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GROUP FACTS AND FIGURES

1.04
Austria

2.64 
Global

CASINO GUESTS (IN MILLIONS)*

GAME TABLES*/**

476
Global

244
Austria

4,431
Global

862
Austria

VIDEO LOTTERY 
TERMINALS (WINWIN, CAI)**

5,722
Global

2,096
Austria

SLOT MACHINES*/**

GROSS GAMBLING YIELD FOR 2020 COMPARED TO 2019

(EUR millions) 2020 2019

Gross gambling yields (incl. ancillary revenues) 1,134.24 1,359.15

  Casinos Austria AG gross gambling yields 162.54 321.62

  Casinos Austria International gross gambling yields 111.25 180.77

  Austrian Lotteries gross gambling yields 833.92 817.71

Taxes and charges 594.28 643.37

  Gaming-related charges 517.01 555.87

  Taxes and other charges 77.27 87.50

EBIT 20.06 152.58

EBIT % 1.77 11.23

Annual income 0.95 111.98

Equity 360.45 409.41

Equity % 29.96 32.30

Restructuring expenses 55.18 5.97

Staff annual 3,266 3,336
 

ø

GAMING-RELATED CHARGES

*   GRI 102-6
     GRI 102   -     7
** GRI 102- 2
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GROUP OVERVIEW

LT

12
Casinos

21
WINWIN outlets 

5,062 
Lottery retail outlets 

3,021
tipp3 retail outlets

1,377,299
win2day.at users

LOCATIONS IN 
AUSTRIA*

* GRI 102-6
GRI 102   -     7

** GRI 102- 2

STRONG 
BRANDS

OUR UNDERSTANDING OF CSR

LOTTERY PICKS PLAYED**

OUR RESPONSIBILITY

710,098,506

427,512,674

132,217,347

All pick slip-based games

Lotto and LottoPlus picks

EuroMillions picks
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ENVIRON-
MENT
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This Annual Report is addressed to all stakeholders of the Casinos Austria and Austrian 
Lotteries Group. Once again, we have included comprehensive information on Corporate 
Social Responsibility (CSR) in our Annual Report, thus giving deeper insight into our CSR 
management system and commitment to CSR. The contents of this CSR report refer to 
the 2020 fiscal year. Unless otherwise indicated, the closing date for the data presented is 
31 December 2020. Our CSR reporting does not include the business activities of Casinos 
Austria International Holding GmbH, which operates casinos outside Austria. This report 
was prepared in accordance with the core option of the Global Reporting Initiative (GRI). It 
also constitutes our annual Communication on Progress (COP), as required by the United 
Nations (UN) Global Compact. Similarly, it demonstrates our commitment to the UN’s 
Sustainable Development Goals (SDGs) and is consistent with the Austrian Sustainability 
and Diversity Improvement Act. In the interest of convenience and transparency, we have 
inserted references to the GRI items or SDGs in the left and right margin of various pages 
of this report. Where appropriate, we have also pointed to information on our websites (ca-
sinos.at and lotteries.at). This report was compiled by our CSR unit in consultation with the 
Group’s CSR Director and all its business units and corporate functions (see page 22). The 
data and facts reported originate from various internal reporting systems. Unless other-
wise indicated, all CSR information refers to the entire Casinos Austria and Austrian Lotter-
ies Group in Austria, with the data collected being attributed to the various business units. 
It is not possible to separate the ecological indicators by business unit. We focus here on 
the Group’s administrative buildings, i.e. our head office at Rennweg 44 and 46 in Vienna 
and our MC4 logistics and parallel data centre in Wiener Neustadt. We also report on the 
environmental performance of our 12 casinos and 21 WINWIN outlets across the country. 

Talk to us 
We believe that it is important to speak with you, the readers of this report. Doing so 
gives us the opportunity to find out what you like about the report, what you feel might be 
missing, and where you think the Casinos Austria and Austrian Lotteries Group could make 
improvements. With that in mind, please write to us at csr@casinos.at or csr@lotterien.at. 

Supplementary documents
Supplementary documents (disclosure on management approach) as well as the detailed 
indicators and the GRI content index are available for download at https://www.casinos.
at/en/casinos-austria/company/press/publications and https://www.lotterien.at/en/press/
publications/annual-reports.
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2 Report of the Managing Board

Dear Reader,
When it comes to the extraordinary, 2020 was hard to beat. The COVID-19 pandemic 
shook the entire world. Governments implemented a wide range of different measures to 
contain the spread of the coronavirus and the economic environment suffered enormous-
ly. These circumstances had an enormous impact on the development of our business, 
too, of course. The entire Casinos Austria and Austrian Lotteries Group was affected – in 
every business unit and in many different ways. On the one hand, all 12 casinos with dining 
facilities and the 21 WINWIN outlets in Austria were closed for 135 days. When it comes 
to days of closure, the picture with the establishments of Casinos Austria International 
is much the same. On the other hand, online business on the win2day.at gaming website 
boomed. Moreover, the lottery business could also continue to operate because our most 
important retail partners, the tobacconists, were allowed to stay open.  

We have always been able to report on our accomplishments in previous fiscal years. Of 
course, these were coupled with challenges that had to be met accordingly. Regardless of 
whether changes occurred in the regulatory framework, in the ownership structure or even 
in the Managing Board, such influences created unrest but could not divert us from our 
successful course. And the conclusion at the end of every year was always: It was a good, if 
not very good year!

Report of the Managing Board

Director Martin Škopek and Director General Bettina Glatz-Kremsner.
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3Report of the Managing Board

However, hardly anything was ‘as always’ in 2020. It was the most challenging year in the 
Group’s history. The coronavirus pandemic, i.e. the prevailing issue since March 2020, hit 
the Group hard economically with the months-long closure of our casinos and WINWIN 
outlets. Moreover, in addition to the economic interests of the Group, we also had to 
remain conscious of our responsibility to society. And in this particular context, that meant 
taking every precaution necessary to prevent contagion in our casinos, our WINWIN out-
lets, and our head office. The safety of our staff, guests and players is and always has been 
our absolute priority. An enormous balancing act – acrylic partitions between guests at the 
slot machines or game tables do not look very inviting but there was no alternative under 
the given circumstances. 

While the COVID-19 pandemic kept us on our toes, the second major issue of 2020, the 
ReFIT restructuring programme, has been in the foreground since the spring. We had 
already recognised a considerable need for action following the general ban on smoking 
in dining facilities which came into force on 1 November 2019 and led to a sharp drop in 
turnover at our casinos and WINWIN outlets. The outbreak of the COVID-19 pandemic and 
related closure of establishments compounded the situation, increasing the urgency of 
restructuring at the same time.

ReFIT aims to reorganise our Group so as to give the business long-term security, as well 
as to enable future profitability and thus become fit for the future. We were able to build 
on the Group’s strategy project launched in July 2019, which focused on further develop-
ment of the corporate culture, customer centricity and the Group’s performance. Plans to 
evaluate the existing structure with particular focus on the uniform distribution of tasks 
and costs, on the various quality requirements of our business units, as well as on optimum 
allocation to avoid parallelisms and to develop a new target structure had already been 
made in the course of the aforementioned strategy project. This was initial preparatory 
work for one area of ReFIT.

While business management is one aspect, HR is the other. We were forced to embark on 
a path that every member of the Managing Board seeks to avoid, but one which became 
unavoidable in October and November 2020. Large-scale staffing cuts were made for the 
first time in our history. This was extremely painful for the colleagues affected. They have 
all done a great job over many years and contributed to the history of our companies. We 
would like to take this opportunity to once more thank them most sincerely.

However, it is crisis situations like this that bring the special cohesion of our Group to the 
fore. Moreover, that day-to-day operations have not simply been managed in all areas and 
units of the Group during this exceptional situation cannot be rated highly enough. 
Rather, a broad variety of projects, some of which were extremely wide-ranging and com-
plex, were brought to a successful conclusion. 

Noteworthy examples of this are the launches of the N!CE non-cash prize lottery in 
September and the new Bingo! on win2day, as well as finalisation of the rollout of the new 
lottery terminals for retail partners. The range of poker products was expanded in our ca-
sinos and a new bonus programme offering guests numerous benefits and highlights was 
launched. We have also been working hard on a new brand identity, which will culminate in 
an overarching campaign in the current fiscal year. 

GRI 
102-15 
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4 Report of the Managing Board

Foreword by the Managing BoardForeword by the Managing Board

Two new WINWIN outlets have also been opened and tipp3 launched its affiliate pro-
gramme with retail partners at the beginning of December. These are all activities that 
have contributed significantly to our Group’s positive development during this difficult 
period.

Over the preceding fiscal year our Group delivered a consolidated gross gambling yield 
(including ancillary revenues) of EUR 1.13 billion, representing a 16.6 per cent loss year on 
year. 

Our Casinos in Austria and Casinos Austria International business units were the hard-
est hit by the COVID-19 pandemic. The 12 casinos in Austria delivered a gross gambling 
yield of EUR 162.54 million, a decline of 49.5 per cent as compared to the year before. 
Casinos Austria International exhibited the same trend. The gross gambling yield reached 
EUR 111.3 million in 2020, a minus of 38.5 per cent due to the COVID-19 pandemic. 

But every cloud has a silver lining and at EUR 833.92 million, the gross gambling yields 
of Austrian Lotteries are 1.98 per cent higher than in the previous year. This positive 
trend is due to an increase in the range of lottery products, specifically Lotto ‘6 aus 45’ 
(+8.37 per cent to EUR 316.71 million) and scratch-off tickets (+8.79 per cent to EUR 53 mil-
lion), as well as in electronic lotteries on win2day by 27.8 per cent to EUR 120.4 million. On 
the other hand, WINWIN recorded a minus of 40.5 per cent due to the coronavirus-related 
closure of outlets, i.e. a drop in gross gambling yield to EUR 26.62 million. 

We once more generated important revenues for the State in 2020 with EUR 594.28 mil-
lion in taxes, duties and contributions. Perhaps even more positive for our customers, 
however, was the EUR 3.6 billion that we paid out in winnings.

We also saw an enormous rise in digitisation in national economies and especially within 
the Group in 2020, which primarily affected us internally. Without exception, all staff mem-
bers readily embraced this process when they entered a new era of collaboration via the 
home office. But we also want to mention that challenges such as the closure of establish-
ments, short-time work, the restructuring programme, as well as working from home have 
been an enormous burden for many over the preceding year. 

That is why we would like to take this opportunity to express our special thanks to staff 
members for their dedication, their flexibility and their loyalty. Thanks to their dedication, 
they have made a significant contribution to the success of our Group, even in such diffi-
cult times. We work as one to find solutions and pull together in one direction. That we can 
quickly adapt to new situations is something we have proven together. It is with the above 
in mind that we want to offer our extraordinary staff members a stage, as it were, in this 
year’s annual report and let them tell us about their special projects. 

As a Group made up of leading Austrian enterprises, we bear great responsibility to our 
stakeholders. We believe that securing jobs in the long term, investing in the economy 
and continuing sponsorships even in difficult times are just a few examples of this. The key 
factor for lasting acceptance by this group of people is the unconditional assurance of our 
compliance and responsible gaming. Regardless of any crisis, they are essential and have 
been implemented accordingly. International standards are used with a view to efficiently 
applying proven methods across the Group. As always, compliance with standards was 
reviewed and confirmed by internal and external auditors in 2020, too.

GRI 
102-15

  



5Report of the Managing Board

A reliable outlook for the development of business in 2021 is not possible at this time. The 
COVID-19 mitigation measures continue to aff ect each business unit within the Group to 
varying degrees. Our casinos and WINWIN outlets in Austria will remain closed far beyond 
31 December 2020. This picture is also evident in our international business. But we in the 
Group continue to be heavily involved in the further development of our range of games, 
our services and the implementation of plans and projects. True to our vision: “We enrich 
people’s lives by off ering high-quality Austrian gaming products and services that consist-
ently exceed expectations.” 

This combined annual and sustainability report of the Casinos Austria and Austrian Lot-
teries Group once more provides you with comprehensive insight into both our business 
activities and our corporate social responsibility strategy. We invite you to read on for more 
detailed information about our measures in the wake of the COVID-19 pandemic and to 
gain an overview of our ReFIT restructuring programme. This will illustrate how important 
our social responsibility is to us and how we have integrated it into the daily activities of 
our Group. We are guided by the recognised international standards of the Global Report-
ing Initiative (GRI) and the United Nations Global Compact and do all we can to contribute 
to the success of the Sustainable Development Goals of the United Nations.

We would like to thank our stakeholders for their faithful support and guarantee on behalf 
of everyone at the Casinos Austria and Austrian Lotteries Group that we will continue to do 
everything in our power to make a positive and lasting contribution to the development of 
our country.

Bettina Glatz-Kremsner   Martin ŠkopekBettina Glatz-Kremsner   Martin Škopek

Foreword by the Managing Board
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6 Report of the Managing Board

CURRICULA VITAE

Bettina Glatz-Kremsner, Director General
Bettina Glatz-Kremsner has been Director General of Casinos Austria AG since 1 May 2019, 
where she had already played a decisive role in shaping the business in her capacity as 
CFO since 2010. She also chairs the Österreichische Lotterien Gesellschaft m.b.H. Manag-
ing Board, which she was first appointed to in 2006. Bettina Glatz-Kremsner has sat on the 
Supervisory Board of Casinos Austria International since 2013.

After successfully completing her degree in Commercial Studies at Vienna University of 
Economics and Business, Bettina Glatz-Kremsner began her career in our Group in 1990. 
She served as CEO of the Group’s Hungarian subsidiary, Lotto Union, until 1996. She was 
then appointed Assistant to the Managing Board of Casinos Austria AG and Deputy Head 
of the Executive Secretariat & Controlling Unit at Austrian Lotteries. From 2000 onwards, 
she was responsible for synergies in both companies.

Bettina Glatz-Kremsner has sat and sits on the Supervisory Board of a number of organ-
isations, including EVN AG, which she also chairs. She was given a seat on the General 
Council of the National Bank of Austria in March 2018. 

Since January 2013, Bettina Glatz-Kremsner has been Honorary Consul for the Republic 
of Hungary in Vienna and Lower Austria. She was awarded the Grand Medal of Honour for 
Services to the Republic of Austria in April 2015 and the Silver Commander’s Cross Medal 
of Honour for Services to the Province of Lower Austria in October 2016. 

Martin Škopek, Director
Martin Škopek has been a Director of Casinos Austria AG and Österreichische Lotterien 
Gesellschaft m.b.H. since 1 May 2019.

He has specialised in business to customer (B2C) activities in the banking sector since the 
start of his career in the 1990s in the Czech Republic. In 1999, he was appointed to the 
Managing Board of the Erste Bank’s Czech subsidiary, Česká Spořitelna. In 2010, he moved 
to the Group’s administrative head office in Vienna for 18 months, where he managed the 
Erste Bank’s entire B2C operations in seven countries, including Austria. He then spent two 
years at the Romanian Banca Comercială Română in Bucharest and was also responsible 
for B2C operations there.

In 2014, Martin Škopek joined the Czech KKCG conglomerate. KKCG acquired the remain-
ing shares in the Sazka Group in 2018 and has been its sole owner since then. The Sazka 
Group, in turn, is a shareholder of Casinos Austria AG. 

Foreword by the Managing Board

GRI 
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7Report of the Managing Board

The Casinos Austria and Austrian Lotteries Group’s 2020 fiscal year was significantly 
affected by the COVID-19 pandemic and associated measures of the federal government 
to contain it. All 12 casinos, the casino restaurants and the WINWIN outlets in Austria were 
closed for 135 days. The establishments of Casinos Austria International were also affec-
ted. The closure of these establishments and measures taken complied with the regulati-
ons stipulated in the various countries. 

In all decisions taken by the Group, the safety of staff members, guests and customers had 
absolute priority. Due to the initial reports about people contracting COVID-19 in Austria, 
domestic and overseas business travel was prohibited and a recommendation to take of-
fice laptops home was issued at the end of February 2020. A special information page on 
COVID-19 crisis management was set up on the Group’s intranet, where all measures taken 
by the Group – including those relating to travel – can be accessed. 

As a direct result of the federal government’s announcement on the imminent emergency 
measures, the Group’s crisis management team assembled on 10 March 2020. It has been 
meeting at regular intervals since then and is supported by numerous sub-working groups. 
This was followed by the division of all staff members into teams (A and B) and as many as 
possible were instructed to work from home as of 16 March 2020. This A/B arrangement 
was suspended over the summer and reinstated in the autumn of 2020 due to a general 
increase in COVID-19 cases. Most staff members based at the Group’s head office worked 
from home for 42 weeks in 2020 and this is also the preferred way of working in 2021.

