect the management, compliance and risks of our financial affairs
· consider recommendations made by internal and external auditors that affect financial management, performance and sustainability, and review the implementation of actions to resolve issues raised.
In 2024–25 the Committee’s membership comprised:
· John O’Grady, Chair and independent member
· Chris O’Neill (until 12 March 2025)
· Andrew Scott
· Claire Miller.
In 2024–25, internal audit services were provided by HLB Mann Judd.
Risk management framework
Our risk management framework aligns with the Victorian government framework. It sets out our principles, policy and processes for risk management. It also details how we identify, assess and manage risk reporting and monitoring.
Effective risk management protects and creates value by enabling:
· informed decision making
· the setting and achievement of objectives
· improved performance.
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Our people work within, and collaborate across, divisional teams. 
Our 3 regulatory operations divisions focus on Crown; non-casino gambling; and regulatory services. Our 4 enabling divisions are responsible for legal, policy and compliance; information and digital enablement; finance and business services; and people and culture. 
The office of the CEO deals with strategic issues, liaises with the Minister’s office, DJCS other government agencies and external stakeholders, and manages strategic communications.
WORKPLACE SNAPSHOT
As of 30 June 2025, we had 202 staff, or 199.57 full-time equivalents (FTE).
	
	All employees
	Ongoing
	Fixed-term/casual

	
	Headcount
	FTE
	Full-time (headcount)
	Part-time (headcount)
	FTE
	Headcount
	FTE

	Gender

	Women
	107
	104.8
	95
	6
	99
	6
	5.8

	Men
	95
	94.77
	86
	1
	86.77
	8
	8

	Self-described
	0
	0
	0
	0
	0
	0
	0

	Age

	15–24
	3
	2.52
	2
	1
	2.52
	0
	0

	25–34
	46
	46
	41
	0
	41
	5
	5

	35–44
	60
	59.69
	55
	1
	55.89
	4
	3.8

	45–54
	57
	56.19
	51
	2
	52.19
	4
	4

	55–64
	33
	32.17
	29
	3
	31.17
	1
	1

	65+
	3
	3
	3
	0
	3
	0
	0

	VPS* grade

	VPS1
	0
	0
	0
	0
	0
	0
	0

	VPS2
	2
	2
	2
	0
	2
	0
	0

	VPS3
	30
	28.71
	25
	3
	26.71
	2
	2

	VPS4
	65
	64.66
	58
	2
	59.66
	5
	5

	VPS5
	51
	50.2
	47
	2
	48.4
	2
	1.8

	VPS6
	40
	40
	37
	0
	37
	3
	3

	Senior staff

	STS**
	7
	7
	5
	0
	5
	2
	2

	Executive
	7
	7
	7
	0
	7
	0
	0

	Total
	202
	199.57
	181
	7
	185.77
	14
	13.8


*Victorian Public Service
**Senior Technical Specialist
Employees have been correctly classified in workforce data collections.
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Our values guide our behaviour, influence how we work together and are the standards to which we hold ourselves. In 2024–25 we reviewed and refreshed our values to ensure they are consistent with our approach to our purpose and reflect the evolution of our culture. 

	WORK TOGETHER
We work together, encourage and support each other. We consult to achieve shared goals and keep people informed. We develop and maintain positive working relationships, collaborate, and acknowledge and celebrate success.

RESPECT OTHER PEOPLE
We treat all people with respect, seek different perspectives and approaches, and value work/life balance. We foster an environment where people give and receive constructive feedback and consider the ideas and contributions of others.

ACT WITH INTEGRITY
We are accountable for our actions. We are honest, fair, and reliable. We approach our work with enthusiasm and commitment, apply sound judgement and common sense, and embrace personal and professional development.

MAKE IT HAPPEN
We think and plan ahead, focus on agreed priorities, deliver on commitments and meet agreed timelines. We are responsive and flexible and strive for excellence.

