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Why is PLI introducing customer limits on Scratch Card purchases?

The National Lottery is always committed to operating in a socially responsible way. We encourage many people to play our games, but
to spend small amounts that are within their means and to play responsibly and for fun. We are always conscious of our responsibilities
in relation to protecting players’ interests and consider these paramount.

Do you intend to extend these limits to Draw Based Game purchases in the future?
We are constantly looking at ways to enhance and improve our player protection policies but there are currently no plans to restrict our
players in relation to Draw Based Game purchases in store.

If PLI is concerned with problem play why not introduce spend limits

(10 x €1 All Cash is completely different to 10 x €20 All Cash Extravaganza)

The National Lottery offers a number of levels of protections for our players, to assist them in making decisions, so they can play
responsibly and for fun. The limits on the sale of Scratch Cards being introduced by the National Lottery will help educate the player on
responsible play and provide the player with the appropriate tools in order to protect themselves.

Is this a transactional or daily customer limit?

This is a transactional limit which will limit the number of Scratch Cards to be sold in one singular transaction or series of contemporaneous
transactions to a maximum of ten. Implementing a daily limit on the number of Scratch Cards to be sold to a single person is impracticable
from a Retail Agent perspective but the transactional limit does allow the player a break in play and gives them time to consider if they
are playing responsibly.

Will Scratch Card purchase limits be mystery shopped?

Yes. We have a comprehensive mystery shopper programme which will continue to ensure that all Retail Agents are compliant with the
National Lottery’s Sales Code of Practice. Our mystery shopper campaigns will continue to focus on Retail Agent compliance with
obligations relating to underage play, ID verification, prize payment procedures and the newly introduced purchase limits on Scratch
Cards.

Is there a sanction under the compliance policy for failing to adhere to Scratch Card purchase limits?

Yes. Failure to comply with the new Scratch Card purchase limits will constitute a breach of the Retail Sales Agent Compliance Policy and
as such attract a sanction. If a Retail Agent fails a Mystery Shopper campaign as a result of non-compliance with the new limits, this too will
lead to sanction. Purchase limits are a Category 2 breach under the policy and as such carry a two-point penalty. Retail Agents are
advised that four or more penalty points accumulated in any given monitoring period can result in suspension up to and including
termination of their authorisation to sell Lottery products.

Where can | get further details on my obligations under Scratch Card purchase limits?

Your obligations have been incorporated into your Retail Sales Agent Authorisation and the Sales code of Practice and will now be included
as a short tutorial in the compliance training section of the Retailer Portal. The relevant sales & participants codes of practice can be
viewed on both the National Lottery website and the Retailer Portal, which provides ongoing training on the sale and promotion of
National Lottery products in accordance with our responsible play policy.

What can Retail Agents do if they feel a customer has a problem with Scratch Cards?

Obviously this is a very sensitive matter; our Retail Agents are not counsellors and have to be careful to respect individual’s choices and
not to pass judgement or breach a person’s privacy. However, part of being a responsible Retail Agent is ensuring, insofar as possible,
that a customer is not playing in a way that could be harmful.

If you notice potentially harmful behaviours you are advised to listen to a players concerns and respond to them by providing information
to the player and steering them to where they might get help, including to the National Gambling Helpline 1800 753 753 or
www.gambleaware.ie. If the player takes offence, it is advised to tell the player that this is required of them as a Retail Agent under their
responsible play obligations.

Remember if you have a particular concern about an individual and are unsure how to approach the situation you can contact your local
Sale Representative or the National Lottery Retail Help Desk and one of our Responsible Play team will be happy to assist in any way
possible.
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