All casinos, casino restaurants and WINWIN outlets were closed from 17:00 on Fri-
day 13 March and only reopened under strict conditions on 29 May 2020.
 All establishments had safety and hygiene concepts in place that complied with official 
requirements. Moreover, distance control markings, disinfection facilities, as well as FFP 
masks for guests and staff members were provided. To ensure appropriate safety with 
regard to gaming operations for guests, acrylic partitions were erected between slot ma-
chines and at game tables. 

In an effort to protect staff members of ORF and Austrian Lotteries, the draws for Lot-
to ‘6 aus 45’, LottoPlus and Joker were not made live on ORF from 18 March 2020 up until 
midnight on 6 May 2020. Instead, they were relocated to the room where lotteries are 
drawn at Austrian Lotteries (Rennweg 44, A-1030 Vienna) in accordance with the internal 
contingency planning of Austrian Lotteries. All draws made there were supervised by a no-
tary. EuroMillions draws were not broadcast on ORF from 17 March 2020 up until midnight 
on 8 May 2020. 

Football pools and goal bets could not be offered from 21 March 2020 to 17 May 2020 due 
to the lack of football matches. EuroMillions suffered long-term adverse effects due to the 
lockdowns throughout Europe, especially in the spring of 2020. For example, the closure 
of all retail outlets in Spain significantly reduced EuroMillions sales and thus the first prize 
tier. The restriction of outdoor activities in France jeopardised implementation of the draw 
in Paris. 

Our approach to the COVID-19 pandemic    
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8 Report of the Managing Board

Accordingly, additional backup options, one of which was to relocate the draw to another 
country, were planned and implemented to ensure the draw could take place. The Austri-
an Gaming Commission was extremely helpful in this regard, approving all the necessary 
changes very quickly. 

Cooperation with public authorities on COVID-19 cases and the corresponding contact 
tracing within our establishments ran smoothly. Moreover, testing was offered and thus 
facilitated for staff members. 

Almost the entire network of retail outlets (more than 90 per cent) in Austria was available 
during the lockdowns. Nevertheless, footfall was significantly reduced in retail outlets due 
to the restriction of outdoor activities, especially during the first lockdown. The lottery 
business in some 5,000 retail outlets continued to operate at only a slightly reduced level 
throughout the coronavirus pandemic. Accordingly, contributing to the safety of its retail 
partners was a logical step for Austrian Lotteries. To support them in their daily business, 
Austrian Lotteries had high-quality washable FFP masks (filtering face pieces) made of 
100 per cent antibacterial cotton manufactured in the spring of 2020 and sent three of 
them to each retail outlet. In addition, every retail outlet received two practical bottles of 
hand disinfectant. Our retail partners were thus provided with a total of 15,000 masks and 
10,000 bottles of disinfectant.

In April 2020, the Group supported the federal government’s efforts to contain the corona-
virus with #wirtragenmaske [we wear a mask]. In addition to general recommendations on 
how to wear filtering face pieces, a dedicated website also included instructions on how to 
make masks, as it was difficult to ensure nationwide coverage especially at the beginning 
of the pandemic. A number of prominent testimonials have agreed to support the initiative 

and are positively reinforcing the wearing of masks with photographs 
or short videos and statements free of charge. These messages are 
communicated on Facebook and Instagram under #wirtragenmaske.

One of the main cornerstones of smooth gaming operations in our 
casinos and WINWIN outlets was the planning and implementa-
tion of a comprehensive safety and hygiene concept. It included the 
installation of acrylic partitions at the game tables and between slot 
machines to provide guests with maximum safety while playing. Our 
casinos and WINWIN outlets were equipped with more than 120,000 
disposable FFP masks, appropriate tongs for distribution, face visors 
for staff members, disinfectant dispensers, gloves, cleaning wipes, wall 
dispensers and much more besides. 

All 12 casinos and WINWIN outlets were able to reopen on 29 May after the first lockdown 
in Austria. Even if only possible to a limited extent and under various conditions, everything 
was done to offer guests an unforgettable and safe experience in all our establishments.

Since 2 November 2020, all 12 casinos and casino restaurants, as well as WINWIN outlets 
in Austria have been closed once again due to federal government regulations. The clo-
sures will continue until well into 2021. Casinos Austria International’s establishments are 
also once again affected by closures in accordance with the measures and requirements of 
the governments in the various countries.

COVID19 support for our 
guests and retail partners

135,000
masks

10,000
bottles of disinfectant
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9Report of the Managing Board

COVID-19 pandemic, isolation, home office, multiple burdens, restructuring, insecurity, 
terrorism – the stressors in 2020 were manifold and pervasive. This was compounded 
by exceptional psychological and physical situations. In this regard, staff members were 
able to seek help and professional advice daily for issues relating to work and of a pri-
vate nature from the KEEP BALANCE counselling hotline run by the Hilfswerk Österreich 
welfare organisation. Ongoing health care and counselling of staff members was organised 
by local occupational physicians. At the onset of the COVID-19 pandemic and coinciding 
with the closure of the casinos, a hotline was set up by staff members for staff members. 
It was managed by specially trained staff who are qualified to provide appropriate assis-
tance in exceptional situations. In addition, an email address was set up for enquiries about 
COVID-19.

At the beginning of the COVID-19 pandemic, the general management of the Casinos 
Austria and Austrian Lotteries Group immediately took all measures to stem the outflow 
of liquidity. These measures included making use of the short-time work options available 
due to the coronavirus pandemic for our staff members.

GRI 
403-6
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10 Report of the Managing Board

The Casinos Austria and Austrian Lotteries Group launched the ReFIT restructuring pro-
gramme in April 2020. It was the second major topic of the year from the perspective of 
the Group and in the foreground since early summer. The aim of ReFIT is to ensure that 
the Group remains profitable, to give the business long-term security and ultimately to 
become fit for the future.

The Group’s strategy project was launched in July 2019 and focused on the further devel-
opment of the corporate culture, customer centricity and the Group’s performance. The 
existing internal structure and cooperation within the Group were to be considered at the 
same time. 

There was a considerable need for action following the general ban on smoking in dining 
facilities which came into force on 1 November 2019 and led to a sharp drop in turnover 
at our casinos and WINWIN outlets. The outbreak of the COVID-19 pandemic and related 
closure of establishments compounded the situation, increasing the urgency of restructur-
ing at the same time.  

The three ReFIT sub-projects
The restructuring programme is divided into three projects and covers all departments of 
the Group. 

ReFIT Casinos involved planning the realignment of the 12 casinos in Austria and revis-
ing the concept behind each establishment. A key point of ReFIT Casinos is the strategic 
focus on the core business of gaming and the playing guest. Amongst other things, this 
gives rise to adjustments in the dining facilities and events. Accordingly, cooperation with 
partner restaurants will be intensified in the future but guests will continue to be provided 
with appropriate and appealing dining options according to the respective establishment. 
This is inter-correlated with the need to re-dimension individual establishments, as certain 
areas are no longer needed. To provide the best possible support for all the steps planned, 
an efficient and streamlined head office was the objective of ReFIT Casinos. Here, too, spe-
cial attention was paid to placing the core business of gaming and the playing guest at the 
centre, as well as to reducing secondary activities. 

Closely related to this was the restructuring programme’s second project: ReFIT CFs 
(corporate functions). An organisational structure based on business units and corporate 
functions has existed since 2008 (see page 22 of the report). Plans to evaluate the existing 
structure with particular focus on the uniform distribution of tasks and costs, on the vari-
ous quality requirements of our business units, as well as on optimum allocation to avoid 
parallelisms had already been made in the course of ReFIT CFs and a new target structure 
was developed. This resulted in changes to the internal organisation, as activities of the 
corporate functions and staff members involved were transferred to business units. 
Efficiency improvements, as well as the need for services and possible service reductions 
were identified within the framework of the individual projects. This also resulted in chang-
es to the internal structure and staffing cuts across the Group.

The ReFIT restructuring programme
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The Supervisory Board approved the plans and the approach during its meeting on 
29 September 2020 and the further implementation of ReFIT started accordingly. 

ReFIT Phase 3 started in October 2020. The ReFIT restructuring programme’s third project 
deals with the structures of the other business units (except the Casinos BU) and is intend-
ed to organise lotteries – online and terrestrial – more clearly. 

The ReFIT restructuring programme is scheduled for completion in the first quarter of 
2021, by which time all the defined measures should be in place. 

Social compensation plan and severance models
In addition to various severance models, representatives of the staff and of the employer 
negotiated a social compensation plan to make staffing cuts resulting from the ReFIT re-
structuring programme as socially acceptable as possible. Amicable solutions were found 
for all staff reductions and there were no notices of termination.

In the course of the outplacement measures, HR developed bespoke packages for staff 
to provide them with professional support when leaving the company and identify career 
prospects going forward. A cooperation agreement was also entered into with the la-
bour foundations of the Vienna Employment Promotion Fund to assist with starting a new 
career. The foundations help with planning a new career start, continuing education and 
finding employment.

In order for the managers and in turn their staff to prepare for the changes arising from Re-
FIT, they were supported by a change management expert and prepared for the changes 
in a combination of online training and personal coaching.

GRI 
102-29
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There is hardly any other sector of the economy in which corporate social responsibility is 
of such central importance as it is in the gaming industry.

‘Gaming with Responsibility’ is not just a catchphrase but rather the guiding principle for all 
our business activities. Our corporate social responsibility goes far beyond player protec-
tion and responsible gaming. It encompasses the entire spectrum of responsibility across 
the value chain to society from an economic, ecological and social perspective. And in this 
respect our aim is to be best in class.

To give our commitment to CSR and sustainability a professional framework, we have es-
tablished a CSR management system in accordance with the Austrian CSR standard (ONR 
192500). The effectiveness of our management system was audited by Austrian Standards.

Our corporate culture is shaped by decades of experience in all sectors of the gaming 
industry, our innovative strength and ability to realise shared visions, our integrity and total 
professionalism toward our customers, guests, business partners and public authorities, as 
well as by genuine teamwork and the provision of excellent support and opportunities for 
all our staff.

THE GROUP 

GRI 
102-29
103-1
203-2

GRI 
102-1 
102-2 
102-16
102-31

GRI 
102-12
102-16
102-17

Defined by special values and visions

for more than   432,000 hours
Experience and responsibility to our stakeholders
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Our vision

We enrich people’s lives by offering high-quality Austrian gaming products and services 
that consistently exceed expectations.

ABOUT US

Building on more than 50 years of experience, we offer gaming, betting and entertainment 
products and services of the highest standard. Our primary responsibility in all that we do 
is to our customers. The activities of our Group are shaped by the principle of responsible 
gaming and a clear, lasting sense of social responsibility. We conduct all our business in 
adherence to the defined legal and regulatory parameters, working in close cooperation 
with the licensing authority. Our attractive portfolio of products and services reflects the 
diversity in society and offers fun and excitement of the utmost quality.

We feel a responsibility to our staff and our Group’s strengths are founded upon their 
diversity, which is why each individual has the opportunity to make a contribution to our 
corporate success according to their qualifications and abilities. Payment is fair and perfor-
mance based. We encourage the professional development of our staff and support their 
social commitment.

Competent management gives the Group the agility it needs and creates an environment 
where our staff can work autonomously and responsibly. We place customers at the centre 
of our activities, encourage innovation and practise a constructive culture of learning from 
mistakes. We are all extremely proud to be part of an excellent Austrian enterprise. 

We embrace our responsibility to society and support charitable projects. Our tax pay-
ments facilitate important social initiatives.

We also bear a responsibility to our shareholders. Efficiency and cost-awareness contrib-
ute to ensuring that our business activities yield commensurate added value.

GRI 
103-1

  

GRI 
102-16
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Our values

Our corporate culture is shaped by decades of experience in all sectors of the gaming 
industry, our innovative strength and ability to realise shared visions, our integrity and total 
professionalism toward our customers, guests, business partners and public authorities, as 
well as by genuine teamwork and the provision of excellent support and opportunities for 
all our staff. 

Our Group is made up of numerous different business units. Be it casinos, lotteries, online 
gaming, international business, sports betting or video lottery terminals, our core values 
form the common base upon which we build and work together successfully. Professional, 
respectful, cosmopolitan, proud, responsible – each of our values is expressed in a slogan 
that reflects our Group’s philosophy and the way we do business. The guiding principles 
below each of these values explain what they mean to us and how we apply them in prac-
tise. The concluding statement for each value summarises the guiding principles.

GRI 
102-16
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Our understanding of CSR and our CSR strategy

There is hardly any other sector of the economy in which corporate social responsibility is 
of such central importance as it is in the gaming industry.

‘Gaming with Responsibility’ is not just a catchphrase but rather the guiding principle for all 
our business activities. Our corporate social responsibility goes far beyond player protec-
tion and responsible gaming. It encompasses the entire spectrum of responsibility across 
the value chain to society from an economic, ecological and social perspective. And in this 
respect our aim is to be best in class.

Certified according to ONR 192500 for corporate social responsibility
To give our commitment to CSR and sustainability a professional framework, we have es-
tablished a CSR management system in accordance with the Austrian CSR standard (ONR 
192500). The effectiveness of our management system was audited by Austrian Standards.

The CSR department is responsible for the Casinos Austria and Austrian Lotteries Group’s 
CSR management system. With the exception of our international business activities, it 
extends to all our business units and helps them to adhere to the seven principles of cor-
porate social responsibility:

•  Respect for stakeholders and interest groups
The concerns and interests of our stakeholders are important to us. But it is also im-
portant to us that our stakeholders know and accept our values. This is only possible if
we listen intently to their expectations and demands. In the process, we adopt a dia-
logue-based approach, which includes inviting them to participate in a regular Stake-
holder Dialogue event during our annual Responsible Gaming Academy conference.

•  Transparency
We have been publishing CSR reports and organising internal and external CSR infor-
mation events for many years, thus communicating and providing information on our
commitment to CSR. We will continue to do this in the future, ensuring at the same time
that we remain focused and transparent.

•  Respect for human rights
Our Group’s code of conduct accords special emphasis to respect for human rights. We
are committed to the United Nations Universal Declaration of Human Rights and have
implemented corresponding internal and external measures to respect them.

•  Respect for international standards of conduct
Our commitment to corporate social responsibility is guided by international standards
of conduct. We are committed to the UN Global Compact and its principles in the fields
of human rights, labour, the environment and anti-corruption. We are an active member
of the Austrian Global Compact network through our membership of respACT, Austria’s
leading platform for CSR and sustainable development. Our CSR strategy is aligned with
the UN’s Sustainable Development Goals and the OECD Guidelines for Multinational
Enterprises. Our CSR reports are compiled in accordance with the GRI Standards (2016).
We are a GRI member and as such aim to shape the future of sustainability and reporting
within the global network.

GRI 
102-16

GRI 
102-43

GRI 
103-1
103-2
103-3

GRI 
102-12
102-13

GRI 
102-16
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This membership enables us to remain constantly up to date on sustainability trends. We 
likewise comply fully with the provisions of Austria’s Sustainability and Diversity Improve-
ment Act, even though they do not apply to our Group in their amended version. 
•  Ethical conduct 

We strive to conduct ourselves in an ethical manner at all times and in all that we do. Our 
Group’s code of conduct, internal guidelines (e.g. for procurement activities) and CSR 
strategy underpin our core values.

•  Respect for the rule of law 
We respect justice and the law and strive to abide by the rules on all levels and in all our 
activities. To this end, we have implemented a comprehensive compliance management 
system.

•  Accountability 
We are fully aware that our decisions and actions impact society, the environment and 
the economy. To avoid any adverse effects and increase our positive impact, we have 
defined corresponding goals and measures in our comprehensive CSR strategy. This 
strategy is evaluated and adapted at regular intervals to ensure that it is continually 
improved and remains in line with the precautionary principle.

Best in class for people, gaming and the environment
At the Casinos Austria and Austrian Lotteries Group, CSR means conducting all our busi-
ness activities in a sustainable manner that goes beyond our legal obligations and making 
responsibility to society a core principle in all that we do. Our CSR strategy demonstrates 
what we do to contribute to the achievement of the United Nations Sustainable Develop-
ment Goals (SDGs).  
 
This CSR strategy focuses on three particular areas, each with its own two fields of action. 
These fields of action are closely linked to specific SDGs and indicate those goals to which 
our Group can make a specific and valid contribution. Originally, the strategy should have 
been revised and updated in 2020 but this project was postponed until 2021 because of 
the COVID-19 pandemic. 

Our understanding of CSR and our CSR strategy

GRI 
102-29

  

BEST IN CLASS FÜR MENSCH, SPIEL UND UMWELT

SPIEL ENVIRON-
MENT

Climate protection
Player protection 
at its best

Good for Austria

Top employer

Compliance on 
every level Sustainable use 

of resources

PEOPLE GAMING
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Our understanding of CSR and our CSR strategy

The SDG priorities in detail
The UN adopted the SDGs (or sustainable development goals) in 2016. The Casinos Aus-
tria Group focuses its commitment on all those SDGs that can be significantly influenced 
by its activities. 

