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Message from the Registrar
As another busy year draws to a close, it’s a
pleasure to wish all of our clients and stakeholders
in the gaming industry, and in particular, our
Lottery Retailers and their staff, a happy, healthy
and meaningful New Year.
With over 9,800 Lottery Retailers currently active,
the lottery industry remains strong and continues
to play a key role in Ontario’s economy. The net
Jean Major
proceeds from the sale of lottery products go
towards financing the province’s educational, healthcare and social
programs.
To protect the public’s interest, the AGCO continues to ensure
the lottery industry operates fairly and with the highest degree of
integrity. With the implementation of the Registrar’s Standards for
Gaming: Lottery Sector earlier this year, the AGCO is now able to more
effectively focus its resources on areas of high-risk non-compliance,
while reducing the regulatory burden for compliant retailers.
During the past fiscal year, AGCO Inspectors conducted over 1,693
Lottery Compliance Inspections at registered lottery retailer locations.
Approximately 624 infractions were cited and 350 warnings were
issued.

During the same period, the AGCO’s Investigation and Enforcement
Bureau (IEB) conducted 286 lottery investigations including
45 insider wins, 85 suspicious wins and 156 other lottery regulatory
investigations (including No Play at Work, Improper Prize Payout, and
Retailer Dishonesty).
Finally, five monetary penalties and 28 Notices of Proposed Order to
suspend or revoke a registration were issued to sellers of OLG lottery
products last year. All in all, a very busy time, both in the retail selling
market and from a regulatory perspective. By remaining vigilant and
focused on the expected outcomes of fair and honest lottery gaming,
together we can help ensure that the industry continues to operate
with integrity.
We look forward to another year of working productively and
cooperatively together with all of our stakeholders and clients.
On behalf of everyone at the AGCO, Season’s Greetings and all the
best in 2018!

Jean Major
Chief Executive Officer

Counterfeit or illegal products/gaming machines not permitted
at retail locations
Lottery Retailers can be subject to serious penalties if they don’t act
in accordance with the law and with honesty and integrity. Lottery
Retailers are responsible for ensuring that their premises are not used
for any illegal gaming activity, and any retailer found to keep illegal
gaming machines may have his or her registration suspended or
revoked. Lottery Retailers may also be subject to Monetary Penalties
if found with illegal gaming machines. Operating illegal gaming
machines may also constitute an offence under the Criminal Code of
Canada.
The AGCO also reminds all Lottery Retailers that selling counterfeit
or illegal products, such as DVDs, TTC tokens/tickets and tobacco
products, can have negative consequences for your registration. It is
often difficult to spot the difference between genuine, legal products
and counterfeit or illegal products, so here are some tips to help
ensure that the goods you sell in your store are legitimate and that you
are selling them legally:

DVDs
• The DVD packaging should look like it does on the
shelf of a major retail store (i.e. not in a thin jewel
case or envelope).
• The face of the disc should have a proper silk
screened surface indicating the movie title,
trademarks and logos in crisp and clear print.
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TORONTO TRANSIT COMMISSION (TTC) TOKENS/TICKETS
• Only sell tokens/tickets
obtained from the TTC or
an authorized agent. This
ensures the tickets/tokens are
not counterfeit.
• Do not charge more for
tickets/tokens than the TTC
charges in stations.

TOBACCO PRODUCTS
• Make sure you have a valid
tobacco retail dealer's
permit issued under the
Tobacco Tax Act.
• Do not sell tobacco
products to anyone under
19 years of age.
• Make sure to only sell
"marked" tobacco products
with the appropriate
labeling and packaging.

Lottery Retailers and the Registrar’s Standards
The AGCO has been undertaking inspection activities related to the Registrar’s Standards for Gaming:
Lottery Sector, since its introduction in June 2017. Although it is too early to determine specific trends
in inspections, there is one item related to Standard 4.16 “Individuals must be able to easily and readily
report activities related to collusion and cheating,” worth noting. There may be various ways for the
Retailer to achieve compliance with this Standard, and retailers are encouraged to take this into careful
consideration as approaches may vary from location to location.
AGCO Inspectors have used their inspections as an opportunity to make sure Lottery Retailers are
aware of and understand the new Standards. Inspectors have provided retailers the “Registrar’s
Standards for Gaming: Lottery Sector—What you need to Know” brochure to help retailers further
understand their obligations under the Standards. This brochure can also be downloaded from the
AGCO’s website at www.agco.ca.
AGCO Inspectors continue to complete their inspection activities and look for opportunities to engage
with retailers with the goal of achieving compliance.

