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We acknowledge the traditional custodians and owners of the
lands in which we work and live on across Australia. We pay our
respects to Elders of the past, present and emerging. We are
committed to collaboration that furthers self-determination
and creates a better future for all.

We acknowledge the world is changing and that all of the
challenges facing our society will be more deeply felt by
Aboriginal and Torres Strait Islander communities. Embedding
a cultural lens across all of our work must be a priority in any
strategy that is created and implemented.

We also acknowledge people who are experiencing gambling
harm and those close to them. People with lived experience
have contributed their time, experience and ideas to inform a
service system that better supports people into the future.

Professionals working in the gambling space from intervention
and industry bodies through to health officers, gambling harm
services and academics have also contributed their
perspectives.

We thank everyone who has taken part.
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Executive Summary

The Office for Problem Gambling (OPG)
engaged The Australian Centre for Social
Innovation (TACSI) to understand the
challenges and opportunities for
minimising gambling harm from a
number of different perspectives within
South Australia.

This document outlines the process,
learnings and outcomes of recent
conversations, led by TACSI, with key
industry stakeholders, service providers
and people with lived experience of
gambling harm. Through a process of
synthesising and prioritising, these
conversations informed a Theory of
Change developed by TACSI in
collaboration with the OPG and the
consultation group.

A Theory of Change framework is a
logical, clear story about what the
change is that you wish to create, why it
is needed and how you intend to go
about it.

During the process TACSI engaged with
24 people with experience of gambling
harm, 11 Gambling Help Service staff
members, 5 government employees and
3 consultants doing research to inform
the OPG’s strategy. These conversations
focussed on understanding the
experience of delivering and receiving
gambling harm minimisation supports,

both informal and formal. The diversity of
viewpoints led to a comprehensive
understanding of the current
environment, where people were strongly
aligned on opportunities for change and
their unique ideas for the future.

Using  generative research techniques
TACSI took data from the conversations
(notes, recordings), analysed the data by
pulling out quotes and ideas and then
synthesised this into commonalities and
themes. Within these themes, key
opportunity areas and challenges were
identified. The consultation group were
then tasked during a workshop to
prioritise the themes, opportunities and
challenge areas with consideration of the
following:

● What will have the most impact in
minimising gambling harm?

● What is within our realm of
influence?

The action areas that came out of this
filtering process were:

● Better understand online gambling
and minimising exposure to
gambling advertising

● Minimise exposure to gambling
● Make the journey of gambling

addiction more transparent and
provide pathways away from harm
at every stage

● Add questions about gambling
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participation and harm to other
social, financial and health
sector’s intake processes

● Intentionally invite loved ones to
play a role in harm minimisation,
while supporting them to stay well.

These action areas underpin the Theory
of Change as the way to move from the
current service system toward achieving
a future with minimal gambling harm.

During workshops & meetings with the
OPG, the Theory of Change was further
detailed and refined.

We have used a narrative approach to the
Theory of Change to illustrate what the
challenges and opportunities are, what
can be done to respond to these and then
what the immediate and long term
outcomes we would expect from these
activities.

The Theory of Change shared in this
document is a high level version,
summarising the key elements. The OPG
will use a more detailed version to
support decision making around specific
activities, and tracking progress towards
goals.

In conclusion, the process of this work
and the resulting Theory of Change have
already impacted the relationships and
actions of key stakeholders. The Theory of
Change can support collaboration and
cohesion in the face of ongoing tensions.
The process has demonstrated the value
of partnering with people with lived
experience in order to minimise

gambling harm. Finally, the Theory of
Change is a living document that should
be adapted as ideas are tested, more is
known and more voices, particularly
those from Aboriginal and Torres Strait
Islander and culturally and linguistically
diverse communities, are added from
other work.

We recommend that this Theory of
Change should be used to inform the
roles and actions of all stakeholders
responsible for minimising gambling
harm in South Australia.
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Introduction

The Office for Problem Gambling’s (OPG)
ambition is to minimise gambling harm
in South Australia. Due to recent changes
in legislation, the OPG has an opportunity
to strengthen prevention and early
intervention of gambling harm.

The OPG invited The Australian Centre for
Social Innovation (TACSI) to:

Understand the challenges and opportunities
for minimising gambling harm from a

number of different perspectives.

TACSI spent time speaking with 46
people, both with lived experience of
gambling harm and professional
experience of preventing and minimising
harm through regulation, service or
research.

This report summarises what TACSI
learned from the people we spoke with,
and the Theory of Change developed for
the OPG as a result of these discussions.
These materials may be useful to you as
well.

The work TACSI is sharing complements
work undertaken by other expert
consultants focussing on Aboriginal,
Torres Strait Islander and culturally and
linguistically diverse people’s
experiences and services available for
them.