SDG 3 – Good health and well-being: We strive to provide our staff with the best possi-
ble health-related support and guarantee them secure jobs. For them and their families.

SDG 4 – Quality education: We offer a broad range of initial and continuing vocational 
training options within the Group – from apprenticeships and croupier training pro-
grammes through to opportunities for learning new skills outside of work. We also place 
a strong focus on teaching our staff about sustainable development and sustainable 
ways of life.

SDG 5 – Gender equality: Gender equality is a focus topic in our CSR strategy. Our goal 
is to ensure that women and men are employed equally, sustainably and for the long 
term in all areas of the labour market.

SDG 8 – Decent work and economic growth: We consider it a core duty to create fairly 
paid jobs in Austria. Through our close ties to our domestic suppliers and consumption 
effects, jobs are created and secured each year in Austria. As a key player in the Austrian 
tourism sector, we support local cultures and regional products.

SDG 12 – Responsible consumption and sustainable production: We place great empha-
sis on the sustainable use of raw materials. We also consider it our duty to encourage 
our customers and guests to consume our products in a sustainable manner, in other 
words, to only play games of chance in moderation and within their means.

SDG 13 – Climate action: We take our responsibility to the environment very seriously. 
Each year, we take measures to improve our energy efficiency and strive to continuously 
reduce our carbon footprint.

SDG 16 – Peace, justice and strong institutions: Compliance plays a central role for com-
panies in the gaming industry. Total compliance in the handling of our games, the battle 
against corruption and money laundering and the provision of the highest possible 
standards of safety for players are an absolute priority for us. 

SDG 17 – Partnerships for attaining the goals: The 17 goals can only be attained if we all 
work together. That is why we work with a whole range of different national and inter-
national partners to support the exchange of knowledge, expertise, technology and 
financial resources. At national level, this is primarily realised through our many CSR 
partnerships. At international level, we strive to advance sustainability in our industry 
through our membership in key associations like the European Casino Association (ECA), 
the European Lotteries (EL) and the World Lottery Association (WLA). 

GRI 
103-1
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Our shareholders and shareholdings

Casinos Austria and its affi  liated companies provide gaming and entertainment of the 
highest order and innovative solutions for all the diff erent games of chance.

CASINOS AUSTRIA AG SHAREHOLDERS

As at 31 December 2020
Shareholdings in %

Glücks- und 
Unterhaltungsspiel 

Betriebsgesellschaft m.b.H.
HQ: Vienna

Rabcat Computer 
Graphics GmbH

HQ: Vienna

with

Österreichische 
Sportwetten 

Gesellschaft m.b.H.
HQ: Vienna

10
0

Casinos Austria 
International Holding GmbH

HQ: Vienna

Cuisino
Gesellschaft m.b.H.

HQ: Vienna

Casinos Austria 
Sicherheitstechnologie GmbH

HQ: Vienna

Casinos Austria 
Liegenschaftsverwaltungs-

und Leasing GmbH
HQ: Vienna

Congress Center Baden 
Betriebsges.m.b.H.

HQ: Vienna

100

100

100

100

89

Casinos Austria AG
HQ: Vienna

Österreichische Lotterien 
Gesellschaft m.b.H. 

HQ: Vienna
73.83

9
5

56

GRI 
102-5

  

17.19%
CAME Holding GmbH

38.29%
Medial Beteiligungs-GmbH

33.24%
ÖBAG Österreichische 

Beteiligungs AG
5.31%
Bankhaus Schelhammer 
& Schattera AG 

5.97%
Private shareholders 
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Report of the Supervisory Board in  
accordance with the resolution of the 
meeting on 30 March 2021

GRI 
102-10

  

The Supervisory Board has performed the duties incumbent upon it pursuant to statutory 
provisions and the Articles of Association in its meetings. The Managing Board has report-
ed regularly on the progress of business.

The financial statements and management report of Casinos Austria AG were audited by 
the independent auditor appointed at the Annual General Meeting on 16 December 2020, 
BDO Austria GmbH Wirtschaftsprüfungs- und Steuerberatungsgesellschaft. The com-
pleted audit did not give rise to any objections. The independent auditor has therefore 
confirmed that the annual financial statements and management report of the Managing 
Board of Casinos Austria AG comply with the provisions of law.

The Supervisory Board confirms that it concurs with the management report of the Manag-
ing Board and the proposed distribution of profits and that it approves the annual financial 
statements of Casinos Austria AG, which are hereby adopted pursuant to Section 96 of the 
Aktiengesetz [Austrian Stock Corporation Act]. 

The above auditor, BDO Austria GmbH Wirtschaftsprüfungs- und Steuerberatungs-
gesellschaft, has submitted a list of the total revenues, broken down by category of ser-
vices, received by Casinos Austria AG in the preceding fiscal year pursuant to Section 270 
of the Unternehmensgesetzbuch [Austrian Commercial Code] and has reported on its 
inclusion in a statutory quality assurance system in writing. Moreover, it has submitted all 
circumstances that may indicate the risk of partiality in writing.

The Supervisory Board recommends that the above auditor, BDO Austria GmbH 
Wirtschaftsprüfungs- und Steuerberatungsgesellschaft, also be appointed as auditor for 
the 2021 fiscal year at the following Annual General Meeting.

The Supervisory Board
Wolfgang Hesoun
(Chair)

Vienna, 30 March 2021
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CASINOS AUSTRIA AG
 

State commissioners

Alfred Katterl 
Dieter Kraft
Alfred Lejsek

Elected members of the 
Supervisory Board  (shareholder 
representatives)

Presidium of the Supervisory Board
Wolfgang Hesoun 
(Chair)
Robert Chvátal 
(Deputy Chair)

Our Supervisory Board
Alena Bastis
Christine Catasta 
Francine Brogyanyi
Katarina Kohlmayer
Ján Matuška
Gerald Neuber
Josef Pröll 
Pavel Šaroch
Erika Stark-Rittenauer 
Kamil Ziegler

Central Works Council (CWC) 
delegates 
(staff representatives)

Manfred Schönbauer
Christian Holz
Maria Laister
Peter Löb
Alexander Nachbaur
Eva Schnablegger

As at 1 January 2021

Members of the Supervisory Boards

GRI 
102-18
102-22
102-23
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ÖSTERREICHISCHE LOTTERIEN  
GESELLSCHAFT M.B.H. 

State commissioners

Johann Kinast 
Dieter Kraft

Elected members of the 
Supervisory Board  (shareholder 
representatives)

Presidium of the Supervisory Board
Robert Chvátal 
(Chair)
Harald Neumann
(1st Deputy Chair)
Josef Pröll
(2nd Deputy Chair)

Our Supervisory Board
Štěpán Dlouhý
Christian Jauk
Gerald Neuber
Thomas Polzer
Thomas Schmid
Elisabeth Stern
Leo Windtner
Alexander Wrabetz

Works Council 
delegates 
(staff representatives)

Erich Eckel
Martin Kubalek
Judith Malle
Robert Mandel
Erika Pilz
Gerald Schwarz

As at 1 January 2021
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Our organisational structure

The Group’s different areas of business are assigned to business units, which draw on the 
services of our corporate functions.

BUSINESS UNITS

SPORTS BETTING/TIPP3

Philip Newald

VLT/WINWIN

Fritz Pühringer

CORPORATE FUNCTIONS 

As at 1 January 2021.

GRI 
102-2
102-18

  

PROJECT, PROCESS &
INNOVATION MANAGEMENT

Matthias Steininger

INTERNAL
AUDIT

Martin Jekl

HUMAN RESOURCES
Naida Karabeg

CORPORATE
COMMUNICATIONS

Patrick Minar

FINANCE &
GROUP CONTROLLING

Wolfgang Sperl

LEGAL
Peter Erlacher

INFORMATION
TECHNOLOGIES
Emmerich Hager

SERVICES

Georg Weber

RESPONSIBLE GAMING &
COMPLIANCE

Arno Nagelschmied

CASINOS AUSTRIA

Christian Lang 
Reinhard Summerer

CASINOS  AUSTRIA
INTERNATIONAL
Christoph Zurucker-Burda

LOTTERIES &
ONLINE GAMING
Lotteries: Elisabeth 
Römer-Russwurm
Online Gaming: Georg Wawer
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Our CSR organisation

From an organisational perspective, corporate social responsibility within our Group falls 
under the purview of our Corporate Communications CF, which reports directly to the CSR 
Director. Together with the Head of Corporate Communications and the CSR Officer, the 
Director sets the strategic direction for our CSR activities. Our CSR Forum is the linchpin of 
these activities and representatives of all our business units and corporate functions meet 
regularly in this forum to discuss CSR topics and initiate projects. As a rule, the CSR Forum 
meets for the so-called CSR-Forum Jour fixe up to six times a year, with every second 
meeting being held within the framework of a field trip wherever possible. This is entire-
ly in keeping with the importance of and need to provide training in sustainability (SDG 
4), as well as active stakeholder management, and takes into account the significance of 
partnerships in which the Group cooperates with other institutions to promote sustainable 
development (SDG 17).

CSR Forum 
Jour fixe

CSR
Working 
Groups

CSR
Forum

·  Management, steering  
and discussion committee

·  Communication of  
CSR activities

·  Information exchange

   six times a year, including up to 

   three times as part of a field trip 
· Project-oriented

· Development of concrete solutions

· Development of decision-making 
  basis

· Experts for the respective topic 
   from the CSR Forum

· Subject experts from BUs and CFs

· External experts

· Proposals

· Implementation

· Feedback

·  About 60 CSR Officers = 
representatives of all BUs and CFs

· CSR clause in job description

CSR OFFICER

Thorsten Leitgeb

·   Preparation of CSR strategy

·  Coordination with Director and 

Department Manager

·   CSR organisation

·   Planning and execution

·   Preparation, documentation and 

reporting

·   Goals

·   Partnerships

·   CSR contact

DEPARTMENT MANAGER

CORPORATE 

COMMUNICATIONS

Patrick Minar

· Preparation of CSR strategy

·  Coordination with Director and 

CSR Officer

· Resource allocation

· Planning

· Budget

CSR DIRECTOR

Bettina Glatz-Kremsner 

· Definition of CSR strategy

·  Initialisation of CSR projects  

·  Approval of CSR resources

GRI 
102-18
102-19
102-20
102-53

  

GRI 
102-21
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The Casinos Austria and Austrian Lotteries Group made 
the concept of corporate social responsibility part of its 
corporate philosophy a long time ago. That is why we 
have made a voluntary commitment to conducting our 
business activities responsibly, sustainably and for the 
benefit of society. The Group’s efforts in the area of CSR 
are summarised in our ‘People-Gaming-Environment’ 
strategy. Our responsibility to society in Austria is also 
enshrined in this strategy. And this is precisely where 
corporate volunteering comes in. 

An interview 
with Thorsten 
Leitgeb and 
Claudia Knapp

The CSR unit is responsible for the Casinos Austria and 
Austrian Lotteries Group’s CSR management system. 
With the exception of our international business ac-
tivities, it extends to all our business units and helps 
them adhere to the seven principles of corporate social 
responsibility.

CSR Officer Thorsten Leitgeb talks about how CSR is 
organised. 

How is CSR organised in the Casinos Austria and Aus-
trian Lotteries Group?

Thorsten Leitgeb: Corporate social responsibility, or 
CSR for short, or – much nicer – the topic of sustainability 
is the responsibility of the Managing Board in our Group. 
The Managing Board sets the strategy and initiates pro-
jects. Of course, it also makes the resources available. 
The CSR unit is part of the Corporate Communications 
department. As CSR Officer, I am the first point of contact 
in the Group. I take care of the preparation, implementa-
tion and documentation of sustainability issues, monitor 
our CSR partnerships and track the achievement of goals 
in the various departments. There is also the CSR Forum, 
which meets at the CSR-Forum Jour fixe, as well as the 
‘Let’s Talk about CSR’ event series, where I invite external 
speakers to provide information on specific topics.  

What task does the CSR Forum have? 

The CSR Forum is attended by about 60 colleagues 
from all departments of the Group, whose job descrip-
tion includes this role also by means of a CSR clause. 
They are responsible for raising awareness of the issue 
of sustainability in their departments. Accordingly, it is 
a management, steering and discussion committee that 
meets within the framework of the CSR-Forum Jour fixe 
to discuss CSR activities.

What is the goal of the CSR Forum and in what direc-
tion should the committee develop?

Ideally, the CSR Forum will develop into a panel of ex-
perts who are knowledgeable about sustainability. Maybe 
the term ‘expert’ somewhat of an exaggeration. Our col-
leagues should gain an idea of sustainability issues and 
how best to implement them within the Group.  

CSR Officer Thorsten Leitgeb.

“„
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How do you plan to achieve this goal? What is 
planned? 

The CSR-Forum Jour fixe is planned so that we go on 
a field trip every second meeting. During such field trips, 
we look beyond our own horizons and gain an insight into 
how other companies and organisations deal with the 
issue of sustainability. This year we plan to visit a waste 
incineration plant or also a player protection institution, 
where it would be very important for us to learn first-hand 
how to help people who have developed problematic 
gaming patterns. This is entirely in keeping with the im-
portance of and need to provide training in sustainabil-
ity (SDG 4), as well as active stakeholder management, 
and takes into account the significance of partnerships 
in which the Group cooperates with other institutions to 
promote sustainable development (SDG 17).

 
The Casinos Austria and Austrian Lotteries Group has 
been allowing staff members to dedicate some of their 
working time to social activities since 2013. Corporate 
volunteering gives staff members the opportunity provide 
support on behalf of their employer in a non-profit social 
context with a view to making a contribution to social 
causes in Austria. 

The Group allows staff members to demonstrate their 
commitment to society for up to five working days each 
year and to support organisations in Austria’s social care 
sector. After all, helping hands are needed everywhere. 
There are numerous opportunities to work as a volunteer. 
The focus is always on people. Regardless of whether they 
spend the day with senior citizens, people with disabilities, 
children or people in need of help, it is the staff members 
who choose the assignment. There is also the opportunity 
to get involved in environmental and climate protection.

The programme was continued in 2020, too, and requests 
were made for community aid and food collection. It is 
thanks to these efforts that staff members handed over 
food and staple products to the Wiener Tafel food bank 
and Red Cross. Claudia Knapp is an enthusiastic partici-
pant in the Group’s corporate volunteering programme 
and talks about her reasons for getting involved.

 How do you feel after a day of corporate volunteering?

Claudia Knapp: I feel satisfied, because I have done 
something meaningful. I feel inspired, because I have 
come across new people and new topics. And I feel grate-
ful, because I have the opportunity to give something 
back and participate.

What projects are you involved in?

So far, I have been involved in a social project where 
people are served lunch. Then it was the heathland care 
week, an environmental project that gets you outdoors. 
I picked up and delivered food for the Wiener Tafel food 
bank. I also helped out in an initiative where children from 
needy families are given backpacks and school supplies 
so that they get a good start to the new school year.

Why these projects in particular?

When it comes to the Wiener Tafel, it is because of food 
waste, which I think is really not necessary nowadays. We 
have so much and there are many people in need. It is 
purely a logistical problem. And if there are people who 
have the organisational know-how to solve the problem, 
then I am happy to get involved and to contribute my time 
to make it work.
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Heathland care is important to me because of the en-
vironmental aspect. I also appreciate the fact that I can 
learn something about the Austria’s different cultural 
landscapes. And the physical work, too, of course! You 
can see what progress has been made as soon as you 
have finished. You cut down and pull out bushes and re-
ally get stuck in.

The excitement of the kids when they receive their 
backpacks and school bags during the school starter 
pack campaign is simply overwhelming. It is unbelievable 
how happy they are. It is incredibly touching. I think this is 
an excellent initiative.

The fourth project I am involved in is the ‘Kochen im  
's Häferl’. What makes it exciting is that it is all about team-
work. Colleagues from other units and I prepare food. We 
cut vegetables, do something physical, talk to one anoth-
er and thus become acquainted in a completely different 
way. The people who run ‘s Häferl view their customers 
– who are served the food on the following day – more as 
guests. They serve people with very troubled lives a warm 
meal. It gives them a bit of dignity. I like this idea a lot, 
which is why I am pleased to help with the preparations.

Finding the time for voluntary work needs commit-
ment. Your advice to managers is...

Managers who like to be involved in corporate volun-
teering will find it very easy to pass on the enthusiasm 
they have for it to their teams. You can only motivate peo-
ple if you like doing something yourself. I also think it is 
a perfect team-building event. You get to know each oth-
er in a different setting and create something together 
outside the company. It is also a great opportunity to ask 
staff members if they are privately involved in any pro-
jects that we could help out with.