ACT WITH COURAGE AND CONFIDENCE
We step back and ask ‘why’, developing a mindset of continuous improvement. We courageously challenge the status quo when required. We boldly act on our regulatory mandate to ensure integrity, safety, and fairness for all.





Recruitment
We are committed to attracting and selecting people whose values align with those of the organisation and capabilities will enable them to make a valuable contribution to delivering on our purpose. We apply merit and equity principles to our recruitment and selection processes, ensuring selection decisions are free from bias and discrimination.
In 2024–25, we recruited and filled 67 roles. This included 23 internal appointments, with strong interest from across the Victorian Public Service (VPS) and external market. We adopted the new VPS Interim Recruitment Policy and changed the way we advertise roles. These changes will enable greater movement of people and ideas across the public service and support our objective to increase the diversity of our workforce. We have done this while continuing to develop our staff to take the next step in their careers.
We completed an assessment of our recruitment practices and responded to identified opportunities for improvement by streamlining processes and materials. The result has been a better candidate experience and stronger support for hiring managers. We focused on building awareness of our processes through education sessions and accessible visual guidance documents. By modernising our systems and processes, we achieved a 21% reduction in our recruitment time metric (based on an average of 47 days at 30 June 2024 and 37 days at 30 June 2025).
Employee conduct and principles
We comply with VPS policies and our own comprehensive policies, guidelines and practices, which are consistent with the Victorian Public Sector Commission’s employment standards. We periodically review these and make revisions or introduce new ones to ensure our people have an exceptional employee experience. 
We promote fairness in employment decisions and career opportunities and encourage the early reporting and resolution of workplace issues. Our recruitment processes align with the employment principles outlined in Part 2 section 8 of the Public Administration Act. Our 5 organisational values align with the 7 public sector values of integrity, responsiveness, accountability, human rights, leadership, impartiality and respect.
Employee value proposition
Our employee value proposition continues to be a key driver in attracting and retaining a workforce that is aligned with our purpose and values. In 2024–25, we made enhancements to our recruitment documentation, including our job advertisement, position description and interview guide, to reflect our refreshed values, inclusive culture and commitment to growth. 
Our people know that working at the VGCCC is an opportunity to build a purpose-driven career and make a meaningful contribution to the Victorian community, including by minimising gambling harm. We continue to transform the regulation of the gambling industry through advances in our use of technology, data, intelligence and artificial intelligence. Our people play a key role in influencing our innovation and transformation activities and are provided opportunities to grow and diversify their skills to build a rewarding career path.
A career with us provides: 
· continuous professional development through on-the-job experience, formal learning, coaching and mentoring
· LinkedIn Learning to support individual learning journeys
· tailored initiatives that support wellbeing and psychological safety
· work/life balance, supported through flexible options appropriate to the nature of roles
· a culture of belonging and inclusion in which diverse perspectives are valued and respected.
CREATING A FAIR AND SAFE WORKPLACE
Health, safety and wellbeing
In 2024 we strengthened our offering with the establishment of a health and safety risk management framework, the introduction of and/or updates to policies and procedures, and a revitalised Physical and Psychological Health and Safety Committee. Activities and achievements included:
· piloting a new mental health program – ‘Staff Debriefing Service’ 
· appointing 2 executives as wellbeing champions
· establishing baseline metrics for employee assistance program usage and case management 
· refining our WorkCover claims management process, from eligibility through to return to work 
· early intervention support for both work-related and non-work-related injury and illness
· a more tailored service level agreement with our employee assistance program provider and onsite drop-in clinics at times when staff may be most in need of support.
We comply with the Occupational Health and Safety Act 2004. Our ongoing commitment to a safe and healthy workplace is reflected in the low numbers of incidents and claims.
Incidents, claims, fatalities and claim costs
	Measure
	Key performance indicator
	2024–25
	2023–24
	2022–23
	2021–22

