








3. Caller Profile
The main point to remember when considering the data in the following 
sections is that the information presented is voluntarily disclosed by callers, 
who may well be in crisis and are often anxious and distressed. Whilst 
recognising that gathering data is important, particularly to inform  
analysis of need and future provision, advisers put first the immediate  
well-being of the caller and providing help and support. They may consider 
it inappropriate or inadvisable to ask factual questions at times and some 
callers naturally will disclose more than others. Therefore, this data is not 
representative of all callers.

3.1. Initial Source of Information about  
3.1. HelpLine or NetLine

•	 Many HelpLine callers did not volunteer or were not asked where they 
found the number. Of those who did, the largest proportion (37%) found it 
where they gambled, i.e. on the posters, leaflets and stickers in gambling 
premises, or on scratchcards or racecards.

•	 A quarter found it in telephone directories, especially Yellow Pages.
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•	 As in 2007, this year around a fifth of NetLine callers disclosed where they 
found out about it.

•	 In 2008, most - over 60%, did so from other websites, which includes 
search engines (predominantly Google).

•	 Leaflets in bookmakers are other important sources and overall 15% 
gave a source related to gambling activity.

•	 Telephone directories, professional sources and other helplines were 
mentioned less frequently than for the HelpLine. A higher proportion of 
NetLine callers were calling about their own gambling – see 3.2 opposite.

•	 Evidence of raised awareness of GamCare is the percentage of 
callers giving Word of mouth as a source of information. This may also 
demonstrate more recent research findings – the important role that 
friends and family play in finding sources of help (Recovery from problem 
gambling: a qualitative study, Anderson, Dobie & Reith, Scottish Centre 
for Social Research, April 2009). 

•	 The number of callers finding out about GamCare from professional 
sources and other helplines and agencies, such as CABx, rose from 
2.8% in 2007 to 6.5% in 2008, reflecting in part the effectiveness of our 
pathfinder campaign to raise awareness amongst frontline referrers.

Leaflet: bookmaker 21%

Yellow Pages 17%

GamCare Website 13%

Telephone directory 8%

Lottery 6%

Word of mouth 6%

Other website 5%

Fruit/Slot Machine 4%

Scratchcard 4%

Professional 3%

FOBT machine 3%

Leaflet: arcade 2%

Other helpline 2%

Leaflet: casino 2%

Lotto results 1%

Media 0.9%

Special poster/

leaflet 0.7%

GA 0.6%

Leaflet: bingo 0.5%

Other leaflet 0.2%

Racecard 0.1%

Initial source of information about HelpLine (n= 5,735)

Over a third of HelpLine callers who disclosed the source found out 
about GamCare from Yellow Pages, telephone directories, or our website

Other website 60%

GamCare website 11%

Leaflet: bookmaker 10%

Word of mouth 5%

Leaflet: Casino 2%

Fruit/Slot machine 2%

Leaflet: Arcade 2%

Poster/Leaflet Campaign 2%

Yellow Pages 1%

GA 0.9%

Other helpline 0.8%

Leaflet: Bingo 0.6%

Media 0.6%
Professional 0.5%

FOBT machine 0.4%

Other leaflet 0.4%

Scratchcard 0.3%

Telephone directory 0.1%

Initial source of information about NetLine (n= 980)

Of those NetLine callers who disclosed the source, over 70% obtained the number from websites 

GamCare FrontLine Services
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3.2. Caller Type
Taking HelpLine and NetLine together, of those callers who gave this 
information: 

•	 Over 68% of calls were from the gambler and a quarter  
were from partners, family members or friends. 

•	 Just less than 3% were experiencing the adverse effects  
of their partner’s gambling.

•	 Less than 4% were healthcare professionals.

•	 On the HelpLine in 2008 the same percentage of calls as in 2007  
(over 65%) were from the gambler. There were more HelpLine calls  
from partners of gamblers in 2008.

•	 Almost 80% of NetLine calls were from the gambler and a smaller 
percentage this year from partners, relatives or friends.

•	 The majority of calls to both the HelpLine and NetLine were from  
first-time callers. However, almost a fifth of NetLine callers throughout  
the year were repeat users of the service, compared to just 8% of 
HelpLine callers who had called before. Both HelpLine and NetLine  
are important ongoing sources of emotional support and crisis 
counselling, especially for those who may find addressing their  
gambling behaviour a challenge in itself, before taking further  
steps to change it, or indeed for those who feel that they have 
successfully addressed their difficulties but occasionally need  
the reassurance of non-judgemental, external support.

Gambler 67%

Family Member/Friend 19%

Partner 6%

Healthcare professional 4%

Other 4%

HelpLine caller type (n= 11,409)

A quarter of HelpLine callers were talking about the impact of a partner or family member’s gambling 

Gambler 81%

Partner 10%

Family Member/Friend 7%

Healthcare professional 1%

Other 2%

NetLine caller type (n= 3,269)

Only 17% of NetLine callers were discussing the impact of someone else’s gambling 

GamCare FrontLine Services

…the help and advice I received 
was fantastic, and I’m really glad  
to report to you that since my son
read the information pack you sent 
out he hasn’t gambled since, so, 
fingers crossed, he remains gamble 
free. Thank you so much.



3.3. Gender of Callers
It should be remembered that online, in particular, gender  
has to be actively disclosed.

•	 Of those NetLine callers who disclosed their gender, a smaller proportion 
than in 2007 were female. However, the proportion of females amongst 
HelpLine callers increased again by around 5%. Because the gender of 
most of our NetLine callers is not known, this year we have included the 
category ‘Not recorded’ in the graph as a reminder.

