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1 The Garbling Industry

In the past decade, the world of online galimg hasexperienced an explosion in popularity

At the end of 2016, the industry was worth around $4hii@nd is predicted to rise to $80kby the
start of 2021. Put another wag1% of total internet traffic comes from the sector

So why has it become so populnd will the trend continue?

By thetail end of 2017, the global gaming industythat is landbased as well as onlindit an
incredible$107bng more than the total spent on film and music for the yeabmbined

One of the main reasons for the inase is the development of technology over the last few years. It
is now possible in the majority of the world to play on your mobile device and any time and in any
location.

The mobile productnade uparound 45%of the total market in 2017, up 20% from tlgear before.
This trend is expected to increase as technology improves even further.

The average person spends-HOur week on their mobile so you can see the benefits to all gambling
operators in providing quality products be it from a casino, sportkepdiingo or daily fantasy
sports perspective.

Gambling whether remote orland-based- has nevebeen viewed as much agganuine form of
entertainmentuntil now. The interaction and rewards you can get from playing casino games,

making sports bets, eating bingo games or poker tournaments is like nothing available anywhere
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The demographics taking part in online gambling are béagmore diverseg the older generation
are more tet-savvy and therefore more likely to partake whilst the younger generation have grown
up using mobile devices and are now second nature to them.

The increase in gambling firms sponsoring major sports teams and events filters down through the
industryq yes they get plenty of new players to their brand, but it also gets the idea of gambling in
front of many people that may not have considered the idea before.

With some previous nations accepting the idea of gambling and introducing new regulations to allow
it, the likelihood of some major nations following suit sometime in the medierm future (think

USA for that point) andome other huge, untapped markets opening up, there really has never been
a better time to invest in the world of gambling and to eresyiou get a piece of the action too.



This ebook aims to give you a very brief insight into what it takes to run a successful site. It may
sound involved and complicated, but it is important to note that there are firms arquuth as
Grabbit Gaming, who can be with you every step of the way and advise and assist as much or as
little as you want.

There are very few industries with the huge potential of the gambling industry which looks set to
grow and grow for the foreseeable future.



2 Products
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Take a loolat any online gaming site on the internet at random, and the chances are extremely high
that they will have an online Casino. This is the most popular product by some way with online
gaming sites, and once set up, is fairly simple to run.

However,asthéJt @ SNJ A&a O2YLISGAYy3I RANBOGte& F3FAyad &2dz
money, especially in the short term when you may not have that many playigesCasino follows a

similarvein buthas a live video stream where players can watch thewier/dealer in real time and
communicate with them, the same as they would in a Haaded casino.

The same goes for a SportsbapRlayers sign up, deposit funds and place bets. If they lose, the site
keeps the money, if the player vdnthe site pays tm outfrom their own funds

There are 3 products however that are R2Player to Player. The site will never make a loss on
these products, as players compete against each other and the site simply takes a small %.

In Poker, this is called the Rake faish games and a Fee for tournaments. There are costs, of

course, it is usual to offer players a welcome bonus wiiickleased in increments when the players

pay a set amount of Rake or Fegthis is often paid back as a % of those paid by the playier. |

normal to offer Guaranteed tournamentsthose that pay out a minimum amount even if not that

many players registafandCNBE SNR f f & KA OK | NB (2dz2NyIF YSyida ¢KSN
fee but can win real money paid for by the site.

Bingo is aimilar product to Poker in that players compete against each other and the site simply
takes a % of ticket sales for each game. With Bingo though it is normal for players to be given a
welcome bonus when they deposit for the first time, they then neegdg a certain amount on
Bingo tickets before they can withdraw.

A third P2P product which is increasing in popularity is Daily Fantasy §porexample of this is a
football match where players pay a set amount to enter, choose 5 players and areitiearpgints

for every completed pass, tackle, shot and goal and deducted points for a foul, card, own goal and
misplaced pass.