Damaged or scratched instant lottery tickets and BOTs
Occasionally, accidental damage to instant and Break Open Tickets (BOTs) can occur from shipping
or from being frequently pulled in and out of the display cases on countertops. Ask employees to
be careful when handling tickets and watch for any damage. A lottery ticket seller must not offer
for sale any instant tickets that appear scratched or damaged.

DO NOT SELL DAMAGED TICKETS!
Monitoring may also include an observation process to ensure that any employees or others are
unable to make small or minor scratches, or deface tickets, to determine if they are a winning ticket.
If damaged tickets are found, they should be properly handled and the OLG advised. Failure to
properly handle tickets can have negative consequences for your registration.

REMINDER:

Selling restrictions for Lottery Retailers

Responsible Service Tip Sheet:

RECOGNIZING
INTOXICATION
INFORMATION SHEET FROM THE ALCOHOL AND GAMING COMMISSION OF ONTARIO

Inappropriate speech volume:

People who are intoxicated frequently speak in volumes
inappropriate to the situation. They shout when it isn’t
necessary, whisper when there’s no need for secrecy. The

voice
may
go fromupright
low toorhigh
(or vice versa) when there is
Drunk customers may have diffi
culty
standing
walkAlternative
beverages:
no reason
a change in
volume is necessary.
ing a straight line. They weave,
missteptoorsuggest
stumble,that
perhaps
Actively market non-alcoholic and low-alcohol drinks to your
bumping into other people or furniture. To compensate, they
customers. Create interesting “mocktails” made without
Motor control (fine) deteriorates:
may put their hands out at the sides for support or balance.
Exotic names and fresh ingredients will make these
As people become intoxicated, theiralcohol.
skills requiring
products
appealing to your customers.
fine
motor
control
(hand-eye
coordination)
deteriorate.
Poor enunciation, slurring words:
Intoxicated
may fumble withPromote
their cellalternative
phones orbeverages by offering them at prices
Alcohol relaxes muscles, including
thosepatrons
in the mouth,
have
difficulty
picking
up change. Asthat
theirare
coordination
competitive with regular alcoholic products.
making it hard to speak clearly
and
distinctly.
An intoxicated
declines,
people also
misjudge distances.
set aof low and no-alcohol products
person may make a single error
— repeatedly
stumbling
Offer They
a widemay
variety
drink words
down hard
on a This
table,is thinking
thatmake
the table
lower
over one word — or slur several
together.
a
and
sure isyour
customers know these products are
than it is.
very good sign someone is impaired.
available. Advertise them on your menus and tent cards.

of speech:
Noticeably shallowPace
breathing:

