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The proactive call —
a Journey of learning

WHAT IF?
.Q.

We could:
Digitize, expand on and scale
these learnings?

Real-time, data-driven
player interactions

e Act on the rich data that is
available for each customer

* Be personal and relevant

* Integrated in the customer
journey



Hi Christopher!

Time for a new tactic?

Your loss in Oddsen

Loss* the last 6 months:

Average odds:

*Loss = bets - winnings

Average odds for all winnings bets in
Oddsen in Norsk Tipping is: 2,41 ®
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Spillepuls

What is the Spillepuls player interactions?
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» Adigital personal dialogue/interaction designed to prevent that players

become or stay at-risk or problem gamblers

How does Spillepuls work?
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Customer Algorithm/ rules
behavior/ events

What is the aim?

|I|I- Awareness

9 Reflection

]
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Personalized interaction

@ Complete an action that moderates further gambling



SPILLEPULS — TWO EXAMPLES



Behavioural marker:

Escalated play —
medium risk level
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Lower the limit

RCT design
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Event:
Wins in online casino

/\ Prevent increased at-risk
@ playing triggered by wins
Transfer winnings to bank
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Spillepuls — overview: Events & Behavioural markers

EVENTS

Start a play-break

Resume to play after play-break

. Wins in the online casino

New in casino

BEHAVIOURAL MARKERS

Long term high risk: Stepping up

Long term high risk: Self-assessment

Escalated play — high risk

Loss/risk — last 2-6 months:
- Betting/Casino/Instants/Bingo games

- Short term loss: Betting/Casino/Instants

. Escalated play — low to medium risk
. Low risk — high limits

Low risk-moderate high loss— no personal limits




HOW DO WE WORK — DEVELOPING SPILLEPULS?



The team & how we work >

 Interdisciplinary innovation team

« Step-by-step

« Design thinking — customer centric

* Prototyping and user testing

« Learning from data — RCT’s & feedback

« Exploring & experimenting

« Learning and improving through iterations

Involve the customer

L d and test
Z 4

Insights

Technical
a development

(Q} O EXPLORE DEFINE DEVELOP DELIVER ) kﬁ ‘)’ Analyze [ leam | modify

Behavioral marker

We develop according to service design

200
principles

R
Quantative and

qualitative surveys or




OBJECTIVES, DATA
& RESULTS
A FEW KEY LEARNINGS



OBJECTIVES

USAGE:
Read the whole message

ACCEPTANCE:
Perceived as relevant, useful and
not (too) disruptive

BEHAVIOUR:
Complete an action, reduce loss
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DATA

24 randomized control trials so far...

110 variants of interactions tested

531 000 unique customers

More than 4,4 millions customer-interactions



USAGE:

Complete the interaction

Hi Christopher!

Time for a new tactic?

‘--lllll-‘
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Your loss in Oddsen

Loss* the last 6 months:

Average odds: 16,0 ®

. *Loss = bets - winnings
L Y T TR LA

¥
Average odds for all winnings bets in
Oddsen in Norsk Tipping is: 2,41 ®

60-65 % 70-90 % 90-99% | Set a lower limit

Recommendation for total limit per month

BT

Your current total limit: 10 000 kr
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ACCEPTANCE: ® -
Perceived as relevant, useful and
not disruptive ® X 4 )

«Thanks for the message. It’s easy to get
carried away when you lose and want to
Relevant win your money back. When you really do

BB E S not have the money...

Disag = \ \/—/

Useful

L) L) L)
— — — /

Disagree

| felt this information was:

Disruptive I'm aware, but it's my own earned money

@ that | spend...
Disagree Agree
\

Other comments: 0/ 500 characters

\

It’s a great experience that you follow up
with your customers! Even though it is a
simple bot, it feels meaningful and good

200 000 customers / 7 500 comments . "
to be "seen".

)




Complete an action during the interaction: }:

BEHAVIOR: Limits, breaks, self-test, quiz, etc.

Complete an action, reduce loss Varied across trials from 2,4 % to 50 %
Increased because of learning and adapting across trials

EVENTS AVIOURAL MARKERS

@ X
Congrats Christopher!
on 5 103 kr Hi Christopher!

Before you start to plaj

*’ Accumulated: 51
11 % (36 %!)

15 %

50 %

completed at least one action across ,
interactions '

42-55 %
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Key! Make it super-easy for the customer to complete an action

< © X Personalized
Sa:nbli:g ILmit fc;lr insZtht gamges S u ggest | O n

Recommendation for total limit* per month

[~ Tasoow ] +) Anchoring effect

Monthly limit Daily limit

Your current tatal limit: 10 000 kr
— | 10000kr | 4 — | 2000kr |+

7000 kr used in June 1500 kr used today

Easy to understand

‘ One quick choice

Daily time limit

timer used today
Save gambling limits
7,




The content/messages that motivate for action

You spend more on betting than before

2000k | 2100 ke
| 1650k
1500k | 1200k g™

1000k |
1

April May June

Spend = bets - winnings. Applies to all games
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Hi Christopher!

Are you ready for a challenge?
Here is a question for you.

Do you play now than before?

Reflection/
involvement

Your loss* Your loss* Others "** loss
all games KongKasino KongKasino
*Loss = bets - winnings

**Qthers around your age

Set your limit to 2 300 kr, and you will
use 9 300 kr less on KongKasino within
the next year.

— 9300 kr

The total is a projection based on how much money you
have bet in the last 30 days

Hi Christopher!

You lose more in Oddsen than 95
out of 100 others in your age group

Normative
information

Emotions

Positive
motivation

“Assertive
about risks”
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WRAP UP:

18



Hi Christopher!

Time for a new tactic?

Your loss in Oddsen

Loss* the last 6 months:

Average odds: 16,0 ®

*Loss = bets - winnings

Average odds for all winnings bets in
Oddsen in Norsk Tipping is: 2,41 ®

!limit per mon

7

Spillepuls

Wrap-up

* High usage
* Accepted by the customers

* Behavioural changes — complete
actions & reduce loss

* Personal
* Relevant

* Integrated in customer journey

e Scalable
e Well tested



Thanks!

Contact information
Senior adviser responsible gaming Tanja Sveen
tanja.sveen@norsk-tipping.no
Mob: +47 994 40 319

Norsk Tipping


mailto:tanja.sveen@norsk-tipping.no

	Bild 1: Spillepuls  Tanja Sveen
	Bild 2: Spillepuls at Norsk Tipping:  Real-time, data-driven player interactions
	Bild 3
	Bild 4
	Bild 5: SPILLEPULS – TWO EXAMPLES
	Bild 6: Behavioural marker:  Escalated play –  medium risk level
	Bild 7: Event: Wins in online casino
	Bild 8: Spillepuls – overview: Events & Behavioural markers 
	Bild 9: HOW DO WE WORK – DEVELOPING SPILLEPULS?
	Bild 10: How we worked
	Bild 11: OBJECTIVES, DATA  & RESULTS A FEW KEY LEARNINGS
	Bild 12
	Bild 13
	Bild 14
	Bild 15
	Bild 16: Key! Make it super-easy for the customer to complete an action
	Bild 17: The content/messages that motivate for action
	Bild 18: WRAP UP:  
	Bild 19: Wrap-up
	Bild 20: Thanks!