One of the first things to consider when starting up an online gaming site is which of these you want
to offer, although demogpnahics of the average player are similar for many products for spme
mainly Binga; they are very different.



It is possible although not always easy to get players to spend money on more than 1 or 2 products,
and the more you have, the less money you halve marketing each individual product.

It is worth noting that you can always add more products further down the line once your site gets
established and you see money coming in, depending on the finances you have to invest in a project
like this, it maybe best to start just with 1 or 2 products and concentrate on those, expanding later
onwhen you have an income stream.



3 Customer Service

®

Qo CUSTOMER | pecp
Q\-ASSIQT

B = 7 N
ADVICE SUPPORT G IDE

One of the most important aspects of any business, whether online, offline, retailyoother, is the
customer service that you offer.

Without customers there would be no business, and without good customer support, there will be
no customerg; a dissatisfied customer tells on average 7 people who tell a further 7 people each.
With the anount of social media options availaliteday, customer service is more important than
ever.

Keep your customers happy, and you can build up a good client base, annoy them and get bad
comments on the likes of Facebook, Twitter, Instagram etc and thingsrieeaovtole lot harder.

With an online gaming site, players can play 24 hours a day, 7 days a week.

Whilst not essential to a new start up to have 24/7 customer support, it certainly helps if you can
deal with a customer query straight away.

Live Chat is #th most popular way for players to contact ygthey are already online and on your

site/software so this is a quick and easy metltatis also important to have email support for
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becoming a less popular way of communicatiegpecially for the 2¢ 35-yearold age group who

make up the largest part of the customer base for online gaming sites.

Depending on how you choose to open your online gaming;sifgtions are outlinedater in this
documentg your software provider may offer full customer support for you. Failing this, there are
severalonline gaming companies that offer customer support via a number of methods and
different languages that are wir considering unless you have a lot of capital to invest for launch
and would like your own offices.

A standard customer service department would need a minimum of 8 to 10 agents and a customer
service manager, more than this if you are going t@ftering 24/7 support.



4 Marketing

Having a high quality and wethined customer service team is without vitally important and
certainly aids retention and increases average lifetime player value if done well, but another crucial
aspect is how do you get players to the site in the fitatp?

There are so many online gaming sites available to players, some huge household names making
millions of pounds every month, some just starting out with very limited budgetfiow do you get
them to come and play at your site as opposed to alldtiers available?

One of the first things you need to consider is getting your branding right, giving the site a
memorable name that players will like and giving it a unique voice.

A USR; Unique Selling Poirgis a massive advantage as it will give ptaya reason to play at your

site over many others, an example of this is a brand new poker site that has just launched which

uses real decks of cards as opposed to an RR@édom Number Generatarto determine the

outcome of hands. All you have to daismall amount of research and you will see that many
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site immediately has a huge advantage against other poker sites.

Once you have found a good USRhether it is unique promotions, a new technology, an all
singingall-dancing website or something else, you need to make sure you get this message across to
potential new players.
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harder to attract new players to the site. That makes other areas such as customer service even
more important to get right to increase your retention rates and reduce churn.

There are many different marketing methods you cae tesget players to the site, some are very

low cost such as good and regularly updated content to ensure youg SE@rch Engine

Optimisationg is as good as possible, therefore getting your site higher up the rankings on the
biggest search engines fdrd most popular search terms, good social media content, an enticing
welcome bonus etc right up to methods that can cost tens of thousands of pounds such as TV ads,
sponsorship deals with sports teams, paying a high profile figure to endorse your brand etc



The strategy you need to work with really depends on your marketing buadgetvill be different
for everyone.

Getting independent 8 party advice from experienced people from within the industry who have

done it, seen it and got the T Shiranotherlow-costway to advertised ¢ can be invaluable to
your longterm strategy.



5 Operations

The Operationseam may not be focussed directly on players, but it is still an important part of an
online gamirg business.