•	 Of solely those callers whose gender was recorded, 67% of NetLine 
callers and 73% of HelpLine were male and 33% of NetLine and 27%  
of HelpLine callers female.

•	 This year, we looked at gender related to the type of caller and found 
that most calling about their partner’s or a family member’s gambling 
were female. However, on NetLine, slightly more of those calling about 
their own gambling, and whose gender we know, were female (22%). 
Anecdotally, NetLine advisers believe that the service is favoured over 
the HelpLine by female gamblers, who find it easier to talk about their 
gambling in the perceived anonymity of the online environment.
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Genders disclosed by all callers

Types of callers, by gender - all callers (n= 12,197)
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At least a fifth of all callers were female 

50% of female callers were calling about a partner or family member’s gambling 

GamCare FrontLine Services

After the conversation I definitely 
felt better and clear about how I 
could start to help my brother in 
various ways.
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3.4. Age of Callers
Only a relatively small percentage of callers disclosed their age;  
there is not always an appropriate point during the call when  
an adviser can ask this question.

•	 Overall, most callers who gave their age were 18-25. Over 35% of NetLine 
callers disclosing their age were 26-35, as opposed to just over 20% in this 
age group amongst the much smaller number of callers in 2007.

•	 There was a slight drop in the proportion of HelpLine callers disclosing 
their age as 26-35, from around 30% in 2007 to just under 25%.

•	 No NetLine callers disclosing their age were aged over 65 and 85% of 
NetLine callers were aged under 36.

•	 In 2006 and 2007, of callers whose age was known, most were 26-35. This 
change in 2008 might be attributed to the increased use of the NetLine 
rather than an increase in the number of problem gamblers in the 
younger age group.

Ages disclosed by callers (n= 3,202)
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Most callers who gave their age were in the 18 to 25 age group 

GamCare FrontLine Services

I was embarrassed about ringing 
and the lady was very nice & 
pleasant and understanding. 
Thank you very much.

Fantastic service, adviser really 
listened to me, I was on the phone 
for about 50 mins. He gave me 
info about counselling services 
and debt agencies.



3.5. Signposting Destinations
Having made that important first step in calling the HelpLine or NetLine, 
callers may be signposted to other support services in the process of 
overcoming the impact of gambling on their lives. Advisers use both 
their counselling skills and their knowledge of sources of help available 
throughout the country to inform and to help the caller make the right 
choices for their needs at that time.

Often, more than one signposting suggestion is made.

•	 A quarter of all signposting destinations from HelpLine were to face to 
face services, i.e. Gamblers Anonymous and GamAnon (17%), Gordon 
House (0.5%), GPs and psychotherapists (7%). Advisers understand that 
counselling and self-help can be complementary, and that what works 
for one individual might not be the right approach for another.

•	 Including GamCare’s services, 42% of HelpLine signpostings were  
to counselling and therapy. In comparison, 25% of NetLine signpostings 
were to these services.

•	 12% of HelpLine signpostings in 2008 were to GamCare online support 
(NetLine, Forum, Chat Room).

•	 6% of signpostings from HelpLine were to National Debtline, CABx and 
other agencies.

•	 Most signpostings from NetLine include GamCare’s own online and 
phone support, self exclusion and GamBlock, GA, GPs and other 
professionals, GamCare Counselling and National Debtline.

•	 Over 45% of all NetLine signpostings were to GamBlock and self exclusion 
from betting and gaming establishments, and to ongoing support 
from the NetLine and GamCare Forum (over 10% to each of these 
destinations).

•	 11% of all signposting, and 12% from the HelpLine, was to GamCare 
Partners, delivering the face to face counselling service outside London.

•	 For none of the NetLine callers, and only 30% of HelpLine callers, was 
signposting unnecessary.

•	 Signposts to Gambling Therapy, which is online support provided by the 
Gordon Moody Association, were solely from the HelpLine as NetLine 
callers are already engaging in GamCare’s online support. Signposts 
from our HelpLine may be for callers requiring support in a language 
other than English, or from outside Britain, as Gambling Therapy provides 
this service. NetLine automatically restricts calls received to those with IP 
addresses which are assigned to UK Internet service providers.

Signposting destinations - all callers (n= 28,807)
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GamCare HelpLine 18%

GA (Gamblers Anonymous) 14%

Self Exclusion 12%

GamCare Partner Counselling 11%

GamCare Website 8%

GamBlock 5%

GamCare Counselling 5%

GP/Other Professional 5%

GamCare Forum (Online) 4%

GamCare NetLine 4%

BACP 2%

National Debtline 2%

Citizens Advice Bureau 1%

Gam-Anon 1%

Other agency/advice etc  8%

Gordon House 1%

GamCare advisers signpost to a wide range of in-house and external services

GamCare FrontLine Services

I need to go to Gam-Anon for myself, I need to 
go to counselling for myself and I need to write 
my thoughts for myself.
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4. Gambling Analysis: Callers
4.1. Gambling Activities
Gamblers calling HelpLine were asked what they gamble on. Callers often 
disclose more than one gambling activity and advisers record all the 
gambling activities disclosed. It is likely, especially considering the nature of 
the call, that the caller will focus on those activities which they associate 
most with their problem gambling, but this cannot be assumed.

The percentages given below are calculated, as in previous years, as 
percentages of all gambling activities disclosed.

It should be reiterated that the HelpLine advisers’ priority is to provide 
advice, information and emotional support, and they are often dealing with 
callers in crisis. Not all callers disclosed information about themselves.

Activity refers to the game played. It does not take into account whether 
the activity is pursued on physical premises or remotely (for this, see 
Gambling Facilities, 4.2).

