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The National Lottery operate a continuous 
programme of Mystery Shopper campaigns 
throughout the year.

Remember failure of a Mystery Shopper campaign 
will result in a sanction under the Retail Compliance 
Policy - full details can be viewed on the Retailer 
Portal.

Where possible add 
age verification to 
your EPOS System 
to further enhance 
controls
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Remember - when in 
doubt, always ask for ID
Remember - when in 
doubt, always ask for ID

It is an offence to 
sell a Lottery ticket 
to anyone under 18 
years

18+ Notices must be visible on 
all Lottery display equipment.

‘Think 21’ - the new age control 
initiative from the National Lottery

The most effective control in the prevention of 
underage sales is ID verification.

To support and guide retailers we have launched 
our ‘Think 21’ programme.

It is important that all staff are trained in this 
approach to age verification and your ‘Think 21’ 
notices are in place to prompt staff and reinforce 
awareness. 
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Where possible add 
age verification to 
your EPOS System 
to further enhance 

notices are in place to prompt staff and reinforce 

National Lottery products can only be sold to persons over the age of 18.

Yes
you can

play if you’re

18 or over

lottery.ie
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IT IS ILLEGALTO SELL NATIONAL LOTTERYPRODUCTS TO PERSONS UNDER 18
If in doubt always ask for ID

Think 21 - Always ask for ID

PERSONS UNDER 18
If in doubt always ask for ID

Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID

If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID

Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID
Think 21 - Always ask for ID

If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID
If in doubt always ask for ID

IT IS 

ILLEGAL 
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Think 21 - Always ask for ID Retailer Facing ‘Think 21’
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It is a requirement that all Retail Owners and Staff are trained in the operation of the Lottery Terminal 
and Compliance Certified on the Legal & Regulatory obligations relating to the sale & promotion of Lottery 
products. The National Lottery provides a comprehensive suite of  training  material and reference  
documentation through its Retailer Portal & App. 

From 1st January 2020 all Retail Agents must be 
registered and compliance certified in order to 
operate as a licensed retail agent.

If you have not done so already, register now and 
having reviewed all relevant training material 
complete the certification process.

Portal Access

Getting Started
To register as a Lottery Retailer simply log onto the 
Portal website using the following URL: 
https://retailer.lottery.ie
and select Login / Registration tab

Compliance | Certification
It is now a requirement that all National Lottery 
retailers certify their compliance with the conditions 
set out in the Retailer Authorisation and their 
obligations under regulation and the law. To complete 
the Compliance Certification, simply click on the 
Compliance tab and select ‘Compliance Certification’ 
in the dropdown menu. 

Carefully read the compliance statement before 
accepting the conditions associated with the running 
of your Lottery agency. In doing so you acknowledge 
you have read/viewed all training & compliance 
material and acknowledge your obligations under 
regulation. 

Training Tutorials
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         Scratch Card  
Returns By Retailer Guide

(Photon)

6. The terminal will process the report and printtwo copies of the Books Return receipt.
 The AGENT COPY should be signed andretained by the retailer for their ownrecords

 The PLI COPY should be signed andsent back to PLI in the Returns Pack
7. The returned stock should then be placed in thespecial pouch provided by PLI and set asidesecurely for collection. 

1. Select the Return Books option in the terminalScratch Card menu tab to process a return.
2. If you have difficulty scanning the barcode onany book simply enter the 12 digit codemanually using the on-screen keypad.

3. Complete the process of returning book/s aspreviously described.

Please Note : In order to access the returns by retailer functionality on the terminal you must be signed on using your Owner/ Manager User ID &PIN Number

1. Once signed on please Select the ScratchCard Menu tab 

2. Then Select the ‘Return Books’ tab
3. Scan the 12 digit barcode on the back of any ticketbelonging to the book of Scratch Cards to bereturned.

4. The book details will appear in the returned booksdisplay on the left hand side of the screen.

5. Continue to scan the barcodes on any furtherFULL books for return. When all books for returnare displayed in the returned books screen pressthe Returns Completed button underneath theon-screen keypad.

Returning Full Books (Cont..)

Returning Full Books

Retailer Guidelines – Returns Processing

PLI systems will detect when a return has been successfully completed by a Retail Agent and a request for collection is automatically initiated.
• Returns packs (containing a security seal bagand return tracking label) will be sent with yourautomated SUGO order before the returnsfunctionality goes live on the Lottery terminal.
• Returns packs will then be made available toorder on the Lottery terminal as a consumableitem.

• Please use the official returns packs ONLY whenpreparing full books for return to PLI.

• Remember only FULL books i.e. those atconfirmed status can be returned using thisfunctionality - activated FULL books or partialbooks cannot be returned using this method.
• Once the return has been completed on thelottery terminal , it will be collected within 5working days. Please keep the pack secure butaccessible for collection by our courier.