For aPoker site, it includes the setting up of tournameimcluding buy in, fee, starting chips, blind
levels, rebuy and add ons, late registration, start time, guarantee etc. When setting these up, 1
minor error could cause the tournament to finish incorrgajiving not just angry customers but a
bad reputation for the site.

It also includes the setting up of bonuses for all products, including any welcome bonus for Sports,
Casino, Poker, Bingo, Daily Fantasy Sports and/or Live Gat#pending on the prodtts you

choose to go witlg and can involve setting up turnover requirements, maximum/minimum amounts
for the bonus, what games count at what % for turnover requirements plus more. You can also offer
free spins for Casino slots, Refer a Friend bonus, tydyaheme, Reload Bonuses, VIP Bonuses to
name but a few.

The Operations side is one that can often be overlooked for new sites, not just in online gaming, but
this is just as important to consider as all other departmegtisey all work together handh-hand
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effect on the bottom line ROI.
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CRM stands for Customer Relationship Management.

This includes how you communicate with yaustomers, what message you send them depending
2y GKSANI I OGA2yazr K2g e2dz GNB yR SydAO0S LX I &@SNE
how you try to encourage those that do play to try other products.

An important part of this is a Customkife Cycle for new players. For example, if someone opens an
account, deposits and starts playing straight away, then great! That is the kind of player you want.
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deposited, reminding them of their username and of the welcome bonuses that are available to

them.
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tournament ticket if you have Poker or free spins if you have Casino on top of the standard welcome
bonus if they deposit in the next 24 hours.
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remind them that they have funds waiting for them to use if they do.

How about those that are playing nicely on one protfuYou can look to offer them a bonus for

trying something else if you offer more than 1 product, possibly a free Sports bet for Casino players
or a tournament ticket on the Poker if they only bet on Sports.

Finally, when new promotions come alog@vhichthey should on a regular bagjghen it is good to
send out a monthly newsletter to players with full details to encourage them to continue playing.

11



It is worth mentioning at this point that all players should have the option to opt out of receiving
emais/texts/letters/phone calls which you will need to respect. This does make it harder to get the
message out to players but is something they have the right to request.

That, in a nutshell, is the CRM side of the business, aaggr online gaming sitesilvhave some
15/20 staff in this department alone, such as Retention Manager, Acquisition Manager, Content
Manager and staff underneath each just concentrating on those particular areas.

12



7 Affiliates

We mentioned in the CRBEction above about the acquisition side and having a department that
deals with new players, a big part of many online gaming sites and one which can take up a lot of
time and effort from yet another separate department, is the Affiliates.

Like most indusies these days, there are many comparison sites around which look at lots of
different online gaming sites, the promotions they offer, the software, the customer support,
products etc and rate them accordingly.

Players will often look at these sites teeswhat online gaming sites there are out there that are
rated highly for their favourite aspect of a sitenore often than not this will be bonuses.

Those sites then have links and banners that take potential players to the individual online gaming
sitef YR gAff Wil 3IQ GKIG LXF@SNIAF (GKS@ 2Ly I+ ySs

Those comparison sites will have opened an Affiliate account previously at your online gaming site
and will then be entitled to a % of revenue that you get from each of their playexs agreed

amourt when a player makes a set amount in deposits (for example, if a player deposits £20 the
affiliate gets a payment of £40 and then nothing further from that playEh)s option is known as

CPAc Cost per Acquisition. A third lesser used option is a hydaidion of the above 2, so normally

a lower CPA plus an amount on a revenue share basis as well.
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play, but this can be an invaluable way for a smallibgtsite with only a small marketing budget to
get players signed up and playing without the need for a big marketing spend.

It is worth noting that affiliates expect the best of both worlds in that when their players lose they
expectto be paid theirré&¢y' dzS a KIF NB odzi 2y GKS Y2yidiKa GKIFG GKS
expect to have to pay the operator a % of that players logghss is known as No Negative Carry

Over and means if the players from 1 affiliate have a winning month, the affilia®is LJ AR | y & (i K
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winnings.
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The most time consuming part of running the affiliate side is designing banners in lots of different
sizes as every affiliatetsiwill be different and affiliates will expect a banner of their preferred site

to be available for all the major bonuses. If you run your gaming site in more than 1 language which
is important in this day and age, then you may well have to provide sediffierent sizes of banners

for each major promotion in each language.