Betting here includes betting on horses, sporting events, dogs, betting 
exchanges and private bets. Spread Betting includes financial and sports, 
and Lottery (NLD) refers to the National Lottery Draw. FOBTs (Fixed Odd 
Betting Terminals) are virtual gaming machines: touch-screens offering 
roulette, blackjack and bingo with high stakes and prizes (£100:£500), 
available only on bookmakers’ premises.

Gambling activities disclosed by callers (n= 11,690)

•	 There was very little change from 2007 in the distribution of  
gambling activities recorded across the two formats, but some  
changes to the extent to which certain activities were mentioned  
by callers to each service.

•	 FOBTs and Betting each comprised just over 30% of all activities disclosed 
by HelpLine callers, while Fruit/Slot Machine playing continued to see a 
decrease, down to 17% of activities they disclosed (from 20% in 2007). 
These were the main three activities given by HelpLine callers, others 
each comprising less than 7% of total activities.

•	 Combining information from NetLine and HelpLine callers shows much 
the same picture: Betting and FOBTs were mentioned by most (27%, 
26%), while Fruit/Slot Machines comprised 15% of all activities and Table 
Games 13%. 

I was very upset and they 
made me feel much better 
and I felt they understand 
what I was feeling like.
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4.1.1.	Gambling Activities by Gender
Not all callers disclosed their gender and especially online, gender  
cannot be assumed. Where it was disclosed, the percentages given  
below are calculated as percentages of all gambling activities  
disclosed by each gender.

Gambling activities disclosed by callers, by gender (n= 11,269)

Not included in the chart are the small percentages within each gender, 
often less than 1%, who gave as gambling activities ‘Stock market’, 
 ‘Lottery (NLD)’, Other’ or ‘Spread Betting’.

•	 The picture for males calling the HelpLine was much the same as 2007, 
with most disclosing Betting and FOBTs; this year male callers to the 
NetLine also disclosed mainly these activities, with fewer giving Poker 
(6%) and Fruit/Slot Machines (13%).

•	 For female callers to NetLine, again their activities were spread between 
Table Games (65%) and Fruit/Slot Machines (12%), while most female 
HelpLine callers, around the same proportion as last year, disclosed  
Fruit/Slot Machines as a gambling activity (36%).

•	 Around the same percentage of female HelpLine callers as last year 
(13%) disclosed FOBTs as a gambling activity.

•	 Around 8% of female callers on each of HelpLine & NetLine gave Bingo 
as a gambling activity.

4.1.2. Gambling Activities by Age
Not all callers disclosed their age.

Where the total does not add up to 100%, this is accounted for by 1% or less 
within each age group giving ‘Stock market’, ‘Lottery (NLD)’, ‘Other’ or being 
non-gamblers. No NetLine callers fell into the last three categories.

The percentages given below are calculated as percentages of all gambling 
activities disclosed within each age group.

Gambling activities disclosed by clients within each age range, expressed  
as a percentage of all activities disclosed within each age range (n= 1,918)

•	 Spread Betting is included in the chart this year as the percentage within 
each age group who gave this as a gambling activity was significant 
enough to warrant it (typically 2%). On HelpLine it is seen within every 
age group except over 65s and on NetLine within the 18-45s. This is not 
necessarily an indication that the activity is on the increase, only that  
it is one of the activities engaged in by callers to GamCare.

•	 The relatively small number of callers disclosing their age as under 18 mainly 
stated Fruit/Slot Machines and FOBTs.

•	 The highest percentage playing Bingo within any age group was 14%  
of NetLine callers aged 46-55, followed by 10% of those aged 56-65.

•	 The majority of NetLine callers giving Table Games as an activity were 18-35.

•	 Poker was played mainly by callers aged 18-35.
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4.2. Gambling Facilities
Callers were asked about the main facility that they used for gambling  
(ie ‘where do you gamble?’). Facilities include the category ‘remote’: gambling 
in which persons participate by the use of the Internet, telephone or television.

As with gambling activities, callers often disclosed more than one location where 
they gambled and percentages given below are calculated as percentages of 
all gambling facilities disclosed by callers.

Gambling facilities disclosed by callers  (n= 12,263)

•	 A higher percentage than last year of HelpLine callers (59%) and NetLine 
callers (30%) gambled in the Betting Shop (see also 3.1: Source of information).

•	 The percentage of NetLine callers gambling remotely (41%) was slightly lower 
than in 2007, while there was a small increase in the percentage  
of HelpLine callers disclosing this facility.

•	 There was also a smaller proportion of NetLine callers gambling  
in Casinos (16% opposed to 26% in 2007).

•	 The great increase in the number of NetLine calls during 2008 does  
not seem to have resulted in a complete change in the profile of its  
callers, who gamble remotely, in the Betting Shop and in Casinos.

•	 Callers gambling in Arcades represented a smaller proportion of both 
HelpLine and NetLine calls this year at just 6%.

•	 More than twice the number of HelpLine callers gambled remotely  
(16%) than in Arcades (7%).

•	 10% of all callers gambled in Casinos.

4.2.1. Gambling Facilities by Gender
Percentage of callers disclosing each gambling facility, by gender (n= 11,070)

•	 The spread of activities by gender showed little change from 2007.

•	 Female callers to NetLine gambled predominantly in the Casino or 
remotely (each 43% of activities disclosed by female NetLine callers).

•	 Female HelpLine callers also gambled remotely (25%) but also  
in Arcades (24%) and in Betting Shops (17%).

•	 Male callers to the NetLine gambled mostly in the Betting Shop  
(42%) or remotely (37%).