	Incidents
	Number of incidents(a)
	3
	5
	5
	8

	
	Rate per 100 FTE
	1.5
	2.6
	3.3
	4

	Claims
	Number of standard claims(b)
	2
	1
	1
	1

	
	Rate per 100 FTE
	1
	0.5
	0.7
	0.5

	
	Number of lost time claims(b)
	1
	0
	1
	1

	
	Rate per 100 FTE
	0.5
	0
	0.5
	0.5

	Fatalities
	Fatality claims
	0
	0
	0
	0

	Claim costs
	Average cost per standard claim(b)
	$66,245
	$11,998*
	$29,365*
	$58,875*


a) Includes all incidents reported by employees via our incident reporting process. An incident is reported if there is any event resulting in, or with the potential for, injury, ill-health, damage or other loss.
b) Victorian WorkCover Authority data supplied by agent as of June 2025. Total standard claims and time lost claims include accepted and rejected claims. Average cost per standard claim is calculated using the total incurred claim costs. Total incurred claim costs is a total of claims costs paid and Victorian WorkCover Authority statistical case estimates minus recoveries at a point in time. This figure can differ from previously reported amounts due to the method of calculation. The differences account for any changes to amounts paid, recovered or the estimates for each claim per financial year.

Workforce inclusion
We are an organisation made up of diverse people. Underpinning the achievement of our strategic ambition for all staff to have an exceptional employee experience is a culture of inclusion.
Our inclusion and diversity initiatives prioritise:
· gender equity
· people with disability
· LGBTIQA+
· First Nations people
· cultural and linguistic diversity.
Each priority area is championed by an executive management team member, signalling the organisation’s deep commitment to inclusion.
During 2024–25, the Inclusion and Diversity Committee delivered a series of activities to share experiences, promote understanding and connect our people in all their diversity. 

	CASE STUDY
Valuing difference
Across days of significance like International Women’s Day, National Reconciliation Week, Wear It Purple Day, and Day for the Elimination of Racial Discrimination, the Committee organised engaging speakers and activities for our employees to learn more about diverse perspectives and think about how everyone plays a role in bringing inclusion to life in our ways of working.
Our people have told their stories to peers through internal channels, sharing the origins of their name, why Easter, Passover and Ramadan matter to them, and what it means to be out and proud at work.



Gender Equality Action Plan
The Gender Equality Act 2020 requires us to have a Gender Equality Action Plan (GEAP). Delivering our GEAP establishes principles of gender equality into our ways of working.
Our first GEAP, which will conclude in late 2025, highlights 4 focus areas and outlines related actions to support progress towards gender equality. The focus areas are:
1. strategy and business alignment
2. leadership and accountability
3. employment and careers
4. culture and safety.
Substantial work has supported the implementation of our GEAP, including:
· preparing and improving processes and systems for appropriately resourcing the delivery of our commitments to gender equality
· implementing a refreshed employee value proposition and improvements to our attraction and recruitment processes
· strengthening support and reporting systems relating to safety and wellbeing in the workplace.