Project Management Office Team Leader Claudia Knapp.
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We maintain a continuous dialogue with our stakeholders. 

The involvement of our key stakeholders enables us to identify their primary issues in addi-
tion to those identified in the analysis of our environment, risk and opportunities and then 
to take appropriate action. 

The Casinos Austria and Austrian Lotteries Group’s value chain illustrates the processes 
involved in its business operations. The issues identified across the value chain were con-
sidered in the materiality analysis process.

We analyse our environment periodically and focus at length on our opportunities and 
risks. The COVID-19 pandemic and its long-term effects support a review of the environ-
ment analysis and we intend to do this as part of the revision of the CSR strategy.

In Austria, the State holds a monopoly on games of chance and it is the Austrian Gam-
ing Act (GSpG) that forms the basis upon which our Group offers games of chance within 
the country. The Federal Minister of Finance may transfer this right to third parties by 
awarding licences in accordance with the conditions laid down in the GSpG.

OUR BUSINESS ENVIRONMENT

GRI 
102-21
102-43

20
20
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Our key stakeholders

We consider it our duty and responsibility to maintain close contact with our stakeholders, 
to clarify their demands and to engage in regular dialogue with them.

The involvement of our key stakeholders enables us to identify their primary issues in addi-
tion to those identified in the analysis of our environment, risk and opportunities and then 
to take appropriate action. We maintain a continuous dialogue with our stakeholders.

This exchange is conducted on four levels, i.e. through the systematic provision of informa-
tion via various channels, through personal dialogue, through surveys and through collabo-
ration via partnership and cooperation agreements.

OUR STAKEHOLDERS

You can learn more about our stakeholder relations at www.casinos.at or www.lotterien.at under or ‘Stakeholders’, 
which supplements our annual and sustainability report. 

GRI 
102-42
102-43
102-21

  

GRI 
102-44

  

Retail partners

STAKEHOLDER

Owners

Public authorities

Media

NGOs/Associations

Sta�

Sponsorship partners

Suppliers and 
service providers

Player protection
organisations

University/
Research facilityCustomers
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Our value chain

Acting responsibly means examining the core processes of commercial value creation. 

Globalisation is raising the complexity of value creation processes. Demands from 
stakeholders for transparency and information are likewise growing ever louder. Along-
side purely economic factors, ecological and social concerns now play an increasingly 
important role. The figure below illustrates the Casinos Austria and Austrian Lotteries 
Group’s value chain and provides an overview of our business processes. It also shows the 
resources required upstream as input factors as well as the results generated downstream 
in the form of output. The issues identified across the value chain were considered in the 
materiality analysis process.

LEGAL, REGULATED GAMING EXPERIENCE

NEED TO GAMBLE

ONGOING OPERATIONS

GAME AND
ENTERTAINMENT EXPERIENCE

ONLINE GAMINGCASINOS  
AUSTRIA

LOTTERIES BETTING AND 
SPORTS-RELATED 

SKILL GAMES

VLT AND SLOT MA-
CHINE BUSINESS

GOODS AND  
SERVICES

LEGAL  
EXPERTISE

FACILITIES IT SERVICES HUMAN RESOURCES FINANCE AND  
ACCOUNTING

ComplianceLong-term
development

Medium- and short-term
development

Setting goals Measures and  
projects

DEVELOPING THE BUSINESS RELATIONSHIP

Customer and guest acquisition,
provision of an attractive and innovative

portfolio of products and services

CORPORATE SUCCESS

FOLLOW-UP ADVANCE CON-
TACT

GRI 
102-2
203-2
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The materiality matrix

The Casinos Austria and Austrian Lotteries Group’s CSR strategy was developed in 2017 
in a three-stage process in consultation with our internal and external stakeholders. We 
identifi ed the relevant issues by considering the results of a peer group analysis, appro-
priate ratings, as well as the business model canvases for our various business units and 
the requirements of the ONR 192500 and GRI Standards (2016; aspects, indicators, sector 
supplements). Some 400 of our stakeholders then rated these issues on a scale of 0-10. 
In a fi nal step, the issues that had been identifi ed and rated were consolidated into key 
topics for our CSR strategy and prioritised in terms of urgency by the participants of our 
CSR-Forum Jour fi xe with the involvement of the CSR Director and CSR Offi  cer. A review 
of validity will be made as part of the revision of the strategy.

The results of this process that led to the CSR strategy are shown in the materiality matrix 
below.

GRI 
102-15
102-47
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Analysis of environmental factors 

To ensure long-term success, a company has to know and understand its business en-
vironment and be able to recognise risks and opportunities at an early stage. At the 
Casinos Austria and Austrian Lotteries Group, we monitor and analyse global economic, 
environmental and social parameters and trends as a matter of course. We analyse our en-
vironment periodically and focus at length on our opportunities and risks. The COVID-19 
pandemic and its long-term eff ects support a review of the environment analysis and we 
intend to do this as part of the revision of the CSR strategy.

OUR ESTEMPLE ENVIRONMENT ANALYSIS FROM 2018 SHOWS THE FOLLOWING PICTURE:

GRI 
102-29
102-31

  

ECONOMIC TRENDS
• Larger income gap 
•  Reduction in disposable income for games 

of chance 
• Lower employment rate
• Loss in domestic value added
• Rise in GDP
• Increase in volume of tourism
• Currency trends
• Concentration in online trading
• Globalisation
• Competition (illegal competitors)
• Market partitioning

TECHNOLOGICAL TRENDS
•  Digital transformation – constantly available worlds of expe-

rience
• Development of key technologies 
• Production technologies 
• Green IT 
• RegTech 
• Accessibility of venues 
• Cryptocurrency 
• Rising complexity of infrastructure

ETHICAL TRENDS
• Growth in relevance of player protection
• Being a good corporate citizen
•  Change in values – work as an identifi cation factor and ethical 

conduct as competitive advantage
• Sustainability in the tourism and entertainment sectors
• Various new ethical trends (#metoo, etc.)
• Image of games of chance

MEDIA TRENDS
• Big data 
•  Change in media landscape and 

use 
• Everyone is a communicator 
•  More personal data –

diff erent communication content 
• Data protection and privacy on social media

LEGISLATIVE TRENDS
• Fixed-term licences 
• EU directives and national transposition 
• Increasing regulation through legislation 
•  Changes to legislation 
• Liberalisation of games of chance 
• Change in ownership and interests 
• Increased taxes and duties 
• Measures to counter illegal games of chance 
• Regulations in neighbouring states 
•  New or amended standards and norms from 

professional associations

SOCIAL TRENDS
• Polarisation and manipulation of opinions
• Aging population
• Social (im)balance
• Urbanisation
• Digitisation
•  Fragmentation and individualisation

in society 
• ‘All-risks-covered’ mentality
• Diversity
•  Health – increasing need for 

balance and relaxation
• Personal qualifi cations
• Increase in mobility
• Ideological developments

POLITICAL TRENDS
• Volatility in voter behaviour 
• Subsidiarity in Europe 
• Standards for corporate social responsibility
• Gender mainstreaming 
• Relevance of targeted communication with 

political stakeholders 
• Increased border controls 
• Anti-gold plating 

ENVIRONMENTAL TRENDS
• Shortage of natural resources 
• Regionalism 
• Climate change and its consequences 
• Rising environmental awareness
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Risk and opportunities management

Our risk and opportunities management activities help us to identify and assess the key 
risks and opportunities from the Group’s perspective and link them to effective control 
measures. 

We carry out a quantitative risk and opportunities analysis and a qualitative assessment of 
long-term strategic influences twice a year. The findings are reported to the relevant audit 
committee and control measures are defined.  

The following summary shows some of the main risks and opportunities affecting the 2020 
fiscal year: 

Risks and opportunities Control measures

Permanent risks and opportunities

Economic environment, trends, leisure activi-
ties

An economic downturn, unemployment, etc., 
technological trends, demographic and cultural 
developments, as well as unexpected events 
such as the COVID-19 pandemic can lead to 
a significant change in gaming behaviour. Our 
risks and opportunities are the product of 
trends in leisure and gaming behaviour, future 
opportunities, as well as market developments 
not being recognised in good time or at all. 

An early warning system to enable timely 
response is in place. Identification of trends in 
leisure activities and implementation of inno-
vative measures to maintain or raise appeal for 
customers. Monitoring of the market and devel-
opment/introduction of new products.

The fight against unlicensed gaming

In an ever-changing economic and/or legal 
environment from region to region, numerous 
illegal gambling devices and opportunities still 
exist in Austria. 

Consideration of unlicensed gaming by the 
legislator; increasing cooperation, controls and 
sanctions imposed on unlicensed gaming opera-
tors by public authorities.

Event risks and opportunities

Changes in player protection legislation

Numerous integrated player protection meas-
ure control systems have been implemented 
in all the Group’s business units for many years. 
Due to current political developments in the EU 
and in Austria, increasing pressure to tighten 
statutory player protection requirements is to 
be expected. Although these can have positive 
economic effects for the Group, they may also 
have disadvantages. For example, dispro-
portionate existing or new player protection 
measures may prompt players to migrate to 
unlicensed games of chance. 

Information on the existing player protection 
measures and their positive impact, as well as 
the impact of additional measures on stakehold-
ers in the gaming market (customers/guests, tax 
authorities, owners, etc.).

Source: RCM Update 2019

GRI 
102-15

  

GRI 
102-29
102-30
102-31

  



33Our business environment

In Austria, the state holds a monopoly on games of chance and it is the Austrian Gam-
ing Act (GSpG) that forms the basis upon which our Group offers games of chance within 
the country. 

Unless otherwise provided for in its provisions, the Austrian Gaming Act states that the 
right to operate games of chance in Austria is reserved for the federal government (gam-
ing monopoly). The Federal Minister of Finance may transfer this right to third parties by 
awarding licences in accordance with the conditions laid down in the GSpG. 

The legislator stipulates in the GSpG that a licence may only be granted to an applicant 
when “it is expected that the applicant will exercise the license best, in particular, be-
cause of its experience, infrastructure, development activities and resources as well as its 
systems and facilities for preventing addictive gaming, for player protection, for preventing 
money laundering and crime, for operational security, for quality assurance, for internal 
supervision and for other provisions of this Federal Law which apply to it.”

The licence to operate lotteries in Austria was awarded to Österreichische Lotterien Ge-
sellschaft m.b.H. (Austrian Lotteries) and is valid until 30 September 2027. This licence also 
provides the right to operate electronic lotteries, which include online gaming and video 
lottery terminals.

The core business of Casinos Austria is based on 12 temporary licences issued by the Fed-
eral Ministry of Finance in accordance with the Federal Law of 28 November 1989 to make 
provision about gambling (Gaming Act) BGBl. No 620/1989, as amended.

The Federal Ministry of Finance issued Casinos Austria the licences for the six casinos 
in the so-called ‘Stadtpaket’ [city package] (Bregenz, Graz, Innsbruck, Linz, Salzburg/
Wals-Siezenheim, Vienna) for a period lasting until 31 December 2027; licences for casinos 
in the so-called ‘Landpaket’ [rural package] (Baden, Kitzbühel, Riezlern, Seefeld, Velden, 
Zell am See) were issued for a period lasting until 31 December 2030. There were no 
significant developments in the year under review with regard to the possible award of the 
three individual licences that were not awarded.

Accordingly, affiliated subsidiaries within the Casinos Austria Group cover the following 
areas:

• Casinos
• Lotteries
• Video lottery terminals
• Online gaming, new media and other skill games 
• Betting and pro-sport skill games
• International business
 
Article 5 GSpG also provides for the operation of gaming machines in individual provinces. 
Under these provisions, the nine provinces of Austria have the right to issue licences for 
the operation of gaming machines provided that certain regulatory measures are adhered 
to. Sports betting is classed as a skill game in Austria and not subject to the provisions of 
the GSpG (legislative responsibility for sports betting lies with individual provinces). 

Legal and regulatory framework 

GRI 
102-16

SDG 16
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LEGAL DEVELOPMENTS AT NATIONAL LEVEL

Material changes to the legal position
With effect from 1 January 2021, the entire remit that the tax office responsible for fees, 
transfer taxes and games of chance has vis-à-vis the gaming industry and most of the 
responsibilities that the Federal Minister of Finance (BMF) has in the area of gambling 
supervision will be transferred to the Austrian Tax Office. This also applies to responsibility 
for awarding gaming licences in the future.

This transfer of responsibility to the Austrian Tax Office, which had actually been planned 
for 1 July 2020 but was postponed to 1 January 2021 due to the COVID-19 pandemic, 
constitutes a significant separation of gambling supervision from the equity interest man-
agement division at the Federal Ministry of Finance (or Österreichische Beteiligungs AG 

- ÖBAG). This has been a recurring demand in public discussions.

The BMF will remain responsible for procedures and approvals relating to shareholdings 
in companies that hold a gaming licence, as well as for approvals relating to shareholdings 
that companies with a licence enter into. 
 State commissioners are still appointed by the BMF.

The BMF may participate in or initiate supervisory measures of the Austrian Tax Office. The 
Austrian Tax Office has recourse to the Federal Finance Court in tax matters and to the 
Federal Administrative Court in gambling matters; there is no provision for recourse to the 
Federal Ministry of Finance.

Changes to betting legislation – provincial level
The Lower Austrian Betting Act was passed in the Landtag [provincial parliament] on 
27 May 2020 and promulgated in the LGBl. [provincial law gazette] on 31 July 2020. Bets 
without customer identification are allowed up to EUR 100.00; the legal framework for the 
online offer is included. Austrian Lotteries submitted an application for an online sports 
betting licence for the win2day gaming site. The corresponding licence notification was 
delivered on 14 December 2020.

Tobacco and Non-Smoker Protection Act (TNRSG)
The amendment to the TNRSG, which came into force on 27 July 2019 (Federal Law Ga-
zette I No 66/2019), imposed a general ban on smoking in dining facilities with effect from 
1 November 2019. This smoking ban was implemented in any part of an establishment of 
Casinos Austria that offers food and beverages when it became effective. 

In Casinos Austria’s interpretation of the TNRSG, those areas of its casinos where no food 
or beverages are served qualify as ‘other rooms of public places’, in which a side room can 
be set up as a smoking room in the publicly accessible areas.

The Federal Ministry of Labour, Social Affairs, Health and Consumer Protection concluded 
in its (non-binding) legal opinion of 27 January 2020 that the establishment of a side room 
as a smoking room (and smoking cabins) is not permitted. 

An absolute smoking ban has now been in force in all the establishments of Casinos Aus-
tria since February 2020.

GRI 
102-16

SDG 16

Legal and regulatory framework
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Legal and regulatory framework

35

Increased customer due diligence on win2day
Following a letter of notice from the European Commission regarding the insufficient 
implementation of the 4th Anti-Money Laundering Directive and transposition of the 5th 
Anti-Money Laundering Directive into national law, the legislator has incorporated further 
anti-money laundering provisions into the GSpG. The new provisions of the GSpG in 
conjunction with those of the Austrian Financial Markets Anti-Money Laundering Act (FM-
GwG) have imposed stricter customer due diligence requirements.

The anti-money laundering compliance measures in place for win2day were thus amend-
ed to include verification of customer identity for payouts pursuant to Article 6 FM-GwG. 
This expansion of the customer due diligence process for payouts is an effective measure 
in preventing money laundering and establishes the basis for low exposure to the risk of 
money laundering. 

Unlicensed gambling
Financial proceedings against unlicensed operators to verify the payment of gaming taxes 
are pending. In some cases, penalty notices or demands for payment of arrears have al-
ready been issued and corresponding payments have been made. In addition, the execu-
tive and judicial authorities are seeking to amend the Austrian Criminal Code (StGB) with a 
view to including organised gambling without a licence in the list of predicate offences for 
organised crime. 

LEGAL DEVELOPMENTS AT EUROPEAN LEVEL 

Transposition of the 4th and 5th Anti-Money Laundering Directives into national law
An infringement procedure initiated by the EU Commission in July 2020 against Austria 
and a number of other Member States due to 
inadequate implementation of the 4th AML Directive was closed in November 2020. 

Exemption of lotteries from the scope of the Anti-Money Laundering Directive
Austria was included in the list of Member State exemptions drawn up by the Commission. 
The list was published in the Official Journal of the EU on 31 July 2020.

 
EU COMMISSION RAISES NO OBJECTIONS TO THE SAZKA GROUP/ÖBAG/CASINOS 
AUSTRIA MERGER

On 16 November 2020, the Commission adopted a decision pursuant to Article 6(1)(b) of 
Council Regulation (EC) No 139/2004 to not oppose the registered concentration, referred 
to as ‘Case SAZKA Group/ÖBAG/Casinos Austria (Case M.9882)’, and to declare it com-
patible with the internal domestic market.