Applications for the OPG

This summary is a tool that, alongside a
much more detailed Theory of Change,
will support the OPG to understand key
challenges facing SA and strengths and
opportunities to improve. This summary
may be used as a living roadmap, guide
to decision making and evaluation tool.

Applications for professionals
and partner organisations

This summary would be useful to any
professionals who might work with
people who gamble and those close to
them. It could:

● Provide some additional context to
the OPG’s strategy

● Help you see where you could play
a role in minimising harm or
influencing change

● Provide insight to the lived
experience of gambling harm
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Applications for people and
communities

People with lived experiences of
gambling harm and communities
concerned about gambling harm could
benefit from this summary. It may help
you:

● See how your experience is unique
but connected to many others

● Find your power and influence, and
a role you might play in
minimising harm

● Articulate to others the experience
of gambling harm

● Educate others about
their role in helping to
prevent and  minimise
harm
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Glossary of terms

CBS - Consumer and Business Services

DHS - The Department of Human
Services

Early intervention - Early intervention is
the process of providing specialist
intervention and support to a person who
is at-risk of experiencing gambling harm
or demonstrating early symptoms of
gambling harm. Intervention is not only
critical for preventing or reducing the
progress of gambling harm, but for
improving a person’s overall mental and
physical health, community participation
and socioeconomic outcomes far into
the future .1

Gambling harm - any negative effects of
gambling on the gambler, their loved
ones and their communities .2

GHS - Gambling Help Services

2 As described by people consulted in this process.

1 Adapted from this definition for mental health early
intervention
https://www2.health.vic.gov.au/mental-health/preven
tion-and-promotion/early-intervention-in-mental-hea
lth

GRF - Gamblers Rehabilitation Fund

LE - people with lived experience

RGEIA - responsible gambling early
intervention agencies, particularly Club
Safe, Gaming Care and Host
Responsibility

The OPG - The Office for Problem
Gambling

TACSI - The Australian Centre for Social
Innovation
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�e South Australian gambling context

In 2018, 2.9% of the population of SA -
approximately 48,430 people - were
‘at-risk’ or ‘problem’ gamblers on the
Problem Gambling Severity Index (PGSI) .3

We know that gambling harm doesn’t just
affect the person gambling, it also has
ripple effects into their loved ones and
communities. We heard that gambling
harm can look different to different people
and can include negative impacts on the:

● Financial situation
● Relationships and social capital
● Mental health
● Physical health
● Engagement with the justice system
● Self worth, independence and

confidence and
● Employment

of individuals, families and communities.

There are many programs and initiatives
available in SA which aim to minimise
gambling harm and offer services to those
negatively affected by  gambling.
Gambling help services are commissioned
and coordinated by the Office for Problem
Gambling (OPG) with funds from the
Gamblers Rehabilitation Fund (GRF). The
total budget comprises contributions from
the SA Government, gaming taxes, as well
as from the gambling industry.

3 Woods, A., Sproston, K., Brook, K., Delfabbro, P., and
O’Neil, M. (2018) GAMBLING PREVALENCE IN SOUTH
AUSTRALIA Final Report

Historically, the OPG has employed a
procurement approach to delivering
services and support across the State and
to at-risk communities. However, they have
identified an opportunity to evolve the
approach into a sophisticated & evidence
based public health informed model. A
model that will enable a more strategic,
long term approach that has a greater
focus and intent on achieving outcomes
(rather than producing outputs).

Changes in legislation governing the GRF
are now creating the conditions for this
vision. The changes are - “Expanding the
scope of the Gamblers Rehabilitation Fund
to enable investment in prevention
activities to address the harms associated
with gambling, public education and
information programs, treatment and
counselling programs for those harmed by
gambling, information and advice relevant
to gambling harm, and gambling research
and evaluation. ”4

It is important to engage many different
perspectives on the issues and
opportunities in order to develop and
deliver the best response.

4 DRAFT Wellbeing SA, (2021) Problem gambling as a
public health issue

9 | MINIMISING GAMBLING RELATED HARM: A THEORY OF CHANGE



Consultation to inform a new strategy

The aim of this project was to hear from
people with lived experience of gambling
harm, as well as key professional
stakeholders, to inform a harm
minimisation strategy for South
Australia.

The OPG invited TACSI to facilitate a
process to learn from stakeholders to:

● Hear how gambling harm is
understood by different people.

● Understand the current gambling
harm minimisation system in
South Australia, including what is
and isn’t working well.

● Identify what a future looks like
that better minimises gambling

harm, and better defines the roles
all stakeholders can play.

● Build a ‘Theory of Change’ that
captures this information and
suggests opportunities, goals and
activities that different
stakeholders might do to work
toward this future.