Check out the video tutorial on our Retailer Portal at https://retailer.lottery.ie

Returning Full Books Manually

         Scratch Card  
Returns By Retailer Guide

(Photon)

: In order to access the returns by retailer functionality on the terminal you must be Owner/ Manager User ID &

Once signed on please Select the Scratch

Return Books’ tab
Scan the 12 digit barcode on the back of any ticketbelonging to the book of Scratch Cards to be

ill appear in the returned booksdisplay on the left hand side of the screen.

ontinue to scan the barcodes on any furtherFULL books for return. When all books for returneturned books screen press
button underneath the

eturning Full BooksRetailer Full BookSelf Returns

We are delighted to announce the latest initiative to drive greater efficiencies in the management of Scratch Card stock in your store.You can now return Full Book stock of selected games using your Lottery terminal were a new look or successor game has been introduced. Full books processed by a retailer in this way will be uplifted within 4 working days of processing through a new collection service provided by An Post couriers. Congratulations Game 186 was recently replaced with the latest version Game 223 and your store has been identified as having full book stock which can now be returned. 

Sell Through Active Stock & Return Full Books 
Using New Terminal Functionality

NEW LOOKCongratulations Game Launched

New Terminal Return Functionality

Only full books of Congratulations Game 186 can be returned in this trial

NOTE:

regulation. regulation. 

Responsible Play

Terminal Operations

ontinue to scan the barcodes onFULL books for return. When al
eturned books screen pressReturns Completed button underneath theNEW LOOKCongratulations Game Launched

Only full books of Only full books of Congratulations 
Only full books of Congratulations 
Only full books of 
Game 186 can be Game 186 can be 
Congratulations Game 186 can be 
Congratulations 
returned in this returned in this returned in this trialtrial

NOTE:

Quick Reference Guides 
& Codes of Practice
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The National Lottery are committed to protecting the interests of its players while ensuring all retailers 
are compliant. The management of Scratch Card stock is an area of key focus as it has the potential to 
negatively impact the interests of players.

• Failure to comply with the correct stock 
management or prize payment procedures 
can impact the Players interests and will 
result in a sanction under the Retail Sales 
Agent Compliance Policy. 

• Policy breaches are recorded using a points 
system which can lead to sanctions up 
to and including suspension – Full details 
of the Policy are available to view on the 
Retailer Portal.

!

Stock Management

Confirming Scratch Card Deliveries
• Always confirm delivery of Scratch Card stock on 

receipt using the Scratch Card menu on your terminal, 
checking that the address on the order is proper to 
your agency. 

• Always check that the books contained in the order 
match those detailed on the delivery docket. 

• Only activate stock as required.

Any anomalies or discrepancies should be 
reported to the Retail Help Desk immediately at 
1800 22 44 55 and books set aside until checked.

Activating Ticket Stock 
• Always activate a book of 

Scratch Cards before placing 
on sale. 

• Never place a book of 
tickets on sale where the end 
activation date or game end 
date have passed.

• Never place a book of tickets on sale where the attempt 
to activate the book has failed and/or a terminal 
message is displayed instructing not to do so.

Returns Processing
• Always return full book 

Scratch Card stock once 
instructed by the National 
Lottery.

• Never place a game on sale 
after the end activation date.

• Never sell tickets from 
a game once end game has been 
announced.

• Always notify the National 
Lottery of any surplus 
partial stock at game end 
announcement, when instructed 
by the National Lottery.

Note:  No credit will be 
allowed for any stock not 
advised once the end return 
date has passed.

Prize Payments & Customer Receipts

Paying a Prize
• Always validate a prize through your terminal before 

paying out on any prize.
• Always follow the instructions on screen carefully to 

ensure the prize validation has been completed properly.
• Only pay a prize when the terminal has issued a prize 

payment receipt.
• Always give customer prize payment receipts to players 

after validating winning tickets for payment. 
• Always return  non-winning tickets to players with the 

auto-generated ‘not a winner’ receipt. 

Note: If presented with a prize winning ticket 
from a book that has not been activated by 
the retailer of origin please contact the 
Retail Help Desk as per terminal 
instruction.

Customer Receipts 
• It is a requirement to 

give customer receipts 
to players after validating 
winning tickets for 
payment. The National 
Lottery is obliged to 
monitor compliance in 
this regard and conduct 
Mystery Shopper 
visits across the agent 
network on a regular basis. 

• It is imperative that all 
retailers and staff are aware 
of the requirement to issue 
customer receipts. 

Retail Help Desk as per terminal 

retailers and staff are aware 

to players after validating 

network on a regular basis. 

Ticket Activation

Ticket ReturnsTicket Returns

Ticket Activation