Disability Act
The Disability Act 2006 reaffirms and strengthens the rights of people with a disability and recognises support is required from government and community.
In accordance with the Victorian government Inclusive Victoria: State Disability Plan (2022–26), we:
· continued to work towards a more diverse and inclusive workforce
· identified the need for improved internal frameworks including our own disability action plan
· continued to improve accessibility of our digital content, including the use of inclusive language
· encouraged flexible work practices and made reasonable adjustments to assist people with a disability to apply for roles and work with us
· developed strategies for improving staff psychological safety.
Carers Recognition Act
We have taken all practical measures to comply with our obligations under the Carers Recognition Act 2012. This includes considering its care relationship principles when creating policies and providing services.
We foster a flexible work environment to allow staff to fulfil carer responsibilities.
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We did not enter into any contracts with a value greater than $10 million in the past year. We did not engage in any projects that required application of the Local Jobs First Act 2003.
ICT PROJECTS AND EXPENDITURE
Fit-for-purpose core ICT
In 2024–25, we continued our focus on securing fit-for-purpose operations across ICT systems. This delivered the following outcomes:
· improved reliability and performance: systems maintain currency with regulatory changes, are reliable, stable and meet required organisational performance benchmarks
· improved cyber security and compliance: incorporating robust security measures to protect data and systems from threats and ensuring compliance with relevant regulations and standards
· improved user-centric design: prioritising the user experience and designing ICT solutions with usability and accessibility in mind
· rationalised and decommissioned end-of-life systems.
Progress during 2024–25
We made significant progress in modernising and streamlining our ICT systems to ensure operational efficiency and effectiveness.
We implemented a new network and carrier service that will deliver $100,000 in savings per year with better performance and security features. A new backup and recovery solution was deployed, replacing the manual tape process with a full cloud hosted solution. And we implemented a ServiceNow risk management solution for the management of strategic and operational risk.
During the year, we migrated 90% of our on-premises systems to the MS Cloud environment and decommissioned more than 150 servers. The move to Liquor Control Victoria of on-premises applications such as the legacy Regulatory Compliance system LaGIS is almost complete.
Improving core ICT capabilities has significantly enhanced the employee experience, delivered process efficiencies, and improved compliance with Victorian protective data security standards and Public Record Office of Victoria requirements.
Activities to strengthen our cyber security posture included:
· enhancing ServiceNow to improve the management of cyber security and data incidents
· refreshing all ICT policies
· improving firewall settings and configuration
· implementing a Tenable Cloud Security module
· embedding a Phriendly Phishing training program
· implementing a new wireless network design, significantly improving management of guest access.

Digital transformation roadmap
During the year, we progressed as planned with our digital transformation roadmap, which is a critical enabler of our regulatory approach transformation. At a technology level, our digital transformation covers the following 6 elements:
· IT Infrastructure
· enterprise applications
· regulatory technology
· mobility
· security
· data.
We continued our structured, phased implementation of Salesforce to replace multiple legacy systems. This solution will be pivotal in transforming our regulatory approach by providing us with a single platform.
In 2024–25, we implemented a new regulatory compliance system that supports a range of our activities, including complaints and tip-offs, inspections, enforcement, investigations and compliance reporting.
We completed the implementation of a new enterprise data platform using the Snowflake data solution, MS Power BI for dashboard and reporting, hosted on MS Azure. Key industry operator data is now being ingested into the platform, allowing the commencement of analytics and data mining across industry datasets. The MS Purview product has also been introduced to manage data governance across all our data.
Our new website, which launched in December 2024, is hosted on the Victorian government Single Digital Presence, further reducing ICT operating costs.
ICT expenditure
	
All operational ICT expenditure
	ICT expenditure related to projects to create or enhance ICT capabilities

	Business as usual (BAU)
(ex. GST)
	Non-BAU expenditure
(ex. GST)
	Operational expenditure
(ex. GST)
	Capital expenditure
(ex. GST)

	$8,704,626
	$3,987,051
	$412,749
	$3,574,266


Total = operational expenditure + capital expenditure
Consultancy expenditure
We contracted 10 consultants where total fees payable to the consultant were $10,000 or greater. These contracts totalled $1,121,615.37 excluding GST.
We contracted 4 consultants where total fees payable to the consultant were less than $10,000. These contracts totalled $18,787.15 excluding GST.