GRI 
102-16

GRI 
102-5

102-10
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PARLIAMENTARY COMMITTEE OF INQUIRY

On 22 January 2020, the Austrian Parliament set up a committee of inquiry into the alleged 
venality of the turquoise-blue federal government (‘Ibiza Committee of Inquiry’).

The committee was tasked with looking into alleged political collusion on the granting 
of undue advantages in the area of federal law enforcement by members of the federal 
government or state secretaries and, in each case, senior officials subordinate to them to 
natural or legal persons who directly or indirectly benefited political parties in the course 
of the

a. enforcement of Articles 12a, 14 to 16, 18 to 24a, 30, 31, 31b(1), 31b(6), 31b(9) and   
 57 to 59 GSpG;
b. influence on Casinos Austria AG, its direct or indirect shareholders; 
 

…

f. appointment of bodies (including managing boards, supervisory boards and gen 
 eral managements) in which the federal government holds a direct or indirect   
 interest;
g. criminal and disciplinary investigations in the wake of the Ibiza video and against  
 Casinos Austria AG, its direct and indirect shareholders, as well as subsidiaries   
 and respective board members – including preparations and acts of tampering   
 between 18 December 2017 and 10 December 2019 in undertakings in which the  
 federal government holds an indirect or direct stake.

The Office of the Public Prosecutor for Economic Affairs and Corruption is also carrying 
out a separate investigation into this matter due to suspected bribery, corruption, breach 
of trust and abuse of official authority (Articles 153, 302, 304, 307 StGB).

Legal and regulatory framework
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CHANGE IN THE LEGAL STRUCTURES OF ÖSTERREICHISCHE LOTTERIEN GE-
SELLSCHAFT M.B.H. COMPLETED 

The process of merging Entertainment Glücks- und Unterhaltungsspiel Ges.m.b.H. (as 
transferring entity) with Österreichische Lotterien Gesellschaft m.b.H. (as acquiring entity), 
which began in March 2019, and subsequently the merger of win2day Entwicklungs- und 
Betriebsgesellschaft m.b.H. with Österreichische Lotterien Gesellschaft m.b.H., was com-
pleted on 21 May 2020 (date of entry in the commercial register) with the reduction of the 
share capital of Österreichische Lotterien Gesellschaft m.b.H. This was approved by the 
General Assembly of Österreichische Lotterien Gesellschaft m.b.H. on 19 May 2020. The 
aim was to simplify the Group’s organisational structure, reduce financial liabilities and 
streamline internal accounting activities.

PROVISIONS AND REGULATIONS RELATING TO THE COVID-19 PANDEMIC

Numerous legal provisions relating to the COVID-19 pandemic were adopted in 2020. In 
particular, the Federal Ministry of Social Affairs, Health, Care and Consumer Protection 
issued a series of regulations in 2020 to prevent the spread of COVID-19. Amongst other 
things, they resulted in the closure of all casinos and WINWIN outlets, as well as the 
cancellation of events. In addition, these regulations had significant implications for labour 
legislation (in particular, short-time work and working from home) and the economy. Since 
these legal and regulatory provisions often entered into force shortly after the decision 
was passed and promulgated, it was necessary to analyse the new legal situation quickly 
and take appropriate action. 

Legal and regulatory framework

GRI 
102-5

102-10

SDG 16
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OUR BUSINESS UNITS 

20
20

The special cohesion of our Group comes to the fore in times of crisis. 

In all areas and units of the Group, day-to-day operations have not simply been managed 
during this exceptional situation. Rather, a broad variety of projects, some of which were 
extremely wide-ranging and complex, were brought to a successful conclusion. 

Examples of this are the launches of the N!CE non-cash prize lottery in September and 
the new Bingo! on win2day, as well as finalisation of the rollout of the new lottery termi-
nals for retail partners. The range of poker products was expanded in our casinos and a 
new bonus programme offering guests numerous benefits and highlights was launched. 
We have also been working hard on a new brand identity, which will culminate in an over-
arching campaign in the current fiscal year. Two new WINWIN outlets have also been 
opened and tipp3 launched its affiliate programme with retail partners at the beginning 
of December. These are all activities that have contributed significantly to our Group’s 
positive development during this difficult period.

OUR BUSINESS UNITS

Our customers win record-breaking prizes in 2020, too

EUR 1,372,500.00
Second-highest slot machine prize in the history of Casinos Austria

EUR 9,165,954.00
Record-breaking payment to six-time rollover jackpot winner in 2020
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Our 12 Austrian casinos are located Baden, Bregenz, Graz, Innsbruck, Kitzbühel, Kleinw-
alsertal, Linz, Salzburg, Seefeld, Velden, Vienna and Zell am See. Every casino is a leading 
tourist operation that blends harmoniously into its particular region and guests are met 
with an extensive range of games from every part of the world. In addition to classics 
like roulette and blackjack, players can also enjoy popular table games such as Macau 
baccarat and Sic bo. Our poker products include cash games and competitions held on a 
daily and weekly basis, respectively. We also host impressive tournaments with compet-
itors from across the globe. The incredibly diverse range available on the multigame slot 
machines offers entertainment with popular classics like Book of Ra, Lucky Lady’s Charm 
and Sizzling Hot. Interconnected throughout Austria and filled with EUR 200,000 every 
time a jackpot is won, the Fort Knox slot machines are an absolute hit. Culinary delights, 
great fun, superb gaming and a touch of excitement – our individually prepared gourmet 
packages also provide everything the fascinating world of the casino has to offer.

Casinos Austria International Holding (CAIH) consolidates Casinos Austria’s extensive 
international activities under one roof. Thanks to its unique portfolio of casino manage-
ment and development services, CAIH has brought more international casino projects to 
a successful conclusion than any other operator in the world. The key markets are situat-
ed in the European Union, Switzerland and Australia. The CAI Group’s business activities 
include the operation and management of its own casinos, the operation of casinos on a 
management contract basis, as well as financial investment in casino operators. Focus is 
always put on perfectly aligning products with their particular local market.

CASINO WORLD

GRI 
102-2
102-4
102-6
102-7
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The 12 establishments of Casinos Austria are open 364 days a year (closed on 24 De-
cember). Our casinos were forced to close on 135 days in 2020 due to the COVID-19 
pandemic. Since the safety of our guests and staff alike was an absolute priority, exten-
sive hygiene and protective measures were taken to provide all guests with a safe game 
experience and safe dining during the periods when it was possible to open.

The closures imposed by the public authorities due to the COVID-19 pandemic shaped 
developments over the preceding fiscal year. On 13 March, every casino (including 
dining facilities) had to cease operations until the end of May. The increasing number 
of infections necessitated further closures on 2 November 2020. Austria’s Tobacco and 
Non-Smoker Protection Act and the ensuing ban on smoking in all casinos, as well as a 
fire at Casino Linz posed additional challenges.

Despite the difficult environment, Casinos Austria worked hard on developing its range 
of products and services further and on bringing them up to the latest technical stand-
ards over the preceding fiscal year. For example, the range of poker products was 
expanded and the new bonus programme, ‘points & more’, offering guests numerous 
benefits and highlights was launched. Casinos Austria underpinned its long-standing 
commitment to Austria’s tourism industry by adding an attractive bonus to its Dinner & 
Casino Night gourmet package. We have also been working hard on a new brand identi-
ty, which includes an overarching campaign for all target groups in 2021.

The casino game experience
Casinos Austria offers its guests an extensive range of games from every part of the 
world. In addition to classics like roulette, blackjack and multiple variants of poker, play-
ers can also enjoy popular table games like Macau baccarat and Sic bo. Casinos Austria 
has had slot machines in its establishments for some 40 years. The expansion of this 
range and equipment of our casinos with the latest technology have been on the agenda 
over the past few years. This was prioritised in 2020, too, when 800 new chairs were pur-
chased with improved ergonomics to enhance the comfort of our casinos in Austria. The 
base of slot machines was also adapted and renewed accordingly. Thanks to the rollout 
of more than 600 new game sets, guests have more options to choose from on the slot 
machines. 

Maximum poker expertise with exciting cash games and international 
tournaments.

Personal moments of happiness can be enjoyed in a relaxing atmos-
phere.

Casinos in Austria 

GRI 
102-15
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Installed since 2019, Fort Knox slot machines are the most popular in the Casinos Austria 
portfolio. In addition to ‘Fort Knox – Cleopatra’ and ‘Fort Knox – Diamond Vault’, the jack-
pot can now also be won on the new ‘Fort Knox – Majestic Gorilla’. Our 90 Fort Knox slot 
machines are interconnected throughout Austria and filled with EUR 200,000 every time 
a jackpot is won. The Fort Knox jackpot was won four times in 2020. The highest prize of 
almost EUR 300,000 was won in Casino Linz on 27 June.

By far the biggest slot machine win went to a guest of Casino Seefeld on 15 Janu-
ary 2020. Eliminated from one of the Casinos Austria Poker Tour’s high-roller events, he 
decided to try his luck on the slots machines. It wasn’t long before one of our ‘Book of 
Ra’ slot machines became a hive of activity when it suddenly displayed a EUR 1,372,500 
prize, giving the guest an “incredibly large” amount and personal best when it comes to 
prize monies. The EUR 1.37 million is the second-highest slot machine win in the history 
of Casinos Austria. 

Our 12 casinos have a wide range of poker products, including cash games and com-
petitions held on a daily and weekly basis, respectively. They also host impressive 
tournaments with competitors from across the globe. In 2020, investments were made 
in infrastructure for the expansion of our poker products, significantly increasing the 
various cash games in the process. Almost all the tournaments had to be cancelled due 
to COVID-19. 

The biggest prize on the popular Fort Knox slot machines was just short of EUR 300,000.
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Casinos in Austria

‘Easy Roulette’ combines classic roulette with state-of-the-art technology. The ball is 
spun live by a croupier but players place their bet via a touchscreen terminal. This is an 
incredibly convenient way for players to enjoy roulette with their own terminal, stand-
ardised deposits and simple operation. In 2020, we invested in 16 new Easy Roulette 
terminals in Casino Baden. These are connected to four roulette tables at Casino Baden 
and one at Casino Wien. The Glücks Card has accompanied guests of our 12 casinos for 
more than 14 years. In May 2020, the time had come to open a new chapter of guest en-
gagement at Casinos Austria. Transparency and an Austria-wide promise of benefits have 
made the multi-level bonus programme, ‘Glücks Card – points & more’, popular among 
guests. 

Number of slot machines 2020

Slot machines 2,096

Easy Roulette terminals 199

Stadium Game terminals 30

Number of game tables 2020

American Roulette 41

Party Roulette 32

Blackjack 72

Blackjack X-change 2

Tropical Poker 11

Poker 56

Easy Hold’em 20

Macau Baccarat 8

Other 2

Total table games 244

Easy Roulette terminals are connected to classic roulette tables, com-
bining convenience with the feeling of playing live.
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Casinos in Austria

Guests have access to a range of free dining options, which are graded according to type 
of card. Goodies like a special birthday meal for two or ‘Personal Lucky Day’ options that 
can be chosen by the guest are just some of the highlights of the bonus programme. The 
collection of status points is currently possible on slot machines and in terminal-based 
live games. Information on how many points can be generated is provided on a table.

The casino dining experience
Culinary delights, great fun, superb gaming and a touch of excitement – Casinos Austria 
provides everything the fascinating world of the casino has to offer with its individually 
prepared gourmet packages. By far the best-selling vouchers are the ‘Genuss & Casino’, 
the ‘Bar & Casino’ and our all-time favourite, the ‘Dinner & Casino’. They form part of our 
voucher collection with ‘Dinner & Casino Night’, ‘Glück & Casino’, ‘Steak & Casino’, as 
well as the popular gift vouchers. They are all available at shop.casinos.at and can also 
be printed out at home by people looking for a last-minute gift. As a partner of Austria’s 
tourism industry for decades, Casinos Austria underpinned its commitment by support-
ing the sector with an additional bonus for the ‘Dinner & Casino Night’ package, which 
was complemented by a 25 per cent discount on a second night and extra welcome 
chips in cooperation with 19 casino-urlaub.at partner hotels.

In 2020, the food services concept of Casinos Austria was reviewed and the restau-
rants in Casino Kitzbühel and Casino Kleinwalsertal, which are operated by Cuisino 
Gesellschaft m.b.H., were closed. The restaurant in Kitzbühel will be continued under 
new management. We were able to gain the Harisch family as successor. Committed to 
running the restaurant in the manner to which we have become accustomed and with 
the highest quality standards going forward, the Harisch family also operates such hotels 
as the Goldener Greif and the Weisses Roessl in Kitzbühel. 

Accessibility – double award for casinos.at
Designing websites so that they are also easy for people with disabilities to use is an ex-
tremely complex task, but one that Casinos Austria has dealt with brilliantly according to 
independent certification body OCG. The actual website and the online store (as the first 
in Austria) received the prestigious WACA (Web Accessibility Certificate Austria) in silver.

Our new three-tier bonus programme, ‘points & more’, opens the way to 
numerous benefits.

The wide-ranging gourmet packages combine gaming and culinary 
delights to create a wonderful evening.
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Events and other activities
Requirement to wear masks, limited number of people, social distancing rules, hygiene 
measures and closures. The measures imposed by the public authorities made it difficult 
to hold events in 2020 and any that were held required a clear safety plan. The majority 
of events, including tournaments and the ‘Casino-on-Tour’ events, could not take place. 
Some 200 third-party or collaborative events were held in our casinos (predominantly in 
the Baden and Velden event centres). They complied with all safety and hygiene regula-
tions, as well as the statutory COVID-19 requirements.

Safety for guests and staff
The impact of the COVID-19 pandemic was also dominant in the area of guest relations. 
The focus was on staying in touch with guests and keeping them up to date during the 
months-long closures. 

Our 12 casinos and the restaurants were able to reopen on 29 May after the first lock-
down in Austria. Even if only possible to a limited extent and under various conditions, 
everything was done to offer guests an unforgettable and safe experience in all our 
casinos. 

One of the main cornerstones of smooth gaming operations was the planning and imple-
mentation of a comprehensive safety and hygiene concept for each casino. This included 
the installation of acrylic partitions at the game tables and between slot machines to 
provide guests with maximum safety while playing. Our preparations also included the 
definition of specific rules for the restaurants in order to comply with regulations.

Casinos in Austria

A comprehensive safety and hygiene concept was implemented when preparing casinos for the opening phases.
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The casinos were equipped with 100,000 disposable FFP masks. Appropriate tongs for 
distributing the FFP masks, face visors for staff members, disinfectant dispensers, gloves, 
cleaning wipes, wall dispensers, and spacer adhesive were in use in every casino. 

The fact that differences even need to be taken into account for disinfectants illustrates 
the effort involved. Special attention must be paid to the type of surface on which disin-
fectants are used. For example, a different disinfectant is used for railings, door handles 
and sanitary facilities than for wood or sensitive surfaces. Highly sensitive surfaces like 
the touchscreen seen on slot machines require a different disinfectant for cleaning.

Fire at Casino Linz
A fire broke out at Casino Linz on 8 February 2020, leading to a short-term interruption 
of operations. Thanks to the tireless efforts of staff members at the casino and a well-co-
ordinated crisis management team, major parts of the casino were reopened on 10 Feb-
ruary, i.e. just 48 hours after the incident. The gaming area on the first floor (the so-called 
Jackpot Casino) was adapted for this and the range of games expanded. In addition to 
the usual slot machines and poker, guests can also play the popular classics roulette, 
blackjack and Easy Hold’em there. Operation of the main gaming area and dining facili-
ties on the upper floor is still suspended, however. Casino Linz’s expanded poker lounge 
was also able to remain in operation, offering a range of products and services with the 
proven poker expertise of Casinos Austria.

Casinos in Austria

Roulette is one of the most popular classics in Casinos Austria’s extensive range of games.