There are 14 main sizes of banners which is the minimum affiliates will expect to be available. If you
have your website in 4 different languagefor example English, Spanish, Freaod Germarg that

is 56 different banners for every promotion you run. If you offer a welcome bonus, a regular reload
bonus and a poker rake race, you are looking at over 150 bagreevery time consuming but

important process.

On top of this, many affates will expect some unique reviews of your site to be written for them in
return for themadvertising your brand.

Whilst this is good in some ways as you can ensure all the information is correct and put a positive
spin on your site, this is somethimgse that can take time and if you have 3 or 4 affiliates who have

2 or 3 brands each who all want a review for each site of around 500/600 words in their own specific
format ¢ you can imagine how long this can take.

A standard affiliate department wilbaisist of an affiliate manager who oversees things, 3/4 affiliate
agents who deal directly with a number of affiliates, answering any queries they may have, writing
any reviews that are requested, checking that the brand is shown as prominently as possible
affiliate websites, forwarding any banner requirements etc and 1 or 2 people responsible for the
design of banners.

Someone from the finance team will also need to be responsible for making payments to affiliates
on a set day each month. It is importahat this is done in a timely manner and that there are 3 or

4 options for how payments are made such as Skrill, Neteller, Paypal or Bank Teahtfere are

any problems in payments then many affiliates will not be afraid to blacklist your bratiteorsite
which will not only stop them from promoting it to any email lists that they may have but also
putting off potential new players from joinirdue to the negative posts that the affiliate will put on
their website/s.

14



For asmall betting site with a relatively low number of active players, one or two big players can
make or break the site.

If you have 100 players all depositing £10 each month and 2 or 3 depositing £400/£500 those few
players can make a real negative impathédy win a few thousand pounds from their deposit.

The smaller punters are your bread and butter and you certainly need thesurtave buthaving a
few bigger players who deposit large amounts each maath be the making of a site.

Yes, there is a chaac¢hey will win in the short term, but in the long term the site is always likely to
win as the odds are in their favour.

The key thing is to engage with the bigger players and keep them happy even when they lose by
offering them a % back of their lossesieload bonus or giving them a target to work towatals
earncertain items or cash amount.
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as rapid payouts and higher bonusgalthough you will find thagt large number of bigger players

prefer to play without a bonus so they can withdraw their funds and winnings at any time instead of

being tied to the wagering requirements that can come with bonuses.
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wishing them a happy birthday, talking to them on the phone about their favourite football team or

poker players and show them that they are important to the brgmdany players that have a lot of

money to spad will stay and play longer even when they lose if they feel valued.
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9 Payments

This department is normallsmalland straightforward and is oftecombined with our next one,
Fraud. It is, however, still vitally important as for many players tleedpf withdrawals is a key
factor on where to play.

The department is responsible for processing withdrawals on a regular basis, investigating any issues
with deposits or withdrawals, chasing funds that have got lost between the payment provider and
the players account and liaising witff arty providers regarding issues and updates.

They may also be responsible for flagging up any suspicious transactions for further investigation
such as players that withdraw a deposit without playing, those that viémgee amount when not
playing for long and any transactions where the payment provider issues a warning.

As withdrawals should be processed 7 days a week wherever possible, the department would
include 3 or 4 payment agents, a payments manager and pgssietad of finance who is
responsible for this and other departments/

16



10 Fraud
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The Fraud department is responsible for ensuring all play is above board, ensuring all payments are
from a legal source and from the named cardholder, money laundering policiésllavged and
that KYC is requested and checked when necessary.

One of the nain areas online gaming sites can see fraudulent activity, especially when the site is still
new, is on the poker table.