	Consultancy
	Purpose
	Start date
	End date
	Total approved project fee

$ (ex. GST)
	Expenditure 2024–25

$ (ex. GST)
	Future expenditure

$ (ex. GST)

	Scyne Advisory Pty Ltd
	Develop a transformation strategy for the Finance & Business Services division that recommends the improvements required as per our business and enabling priorities.
	18 Sept 2024
	29 Nov 2024
	138,595.00
	138,595.00
	0

	Scyne Advisory Pty Ltd
	Develop a transformation strategy for the risk and compliance frameworks by delivering robust and comprehensive risk management and compliance processes.
	18 Sept 2024
	13 Dec 2024
	150,983.00
	150,000.17
	0

	Scyne Advisory Pty Ltd
	Develop a transformation strategy for the People & Culture division that provides recommendations on the improvements required as per our business and enabling priorities.
	18 Sept 2024
	20 Dec 2024
	184,790.00
	184,790.00
	0

	The Lab Insight & Strategy Melbourne
	Gambling Harm Minimisation strategy – 5-year plan.
	6 Dec 2024
	30 Jun 2025
	256,205.00
	256,205.00
	0

	Purpose Led Transformation
	Support the 2025–26 financial year strategic planning process. Review the current purpose, culture and strategic ambitions and whether they are still aligned with the delivery of the original mandate.
	3 Mar 2025
	30 Jun 2025
	66,750.00
	60,750.00
	0

	McGrathNicol Advisory
	Provide anti-money laundering and counter-terrorism financing subject matter specialist support to the Casino Audit Team, to enable it to audit Crown Melbourne’s MTP Financial Crime Strategy.
	10 Feb 2025
	31 Mar 2025
	50,000.00
	12,500.00
	0

	The Australia & N.Z. School Gov
	Develop a bespoke regulatory capability framework to complement our internally delivered Regulatory Approach training.
	1 Dec 2024
	1 May 2025
	31,000.00
	31,000.00
	0

	DXC Technology Aust Pty Ltd
	Develop and implement best practice policies and governance frameworks for Azure DevOps as a product, with a focus on extending beyond repository policies to encompass broader organisational and project-level considerations.
	17 May 2024
	28 Aug 2024
	93,160.00
	73,108.00
	0

	Infocentric
	Data governance framework design, comprising a data governance operating model.
	24 Oct 2024
	23 May 2025
	163,900.00
	147,800.00
	0

	Integrity Technology Solutions
	Implement Fortinet SDWAN solution across VGCCC offices, including a detailed design that captures the configuration required.
	19 Dec 2024
	13 Mar 2025
	66,867.20
	66,867.20
	0


GOVERNMENT ADVERTISING EXPENDITURE
We undertook 2 advertising campaigns with a total media buy of $100,000 or greater. The total amount spent on these campaigns was $358,797.
	

Name of campaign
	

Campaign summary 
	
Start/end dates
	
Advertising (media) $
	Creative and campaign development
	

Research
	

Total

	5-year gambling harm minimisation campaign strategy
	Development of an evidence-based strategy to address community and industry attitudes to gambling harm, together with an implementation roadmap.
	Dec 2024 – June 2025
	Nil
	$256,205
	Nil
	$256,205


	Community sentiment research
	Undertake annual surveys with members of the public to monitor perceptions and attitudes towards gambling harm and gambling regulation in Victoria.
	Nov 2024 – June 2025
	Nil
	Nil
	$102,592
	$102,592



REVIEWS AND STUDIES EXPENDITURE
In 2024–25, there were no reviews or studies undertaken.
EMERGENCY PROCUREMENT
In 2024–25, we did not undertake any emergency procurement activities.
PROCUREMENT COMPLAINTS
In 2024–25, we received no formal complaints about procurement activities undertaken.
OUR ENVIRONMENTAL IMPACT
Waste, energy, paper and water
We actively seek to reduce our environmental impact through our resource consumption and our choice of suppliers. However, as our Richmond and Crown offices are in multi-tenanted buildings, we are unable to report on our specific waste production, recycling and water usage.
In 2024–25, we purchased 100% recycled paper and operated environmentally endorsed multi-function devices. When cost effective, we purchased energy-efficient equipment.
	Item
	Use
	
	
	
	Initiatives to reduce our environmental impact

	
	2024–25
	2023–24
	2022–23
	2021–22
	

	Waste
	Not available
	Not available
	Not available
	Not available
	Separate waste, recyclables and compost. Recycle toner cartridges.