GRI 
416-1

SDG 16
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Casinos in Austria

CASINO LOCATIONS

Casino Baden
Director Harald Brandstätter
Kaiser-Franz-Ring 1
A-2500 Baden
Phone: +43 2252 444 96
Email: baden@casinos.at
baden.casinos.at

Casino Bregenz
Director Bernhard Moosbrugger
Platz der  
Wiener Symphoniker 3
A-6900 Bregenz
Phone: +43 5574 45127
Email: bregenz@casinos.at
bregenz.casinos.at

Casino Graz
Director Christian Szentivanyi
Landhausgasse 10
A-8010 Graz
Phone: +43 316 832578
Email: graz@casinos.at
graz.casinos.at

Casino Innsbruck
Director Robert Frießer
Salurner Straße 15 
A-6020 Innsbruck
Phone: +43 512 587040
Email: innsbruck@casinos.at
innsbruck.casinos.at

Casino Kitzbühel
Director Hannes Huter
Hinterstadt 24
A-6370 Kitzbühel
Phone: +43 5356 62300
Email: kitzbuehel@casinos.at
kitzbuehel.casinos.at

Casino Kleinwalsertal
Director Manuel Haderer
Walserstraße 31
A-6991 Riezlern
Phone: +43 5517 5023 240
Email: 
kleinwalsertal@casinos.at
kleinwalsertal.casinos.at

Casino Linz
Director Martin Hainberger
Rainerstraße 2-4
A-4020 Linz 
Phone: +43 732 654487
Email: linz@casinos.at
linz.casinos.at

Casino Salzburg
Director Wolfgang Haubenwaller
Schloss Klessheim
A-5071 Wals-Siezenheim
Phone: +43 662 854455 0
Email: salzburg@casinos.at
salzburg.casinos.at

Casino Seefeld
Director Martin König
Bahnhofstraße 124 
A-6100 Seefeld
Phone: +43 5212 23 40
Email: seefeld@casinos.at
seefeld.casinos.at

Casino Velden
Director Hermann Weissitsch
Am Corso 17
A-9220 Velden
Phone: +43 4274 2064
Email: velden@casinos.at
velden.casinos.at

Casino Vienna
Director Reinhard Deiring
Palais Esterházy
Kärntner Straße 41
A-1010 Wien
Phone: +43 1 5124836
Email: wien@casinos.at
wien.casinos.at

Casino Zell am See
Director Tobias Ortmeier
Esplanade 4-6
A-5700 Zell am See
Phone: +43 6542 47447
Email: zellamsee@casinos.at
zellamsee.casinos.at

Our 12 casinos at a glance
Casinos Austria’s extremely broad product portfolio has made it one of the world’s lead-
ing gaming operators since 1968. At the heart of our Group are the 12 Austrian casinos 
in Baden, Bregenz, Graz, Innsbruck, Kitzbühel, Kleinwalsertal, Linz, Salzburg, Seefeld, 
Velden, Vienna and Zell am See. They are located across the country and each one is just 
as unique as its own host region. As leading tourism operations, they blend in harmoni-
ously with their settings and generate a high level of regional value added.

GRI 
102-4
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Casinos Austria International

Developments in the international gaming sector were dominated by the COVID-19 
pandemic in 2020. Coronavirus containment measures led to extensive and long-term 
closures, resulting in unprecedented challenges. But this did not obstruct the planned 
opening of two new venues.

Casinos Austria International Holding (CAIH) and its subsidiaries together form an inter-
national gaming group. CAIH consolidates Casinos Austria’s extensive international ac-
tivities under one roof. Since it was founded back in 1977, the wholly-owned subsidiary of 
Casinos Austria AG has gone on to become a leading player in the global casino sector. 
Thanks to its unique portfolio of casino management and development services, CAIH 
has brought more international casino projects to a successful conclusion than any other 
operator in the world. The key markets are situated in the European Union, Switzerland 
and Australia.

Tradition, innovation, integrity, responsibility to society, safety and service excellence are 
the cornerstones of Casinos Austria International’s strong reputation. The CAI Group’s 
business activities include the operation and management of its own casinos, the opera-
tion of casinos on a management contract basis, as well as financial investment in casino 
operators. Focus is always put on perfectly aligning products with their particular local 
market.

2020 IN REVIEW
The global economy was weakened enormously due to the – in some instances drastic 
– measures taken to contain the coronavirus, especially in the second quarter of 2020, 
and with the exception of online gaming, the gaming industry was one of the hardest hit. 
Accordingly, operational development in the establishments of Casinos Austria Interna-
tional in 2020 is also shaped by the coronavirus pandemic. 

GRI 
102-2
102-6

  

The Reef Hotel Casino in Cairns, Australia.
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In 2020, 25 establishments and video lottery terminals (VLTs) were operated in nine 
countries. A total of 232 game tables, 3,626 slot machines and 3,569 VLTs were in opera-
tion. Casinos Austria International employs 857 people. Guest numbers fell from 3.3 mil-
lion in 2019 to 1.6 million. Due to closures imposed by the public authorities because of 
the COVID-19 pandemic, the gross gambling yield (including ancillary revenues) dropped 
from EUR 180.8 million to EUR 111.3 million year on year.

While gaming revenues at Casinos Austria International were still 11 per cent higher than 
last year in January and February 2020, every casino had to cease operations temporar-
ily between the middle and end of March. Management immediately took all possible 
measures to stem the outflow of liquidity. Wherever possible, government financial 
support was utilised in every country. This predominantly includes a reduction in fixed 
HR costs arising from short-time work due to the coronavirus pandemic, deferred tax 
payments and financial support to cover fixed costs. All our establishments were gradu-

ally put back into operation between May and July 2020. 

Establishments were reopened with strict hygiene require-
ments in Germany on 25 May, Hungary in 12-hour operation 
from 6 May and 24-hour operation from 5 June, Switzerland 
and Liechtenstein on 6 June, Denmark from 8 June and 
Northern Macedonia from 24 June. They were followed by 
openings in Belgium on 1 July, Australia on 3 July and finally 
Egypt on 7 July 2020. Efforts to provide guests with an 
enjoyable casino experience despite all the limitations were 
successful. An increase in the number of infections from 
November 2020 prompted numerous restrictions in and 
closures of gaming establishments.

Compared to last year, Casinos Austria International’s es-
tablishments show the following picture in 2020:

•  Liechtenstein’s second venue, Casino 96 in Balzers, 
was opened in September;

•  Casino Vesterport, Copenhagen’s second venue, 
opened in November; 

•  the number of video lottery terminals in Northern Mac-
edonia was once more significantly increased, amount-
ing to 3,569 units at the end of 2020.

Outlook for 2021
The pandemic has prompted Casinos Austria International’s 
general management to shift its focus temporarily toward 
stabilising the financial and liquidity situation. At the same 
time, it is taking into account any available government sup-
port measures. 

Casinos Austria International

Casino 96 in Balzers has been Liechtenstein’s second venue since 
September.
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CAI OPERATIONS IN 2020 

• The Reef Hotel Casino, Cairns, Australia
• Casino Semiramis, Cairo, Egypt
• Grand Casino Brussels Viage, Brussels, Belgium
• Casino Copenhagen, Copenhagen, Denmark
• Casino Odense, Odense, Denmark
• Casino Munkebjerg Vejle, Vejle, Denmark
• Casino Marienlyst, Helsingør, Denmark
•  Casino Vesterport, Copenhagen, Denmark
• Spielbank Bad Bentheim, Bad Bentheim,  

Germany
• Spielbank Bad Harzburg, Bad Harzburg,  

Germany
• Spielbank Bad Pyrmont, Bad Pyrmont,  

Germany
• Spielbank Bad Zwischenahn, Bad Zwischenahn,  

Germany
• Spielbank Göttingen, Göttingen, Germany
• Spielbank Hannover im RP5, Hannover, 

Germany
• Spielbank Norderney, Norderney, 
 Germany

• Spielbank Wolfsburg, Wolfsburg, 
 Germany
• Spielbank Osnabrück, Osnabrück,  

Germany
• Aquamarin Casino Seevetal, Seevetal,  

Germany

• Casino Schaanwald, Schaanwald,  
Liechtenstein

• Casino 96 Balzers, Balzers, Liechtenstein
• Casino St. Moritz, St. Moritz, Switzerland
• Casino Lugano, Lugano, Switzerland
• Grand Casino Bern, Bern, Switzerland
• Casino Sopron, Sopron, Hungary

•  Video lottery terminals in Macedonia

The main focus in early 2021 will be on making the reopening of venues that were closed 
due to the second lockdown as smooth as possible. 

The medium- to long-term strategy of investing in existing markets, opening additional 
venues and tapping into new markets remains unchanged.

The upper floor of the Grand Casino Brussels Viage is being converted into a slot ma-
chine gaming area.

CAI and a subsidiary in St. Moritz will go live with an online casino in Switzerland. The 
Casino St. Moritz relocation to a more attractive venue in the town centre will be com-
pleted. 

The casino in Lower Saxony is being relocated from Bad Harzburg to the much larger 
city of Braunschweig. 

Casinos Austria International publishes financial reports in the Austrian Control Bank’s 
Issuer Information Centre. The financial report for 2020 can be downloaded at issuerinfo.
oekb.at/startpage.html from the end of April 2021.

Casinos Austria International



50 Our business units

An interview 
with Theresa 
Dorfmaier and 
Barbara  
Antensteiner 

What makes N!CE so special and therefore different?

Theresa Dorfmaier: Compared to existing games, with 
N!CE we have managed to guarantee maximum flexibil-
ity in the product’s design. This means that we can re-
spond very quickly to trends, we can raffle off the latest 
and hottest prizes and we are flexible in the number and 
timing of draws. We also have a certain amount of leeway 
when it comes to pricing. This means that we have a few 
levers available so as to be guided by our customers to 
the greatest possible extent. Not visible for players in 
Austria but an important factor for us was that there is no 
comparable product on the market yet. Accordingly, we 
had nothing to ‘copy’ from anywhere. That is why a lot of 
effort went into market research, which also ensured that 
we were able to design the product so that it meets the 
wishes and needs of the target group perfectly – as far as 
the legal framework allowed.

But let us just pause and briefly press replay at this point. 
The development process was extensive and began with a 
collaboration with the acclaimed Silicon Valley-based Pro-
pelland agency in August 2017. Product development was 
a greenfield project, as it were. 
The outcome is a non-cash prize lottery that has the feel 
of a classic lottery product but with all the benefits of an 
electronic lottery. Service design thinking meant that the 
entire development process was customer-centric.

N!CE is the new game from Austrian Lotteries. It has 
been online for ‘mobile users only’ since mid-Septem-
ber 2020. ‘Mobile users only’ because it is the first time 
that a game can be played from a smartphone only. 
Appealing to a digital-savvy target audience, the N!CE 
maxim is experiences instead of big jackpots. N!CE is a 
non-cash prize lottery. For example, the first prizes inclu-
de short breaks, popular technical gadgets like the latest 

smartphone, carbon bicycles or interior design vouchers.
The N!CE project team went through an exciting, extra-
ordinary few months in 2020. The new game was presen-
ted to staff members at the end of January 2020 in the 
Group’s Innovation HUB, detailed planning for the game 
launch took place in May – and then came the COVID-19 
pandemic. This pause in activities was only perceived as 
such by outsiders because project work continued tire-
lessly with a view to launching N!CE in the autumn. 
Product Manager Theresa Dorfmaier and Barbara An-
tensteiner (N!CE Product and Service Design) helped to 
shape the entire N!CE development process.

Product Manager Theresa Dorfmaier.

“„
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So, N!CE was a greenfield product development. 
Where did you start and where did you sometimes 
branch off? 

 Barbara Antensteiner: Greenfield product develop-
ment means that the path is never a straight one. There 
were many ups and downs – I would say it was a bit like 
crossing the Alps. We had lots of ideas but they were 
not feasible under the Austrian Gaming Act. There was a 
wonderful idea for how to top up credit, for example. But 
ultimately we did not implement it because of the launch 
date and resources. But it is not abandoned and perhaps 
we will put it back on the agenda again.    

Theresa Dorfmaier: One route we really did take twice 
was the naming process. It was important for us to find a 
name that sums up what this product is all about. A word 
that best expresses the feeling of having won, for exam-
ple. A word that describes this very special moment.

What were the greatest challenges?

Barbara Antensteiner: Bridging the gap between a 
purely digital product and the Austrian Gaming Act was 
definitely one of the biggest challenges. With a digital 
product you are always measured against the big players. 
For example, when we talk about community features we 
have to compare ourselves with Facebook and Instagram. 
But we were clear on the fact that we would be guided by 
our core business and develop a product that is fun and 
has plenty of user benefits for a pro-gaming target group.

What were the main findings?

Barbara Antensteiner: The main finding was discover-
ing how much an interdisciplinary team can achieve to-
gether. We focused on having plenty of know-how in the 
project team and allocating work according to interests 
rather than job descriptions. This certainly helped us to 
overcome the various obstacles that came our way. 

Would I want to win a N!CE prize?

 Theresa Dorfmaier: I would definitely have answered 
this question quite differently a year ago. But today I 
would love to go out for a meal or spend a weekend re-
laxing and unwinding in a hotel. N!CE has an enormous 
range of prizes and right now I am trying my luck. 

Barbara Antensteiner: That is a great question, espe-
cially in the current situation. I always remember one of 
the first prizes to be requested directly from our target 
audience. It was tickets for the Tomorrowland Festival in 
Belgium, which is supposed to be really cool. The tick-
ets are very hard to get hold of, making them the perfect 
prize for N!CE and one I personally would love to win. 

Barbara Antensteiner, N!CE Product and Service Design.
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LOTTERIES WORLD

Austrian Lotteries has a broad portfolio of lottery products for all target groups: Lot-
to ‘6 aus 45’ with LottoPlus, EuroMillions, Joker, Football Pool with Goal Bet, Number 
Lotto 1-90, Bingo, Class Lottery, the Lucky Day and TopTipp pick slip-based games, the 
scratch-off ticket and break-open ticket instant lotteries, Click&Win games offered as an 
online instant product with high entertainment value on win2day.at, and the N!CE non-
cash prize lottery. The distribution network comprises some 5,000 retail outlets. Tobac-
conists account for about half of that figure. The casinos and WINWINs also perform the 
role of a retail outlet.

win2day is the premier address for licensed games of chance on the internet. The Casino 
Room guarantees fun and excitement with classics like roulette and blackjack, as well as 
exclusive slots and many different video poker games. win2day’s Poker and Bingo Rooms 
are all about a shared game experience. Good preparation and background knowledge 
are the name of the game in the Sports Betting Room. The broad portfolio of lottery 
products is also available on win2day.

WINWIN offers guests the opportunity to play on the latest generation VLTs. WINWIN 
now operates 21 outlets across Austria, offering lots of fun, a great atmosphere and Aus-
trian hospitality for guests looking for entertainment.

tipp3 is Austria’s leading sports betting operator and offers its services in all nine 
provinces. tipp3 bets can only be placed by people of 18 or over in retail outlets, via the 
tobacconist app or online at tipp3.at.
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Lottery products of Austrian Lotteries

Keeping the games relevant, attractive and available despite the COVID-19 pandemic 
were the key challenges in the 2020 fiscal year. The success we enjoyed was mainly due 
to innovative product designs, excellent cooperation with our retail partners, as well as 
investments in equipment for retail outlets. 

In our existing product portfolio, the Lotto Bonus Draw enjoyed an enormously success-
ful premiere, and the N!CE non-cash prize lottery heralded in a completely new way of 
playing and winning. With regard to winner performance in 2020, 486 players managed 
to win EUR 100,000 or more, 49 of them even running into the millions, making it 72 high 
prizes or four millionaires more than in 2019.

Premiere: Lotto Bonus Draw
Friday 13 March 2020 was a first for Lotto ‘6 aus 45’. To mark 
this special date, an additional draw, the Lotto Bonus Draw, 
was held for the first time on a Friday. The Lotto Bonus Draw is 
a complete game round in which a LottoPlus draw and a Joker 
draw take place simultaneously. It will be integrated into the 
usual draw cycle. This means that if there is a jackpot on the 
previous Wednesday, it will be played for in the Bonus Draw 
on Friday. Jackpots from the Bonus Draw will be played for on 
the following Sunday. A total of three Lotto Bonus Draws took 
place in 2020: 13 March, 19 June and 13 November. The Lotto 
Bonus Draw also enjoyed success with its TV commercial. ‘Auf 
Pech folgt Glück’ [after bad luck comes good fortune] won 
Austria’s ‘State Prize for Advertising 2020’ in the Advertising 
Film category.

New game concept: N!CE non-cash prize lottery 
Non-cash prizes and unique experiences in place of high-value 
jackpots! Austrian Lotteries launched a completely new game 
concept on 14 September 2020: N!CE. 

The first prizes include short breaks in Austria, popular technical gadgets like the latest 
smartphones, carbon bicycles, interior design vouchers and exclusive private concerts. 
Players can choose which of the daily changing non-cash prizes they would like to win. 
The time at which it is possible to start buying scratch-off tickets for a certain non-cash 
prize and when the raffle will take place is clearly indicated. There is also a countdown 
for each draw. All games played are shown directly on N!CE and in the win2day account 
under ‘My Games’.  