Food:
Intoxicated people may change the rate of their speaking,

Can you notice a difference between your breathing and the Serving food is one of the best ways you can lower your risk
alternating
with slow of
speech,
or talking
customer’s? An intoxicated person
may racing
breathespeech
noticeably
customers
becoming intoxicated. Not only does food delay
consistently
slowbeorweakness
fast.
slower or shallower than others.
There may
in
the absorption of alcohol into the blood, but it generally
breath, with little air inhaled or exhaled.
Alertness decreases: takes customers longer to drink when they are also eating.
Offer free
or low-priced
Intoxicated people take longer to respond
to questions
or appetizers for after-work customers.
Tiredness:
These
people mayorbe at especially high risk of becoming
react
to
events.
They
may
not
be
able
to
understand
Alcohol is a depressant. As people become intoxicated, they
attention
to what
saying.intoxicated
They easilybecause
become they are likely to have empty stomachs.
show signs of being tired or pay
sleepy.
Their eyes
mayyou’re
be heavy
yougaze.
have to repeat simple
or promotion with two-for-one snacks.
Try aquestions
“hungry hour”
or closed, or they may have amuddled,
placid orand
fixed
requests before they respond.
Train your servers to market food. Offer them incentives for
increasing
food
sales.
DEALING WITHInappropriate
INTOXICATED
sweating:
Intoxicated people may sweat more than might be
PATRONS
Interview
and assess:
temperature,
Although individual reactions to alcohol may vary, people fol- considered normal given the surrounding
Chat with your customers before taking their order. Have
Here are some strategies toconditions
deal with customers
or situation.who show
low certain general patterns as they approach intoxication.
they eaten? Have they been drinking elsewhere? Clearly,
signs of intoxication:
people who have been drinking must be treated differently
These are the 10 main signs that indicate
Red eyes:
1 signyour customer is
from those
have had nothing to drink. You have to
becoming drunk. These signs may appear in any sequence or Take note if a customer’s eyes are bloodshot
to who
any degree.
• As
Become
for the development of other signs (a
decide whether or not to serve them even one drink, and
be clustered, depending on the individual.
peoplealert
become
single showing
sign is not necessarily
to intoxication).
monitor them for emerging signs of intoxication.
intoxicated, they will show more signs. Drinkers
Motorlinked
control
(gross) deteriorates:
• Makeintoxicated.
“low-risk” options
available
to slow skills
alcohol
three signs can almost certainly be considered
Alcohol
also impairs
requiring gross motor coordination.
Don’t invite trouble in:
intake. For example, offer food or low-alcohol drinks.
Train your door staff to recognize the signs of intoxication
2 signs
and refuse entry to anyone who has had too much to drink.
• Monitor
the patron
carefully.
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• Move to low-alcohol or non-alcohol drinks.
House policy:
• If possible, serve food to decrease the rate of drinking. Develop, post and enforce a house policy on intoxication.
You might print the policy on your menu or on tent cards with
3 or more signs
a list of your non-alcoholic drink specials.
• Serve no more alcohol to this patron under any
circumstances.
• Use “management of intoxication” techniques to reAll managers, licensed security personnel and
duce the likelihood of injury and damage. For example,
employees handling liquor must be certified in an
ensure that the patron has safe transportation home;
AGCO approved server training course. For more
information on training for servers, please refer to the
if necessary, call the police.
AGCO website at www.agco.ca

PREVENTING INTOXICATION

These strategies may help you lower the risk of customer
intoxication:

For more information, please contact AGCO Customer
Service at 416 326-8700 or 1 800 522-2876 (toll-free in
Ontario) or visit us online at www.agco.ca.
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As a Lottery Retailer, you are not permitted to purchase or redeem tickets in your own store. You also
cannot sell to anyone who you believe falls under the following categories:
• Individuals who appear to be intoxicated (for the signs of intoxication, see the AGCO’s Recognizing
Intoxication Responsible Service Tip Sheet on the AGCO’s website at www.agco.ca)
• Officers, directors or partners of your corporation or partnership
• Registered Category 1 Gaming Assistants (lottery retail managers) employed at the retail store where
you sell lottery tickets
• Employees of registered suppliers who maintain or repair gaming equipment (including lottery
terminals) at the retail store where you sell lottery tickets
• AGCO employees (e.g., AGCO Inspectors) or Board members

Please familiarize yourself and your employees with these rules. They are intended to enhance
the public’s confidence in the integrity of gaming and ensure that gaming in Ontario is provided
responsibly and in a manner that does not target vulnerable individuals.

AGCO website has lots of
information
Please visit us at
www.agco.ca

Contact Us
Alcohol and Gaming
Commission of Ontario
90 Sheppard Avenue East
Suite 200
Toronto, Ontario M2N 0A4

Telephone: 416-326-8700
Toll free in Ontario: 1-800-522-2876
Fax: 416-326-5555
Email: editor@agco.ca

Other Languages
Pour lire la version française de ce bulletin, veuillez consulter le site Web de la
CAJO à www.agco.ca/fr/ressources-utiles-lettres-dinformation

www.agco.ca/newsletters
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