A ‘Theory of Change’ was the chosen
approach as it is a thorough but practical
strategic tool that can be used in
multiple ways and adapted over time as
the OPG learns more about what works to
minimise harm. See page 18 for more
information.
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People we spoke to

Our focus was to understand the
experience of delivering and receiving
gambling harm minimisation supports,
both formal and informal. We spoke to
and worked with 46 people, not including
the OPG team.

Lived experience

We spoke with 24 people with lived
experience of gambling harm including
people who identified as:

● Men and women
● Diverse culture and language

groups, including Aboriginal and
Vietnamese.

● Diverse ages
● Partners and children of people

who gamble
● Adelaide city and regional based
● Majority pokies players, but also

some lottery, sports and online
gamblers

● Mostly people who have been
through gambling crisis and
received professional and/or peer
supports, but some who were just
starting on their journey

Professionals

We spoke to professionals at strategic
and delivery levels of gambling harm
minimisation through interviews and
workshops:

● 11 staff from gambling help service
(GHS) organisations

● 3 professionals from responsible
gambling early intervention
agencies (RGEIA)

● 5 professionals from Government
departments including CBS and
Wellbeing SA

● 3 consultants doing research to
inform the OPGs strategy

The diversity of viewpoints gave us a
comprehensive understanding of the
current environment and where people
were strongly aligned on opportunities
for change or had unique ideas for the
future.
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Service System Map

To develop a common understanding of
the environment in which gamblers
access support and the OPG works and
funds, we developed a service systems
map with several key stakeholders in the
gambling help sector.

Professionals working in harm reduction
came together and described their view
of the system to help build this map.

This map helps us understand and see
more clearly:

● The complexity of the service
system

● Tensions
● Alignments and ally-ships

It also helps to create  a common
language that we could move forward
into conversations with.

Collective effort

Everyone represented on this map has a
role to play in minimising gambling
related harm. Although commissioned by
the OPG, the key stakeholders involved in
this process aligned around the Theory of
Change goals and should contribute to
undertaking the activities and working
toward the outcomes.
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From stories to action

A generative consultation process was
taken to first understand the current
gambling help environment and
experience, and then identify and
prioritise opportunity areas for further
minimising gambling harm.

TACSI drew on generative research
techniques to hold conversations with
the many people we heard from. In order
to identify courses of action for
stakeholders to take we needed to
understand what they could prioritise
and what would create change. We:

1. Heard, in interviews and
discussions, diverse stories of how
support is delivered and
experienced, and how people want
to minimise and prevent harm in
the future.

2. Identified key themes by
analysing what we heard and
drawing out key quotes and other
data and synthesising this
information into key themes.

3. Named key opportunity areas and
challenges in minimising harm.

4. Prioritised opportunities and
then developed actions that
people felt would most minimise
and prevent harm.

5. Refined the Theory of Change.

See page 21 for key quotes, themes,
opportunity areas and challenges.
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Considerations for priorities

With many diverse stakeholders and
unique experiences of gambling harm,
an extensive collection of evidence and
ideas was captured through the
interviews and workshops, leading to
many opportunities to strengthen the
system of gambling help. In order to act
on these effectively and have a place to
start, the stakeholders needed to
prioritise what they should focus on. The
consultation group agreed to prioritise
the research themes, opportunities and
challenges within the following
considerations:

1. What will provide the most impact
in minimising gambling harm?

2. What is within our realm of
influence?

The group and TACSI then drafted areas
of action in the system that could
respond to the top challenges and
opportunities.

Prioritised areas of action

After rounds of refining these action
areas, stakeholders and professionals
named the following as their priorities:

● Create more accessible and
impactful support experiences at
every stage

● Enable equal opportunities for
support at every stage of the
journey for every gambler

● Equip loved ones to play a key
support role and stay well

● Understand and respond to new
channels to gambling and
emerging gambling markets

● Build allies in harm minimisation -
communities and other social
sectors

● Shift GHS, RGEIA and government
toward early intervention

These areas of action underpin the
Theory of Change as ways to get from our
current service system to move toward
achieving a future with minimal
gambling harm.
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Introducing the ‘�eory of Change’
framework

What a ‘Theory of Change’ is

A Theory of Change is a logical, clear story
about the change that you wish to create,
why this change is needed and how you
intend to go about creating the change.

It can be used, among other things, as:

● A mindset
● A strategy tool
● An evaluation framework

In the context of minimising gambling
harm, the Theory of Change can help by
capturing the common vision that people
are working towards, so they can:

● Better see their roles and avenues
of action toward the goals

● Find or reconnect with allies
● Come together as the theory is

implemented to reflect on what’s
working and what’s not

“A lot of the value of �eory of Change as
an approach comes from the process
itself. Developing a �eory of Change
involves key players coming together,
taking a step back from their day-to-day
work, thinking about what they are trying
to achieve and how they might best

achieve it, and aligning themselves in
purpose and approach. ”5

Professionals who took part in this
process told us they were surprised by
how aligned they were with different
stakeholders, and the time together was
valuable relationship building and
planning time. People with lived
experience were energised by the
opportunity to contribute to minimising
harm at a strategic level and wanted to
continue participating in this way.