There are three different types of prize structure depending on the stake (EUR 0.50, 
EUR 1.00 or EUR 1.50). A dedicated currency with the catchy name CO!N (1 CO!N = 
EUR 0.50) is used for N!CE. In addition to the first (non-cash) prizes, CO!Ns are played 
for in the lower tiers. The lowest prize tier is 1 CO!N. Nine out of ten scratch-off tickets 
win fun bonus games or all/part of the stake back, for example.  

GRI 
102-2

  

Silvia Schneider and Norbert Oberhauser hosted the premiere 
of the Lotto Bonus Draw.
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Lottery products of Austrian Lotteries

N!CE is an electronic lottery according to Article 12a Austrian Gaming Act and can only 
be played on a mobile device at nice.at with an associated active win2day account. This 
guarantees compliance with the stringent youth and player protection measures of 
Austrian Lotteries. To participate in win2day, a person must have a primary or secondary 
residence in Austria and be aged 18 years or over. In addition, payment limits and playing 
time limits must be set and only one user account is allowed per person.

EuroMillions: Euro jackpot rises faster and Europe sees record-breaking prize
An adjustment to EuroMillions was introduced on 4 February 2020, which resulted 
in the first prize tier (i.e. the euro jackpot) rising even faster. The first prize tier is now 
worth more in the first five rounds of play, meaning the EUR 100 million mark is reached 
much earlier than before. In addition, the upper limit of the euro jackpot has been raised 
from EUR 190 million to EUR 200 million. But this limit is only temporary because if 
EUR 200 million is reached and won, then the limit in the next game cycle is EUR 10 mil-
lion higher with the final cap amounting to EUR 250 million. At EUR 2.50, the price of one 
EuroMillions pick remains unchanged. 

Click&Win game expansion 
Since 8 May 2019, the range of games on win2day has been growing constantly thanks to 
new Click&Win games. These electronic instant games are offered in addition to the ex-
isting online instant products and thus in addition to the digital break-open and scratch-
off tickets. 13 new Click&Win games were introduced in 2020, extending the range to 22 
games in total.

Lotteries app successful
Since 6 May, it has also been possible to top up the Glücksbörse e-wallet electronically 
using an eps bank transfer or a credit card. In November 2020, the Lotteries app moved 
into the world’s third largest app store, the Huawei AppGallery. The implementation of 
the Glücksbörse e-wallet secured fifth place at the European Lotteries (EL) Innovation 
Awards.  

Austrian Lotteries launched a completely new game concept in the shape of the N!CE 
non-cash prize lottery.
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Lottery products of Austrian Lotteries

EXTENSIVE SUPPORT FOR RETAIL PARTNERS

Much has been done to give our retail partners the best possible technical support in 
their daily work, such as the rollout of the new online terminals, the digital advertising 
screens and the expansion of the LotterienPortal service platform. In addition, another 
important investment was made in the presentation and sale of our games by equipping 
retail outlets with new scratch-off ticket dispensers. 

2,900 new online terminals and 700 advertising screens installed throughout Austria
The rollout of the new generation of multimedia terminals for retail outlets across Austria 
was completed in October 2020. Accordingly, a major project involving a EUR 10 million 
investment was implemented successfully in 2020, despite the adversities of the coro-
navirus pandemic. Now in their fourth generation, the terminals were once more devel-
oped in partnership with Linz-based technology company KEBA and produced in Upper 
Austria. Austrian Lotteries has developed the software for the terminals and associated 
central system in-house. The new terminal offers advantages for retail partners because 
registration in the system is now possible with a fingerprint and more extensive informa-
tion can be provided for customers via a larger screen.

Tobacconists have often asked for the ability to pass on information to customers via an 
additional advertising screen in the retail outlet and this request has now been complied 
with. This involved an investment of some EUR 700,000 and about 800 retail outlets are 
now equipped with screens featuring state-of-the-art digital signage.

1,900 new scratch-off ticket dispensers and exciting scratch-off tickets
In 2020, Austrian Lotteries provided retail partners with completely new dispensers and 
displays in various sizes and formats free of charge for one of its instant products, the 
scratch-off ticket. The right model exists for every application and all spatial conditions. 
Thanks to this investment of some EUR 340,000, new sales aids make the tickets far 
more prominent and thus easier to sell for retail partners. The scratch-off ticket offered 
customers exciting games in 2020, including ‘Lucky Cash’ with luck booster and a sec-
ond chance to win on an online terminal in retail outlets, ‘Glücksherz’ [lucky heart], 

New scratch-off ticket dispenser for retail outlets. KEBA from Linz also supplied the fourth generation of terminals.
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Lottery products of Austrian Lotteries

‘No time to die’ (licensed game for the James Bond film), ‘Stinkreich’ [filthy rich], ‘Big 
Money’, ‘Mega Money’, ‘Paradise Cash’, ‘Jeden Tag Geburtstag’ [every day’s a birthday], 
‘Glückshexe’ [lucky witch], ‘Adventkalender’ [advent calendar], ‘PinguWin’, ‘1 Jahr 
Weihnachten’ [Christmas for a year], ‘Winterzauber’ [winter magic] and ‘Viel Glück’ [good 
luck]. The scratch-off ticket range on win2day was extended to 20 versions.

Expansion of the LotterienPortal online service and communication platform 
The need for appropriate digital channels was especially apparent during periods of 
limited personal contact due to the COVID-19 pandemic. The LotterienPortal provides 
retail partners with a perfect service platform for lottery games. Important news, re-
ordering features for lottery products, all current and planned promotions, personal 
sales development compared to the market in general, as well as statements and daily 
reports are available whenever needed. Every aspect of ticket management can be dealt 
with, training and e-learning on responsible gaming can be held and information can be 
accessed there. 

Lotto on cigarette vending machines
Unique across Europe, a project involving cigarette vending machines with gaming prod-
ucts was launched at a number of Austrian retail outlets in August 2020. It provides retail 
partners with a tobaccoland cigarette vending machine with an excellent opportunity to 
generate additional revenue with the sales made outside opening hours. The machines 
with added value allow users to play Lotto, LottoPlus, Joker and EuroMillions around 

the clock. In addition, EuroBon prepaid vouchers are 
available for EUR 10.00 or EUR 20.00. Some 220 ma-
chines were equipped with the touch-screen operated 
gaming feature by the end of the year. The machines 
accept an ATM card or cash and print out a lottery 
ticket. 

Regardless of payment method, an ATM card is always 
required for proof of age, meaning the Austrian Lot-
teries player protection requirements are complied 
with. This cooperation agreement between Austrian 
Lotteries and tobaccoland will continue in 2021 and 
additional cigarette vending machines will be upgrad-
ed accordingly. 

In addition, Austrian Lotteries had deployed five 
self-service machines for its gaming products in 
various parts of Austria by the end of 2020. A limited 
number of scratch-off tickets and Lotto, LottoPlus, Eu-
roMillions, as well as Joker can be played, but only as 
quick picks. Payment is made by ATM card or in cash. 
Age verification is carried out beforehand using NFC 
technology and ATM card.Lotto on cigarette vending machines – the only project of its kind in Europe.
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Lottery products of Austrian Lotteries

The installation of 700 advertising screens satisfied the wishes of many tobacconists.

486 PRIZES WORTH UPWARDS OF EUR 100,000

486 players managed to win a prize of at least EUR 100,000 in 2020. This means that in 
terms of winner performance, 2020 is another record-breaking year with no less than 72 
high prizes more than in 2019. These 486 prizes included 49 (or a good 10 per cent) in 
excess of a million, i.e. four millionaires more than the year before. The 49 prizes worth 
more than a million are spread across the entire country. 
At least one person was able to celebrate in every province. The highest prize in 2020 
went to an Upper Austrian as the year drew to a close. He won a six-time rollover jackpot 
with a Lotto quick pick on his own on 27 December and with it precisely EUR 9,165,954. 

Although the ‘Brieflos [break-open ticket] TV-Show’ on ORF with Peter Rapp was taken 
off air at the end of 2018, the break-open ticket wheel continues to spin for the time 
being because the last series with the Brieflos TV-Show coupons is still valid. According-
ly, the two candidates who were identified in March 2019 were able to try their luck on 
the wheel in the Austrian Lotteries venue Studio 44 in Vienna – under the supervision of 
a notary, of course – on Tuesday 7 July 2020. And they did so with enormous success, 
spinning EUR 100,000 in total. Given that the wheel’s 80 fields only include six with a 
prize of EUR 50,000 or more, the two candidates were extremely fortunate. 

OUR GAMES AT A GLANCE

Lotto ‘6 aus 45’ with LottoPlus
TopTipp [top pick]
EuroMillions
Football Pool with Goal Bet
Number Lotto
Bingo
Joker

Lucky Day
Class Lottery
Break-Open Ticket
Scratch-Off Ticket
Click&Win (electronic lottery on win2day)
N!CE (electronic non-cash prize lottery)
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win2day – online gaming

win2day is the premier address for licensed games of chance on the internet. Computers, 
tablets, smartphones – this gaming website brings game experiences to every device. 
The 2020 fiscal year was marked by continuous and strong casino game and Novoline 
slot machine launches, as well as attractive poker tournaments and the launch of Bingo! in 
November. #passaufdichauf [take care of yourself] was used to provide newly registered 
and active users with tips on responsible gaming on win2day. 

win2day excites users with its wide range of games. The Casino Room guarantees fun 
and excitement with classics like roulette and blackjack, as well as exclusive slot ma-
chines (e.g. Novoline and Red Tiger), live casino games from game manufacturer Evo-
lution and many different video poker games. The broad portfolio of lottery products 
with entertaining Click&Win games is also available on win2day. win2day’s Poker and 
Bingo Rooms are all about shared game experiences. Good preparation and background 
knowledge are the name of the game in the Sports Betting Room.

In 2020, win2day expanded its range of casino games developed in-house to include 
the slots ‘Tomb of Fortune’, ‘Power Ninja’, ‘Crazy Conga’, ‘Wilder Prater’, ‘Mega Pachinko’, 
‘Dracula’s Call’ and ‘Age of Osiris’, as well as the ‘Bonus Draw Poker’ video poker game. 
The Novoline range was expanded and now includes the slots ‘The Great Gambini’s 
Night Magic’, ‘Tidal Riches’, ‘Apollo – God of the Sun’, ‘Feather Frenzy’, ‘Book of Ra Deluxe 
10’, ‘Romeo & Juliet’, ‘Sizzling Hot 6 Extra Gold’, ‘Diamond Link™: Mighty Sevens’ and 
‘Diamond Link™: Mighty Elephant’. In addition, the first Red Tiger slots were launched on 
win2day in 2020: ‘Gonzo’s Quest™ MegaWays™’, ‘Mystery Reels MegaWays™’ and ‘Piggy 
Riches™ MegaWays™’.

13 new games were introduced on Click&Win, extending the range to 22 in total. 
Click&Win are electronic instant games offered in addition to the existing online instant 
products and thus in addition to digital break-open and scratch-off tickets. 

New Bingo! World of entertainment on win2day
Mobility and high entertainment value characterise the new Bingo!, which opened its 
doors on 11 November 2020 on win2day. The new online version of Bingo! can now also 
be played on smartphones and tablets. The diversity of the game variants offers enor-
mous variety. Eight minigames – so-called clicksies – provide even more variety in the 
style of classic casino games. 

Playing on win2day means gaming fun on all terminal devices. ‘Wilder Prater’ transports many famous attractions online.

GRI 
102-2
102-6
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They offer more opportunities to win and shorten the waiting period until the next game 
of Bingo! starts. The new Bingo! also has an important chat feature, meaning the social 
aspect is not neglected. 

The games of the new win2day Bingo! have been specially customised for win2day by 
Playtech, an international gaming software company. It is the continuation of a success-
ful partnership that began with the Poker Room on win2day. The new Bingo! games are 
electronic lotteries pursuant to Article 12a Austrian Gaming Act (GSpG).

Poker on win2day
COVID-19 and the associated withdrawal of people into their personal environment 
led to a poker boom on win2day in 2020. This was accounted for with dedicated liv-
ing room poker tournaments and stay-home freerolls, for example. As a result, this 
record-breaking poker year produced the highest daily rake ever achieved on win2day 
(about EUR 31,000), as well as the largest win2day poker tournament with total winnings 
of EUR 171,000 played for at the Easter Festival Main Event in April.

The poker highlight of the year was once more the Austrian & Finnish Online Poker 
Championship 2020 (AFOPC 2020), which was co-organised with Finnish operator Veik-
kaus and held on win2day exclusively. 
win2day identified 15 finalists in a series of 15 tournaments, before the Poker Champion 
2020 was ultimately crowned in the Grand Final. The prize monies amounted to some 
EUR 200,000 in total.

Exotic sports betting in 2020
When most European football leagues ceased operations in the spring of 2020, sports 
fans could still enjoy the leagues of Belarus, Nicaragua, Tajikistan and Taiwan on win-
2day.

Responsible gaming
The protection of minors and prevention of excessive gambling have always been 
absolute priorities for Casinos Austria and Austrian Lotteries, including on the win2day 
platform. #passaufdichauf [take care of yourself] is used to provide newly registered 
and active users with advice on responsible gaming on win2day and encourages them 
to remain conscious of their own gaming behaviour, to set their own limits and to watch 
their own stakes. Detailed information on the responsible gaming measures in place on 
win2day can be found in this report from page 78 onwards. 

GRI 
103-1
416-1

ELECTRONIC LOTTERIES

Article 12a GSpG states that electronic lotteries are games in which the player 
participates directly via electronic media and for which the outcome of the draw 
is calculated centrally and communicated via electronic media. Österreichische 
Lotterien Gesellschaft m.b.H. holds the licence to operate electronic lotteries. 
The games offered in the Poker, Bingo and Casino Rooms are electronic lotteries. 
Keno is operated in accordance with Article 12b GSpG and offered exclusively via 
the internet on win2day.
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WINWIN – video lottery terminals (VLTs)

The slogan ‘WINWIN – Gaming & More’ emphasises WINWIN’s focus on gaming as the 
core product. WINWIN now operates 21 outlets with two new ones opened and a further 
two completed in 2020. The closures imposed by the public authorities due to the COV-
ID-19 pandemic shaped developments over the preceding fiscal year. 

Every WINWIN outlet offers guests the opportunity to play on the latest generation VLTs. 
Contemporary settings, perfectly trained staff, regular promotions and events, as well as 
high-quality bistro cuisine at fair prices round off the package. WINWIN outlets are open 
364 days a year (closed on 24 December). Admission is free and there is no obligation to 
wear a jacket or tie. WINWIN outlets can be visited from the age of 18 and a personalised 
WINWIN card is needed to enter the gaming area. 

Each outlet has between 12 and 50 VLTs with up to 70 different games and prizes of up 
to EUR 10,000 can be won with stakes of as low as EUR 0.10. Details of the responsible 
gaming measures can be found in this report from page 78 onwards.

WINWIN has been an important addition to local and regional leisure and tourism 
economies for years. As a strong partner in its particular region, each WINWIN outlet 
supports local clubs, institutions and initiatives such as the African Toboggan Champi-
onship integration event organised by the ‘Sport spricht alle Sprachen’ [sport speaks all 
languages] association.

Sustainability has absolute priority at WINWIN and is demonstrated in various projects. 
Showcase projects include Fairtrade organic coffee and green electricity in almost all 
WINWIN outlets.

GRI 
102-2
102-6

Trendy and cosy – that’s the atmosphere at WINWIN Hallein.
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Gaming and more
The slogan ‘Gaming & More’ emphasises WINWIN’s focus on gaming as the core prod-
uct. But it also demonstrates that WINWIN outlets have plenty ‘more’ to offer, i.e. more 
fun, more atmosphere, more hospitality – in short, more good times for guests seeking 
great entertainment. And they offer more for sports fans as well, who can watch the Bun-
desliga’s top football matches live in HD in all WINWIN outlets. 

Four new outlets built in 2020
Adding another provincial capital to our list of venues, Tyrol’s sixth outlet was opened in 
Innsbruck on 29 May 2020. The outlet has 15 VLTs on about 180 square metres. 

On 26 October 2020, Austria’s 21st WINWIN outlet was opened in Hallein, making it the 
fourth in Salzburg. Fun and entertainment at its best is offered on some 450 square me-
tres. Cutting-edge technology is the name of the game here – guests can play on 45 
brand-new VLTs, including the new APEX Black Series, and enjoy unparalleled gaming 
entertainment. 

In December 2020, the development of two further outlets in Linz and St. Pölten was 
also completed. These are scheduled to open in the first quarter of 2021. WINWIN St. 
Pölten has 50 VLTs and covering more than 800 square metres is one of our biggest 
outlets in terms of floor space. Highlights include the three VIP VLTs and the four Black 
Series Curved Island. 

Despite 15 VLTs and a relatively small total area of 170 square metres, the Linz outlet 
stands out with an extraordinarily open and modern spatial concept. A VIP machine 
delivers a unique game experience.

