CLIENT DEMOGRAPHICS AND PROFILES

PROBLEM GAMBLING PROGRAM 2005/06 CLIENT SATISFACTION SURVEY

395 Client Satisfaction Surveys were distributed across the Province, 202 were returned. Not all surveys
were completed in full. Nineteen times out of twenty the figures used in this report are accurate to within
6%. For more information regarding the Problem Gambling Program see:

http:/ /www.pssg.gov.bc.ca/gaming/responsible_gambling/index.htm

Local Service Delivery

A core mandate of the Problem Gam-
bling Program is to provide clinical
counselling services wherever there is a
demand. In 2005/06, the progtam con-
tracted over 40 counsellors throughout
the province to provide counselling ser-
vices.

PROBLEM GAMBLING PROGRAM SURVEY—2005/06
How Clients Learn about the Program
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Home region of clients

Connecting Clients to Help
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Vancouver 13%
Tl In the past two years the Problem Gam-
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157% gram and the service it offers.
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Know your limit, play within it.

sponsible Gambling Information Cen-
tres, and by training gaming industry
workers how to appropriately respond to
players in distress.
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PROGRAM SERVICE QUALITY

PROBLEM GAMBLING PROGRAM 2005/06 CLIENT SATISFACTION SURVEY

Quality of Counselling Services PROBLEM GAMBLING PROGRAM SURVEY
Percentage of counselors ranked “Excellent” in
The primary treatment method for individuals recent satisfaction surveys (2003 to 2006)

requiring clinical help for gambling problems is
through counselling sessions. Counselling is
provided free of charge to anyone experiencing
difficulty with problem gambling.

100%

The Problem Gambling Program contracts clini- 750, +— —
cal counsellors around the province to provide
treatment services. The quality of counselling
services has consistently been very high. Over
the past three years the majority of clients have 50% -
ranked the overall quality of their counsellors as 84.5% 84.3%

extremely high. 70.1%

In the most recent survey, 99.5% of clients 25%
ranked counsellors and counselling services as
either 'Excellent' or 'Very Good' in every cate-

gory.

0% \ \
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PROBLEM GAMBLING PROGRAM SURVEY—2005/06
Program referrals, counselling admissions and prevention initiatives
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CLIENT HEALTH AND WELLBEING

PROBLEM GAMBLING PROGRAM 2005/06 CLIENT SATISFACTION SURVEY

Health and Wellbeing of Clients PROBLEM GAMBLING PROGRAM SURVEY
Percentage of clients positive about their health

Clinicians employ a harm minimization treatment before and after counselling (2003 to 2006)

model that quickly and effectively improves the

quality of life of clients. This model focuses on 60%

providing clients the tools to handle gambling is-
sues on their own.

The successful treatment of clients has been veri-

tied through multiple surveys. The figure to the 40% 7

right demonstrates the effectiveness of treatment

over the past 3 years. After attending counselling 56.7% 57.5% 58.1%
sessions clients were five times more likely to have ;

a positive opinion about their health or wellbeing. 20% -

The figure below provides another illustration of

the success of the Program. Over 85% of clients - -
who have had counselling indicated that their qual- H . .

ity of life and emotional health had improved since 0% ‘ ‘

beginning counselling. In all categories less than
2.1% of clients indicated that their health or wellbe-
ing had deteriorated since beginning counselling. After counselling

2005/06  2004/05  2003/04

M Before counselling

Problem Gambling Program Overview—2005/06
Changes in client health and wellbeing after beginning counselling

100%

75% -

50% - R

85.0% 87.1%
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Improved ™ Unchanged Detetiorated
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CHANGING GAMBLING BEHAVIOURS

PROBLEM GAMBLING PROGRAM 2005/06 CLIENT SATISFACTION SURVEY

Behaviour OQOutcomes PROBLEM GAMBLING PROGRAM SURVEY
Percentage of counselling clients who quit or re-
A key goal of counselling services is to duced gambling (2003 to 2006)

teach clients how to gamble responsibly or
to give them the tools to stop gambling al-
together.

75%

One way to measure the success of this goal

is to evaluate clients gambling behaviours 50% -
after beginning counselling. Over the past 61.7% 58.9% 60.4%
three years approximately 60% of clients '
stop gambling entirely. A further 35% of
clients reduce the amount of money and/or
time they spend gambling. 25% T
In 2005/06 the Problem Gambling Pro-

gram was very successful in fostering posi-

tive change in client gambling behaviors. 0%
Almost 98% of all clients reduced the

amount of time and money they spent gam-

bling or stopped gambling altogether.

2005/06 2004/05 2003/04
Quit Gambling ¥ Gamble Less

PROBLEM GAMBLING PROGRAM SURVEY—2005/06
Changes in gambling behaviour after beginning counselling

75%
50% 71 61.7% 61.0%
25% T—
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Time spent gambling Money spent gambling
None at all M ] ess than before
About the same M More than before
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REDUCING BARRIERS TO ACCESS

PROBLEM GAMBLING PROGRAM 2005/06 CLIENT SATISFACTION SURVEY

Providing Help PROBLEM GAMBLING PROGRAM SURVEY—2005/06
Combined number of individual and group sessions
The Problem Gambling Program has that clients have attended

ensured that clinicians respond to
demand, from anywhere in the prov-
ince in a timely manner. Currently
anyone who requests counselling ser-
vice through the Problem Gambling
Help Line or self exclusion program
is contacted by a clinician within 24
hours. Clients are given the option of
attending individual or group ses-
sions. Almost two-thirds of clients
have attended at least 10 individual or
group counselling sessions.

10+ Sessions 1-3 Sessions
63% 11%

4-6 Sessions
14%

7-9 Sessions
12%

Reducing the Barriers to Getting Help

The Program has continually worked to eliminate barriers to treatment so that anyone who is experi-
encing issues with gambling can receive help regardless of their location or economic situation. Infor-
mation from the 2005/06 survey is used to enhance the accessibility and effectiveness of the program.

Opver half of clients have had at least one counselling session during an evening or weekend. The pro-
gram will continue to ensure that clinical services are available outside of regular business hours. Ap-
proximately 17% of clients required travel assistance and 9% require childcare to attend counselling
sessions. The program remains committed to providing travel and childcare allowances where it is
needed. Nearly 17% of clients had to travel for more than 45 minutes to attend a counselling session.
A goal of the program will be to ensure that travel time does not prevent individuals from accessing
services.

PROBLEM GAMBLING PROGRAM SURVEY—2005/06
Measuring barriers to accessing treatment

75%
51.5%
50%
17.3% 16.7%
25% 1T—
0%
Evening and/ot Required travel Required childcare ~ Had to travel 45+
weekend sessions assistance minutes
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