•	 Male callers to both services were those most likely to use Telephone 
Betting (included in ‘Remote’ and less than 2% of facilities males gave) 
and it was mentioned by more HelpLine than NetLine callers.

•	 Altogether, 34% of female callers said they gambled remotely,  
and just 20% of male callers.
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Of the small number of NetLine callers aged 46-55, over 70% gambled remotely

4.2.2. Gambling Facilities by Age
Less than 5% of callers who disclosed their age were over 55, and for 
NetLine the figure was even lower.

Gambling activities disclosed by callers within each age range, expressed as a 
percentage of all activities disclosed within each age range (n= 5,038)

•	 80% of NetLine callers who disclosed their age were 18-35 and they 
gambled mostly using the Internet (40%), Casino (28%) and Betting Shop 
(23%). The facility used by the majority of NetLine callers aged 26-35 was 
the Casino (42%).

•	 Most HelpLine callers giving their age were 18-45, gambling in the 
Betting Shop (61%). 16% of this age group calling the HelpLine gambled 
remotely. 

•	 Most HelpLine callers under 18 gambled in the Betting Shop (47%) and 
pubs and clubs (19%).

4.3. Gambling Activities played Remotely
Comparison of remote gambling activities disclosed by callers (n= 2,181)

•	 There was little variation from 2007 in the online gambling activities 
disclosed by all callers, with Betting, Table Games and Poker continuing 
to predominate. However, there are some new categories shown this 
year which previously were described as ‘Other’ as percentages were so 
small, such as Roulette Machines (5%) and Spread Betting (3%). 93% of all 
activities played remotely were played on the Internet.

•	 Spread Betting comprised 3% of callers’ online activities. The 2007 British 
Gambling Prevalence Survey showed a link between problem gambling 
and spread betting (an activity stated by over 14% of problem gamblers 
in the survey). Given that spread betting companies are not required 
by their regulator, the FSA, to display information about responsible 
gambling or sources of help for problem gamblers, it is encouraging to 
see evidence of increased awareness of GamCare’s services amongst 
those who were spread betting. 

•	 Bingo comprised 8% of the online activities disclosed by NetLine callers 
and 5% of those of HelpLine callers.
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The range of activities played did not differ greatly according to help service used

GamCare FrontLine Services
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•	 In 2008, Table Games comprised a smaller percentage of activities 
disclosed by NetLine callers than in 2007: 23% as opposed to 36%.

•	 Fruit/Slot Machines comprised around 6% of all online gambling  
activities disclosed.

•	 The Lottery (NLD), Scratchcards and gambling on the Stock Market each 
comprised a small percentage of activities disclosed (less than or around 
1%) and therefore are not shown in the charts.

4.4. Gambling History
Gambling history disclosed by callers (n= 3,966)

•	 Only around 10% of callers said how long they’d been gambling.  
Of these, 52% of HelpLine callers and 66% of NetLine callers had  
been gambling for five years or less. 
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5. Gambling Impacts 
experienced by Callers
5.1. Health, Emotional and Other Impacts
Some callers discussed the negative effects that gambling had on their lives, 
in some cases disclosing a number of impacts.

Not all callers disclosed impacts and others disclosed more than one.  
The following chart shows which impacts were disclosed, as a percentage 
of all by callers to each service.

Health, emotional and other impacts of gambling disclosed by callers (n= 19,817)
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A higher proportion of callers to NetLine disclosed suicidal feelings

After speaking to your HelpLine 
service I felt like a weight had 
been lifted and felt I could deal 
with these problems a bit better.
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•	 While the distribution of negative impacts was largely the same for 
both NetLine & HelpLine, there were some variations between those 
experienced by the callers to each help format.

•	 Anxiety & stress (37% of all impacts disclosed), family and relationship 
difficulties (20%) and financial difficulties (18%) were mentioned by most 
callers overall.

•	 On the HelpLine, anxiety and stress (35%), relationship (16%) and family 
difficulties (10%), feeling isolated (6%) and mental health problems (5.5%) 
were mentioned most often. Other impacts each constituted less than 
2% of all disclosed by HelpLine callers.

•	 Percentages of negative impacts mentioned by NetLine callers were 
anxiety and stress (39%), mental health (11.5%), relationship (8%) and 
family problems (5%), work difficulties (8%) feeling isolated (6.5%), and 
suicidal feelings (3.3%).

•	 Looking at this data alongside the number of callers to each service 
(as opposed to the total number of impacts disclosed), in both 2007 
and 2008, a higher proportion of NetLine than HelpLine callers disclosed 
suicidal feelings; in 2008, this was 6% of NetLine callers as opposed to 1% 
of HelpLine callers. Advisers suggest that it is the perceived anonymity 
of the online format which appeals to some NetLine callers, and this 
may also make it easier for some to disclose suicidal feelings. Advisers 
are trained and prepared to ensure that the caller receives timely and 
appropriate help.

GamCare FrontLine Services

I kept getting sick cause 
of all the stress of lying.

5.2. Financial Difficulties 
The question of debt was not raised by or with all callers.

 5.2.1. Disclosure of Gambling-related Debt 
When financial difficulties did form part of the discussion with the adviser, 
the caller did not always disclose whether or not they had debts, or the 
level of debt. GamCare signposts to specialist debt help and advice.

Disclosure of gambling-related debt as a percentage of callers  
who discussed debt (n= 3,450)
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The percentage of callers disclosing the amount of debt was higher than in 2007

I’ve managed to keep my debts hidden  
but in the last year i’ve been getting  
loans and credit cards to cover up.
I’m at the point where I could lose  
everything as I can’t pay the debt.
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GamCare Counselling Services: Introduction
Often the serious impacts of problem gambling only begin to be realised 
once the individual or affected family member takes that all important 
first step of contacting our HelpLine or NetLine and talking to one of our 
professional advisers. 