As players are playing against each other, it is possible that stolen credit card details can be used to
deposit large sums, then lost the poker table to an accomplice of the fraudster who will then try
and withdraw the winnings via their own payment method.

The poker team needs to be on top of this and to check anyqifeynd by hand; where there has
been a large transfer of fundstween 2 players or even from 2 or 3 players to 1 in particular.

This involves looking at any hand where there was a big pot and looking at the play and if anything
suspicious took place, for example someone folding to a small bet on the river whenglzelarge
potz | LJ | & SNJ EthefbBsKhArd pdsHible etV y dzii & Q

It is important to have staff who understand the game to carry out these checks to ensure the best
possible chance of stopping the fraud as if the win and subsequent withdrawaligneiced and

the card holder realises, a chargeback could well be requested which means the poker site will need
to reimburse the initial deposit from the stolen card as well as already paying out the withdrawal

the operator will be out of pocket andfaw of these can have a large detrimental effect on the

bottom line NGR (Net Gaming Revenue).

The Fraud team is also in charge of checking the documents sent in for KYC which can either be
requested before a first withdrawal is processed or when the tdégdosits/withdrawals of a player
reaches a certain thresholgthis is normally a necessity for the relevant licence a gaming site needs
and will help prevent money laundering and other fraudulent activity.
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This involves checking the authenticity of anpfhld sent such as passport/Id cardRNRA @S NE&E Q

licence, checking the player is resident at the address they have provided and that other details,
such as date of birth and full name are correct.

Due to the time it can take to check these things, thisatepent will often employ 4/5 fraud
operators, a fraud manager and be overseen by the head of payments.
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11 Licencing/Requlations

Every online gaming site, at least those that want to be in the market for the long term doildo
a good reputation, need to be licenced by a jurisdiction that licences online gaming sites. The main
ones within the industry are Malta, UK, Gibraltar, Isle of Man and Curacao.

Each one has their own pros and cons and not all sites licence plagWemncountry.

To make things more complicated, many countries are now bringing out their own licences such as
Spain, Sweden and Germany, which means any operator that wants to legally take players from
these countries needs to apply for a licence sepdyatie that countries government, pass due
diligence, pay any set up/annual fees and agree to any conditions sti@hk as players winnings,
provide the government with details of any winnings over a set amount etc.

For this reason, more and more operatarsd employing someone especially to keep track of the
latest developments in regulations worldwide, to manage the application process if the operator
decides the cost and time is worth investing and to ensure the operators complies with all regulation
going forward.

They can often be in charge of the responsible gaming side of the brand as well which involves
players being able to sedfxclude from gambling for a specified period of time meaning the operator
cannot accept any deposits or play from thaty@aon their existing account and must also do what
they can to ensure the player cannot open up a new account and start playing on that one.
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12 Technical

With the internet clearly vitally important to any online gaming site, thereaiiiays be issues that
some players face when trying to download software, play specific games, access certain pages etc.

This can be caused by any humber of issues such as software on their laptop/mobile blocking it,
firewall/s preventing it, not enough nmeory on the device, the browser caching an older version of
the website etc.

Whilst the customer support team will always be the first point of contact for all players, you cannot
expect an operator to have an advanced technical knowledge on everythihgahao wrong
during aLJt | &s&ssidn.a

Therefore, it is normal for operators to ensure there is'dlide operator available every day to
investigate technical issues that player/s are experiencing and also to be available in case a larger
issue occurthat affects the whole site and therefore all players such as a iiggial of Service
attack which can take the website and/or applications offline and in worst case scenarios access
player data includingame, address, date of birth and card numbers

A bad attack such as this needs to be dealt with as soon as possible to minimise the downtime and
damage done to the reputation of the brand and therefore someone needs to be on call 24/7 in case
a major incident occurs.

Large firms may also need intedrtechnical support for all those using computershich will
pretty much be every employegto ensure the systems work correctly, any viruses are caught and
dealt with as soon as possible, all employees only access sites relevant to their work etc.