	Paper
	63 reams (0.31 per FTE)
	496 reams (2.54 per FTE)
	2,152 reams (9.11 per FTE)
	2,400 reams (11.2 per FTE)
	Use only 100% recycled paper. Use FollowMe printing to reduce uncollected printing and other costs.

	Energy
	662.54 gigajoules (158.27 tonnes of CO2-e)
	687.63 gigajoules (164.27 tonnes of CO2-e) *
	1,525.42 gigajoules (389.83 tonnes of CO2-e)
	1,517.3 gigajoules (451.0 tonnes of CO2-e)
	Use timers to control lighting, hot and cold internal management of heating and cooling.

	Water
	Not available
	Not available
	Not available
	Not available
	Harvested water is used for flushing the toilets. Urinals in male toilets are waterless.


*2023–24 was the first year we provided figures for VGCCC independent of Liquor Control Victoria. Previous years represent energy use for the former regulator (Victorian Commission for Gambling and Liquor Regulation) or both entities combined.
Transport
We maintained a fleet of 6 operational vehicles and 3 executive vehicles, leased from the Department of Treasury and Finance VicFleet.
In 2024–25, as per our VicFleet lease agreement, we disposed of 4 vehicles. 

Petrol use
	All vehicles
	2024–25
	2023–24
	2022–23
	2021–22
	2020–21

	Litres of petrol used
	7,118.01
	10,199.29
	9,352.13
	25,819.20
	28,942.36

	Litres per vehicle (average)
	791
	1,133.20
	623.50
	1,122.60
	1,702.42


Building Act
We do not own or control any government buildings. This means we are exempt from reporting on compliance with the building and maintenance provisions of the Building Act 1993.
[bookmark: _Toc213760634]Freedom of information and public interest disclosures
FREEDOM OF INFORMATION
The Freedom of Information Act 1982 (FOI Act) gives the public a right to access information held by government departments, ministers, councils and other bodies.
Any person has the right to apply for access to our documents. This includes documents we create, and documents given to us by an external organisation or individual. Documents may include maps, photographs, tape recordings and videotapes. Information about the types of material we produce is available on our website under our Part II Information Statements.
The FOI Act allows us to refuse access, either fully or partially, to certain documents or information. This may include Cabinet documents, internal working documents, law enforcement documents, documents covered by legal professional privilege, personal information about other people and information provided to us in confidence or that is confidential under other legislation.
Legislation requires that we process FOI requests within 30 calendar days of receiving them. However, when external consultation is required, the FOI Act permits the processing time to take up to an additional 15 days. Processing times may also be extended by up to 30 days, in consultation with applicants.
If an applicant is not satisfied with our decision, they can request a review by the Office of the Victorian Information Commissioner (OVIC) within 28 days of receiving our decision letter.
Making a freedom of information request 
Section 17 of the FOI Act outlines the requirements for an FOI request. Requests must be in writing and clearly identify the material or information sought. The applicant must also pay an application fee of $32.70. Further access charges may be payable if the document pool is large and the search is time consuming.
Requests can be lodged online at online.foi.vic.gov.au or mailed to:
Freedom of Information Officer
VGCCC
GPO Box 1988
Melbourne Victoria 3001
Further information about the operation and scope of the FOI Act can be found on the OVIC website: ovic.vic.gov.au.