As you will have already seen from this report so far, our HelpLine and NetLine 
advisers have handled in 2008 an increasing number of calls from those 
who were experiencing suicidal thoughts or desperately trying to cope with 
mounting debt or the ramifications of having spent sometimes many years 
of lying to others to cover up their gambling problems. For many this may 
have already led to high levels of anxiety, feelings of worthlessness, isolation, 
the breakdown or near breakdown of relationships or criminal activity. In 
such circumstances the need to have access to specialist and confidential 
individual or group counselling either at our London service or through our 
partnership programme can be a life changing experience.

However, we know that counselling can only be effective if delivered by skilled 
and competent staff. All of our counsellors are qualified, specifically trained 
to work with problem gamblers and receive regular supervision of their client 
work. This is essential because very often the problem gambler will be highly 
ambivalent when starting their counselling due to particular insecurities and 
fears. Shame is known to be a strong factor among gamblers. On the one 
hand they fear failure – that in the end nothing will change and this will be 
added to the other failures in their life. On the other hand and at the same 
time they fear success – that changes will need to be made but at the cost 
of giving up the one comfort they have, namely their gambling. This not 
only requires great skill on the part of our counsellors but also very special 
personal and moral qualities. The following pages of this report, especially the 
comments of our service users, are a testimony that our counselling teams in 
London and around the country have this in abundance.

All, therefore, that remains for me is to take this opportunity as I do every year 
to say a very big thank you and congratulations to all staff, counsellors and 
partners for your considerable skills, passion and commitment that make our 
Care Services such a success and their national and 
international reputation possible.

Adrian Scarfe B.Sc (Econ) MA MTh Grad Cert Ed 

Head of Clinical Services

•	 Of those callers with whom the question of debt arose, 7% of HelpLine 
callers did not disclose whether or not debt was a problem. Only 14% 
of HelpLine and 9% of NetLine callers who were asked about debt told 
us that they had no gambling related debt. The proportion of callers 
who said they had debt but did not specify the amount, often possibly 
because they did not know the amount themselves, was 43% for the 
NetLine and 48% for the HelpLine.

•	 Fewer HelpLine callers, 30%, specified the amount of debt.

5.2.2. Levels of Gambling-related Debt 
Debt levels disclosed by callers (n= 1,190) 

IVA: Individual Voluntary Arrangement to pay creditors a proportion of the 
sum owed in affordable monthly payments, arranged through an insolvency 
practitioner. Can affect credit rating for up to 6 years.

•	 Of those callers who were more specific, higher percentages than 
in 2007 disclosed debt levels under £6K. No NetLine callers and 1% of 
HelpLine callers disclosed entering into an IVA, compared to 0.2% in 2007.

•	 Of all callers who disclosed the amount of debt, 11% had debts of over 
£50K (including those bankrupt or with IVAs).
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Where callers disclosed the amount of debt, over 50% had debts of £6-50K

I’ve managed to keep my debts hidden  
but in the last year i’ve been getting  
loans and credit cards to cover up.
I’m at the point where I could lose  
everything as I can’t pay the debt.
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6. The Services
In 2008 GamCare continued to deliver face to face counselling and began 
to offer counselling online. Counselling is available to problem gamblers, 
their partners and other family members.

The over arching priority of the services is to ensure, as far as possible,  
that every client’s experience of counselling maximises their potential  
not only to stop or effectively control their gambling but to make  
significant and sustained improvements in their day-to-day living  
and so achieve a balanced lifestyle.

An integrative therapeutic approach means that counselling is tailored to 
meet the needs of each client. Counsellors employ a range of therapies, 
including cognitive behavioural, psychodynamic and transactional analysis, 
to facilitate discovery of the underlying reasons for the problem gambling 
behaviour, with the long-term aim of relapse prevention. Not infrequently, 
clients presenting with a gambling problem have had experience of other 
problems such as eating disorders, drugs or alcohol.

We continue to expand to meet demand as resources allow, both in 
terms of enhancing those services which we deliver direct to clients from 
GamCare London and in extending the service delivered by Partners to 
new parts of the country.

Enhancements to the face to face service delivered by GamCare London 
included the recruitment and training of new counsellors and a Counselling 
Service Supervisor who introduced new procedures to improve work flows 
and increase efficiency, so that we were able to respond more effectively 
to need. Through these measures we were also able to offer more sessions 
outside normal working hours, which was welcomed by new clients. 
Demand has continued to grow and our administrative practices are 
constantly under review and open to further improvement.

In 2008 for the first time we offered OnLine Counselling, which meets a 
need for those with no face to face service nearby, or with psychological 
or physical barriers to accessing it, including disabilities, phobias and acute 
anxiety. Some clients said they were too ashamed to consider talking  
face to face, others appreciated the greater element of control as they 
could censor themselves and think carefully about finding the right words. 
With over 56% of households in Britain having access to broadband Internet 
in the home in 2008 (source: Office for National Statistics), it was timely for 
GamCare to provide the service. For some clients, it was wholly effective by 
itself, for others it was an introduction to the counselling process and once 
they found they were comfortable with talking to a counsellor in the online 
environment they chose to proceed face to face. The service was not 
advertised or promoted while we tested the system and take up:  
clients heard about it only through the NetLine or Forum.

This is why it’s good that I come here;  
I get to talk through the urges I feel  
and to understand what they’re about.  
It makes them less scary.

