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The Singapore Pools Story
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Set up in 1968 to counter illegal gambling and to provide a legal, safe, and trusted avenue for 
Singaporeans who wish to place bets

Vision
A world-class socially responsible gaming company trusted by customers 

and valued by the community

Mission
To provide safe and trusted betting to counter illegal betting



The Singapore Pools Story
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Over the years, we have evolved to keep our games relevant while creating a secure and 
responsible gaming environment for all



goes towards benefiting Singaporeans 
and the Community, through betting 
duties and taxes and funding Tote Board 
of worthy causes. 4

Performance Highlights for FY 2024/2025

With every dollar spent at 
Singapore Pools today…



Our Responsible Gaming Strategy
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• Adopt a progressive (“no silver bullet”) balanced approach
• Committed to continuous improvement and reporting

Enhance Player Engagement
“improve risk profiling & 

personalised interactions”

Empower Players
“innovate practical tools for 

players to self-manage play”

Communicate Responsibly
“always meet the highest 
standards of compliance”

Champion Safer Play Awareness
“always strive to do better and 

reach more people”

Care Smarter
“support and protect players   

with data and insights”

Collaborate Actively
“work with our community and be 

aware of our social impact”
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Certified at WLA RGF Level 4 Since 2012

World Lottery Association 
Responsible Gaming Framework 

Level 4 Certification
– the highest global standard in the 

gaming industry

Singapore Pools: 

• 2012: Achieved Level 4 Certification

• 2015: Re-certified at Level 4

• 2019: Re-certified at Level 4

• 2022: Re-certified at Level 4

• 2025: Level 4 re-certification in progress



Where Do We Start?
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Have we done 
enough to show 

continuous 
improvements?

How different will 
the online 

submission process 
be from the previous 

report format?

How does the new 
DigitalRG.com 
platform work?



Getting Ready…
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Groundwork for the 2025 recertification process started immediately after Singapore 
Pools was successfully recertified in Dec 2022

• Assess how well the WLA RGF Level 4 requirements 
have been met

• Review the certification report as well as the feedback 
and recommendations from the assessor and IAP

• Collaborate with internal business stakeholders to identify 
new initiatives for each of the 10 elements

• Develop a 3-year work plan for the RG team with annual 
reviews to ensure readiness

• Gather quantitative data and qualitative documentation to 
build a comprehensive portfolio of evidence over time



Preparing the Online Submission
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• Mar 2024: Learn about the new certification process via the digitalRG.com platform

• May 2025: Set up the RG team’s access to the digitalRG.com platform

• Jun 2025: 
• Map the previous report format to the new online submission template 
• Identify possible narrative and/or documentation gaps, if any

• Jul to Aug 2025: 
• Detail the narrative of our achievements, results, challenges, and the next steps for 

each of the 10 elements
• Prepare and include supporting documentation as appendices or links
• Have the report reviewed and approved by Chief, Risk & Compliance



Engaging a Second-Party Assessor
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Lessons Learned:

• Start the search process earlier and expand the search 
scope if there is a similar lack expertise within your jurisdiction

• Use the “Hire Auditor” feature within the digitalRG.com 
platform – this requires an upgrade to the premium access

Challenge: 
Conducting RG audits is a niche specialisation and there seems to 
be a lack of such expertise within Singapore 



Assessment and Submission Process
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• Online platform is very intuitive and user-friendly

• Additional features available for those who upgrade to the premium access

• Provides a consistent question-answer format – this helps to provide structure and may 
help ease future cycles of the recertification process

• The 10 elements are often interrelated – some questions may overlap, so it is important 
to maintain consistency in responses and refer to the same supporting evidence where 
relevant

• Seamless assessment process if the auditor has access to the digitalRG.com platform – 
you can immediately respond to clarifications or requests for more information

• Easy one-click submission process



Getting 
Ready…

Preparing 
the Online 

Submission

Engaging a 
Second-

Party 
Assessor

Assessment 
in Process… 

Click 
Submit! 

Prepping 
for 2028 
Begins…

Our 3-Month Recertification Journey 
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Dec 
2022

26 
Sep 

Dec 
2025

Jun 
2025 Jul 9   

Sep



Final Quick Tips to Share…
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• Trust the process you have put in place – once you have 
put in the hard work, the results will naturally follow 

• There is no “perfect” response – every jurisdiction is 
unique, so it is perfectly fine if your answer is simply “Not 
Applicable” or “Still Work in Progress”

• KISS! (i.e. Keep it sharp and sweet!) – Use simple and 
plain language, as having clarity and structure is more 
important than style

Let’s stay connected:
JacynTan@singaporepools.com.sg

www.singaporepools.com.sg



Thank You
www.singaporepools.com.sg
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