We have taken a narrative approach to
the Theory of Change, where you read
from the bottom of the page to the top to
illustrate what the challenges and
opportunities are, what can be done to
respond to these and then what the
immediate and longer term outcomes we
would expect from those activities.

The Theory of Change shared in the
following pages is a high-level version,
summarising the key elements. The
Office for Problem Gambling will use a
more detailed version to support
decision making around specific

5 Abercrombie,R., Boswell, K., and Thomasoo, R., (2018),
Thinking Big: How to use Theory of Change for systems
change, page 5
https://www.thinknpc.org/resource-hub/thinking-big-how-
to-use-theory-of-change-for-systems-change/
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activities, and tracking progress toward
goals.

High level �eory of Change
Theory of change key

The Theory of Change has a number of
layers, and is read from the bottom up for
a chronological perspective. Here we
explain what each layer describes.

4. Broad Goals

The OPG would like to work with others to
influence these blue-sky outcomes in the
long term, though won't be able to measure
this impact.

3. Future Outcomes

Future outcomes are measurable goals to
which the OPG can hold themselves to
account

2. Activity goals

Goals that could be achieved with actions
taken by the OPG and others

1. Areas of action

Areas that have been identified as levers for
minimising gambling related harm
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Voices of people we spoke to

The conversations that we had with
people who have experienced gambling
harm and the professionals that work in
harm minimisation were the most
valuable part of this process.

To share some of this wisdom and
powerful ideas for the future with you, we
have lifted some key quotes and pieces
of data from our sticky notes.

We hope that reading these raw
expressions of people’s experiences will
inspire you on your journey to work
toward the minimisation of gambling
harm.

In the following pages, in the order they
appear on the page, we include:

Themes

After grouping the data, these clusters of
information emerged.

Evidence

Anonymous quotes, observations and
desktop data that really highlighted the
themes

Opportunities and challenges

Examples of best practice and people
accessing support against the odds, as well
as the areas for improvement and barriers
to minimising harm.
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Conclusion

Layers of impact

The depth and diversity of conversations
held during this process has led to a
detailed and comprehensive Theory of
Change. However, the process has also
highlighted how aligned key
stakeholders are around the issue of
minimising gambling harm, and has
been an avenue for re-building and
deepening relationships.

Listening, learning, testing

The OPG has been quick to respond to
what was learned throughout this
process, for example hosting a
Community of Practice after hearing GHS
and RGEIA staff describe the value of
gathering regularly and connecting with
each other.

We’re encouraged by the OPG’s
willingness to put ideas and research to
the test and to prototype innovative
approaches to minimising harm. This,
coupled with good data capture and
evidence of what works and doesn’t, will
enable the testing of prototypes that can
lead to best practice spread across the
state.

Combatting tensions

We acknowledge that significant
tensions continue to exist in gambling
and gambling help funding; policies; and

government and community needs. We
hope that the Theory of Change can be a
tool to support collaboration and build
alignment for better outcomes.

Role of lived experience

It has been clear to all involved the value
that people with lived experience
(including loved ones) bring to
designing, delivering and refining
approaches to harm minimisation.
Almost all people with lived experience
who took part were interested in
continuing to be part of minimising
harm at all levels.

We encourage the OPG and other key
stakeholders to develop ways to partner
with people with lived experience so they
can be leaders of change in harm
minimisation.

We hope to see increasing feedback
loops, transparency and communication,
inclusive decision making and
accountability when it comes to
gambling harm and help.

Collaboration at every level

This process has made us hopeful for
increased collaboration also between the
OPG, GHS and RGEIA, as well as between
Australian states in order to unite and
advocate for harm minimisation at every
level. The issues related to online
gambling and advertising in particular
require this level of coordination to see
change.
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Building more diverse
experiences into the Theory of
Change

Although we had many different cultural
groups reflected in our lived experience
conversations, including some
Aboriginal voices, this current iteration of
the Theory of Change does not include
the depth and complexity of Aboriginal &
Torres Strait Islander experiences. We
anticipate that the experience of more
Aboriginal and Torres Strait Islander, as
well as culturally and linguistically
diverse people, will be added to the
Theory of Change through work being
undertaken at the time of writing this
summary.

A living Theory of Change

The Theory of Change is a living
document and we are looking forward to
seeing how this document evolves as
conversations continue and more is
learned about what works to minimise
harm.
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