What has helped me was definitely 
counselling because I never had 
anyone reassuring me that I am 
a “good” woman. And this was 
amazing for me. At times my fingers took a life of their 

own, stuff came out and I didn’t think, 
just wrote... I can talk the talk, but my 
fingers really said what was going on.
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6.1. GamCare London
The GamCare London Counselling Service provides individual  
counselling face to face at three locations in London and online.  
Weekly gender-specific group sessions are also provided, each  
facilitated by a counsellor, and clients may attend both group and 
individual sessions. The service is confidential and abides by the British 
Association for Counselling and Psychotherapy Code of Ethics and 
Practice; all counsellors employed by GamCare are either BACP 
accredited or working towards accreditation and all are qualified  
and experienced in working with problem gamblers. Work with  
clients is supported by regular clinical supervision.

In 2008, clients came to GamCare London largely from the Greater London 
area as one might expect, but also from surrounding counties of Middlesex, 
Surrey, Essex, Kent, Hertfordshire, Berkshire and Buckinghamshire. Counselling 
locations in London are easily accessible from major rail stations.

6.2. GamCare Partners
GamCare’s specialist counselling is delivered around Britain by a network 
of Partner agencies, in most cases experienced providers of addiction 
counselling within a region. Once satisfied that current delivery and 
management of addictions counselling is to required standards, GamCare 
provides training specific to counselling problem gamblers, funding for 
counselling, clinical supervision and administration of the service, and 
ongoing management support through a dedicated Partners’ Manager. 
The quality of clinical standards and performance are monitored and all 
statistical data is input into GamCare’s management information system. 
We have found this to be a cost-effective and efficient way to ensure that 
a consistent standard of professional face to face counselling is available 
throughout the country.

Our national overview enables us to expand the service strategically.  
The Partners’ Manager is responsible for further development of the service. 
In 2008, we brought on board new Partners and some existing Partners 
expanded their provision into new areas. This means that GamCare’s face 
to face counselling is now available in Scotland, Cumbria, Lancashire, 
Merseyside, the West Midlands, Staffordshire, Nottingham and Derby, the 
North East, North Yorkshire, West Yorkshire, Norfolk and Suffolk, Northampton, 
Cambridgeshire, Bristol and North Somerset, Dorset, Wiltshire, Hampshire, 
Sussex, Kent and London and surrounding areas.It’s the first time I’ve really acknowledged 

me, so many times I wrote something and 
was then surprised by what I’d written.

You will never be able to know how much 
I have been helped here in counselling.  
It has been a remarkable experience  
and it has helped me to make sense of 
why I have gambled for all these years.

Even though the counselling was  
hard, he helped me to understand  
more things about myself and what  
was behind my need to gamble.
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6.3. Provision of services in 2008
In 2008, a total of 12,502 GamCare counselling sessions were delivered,  
an increase of 30% on 2007, as follows:

•	 12,356 individual sessions, including online, of which 2,819 were delivered 
by GamCare London and 9,683 by Partners.

•	 146 group sessions, of which 90 were delivered direct by GamCare 
London and 56 by Partners.

•	 248 individual online sessions.

•	 Over the year we saw 1,946 people, of whom 1,829 were problem 
gamblers and 116 partners, family or friends.

Group sessions were delivered by two of our Partners at their locations in 
Paisley and Brighton. Both have plans to offer more group sessions in the 
future within other regions that they cover.

Recently, in some parts of the country, including London, counselling has 
been provided for hearing or visually impaired clients. OnLine Counselling 
can be helpful to those with hearing impairments who have access to and 
can use a computer. In 2008, RCA Trust’s Sensing Change Project identified 
a need and a visually impaired counsellor was trained by GamCare. There 
are plans to enhance provision for visually impaired and deaf clients in 2009, 
with RCA Trust in Scotland and in other parts of the country.

GamCare has an established partnership with the Chinese Mental Health 
Association to deliver counselling in Mandarin and Cantonese. We also 
work with local community groups, largely on a responsive basis, to provide 
counselling for others whose main language is not English. Often this is 
through interpreters, which is not the optimum means. In 2008 we looked 
at opportunities to provide our specialist training to counsellors working in 
other languages and we intend to pursue this further, within the confines  
of available funding.

In 2008, the primary referral sources for all counselling were the  
GamCare HelpLine and online services. For OnLine Counselling the  
Forum and NetLine provided the majority of referrals. Our Partners had 
a much wider range of referral sources, with over 50% via the GamCare 
HelpLine and 5% from the Forum, another 5% from support agencies and 
3% from GPs. Charities, community mental health team, the probation 
and prison services were other sources of referral for Partners. Additionally, 
advertising in Yellow Pages and media coverage can lead to clients going 
direct to the counselling service.

Percentages of all signpostings to GamCare Counselling, by region (n= 4,526)

London & South East 40%

West Midlands 13%

North West 11%

Scotland 10%

North East 8%

East Midlands 7%

South West 6%

Eastern 4%

NI 2%

Yorks & Humber 1% from Nov 08

Referrals from HelpLine & NetLine to GamCare Counselling

Somewhere along the way  
I lost my voice. Coming to  
group, I learn how to listen  
to myself again.

I would never have been able to stop 
without the group therapy sessions.  
I have come out of myself and shared 
things I never thought I would. There’s 
something about being able to be me 
that was really healing. I haven’t  
gambled for a year.
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7. Client Analysis (n= 1,946)
(n= Clients in Counselling with GamCare London, including OnLine Counselling clients, 

and GamCare Partners)

7.1. Client Type
The overwhelming majority of all clients were the gambler themselves  
(94%), around 4% the partner of the gambler and the remainder other family 
members. The percentage of partners and family members seen  
in London doubled since 2007, although is still small (6%). Outside London, 
the figure was 7%.