Freedom of information statistics and timeliness
In 2024–25, we processed 18 FOI requests; 14 of these were received in 2024–25 and 4 were carried over from the previous year. This year, 6 requests were made by media with the remainder made by the public.
We decided a total of 9 FOI requests during the 12 months ended 30 June 2025.
FOI requests were finalised within the following timeframes:
· 4 within 30 days of receipt
· 3 within 30 to 45 days of receipt
· 2 after 45 days of receipt.
Seven decisions were made within statutory time periods and 2 were made outside time.
Four of the requests finalised within 30 to 45 days involved documents subject to external consultation. An additional 15 days is permitted to process these requests.
Our average processing time for all FOI requests in 2024–25 was 40 days.
Outcomes for FOI requests received included:
· 0 released in full
· 1 released in part
· 8 denied in full
· 0 withdrawn by the applicant or otherwise did not proceed
· 5 transferred to another agency
· 0 involved non-existent documents.
OVIC reviewed 2 of our decisions. OVIC confirmed our original decision in one of these matters; the other is undecided. 
PUBLIC INTEREST DISCLOSURES
The Public Interest Disclosures Act 2012 encourages and helps people to make disclosures of improper conduct by public officers and public bodies. It provides protection to people who make disclosures and ensures disclosures are investigated and rectifying action is taken.
Our established processes enable disclosures of improper conduct or corruption by the VGCCC or our staff to be made directly to the Independent Broad-based Anti-Corruption Commission (IBAC).
Disclosures may be made by staff or the public. Where we become aware that a disclosure has been made to IBAC, we will take reasonable steps to protect the welfare of relevant individuals.
Reporting procedures
Disclosures of improper conduct or detrimental action by the VGCCC or any of our employees may be made to the CEO or General Counsel.
Alternatively, disclosures may be made directly to IBAC:
Level 1, North Tower, 459 Collins Street
Melbourne, Victoria 3000
Telephone 1300 735 135
ibac.vic.gov.au

Further information
The Procedures for Public Interest Disclosure Management, which outline the system for reporting disclosures of improper conduct or detrimental action by the VGCCC or any of our employees, are available on the VGCCC website.
[bookmark: _Toc213760635]Additional information
Information available on our website includes:
· Commission decisions and reasons
· licence fees and penalties
· major licence details and obligations (including casino, poker machine monitoring, Keno, lotteries and wagering and betting licences)
· gambling licence details and obligations (including bingo centres, bookmakers, commercial raffle organisers, community and charitable organisations, manufacturers, suppliers and testers, poker machine venues and wagering service providers)
· poker machine entitlements and limits
· poker machine expenditure data by local government area (monthly), venue (6-monthly) and population (annually)
· community benefit statements
· responsible gambling codes of conduct
· laws, regulations and ministerial directions
· technical standards and VGCCC directions and guidelines.
[bookmark: _Toc213760636]Compliance with other legislation
We have obligations under the Gambling Regulation Act and the Casino Control Act to publish certain information in our annual report.
MINISTERIAL DIRECTIONS
We must publish all directions given by the Minister during the financial year, under section 3.2.3 of the Gambling Regulation Act. In 2024–25, the Minister did not issue any directions under this section of the Act.
CONTROLLED CONTRACTS
Our annual report must include all classes of matter and classes of contract specified by the Commission in the financial year as excluded from the definition of a ‘controlled contract’ under section 29 of the Casino Control Act.
In 2024–25, the Commission did not specify any classes of matter or classes of contract.

[bookmark: _Toc213760637]Financial management compliance 
[bookmark: _Toc213760638]Attestation for financial management compliance 
I, Chris O’Neill, on behalf of the Commission, certify that the Victorian Gambling and Casino Control Commission has complied with the applicable Standing Directions and Instructions under the Financial Management Act 1994. This has been verified by our Audit and Risk Management Committee.

[image: A signature on a white background]




Chris O’Neill APM
Chair
Victorian Gambling and Casino Control Commission 

03 October 2025


[bookmark: _Toc213760639]Disclosure index
Our annual report meets all relevant Victorian legislation and pronouncements. This index cross-references our statutory requirements against our annual report disclosures.
Please note that the page numbers referenced in the Disclosure Index correspond to the tabled (PDF) version of the report, which is available on our website.
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