Many operators therefore employ 3/4 technical operators who are available to assist customer
service staff deal with players and 3/4 internal technical staff who are on duty 7 days a week and at
least 1 of whom is on call 24/7 in case of emergencies. Thegatihally be overseen by a head of
technical employee.
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13 Social Media

Whilst the customer service team is the first point of call for any players that contact the brand and
therefore tomany,they represent the voice of the company, in this day and age social media is
becoming very important for all brands as well.

This ismportant for a variety of different reasons, from the acquisition side in helping get word out
about the brand, the retention side in helping speak to existing players and keep details of the brand
fresh in the memory to the promotions side in helping mfiogplayersg both existing and future of

the current promotions and often running social media competitions to give away prizes.

Anyone that puts content for the brand on social media represents the opesaabianything they

post represents the views difie brand. Therefore, one mistake, rogue post or disgruntled employee
can have a huge impact on how the brand is viewed and can see many players leave and posts
shared even if it is quickly deleted.

Social media has become a great way for operators tease their playebase but some brands
have seen their popularity plummet and therefore all posts on any channel need to be checked and
double checked before being sent out.

You can expect see anything from 2 or 3 social media operators up to 6 on& aompany
depending on how active the brand wishes to be, normally overseen by a social media manager
and/or head of communications.
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14 Site Content

One of the main wayglayers find online gaming sites is via search engines. SEO is therefore vitally
important when it comes to getting your brand near the top of listings for the most popular terms.

One way to help this is to provide regular related content that gets pidged 6 & WaLIA RSNEQ (0 F
engines send out which then increases that pages ranking.

It is important that content is therefore updated regulattyensure the best chance of being found,
a team would often be employed for doing this especially for brahdshave a sportsbook where
events changelaily. The promotions page and possible blog are also good pages to concentrate on.

Many brands employ 2/3 full time content writers to do this job who are available 7 days a week to
update certain pagesvery dg.
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Site Options
15 White Label

The easiest, quickest and cheapest way to set up a new online gaming site is a white label operation.

This sees the white label operator look after much of the above including customer support,
payments, fraud any dzOK 2 F (G(KS 2LISNI iA2ya AARS®  2dz [ faz2 3
worry about the regulation side either as you will be told what jurisdictions you cannot accept

players from.

This leaves you free to concentrate on marketing the site, tlvgatmedia, affiliates etc, and if
needed you can also pay someone to run this side forqyaee the section at the end of this
document regarding Outsourcing.

The downside to a white label option is that you pay a % of the revenues to the white labatape
for their time and use of the licence, and you are sometimes restricted to what you can offer players
in terms of promotions, site content, products etc.
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16 Turnkey solution

A turnkey solution is a step up from a white labetarms of flexibility and the ability to differentiate
from other sites which is becoming more and more important as the number of online gaming sites
increases.

It does cost more to set up as you are effectively leasing software which you can then aliér to
your needs; so for example you can add more features to the website, offer product/s that you
otherwise may not be able to, better promotions etbut you can get that back in the long term
with improved revenues and added player numbers if yoaradf better deal for players than your
competitors.
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17 API solution

If you already have your own website and simply want to add one or more products to it, you can
use a simple API solution to do just this.

This is the cheapest optiaghyou have a suitable website already running which includes players
being able to open accounts, deposit and withdraw furiabeck office functionality, relevant licences
etc.
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18 Qutsourcing

If you have readlathe above, you may be thinking that it is a major operation to get a gaming site
up and running.

All the different departments you need, the many staff mentioned, office premises, an HR team to
employ them and then manage them and a large budget jugetahe teams set up.
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There is another option outsourcing.

Grabbit Gaming was set up in 2012 by Jamie Toulson, who has worked for brands such as Mansion
and Ladbrokes in the past.

He has experience across all products and departments and he and his team can run all the above
departments for you if requiredta fraction of the cost of employing your own permanent,-firie
staff.
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