Counselling for partners and family members is to address the difficulties 
they are experiencing as a result of problem gambling. Often these are 
every bit as complex and painful to cope with as those faced by the 
gambler. It is important for affected others to know that this source of 
support exists and that they can access it, particularly as the impacts  
of problem gambling are often hidden from those outside the family,  
which can increase stress.

7.2. Gender of Clients
89% of face to face clients in London, and 84% of clients seen by our 
Partners were male. At GamCare London we continued to facilitate 
groups for clients of each gender. Each took place once a week and were 
attended by 4-6 clients. OnLine Counselling had a higher percentage 
of female clients, making its gender mix around 50:50. Anecdotally, the 
extra level of anonymity provided by the online environment is particularly 
appreciated by some female clients who may be uncomfortable disclosing 
face to face emotional issues which, for them, are traumatic. Overall, 
therefore, in 2008, GamCare provided counselling to an increased number 
of women clients, which might suggest that we reached more female 
gamblers who felt comfortable in coming forward.

7.3. Age Distribution of Clients (n= 1,720)
Not all clients disclosed their age. Whilst the age distribution of those in face 
to face counselling remained much the same as in previous years, we saw a 
younger age group participating in the new OnLine Counselling service; as 
most were referred from the NetLine this is not surprising as it largely reflects 
the age distribution of NetLine callers.

•	 60% of all clients were 26-45 and just 7% over 55  
(and no OnLine Counselling clients were over 55).

•	 18% were 18-25 and 15% 46-55.

•	 Just under half of OnLine Counselling clients were aged 18-25.  
Age was only disclosed by around two thirds of online clients,  
most stating it to be between 18 and 35.

•	 A small proportion of Partners’ clients were aged under 18 (0.5%), 
whereas GamCare London saw no clients aged under 18.

 

I can’t thank you enough for your sincerity 
and professionalism during my sessions… 
I know I’m on a much better road now!
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8. Gambling Analysis of Clients
As with HelpLine and NetLine, clients often disclosed more than one 
gambling activity. The percentages given below are calculated as 
percentages of all gambling activities disclosed.

8.1. Gambling Activities 
Gambling activities disclosed by clients (n= 5,904)

Gambling activities were disclosed in roughly the same proportions whether 
the clients were in counselling with GamCare London or with our Partners: 
the greatest variation between them was 3%. Therefore, this year we have 
taken gambling activities of all clients together, but indicate in the text 
where the variations lay.

As with our callers, and with clients in previous years, the main gambling 
activities disclosed in 2008 were Betting, Fruit/Slot Machines, FOBTs and Table 
Games. However, there were some differences in the percentages disclosed 
relative to all activities given.

Betting this year comprised 38% of all activities, compared to over  
45% in previous years. For OnLine Counselling clients, it was 36%.  
Fruit/Slot Machine comprised 15% of activities disclosed by all clients  
(16% for OnLine Counselling), and FOBTs less than last year at 12% and,  
for all London clients, 11%. 

Table Games comprised 10% of all activities disclosed and 13% of those 
disclosed by OnLine Counselling clients. Poker comprised 5% and Spread 
Betting 2%.

This year we have shown Roulette Machines as a separate category, which 
refers to them in venues other than Betting Shops and therefore distinct 
from the category ‘FOBTs’. Although the overall percentage is small at 3%, in 
previous years it comprised less than 0.5% and was included in ‘Other’. For 
face to face clients in London the percentage was 3.7%, for those seen by 
Partners 2.6%, and for OnLine Counselling clients 1.6%.
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Roulette machines and Poker were disclosed as higher percentages  
of gambling activities than in previous years

You have made me see 
life from a different angle 
and I am extremely 
grateful for that.

As the gambling took a back seat in 
the counselling, so it began to take 
a back seat in my life. I found myself 
talking about everything else in the 
sessions and, you know, my desire to 
gamble just went away.
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8.1.1. Gambling Activities by Gender
Gambling activities disclosed by clients, by gender (n= 4,515)

As in previous years, there were clear distinctions between gambling 
activities disclosed by clients of each gender, but not major differences 
across the GamCare Counselling Services. Here we have shown all clients’ 
gambling activities, with more detail and significant variations given in the 
text below.

Only very small percentages of female clients disclosed FOBTs, Poker or 
Roulette machines amongst their gambling activities (none higher than 5%) 
and none gave Spread Betting as an activity.

A higher proportion of the females in counselling with our Partners disclosed 
Betting as an activity (12% as opposed to 3% in London). 10% of male clients 
in London gave Roulette Machines as an activity, compared to 4% amongst 
Partners’ clients.

Of those in OnLine Counselling, males disclosed FOBTs, Table Games  
and Poker (each 25%) and Betting (13%) whilst females disclosed mainly 
Fruit/Slot Machines (37%).
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Female clients disclosed gambling mainly on Fruit/Slot Machines and Bingo

8.1.2. Gambling Activities by Age 
Gambling activities disclosed by clients within each age range, expressed  

as a percentage of all activities disclosed within each age range (n= 4,090)

•	 Scratchcard playing was disclosed across all age groups of face to face 
clients, representing a significant proportion of clients. It was disclosed by 
only a small percentage of OnLine Counselling clients.

•	 As in 2007, Partners’ clients of all ages stated Bingo playing and in 2008 
it comprised a higher percentage of their activities (at highest, for 
example, over 5% amongst the 46-55s). For face to face clients in London, 
Bingo was stated to a significant percentage (10%) only amongst the 
56-65 age group.
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Spread betting was disclosed within four age groups – 18-55 and over 66
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8.2.1. Gambling Facilities by Gender 
Gambling facilities disclosed by clients, by gender (n= 3,166)

 

•	 Arcades comprised 30% of the facilities disclosed by female clients  
in face to face counselling in London and 26% for Partners’ clients.

