
TABLE OF PROCESS AND CONTROLS REPORTS FREQUENCY

External Auditor’s Report on PLI’s Internal Controls Annually

External Report on PLI’s Connected Parties Annually

Internal Audit Annual Plan Annually

Base Marketing Annual Budget Annually

Annual Activity Report Annually

Incremental Marketing Report Annually

Audit & Risk and Security Committee Report on the Effectiveness of PLI’s
Internal Controls

Annually

Engagement Letter with External Auditor Annually

Significant Risks Summary Quarterly

Monthly Management Accounts Monthly

Secure Areas Report Monthly

IT Incidents & Monthly Log Monthly

Descriptions Updates Monthly

Directors and Senior Manager Changes Monthly

Complaints Report Quarterly

Unclaimed Prizes Report Periodically

Internal Audit Report Quarterly

Minutes of Audit Risk and Security Committee Meetings Quarterly

Player Protection Reports Quarterly

 

4. Acting on complaints received from the public

 

Nature of Query/Complaint 2015 2016 2017 2018 2019 2020 2021 2022

Retailer Equipment
Malfunction / Draw
Postponement

3 4 5 2 1 6 2 1

Retailer Complaint 2 1 2 2 3 10 5 5

Online Experience 11 19 9 9 12 25 25 18

Game Design/ Price 9 13 10 7 11 1 6 10

Expired Scratch cards 3 10 3 5 1 1 1 2

Information Provided 2 5 4 5 4 17 15 11

Quality of Materials 0 1 0 1 0 0 1 1

Not Related to the National
Lottery

1 0 1 3 7 2   1

Unprecedented Lotto
Jackpot Rollover

0 0 0 0 0 0 20 0

Total  31 53 34 34 39 62 75 49

Resolution of Complaints 2015  2016 2017    2018 2019 2020 2021 2022

RNL Responded Directly 19 23 11 13 20 42 39 28

Operator Responded
Following Contact from
RNL

12 29 19 12 11 20 33 18

Ongoing as of 31
December

0 1 4 9 8 3 3 3

Return to top

5. Proactive themed reviews

Each year, the Regulator proactively identifies areas of operation within the National Lottery to

review for compliance with the Licence. In most cases the review leads to improvements in the

Operator’s controls to benefit the integrity and long-term sustainability of the National Lottery and

the interests of participants. Any potential non-compliance found is considered for enforcement by

the Regulator.

Year Themed Review Detail

2022 Trademarks
Review of the Operator's compliance with its
trademark obligations under the Licence.

2021 Trademarks
Review of the Operator's compliance with its
trademark obligations under the Licence.

2021
Online Instant Win Game
Rules Review

Review of game rules published by the Operator on
its website to assess consistency with the rules
approved by the Regulator.

2021

Capacity and Cyber-
Security of the
Operatorâ��s IT and
Communications
Systems

Review the Operator's IT and communications
systems and report on their quality and capacity -
including their cyber security preparedness.

2020 Trademarks
Review of the Operator's compliance with its
trademark obligations under the Licence.

2020 Reporting of Complaints
Review to assess whether the Operator was correctly
providing details of all complaints it received from
players to the ORNL.

2019 Trademarks
Review of the Operator's compliance with its
trademark obligations under the Licence.

2019 Contracts Review
Review of a random sample of approximately 10% of
PLI's Lottery Contracts to assess complaince with the
Licence.

2018 Trademarks
Review of the Operator's compliance with its
trademark obligations under the Licence.

2018
Anti-Fraud Review â��
Payments of Prizes by
Retailers

Review to assess the risk of a retailer fraudulently
failing to pay out a prize and to identify the Operator's
controls to manage the risk of retailer prize payment
fraud.

2018 Contracts Review
Review of the Operator's contracts to ensure that all
approved contracts contain the relevant provisions
required by the Licence.

2017 Trademarks
Review of the Operator's compliance with its
trademark obligations under the Licence.

2017 Fitness and Probity
Review of the Operator's compliance with its fitness
and probity obligations under the Act and the Licence.

2017

Advertising and
Promotion of the
National Lottery: use of
Social Media

A review of the Operator's social media policy and
how the trademark requirements under the Act and
the Licence were relevant to such activities.

2016 Trademarks
Review of the Operator's compliance with its
trademark obligations under the Licence.

2016 Fitness and Probity
Review of the Operator's compliance with its fitness
and probity obligations under the Act and the Licence.

2016 Anti-Fraud Review
Review of the Operator's compliance with its anti-
fraud obligations under the Act and the Licence.

2016 Sub-Contractors
Review of the Operator's compliance with its
obligations under the Licence in relation to sub-
contractors.

2015 Trademarks
Review of the Operator's compliance with its
trademark obligations under the Licence.
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