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About the Office
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Our vision

NSW working 
towards zero 
gambling harm.

Our approachOur purpose

• Prevent and reduce 
gambling harm

• Improve individual and 
community wellbeing

• Support people to make 
informed choices

• Contribute to public debate, 
influence gambling harm 
minimisation

Research

Education & 
Awareness

Services & 
Support

Leadership & 
Influence



3

Gambling support & treatment
Results of a best practice review



Best practice review approach
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• Literature review of best practice

• 8 weeks of research

• 7 in-depth interviews

• Global focus – Participation from colleagues 
in the United Kingdom, Norway, Canada, 
New Zealand and Australia



Exploring the findings

5

Public health 
framework

Counselling still has 
a place

Co-morbidities must 
be considered in 
service design

Building relationships 
across support 

sectors is critical

There are effective 
alternatives to 

counselling

Technology in 
treatment is rapidly 

growing



Case studies – Outreach in action
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Non-clinical intervention…

Gam-Info Reps – British Columbia

• Aimed at those not wanting counselling

• The reps are not counsellors

• Offers other options to counselling

• High success rate.

Peer support…

Peer support program – South 
Australia

• Supports people who have recovered from 
problem gambling

• Personal stories shared

• People are able to speak to someone who 
has been through a similar experience to 
them



Case studies – Treatment and technology
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Computerised CBT – United 
Kingdom

• Pilot to established evidence based 
on digital interventions

• Accessible, convenient, removes 
barriers

• Now known as the GameChange
program

Skills for Change Online - Canada

• 8 week program

• Online version of a group support 
program

• Covers goal setting, identification of 
coping strategies, relapse prevention

• Takes a CBT approach



Case studies – Apps in treatment and support
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• Victoria have developed the 
100 Day Challenge app 

• Helps individuals moderate 
their gambling by doing other 
activities

• Highly successful across 
Victoria 
and other jurisdictions.

• Canada have developed 
the Monitor Your 
Gambling & Urges app

• Tracks gambling 
behaviour and feelings

• Designed to 
complement counselling 
sessions.

• NSW have developed the 

GamblingLess In the Moment 

with Deakin University

• Designed to provide 24/7 

support to individuals who want 

to take immediate steps to 

address their gambling. 



Challenges in establishing a new treatment model
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Balance
• Digital vs traditional

Cost
• Implementation 
• Running
• Evaluation

Take up
• Low numbers
• Misconception of provision

Expertise
• Diversity of skills
• Training
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Developing the GambleAware model
Co-design process outcomes



Co-design on a statewide level
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Key themes from stakeholder feedback
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New approaches 
are needed

Referral pathways 
between services 

require better 
coordination

Ongoing connection 
with clients needed

Clients want access 
to a broader range 

of services

Clients want digital 
service delivery, but 

service providers 
had mixed views

Measurement and 
reporting should 

be simplified

Treatment providers 
want training and a 
closer connection to 

broader system



Theme #1 – New approaches are needed

13

• Innovation is needed to encourage help-
seeking behaviours and improve service 
access

• Many potential clients either do not believe 
they have a problem with gambling or feel 
shame to seek help

• Targeted information and approaches are 
needed for Aboriginal and CALD 
communities.



Theme #2 
Better coordination for referrals
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Theme #3
Improving connections with clients



Theme #4 
Broader range of support services
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Theme #5
Clients like digital service delivery



Theme #6 
Simpler measurement & reporting
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Theme #7
Quality training for service providers
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The GambleAware model



The new client journey
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10 GambleAware Providers aligned with health districts

Single referral, scheduling, follow-up and data platform

Graduated range of help options in multiple modes

Can reach over 80,000 people per year 

The redesign process

55 small services

Un-unified system

Face-to-face service 
as primary model

Reached about 25,000 people 
per year

Gambling Help GambleAware



Low support
• Access to resources 

and online tools
• Community education
• Self help tools and 

apps
• Peer support online 

forums
• Online chat support
• Client guides

Moderate support
• Financial counselling
• Therapeutic 

counselling
• Peer support 

programs
• Client guides
• Referral to legal 

services
• Self exclusion

Higher support
• Case management 

and coordination with 
other supports

• Clinical services as 
required

GambleAware service delivery model
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Stepped care approach

Client-
centred

Stepped 
care

Multi-model Culturally 
competent

No wrong 
door

Data driven 
& 

innovative

face to face, over the phone, video call, or online chat



GambleAware regions 
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GambleAware quality standards model
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Future support – GambleAware client guide
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• An information and support service which

• Provides tailored information on support options

• Connects individuals with GambleAware & complementary 
services

• Feedback we have received:

• People often feel overwhelmed when first seeking support 
and often feel isolated or alone when accessing gambling-
specific supports

• People experiencing gambling harm often require 
non-GambleAware services which are critical to their 
wellbeing and recovery



Future support – GambleAware peer support
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• A service that safely connects individuals experiencing 
gambling harm with peer support officers who have 
lived experience of gambling harm

• Informal 1:1 sessions, with semi-structured discussion 
relating to the person’s situation and/or relevant 
strategies and services that may help the individual

• Feedback we have received:

• People experiencing gambling harm typically find great 
relief when engaging with someone else with lived 
experience

• People often access other supports following a positive 
peer support interaction



GambleAware website
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Promoting GambleAware
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Digital tools – support apps
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Digital treatment methods in NSW
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