•	 Remote gambling comprised around 21% of activities disclosed by 
females in both face to face services. For males, there was a larger 
variation: 27% in London and 9% amongst Partners’ clients.

•	 Just under half of the OnLine Counselling clients included Remote 
gambling as a facility used, and very slightly more women than men. 
Other significant venues for women in OnLine Counselling were the 
Bingo Hall and Arcades, while for males they were the Betting Shop  
and the Casino. None of the female clients said they gambled  
in the Betting Shop or the Casino.
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The majority of facilities for gambling disclosed by clients were the betting shop and remote 

Arcades and remote gambling were disclosed by most female clients

•	 The proportion of clients over 66 was small and face to face clients  
in this age group in London disclosed only Betting and Spread Betting. 
Spread Betting was disclosed by on average 2% of all face to face 
clients aged 26-45.

•	 Poker was disclosed by on average around 7% of all face to face  
clients in the 18-35 age ranges and across most age groups.

•	 In London, FOBTs comprised around 20-30% of activities within each 
group in the range 18-65. For Partners’ clients, the percentages  
tended to be around 10% and less for the over 45s.

•	 Amongst 18-35 year olds in OnLine Counselling, the majority of activities 
disclosed were Fruit/Slot Machines, Poker and Table Games. Those over 
36 gambled exclusively on Fruit/Slot Machines, Bingo and Table Games.

8.2. Gambling Facilities
Gambling facilities disclosed by clients (n= 4,505)

•	 Of all facilities disclosed by clients, 19% comprised Remote gambling, 
42% the Betting Shop and 10% the Casino.

•	 The breakdown of the figure for Remote gambling shows that more 
Partners’ clients disclosed Remote: 19% of facilities disclosed, compared 
to 13% by London clients and 17% by those in OnLine Counselling.  
(As more clients were seen by Partners, the overall figure is also 19%.)

It really helps to come here. I know  
I can talk through the thoughts I have 
in the week and that stops them from 
building up and getting out of hand.
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8.2.2. Gambling Facilities by Age 
Gambling facilities disclosed by clients within each age range, expressed  

as a percentage of all activities disclosed within each age range (n= 3,282)

•	 The Betting Shop was disclosed as a significant percentage  
of facilities used by each age group and for those aged 18-65 
comprised over 40% of all facilities disclosed.

•	 36% of the small number of under 18s in counselling were not the 
gambler, as were 6% of the 56-65 year olds. 

•	 Overall, it was mainly within the 18-45 age groups that clients disclosed 
gambling remotely, and largely within the 26-35s.

•	 OnLine Counselling clients of all ages stated gambling on the Internet.
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Over 20% of clients aged 26-35 and 36-45 disclosed remote gambling as a facility they used

9. Financial Difficulties
Discussion and disclosure of debt amongst all clients (n= 1,951)

Levels of debt disclosed by clients (n= 926)

•	 Debt was disclosed by half of clients in face to face counselling in London, 
of whom 67% owed under £20K and 79% less than £50K. Typical levels of debt 
amongst those disclosing this information were between £10K and £20K.

•	 Average debt disclosed by clients in counselling with our Partners was £22K. 
74% of those who disclosed this information owed less than £20K and 90% 
owed less than £50K.

•	 Only a small number of clients in OnLine Counselling disclosed information 
about levels of debt; the average amount owed was £10,000.

•	 7% of all clients said they had no gambling-related debts.

Debt amount disclosed 47%

Undisclosed 44%

None 7%

Some 2%

GamCare Clients in Counselling 2008
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Of clients in counselling who disclosed debt levels, 37% had debts under £6K and 52% debts £6K-50K

For the first time in 20 years I can 
say today I feel happy. I haven’t 
gambled in 3 months, I’ve paid my 
bills. I have food in my cupboards. 
This group is my saviour.
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10. Counselling Outcomes
Counselling was effective in helping most clients to achieve their goal either 
of abstaining from gambling, or moderating it to a level which they found 
acceptable and unlikely to cause damage.

On assessment, a client completes a problem gambling screen. This is a list 
of questions with ‘yes/no’ answers, about their gambling behavior, which 
helps the counsellor to gain an overall picture of their relationship with 
gambling. GamCare uses the DSM-IV screen (Diagnostic and Statistical 
Manual of Mental Disorders, Fourth Edition, Text Revision (Copyright 
2000). American Psychiatric Association) which comprises ten questions 
(GamCare London uses in addition the Christo Inventory for Gambling 
Services). A score of five or more on DSM IV is indicative of a gambling 
problem. The screen is completed again on closure of treatment.

In 2008, 88% of GamCare clients scored five or more on DSM-IV at 
assessment. At the end of treatment, this had reduced to just 15% and  
55% of clients answered ‘no’ to all questions.

GamCare offers follow-up sessions at 3 and 6 months and up to a year  
after end of treatment to help the client sustain and build upon the 
changes and decisions made during counselling. Follow-ups are important 
as many clients do not have effective support structures to help them 
prevent relapse.

GamCare Counselling Services

It has been a fantastic experience. 
I have learned things about myself 
that I had never realised. I refer to 
things we have talked about  
in counselling on a daily basis 
when faced with dilemmas  
and problems.

I am a totally different person;  
I am more clear about what  
I want, about what I am feeling 
and about how to think.  
I have choices that I didn’t 
realise I had.
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