GRI 
102-10

Another outlet opens in Tyrol on 29 May: WINWIN Innsbruck.
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WINWIN – video lottery terminals

WINWIN outlets Date opened

Mayrhofen Tyrol 21 May 2004

Lienz Tyrol 14 August 2004

Schärding Upper Austria 21 April 2005

Steyr Upper Austria 06 June 2007

Wels Upper Austria 27 September 2007

Landeck Tyrol 23 April 2008

Vöcklabruck Upper Austria 29 October 2008

Kufstein Tyrol 14 May 2009

Krems Lower Austria 30 March 2011

Salzburg Salzburg 24 May 2012

Linz Urfahr Upper Austria 22 January 2015

Schwaz Tyrol 13 May 2015

Wiener Neustadt Lower Austria 21 August 2015

Bischofshofen Salzburg 19 April 2017

Vienna Prater Vienna 15 February 2018

Eugendorf Salzburg 25 March 2018

Vienna Monte Laa/
Bohemian Prater Vienna 27 April 2018

Vienna Prater II Vienna 22 May 2019

Wolfsberg Carinthia 04 December 2019

Innsbruck Tyrol 29 May 2020

Hallein Salzburg 26 October 2020

WINWIN

WINWIN’s business focus is the operation of VLTs marketed in Austria under the 
WINWIN brand. Austrian Lotteries holds the licence for VLTs pursuant to Artic-
le 12a GSpG. It contributes its innovative strength in the media and technology 
sectors, in particular. Casinos Austria oversees operational planning and provides 
WINWIN with its expertise in gaming and catering.

Video lottery terminals (VLTs)
VLTs look like classic slot machines but diff er very signifi cantly from the latter in their 
game mechanics. While each slot machine calculates its win/lose decisions autono-
mously by random generator, a random generator installed on a central computer makes 
this decision for a VLT based on a predetermined prize structure. The central computer 
then transmits the results to the terminal in question via a telecommunications link. 
Minimum and maximum stakes are EUR 0.10 and EUR 10.00, respectively, and the fi rst 
prize is EUR 10,000.

GRI 
102-4
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The year 2020 was marked by the impact of the COVID-19 pandemic on sporting life, 
European football and major sporting events. tipp3 responded to the lockdown and can-
cellation of all football matches in Central Europe innovatively with extraordinary promo-
tions in the spring, thus ensuring sports betting was available throughout. In addition, a 
key focus in 2020 was on optimising the online and land-based product range and honing 
tipp3’s brand strategy.

As an Austrian Company, Österreichische Sportwetten GmbH sells its products exclu-
sively on the domestic market under the tipp3 brand. tipp3 is an exceptionally strong 
brand with an excellent reputation and assets that are well maintained and secured for 
the long term. Aided brand awareness is stable at 80 per cent. Unaided brand awareness 
has even seen an increase to 18 per cent and of the numerous sports betting brands on 
the Austrian market, tipp3 also performs best in terms of its net promoter score (source: 
Nielsen Fußball-Monitor, November 2020).

Enthusiasm, success, cohesion and responsibility for one another
The year 2020 was strongly infl uenced by the impact of the COVID-19 pandemic, espe-
cially in terms of European football. Shortly before the start of the new tipp3 campaign 
and the strong advertising phase for the UEFA Football Championship, Austria went into 
its fi rst lockdown. tipp3 showed initiative in its response to this lockdown and the cancel-
lation of all football matches in Central Europe at the beginning of March 2020. 

From the very beginning, focus was placed on the core principles of the tipp3 commu-
nity, i.e. enthusiasm, success, cohesion and responsibility for one another. As a strong 
advocate, team manager Franco Foda continues to be at the forefront, just as the loyal 
partnership with the Austrian FA and national team continues to be the basis for tipp3’s 
advertising activities.

Held on the social media channels Instagram and Facebook, the #tipp3heimspiel [tipp3 
home game] focused on the most unique leisure activity at homes up and down the 
country during the lockdown – for example, a living room kick, FIFA gambling or cheer 
training.

tipp3 – sports betting

GRI 
102-2
102-6

  

The new tipp3 betting site stands out thanks to its attractive and clear design.
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Exotic odds (betting on the leagues in Belarus, Nicaragua, Costa Rica and Tajikistan) 
enabled tipp3 to maintain a betting programme throughout. Ukrainian table tennis and 
e-sports also became part of the betting programme virtually overnight. Starting with 
Germany, football returned to Europe in mid-May and tipp3 ramped up its operations 
with renewed vigour: King football is back! This was underpinned by promotional activi-
ties at the point-of-sale throughout 2020. The return of sporting events triggered special 
promotions and betting programme highlights relating to Nations League competitions 
involving the Austrian national team, as well as in the autumn involving Dominic Thiem, 
the Champions League and the Europa League with Austrian participation.

Preparations for the separation of our distribution channels 
The coupling of the retail outlet and online channels made it increasingly difficult for 
tipp3 to implement marketable product strategies for the internet. Accordingly, the 
focus in 2020 was on optimising the product range by separating the online and land-
based channels, which is planned for the beginning of January 2021. 

The aim of the respective working groups and tipp3 departments is for different odds to 
be offered in retail outlets and on the internet after the distribution channels are sep-
arated. This will make it possible to run bespoke advertising campaigns for the various 
target groups and promotions under the tipp3 brand on all distribution channels. tipp3’s 
advertising messages will reach new and existing customers in the best possible way 
and can thus serve and inspire them.

Another core topic in 2020 was intensifying the partnership with the tobacconists’ com-
mittee and tipp3’s retail partners in a sustainable manner. Accordingly, the application 
and pre-registration phase for tipp3’s affiliate programme started in December. This new 
forward-looking business model allows the tobacconists’ committee and tipp3 to expand 
the range of betting products in tobacconists. 

The bridge between the physical and digital distribution channels – the tobacconist as 
interface – is intended to have greater appeal for younger customers interested in sports 
and generate additional sales for tobacconists. 

tipp3 – sports betting

tipp3 ramps up operations with renewed vigour in May 2020: King football is back!

GRI 
102-10
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tipp3 – sports betting

The sports betting industry has only recently experienced another substantial push for 
modernisation thanks to digitisation. The biggest growth factor is live betting. The tobac-
conist, i.e. the betting operator with the densest branch network in Austria, was previ-
ously excluded from this growth market. tipp3 intends to increase the scale of opera-
tions with its retail partners so as to jointly benefit from the online market and especially 
from live betting sales with the affiliate programme. Registration and participation in the 
programme is voluntary for tobacconists offering tipp3 products. Tobacconists benefit 
from all online sales of customers they acquire for the lifetime of the customer. This ‘for 
the lifetime of the customer’ business model is extremely beneficial to tobacconists 
because newly acquired customers involve no additional work once they have regis-
tered. tipp3 also bears the bookmaker risk. This digital one-two between tipp3 and the 
tobacconist is a great opportunity for both parties. Newly acquired online customers will 
also benefit from an exclusive start-up bonus and the expanded 24/7 betting programme 
going forward. Existing tobacconist customers will continue to be served with stimulat-
ing sales-promoting campaigns. 

tipp3 betting site 
Since its relaunch at the end of 2019, the tipp3.at sports betting platform has featured 
an appealing design with clearer and easier-to-use betting options. In October 2020, a 
digital betting centre for tipp3 and win2day was also created. The platforms now stand 
out clearly from existing betting sites currently on the market and create an attractive, 
diverse and individual offer for customers. 

As part of the upcoming separation of distribution channels at the beginning of Jan-
uary 2021, additional departments on tipp3.at were redesigned and upgraded in the 
autumn of 2020 with a view to providing online customers with even an more bespoke 
service in the future. This is supported by a newly developed affiliate programme for 
tobacconists. Its aim is to generate customers interested in online services.   

ÖSTERREICHISCHE SPORTWETTEN GESELLSCHAFT M.B.H.

The company holds licences from all nine provinces in Austria to operate sports 
betting, which does not fall under the national gaming monopoly. Österreichische 
Sportwetten Gesellschaft m.b.H. was founded in April 2000 and the first pick slip was 
played on 24 August 2001. The company has since gone on to become Austria’s lead-
ing sports betting operator in its sector with some 6.5 million pick slips sold under the 
tipp3 brand each year on average. This is more than 100 million pick slips since the 
company was founded. tipp3 bets can only be placed by people of 18 or over in retail 
outlets, via the tobacconist app or online at tipp3.at.



66 Our business units

An interview 
with Christian 
Allesch

The sales representative has an important role to play 
for Austrian Lotteries. What makes this service so 
special?

We have more than 5,000 retail outlets across Austria. 
They all operate in different environments and have dif-
ferent needs because they come from different industries. 
It starts with the small bakery and goes all the way to the 
tobacconist. Some outlets are ten square metres in size 
and others cover more than 100 square metres. Different 
sizes of outlet also have different challenges and this re-
quires an individual approach and support from our sales 
representatives. The team is made up of 33 highly moti-
vated sales representatives and three regional field sales 
managers, who support our retail outlets jointly with their 
colleagues from the sales back office. 

What is the most important task of a sales represent-
ative?

One of the most important tasks is to train the staff of 
retail outlets. When a new game is launched, each retail 
outlet receives training especially for this new product. 
Hugely important is the player protection training, how-
ever. We focus on an aspect of responsible gaming every 
year and this includes our sales representatives training 
every retail partner in player protection. 

What was the sales team’s biggest achievement in 
2020?

Our biggest achievement was that we managed to 
sustainably improve quality at the point of sale (POS) and 
were hugely successful at implementing various sales-re-
lated measures while faced with the COVID-19 pandem-
ic and everything that entailed. Some examples here are 
the implementation of more than 700 advertising screens 
at the POS and the equipment of more than 1,900 retail 
outlets with new scratch-off ticket dispensers, which have 
already yielded more sales.

How is the network of retail outlets positioned in 
Austria?

We have 5,000 retail outlets in Austria and this number 
is slowly declining every year. In particular, the fall in the 
number of tobacconists is especially challenging. Our task 
is to ensure optimum coverage of the gaming portfolio in 

Keeping games relevant and attractive is something 
Austrian Lotteries continued to do successfully in 2020. 
Promotions and offers also provided players with plenty 
of additional bonus prize options. In addition, Austrian 
Lotteries invested in lottery equipment for its retail part-
ners, thus helping them to present and sell the products 
of Austrian Lotteries. 

Austrian Lotteries Sales Manager Christian Allesch talks 
about the highlights of 2020.

Austrian Lotteries Sales Manager Christian Allesch.

“„
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Austria. The Landpartner [rural partner] initiative of the 
Austrian Post helps us to achieve this. We have teamed 
up with the Austrian Post, the food retail sector and the 
Monopoly Administration in an effort to open shops in 
smaller communities so as to provide sustainable local 
supplies there, as well.

 
The gradual loss of local infrastructure is a trend that has 
been seen in rural areas for years. Post offices, grocery 
stores, inns, retailers and wholesalers are closing and 
more and more jobs are disappearing. As a result, young-
er people in particular are moving to urban areas. The re-
sulting dynamics lead to a thinning out of rural regions, 
often colloquially referred to as rural exodus. It is obvious 
that many municipalities are faced with ever greater chal-
lenges because of this trend. That is why action to counter 
this effectively is urgently needed. 

The expansion of infrastructure in rural areas and thus 
their economic revival are the goals of the Landpaket, 
which is based on the two mainstays food retail and post-
al partnerships. 
 
17 strong partners, including Austrian Lotteries, are coop-
erating on this important initiative for rural areas. The sale 
of lottery products has been a proven component of local 
supply and regional economic structure for many years. 
Known for decades, brands like Lotto and EuroMillions of-
fer a perfect way of attracting the customer traffic local 
suppliers need to operate their business in an economi-
cally sustainable manner.

What was the most important investment in retail 
outlets in 2020?

 Apart from the advertising screens and scratch-off 
ticket dispensers, the most important and largest invest-
ment was the acquisition of 3,000 new state-of-the-art 
online terminals. To position us and our retail outlets 
well for the future, Austrian Lotteries invested more than 
EUR 10 million. 

Austrian Lotteries always makes every effort to provide 
world-class technology. By making this major investment 
we are giving our retail partners the best possible sup-
port. As a result, 3,000 of the some 5,000 retail outlets 
are equipped with the latest and now fourth generation 

of terminals, which have been developed in partnership 
with Linz-based technology company KEBA again and 
produced in Upper Austria. 

After American terminals were used in the early days of 
online gaming operations at the beginning of the 1990s, 
the second and third generation of terminals were KEBA 
appliances and thus Austrian products. As with the pre-
vious terminal generations, Austrian Lotteries developed 
the software for the terminals and associated central sys-
tem in-house so as to ensure they are perfectly adapted 
to the needs of the Austrian market. IT operation with the 
fail-safe connection of the terminals to the parallel data 
centres in Vienna and Wiener Neustadt is also managed 
in-house by an IT team totalling some 200 staff members. 

The new terminal offers advantages for retail outlets on 
the one hand because registration in the system is now 
possible with a fingerprint and more extensive informa-
tion can be provided for customers via a larger screen, 
but on the other hand also for customers because a touch 
screen has now been implemented, making it fit for new 
games that need such a function in the future.
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One particular challenge in 2020 from the perspective of compliance was to ensure that 
legal and internal requirements were adhered to even in this particular situation. It became 
clear that this was possible as a result of preparatory work carried out in recent years. Sys-
tematic approaches an our investment in prevention have once more proven their worth.

‘Rethink Responsible Gaming’ was the maxim for the substantive advancement of the 
Group’s understanding of responsibility in 2020. Focusing on authenticity and sustain-
ability, this rethink casts new light on the topic of responsible gaming. Taken from this 
perspective, player protection includes proactive service to the customer and focuses on 
prevention. 

We also saw an enormous rise in digitisation within the Group in 2020, which primarily af-
fected us internally. Without exception, all staff members readily embraced this challenge 
when they entered a new era of collaboration via the home office.

The Group’s activities are dominated by social responsibility and therefore attach particu-
lar emphasis to supporting charitable projects. Our Group has always taken this role very 
seriously, even in the exceptional year of 2020, which needless to say saw us meet our 
social obligation and continue partnerships during this difficult period. Moreover, addition-
al steps were taken with a view to containing the coronavirus pandemic.

In addition, the Group is committed to operating in an environmentally friendly and 
sustainable manner at all levels and thus to making a tangible contribution to climate 
protection.20

20
OUR RESPONSIBILITY

Responsible to society, our staff and the environment

EUR 1,700,000,000
in sports funding since 1986

EUR 3,767,572.66
spent on initial and continuing vocational training over the past three years
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Full compliance in the handling of our games, active anti-money laundering management, 
full adherence to all data protection requirements, and the highest standards of security 
and safety for every player. These criteria are essential for licensed gaming companies. 
That is why compliance plays a central role in the business activities of the Casinos Austria 
and Austrian Lotteries Group and why our code of conduct is the foundation for all our 
activities. One particular challenge in 2020 from the perspective of compliance was to en-
sure that legal and internal requirements were adhered to even in this particular situation. 
It became clear that this was possible as a result of preparatory work carried out in recent 
years. Systematic approaches an our investment in prevention have once more proven 
their worth. 

The regularly audited pillars of compliance are: 

•  compliance management including anti-money laundering (ISO 19600, ISO 
37001); 

•  information security (ISO/IEC 27001:2013; WLA-SCS:2016);
•  data protection (GoodPriv@cy:2018); 
•  quality management (ISO 9001:2015).

Developing the compliance management system further is one of our Group’s particu-
lar concerns. The targets we have set help us to ensure that the management system 
remains highly effective and to make further improvements. 

COMPLIANCE 

Based on the Austrian Code of Corporate Governance, the Casinos Austria and Austrian 
Lotteries Group understands compliance to mean adherence to statutory provisions and 
regulatory standards but additionally also the observance of ethical requirements and 
standards. In particular, compliance also includes the establishment of organisational 
measures and processes to ensure requirements are adhered to. 

Our Group believes that compliance represents a clear, binding and unambiguous set of 
rules that applies to all staff members. It is with this in mind that we maintain a system-
atically structured, traceable and periodically audited compliance management system 
that contains both preventive measures, such as information, education and training for 
our staff, as well as measures to guarantee the effective monitoring of our internal pro-
cesses. The Compliance unit provides our organisational units with assistance and advice 
on the implementation of legal requirements and assessing related issues in the subject 
areas. Moreover, regular risk assessments reinforce awareness of compliance risks. 

Compliance on every level

GRI 
102-16

103-1
205-1

GRI 
102-12

102-30

GRI 
205-2

GRI 
205-2

SDG 16
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Compliance on every level

Compliance priority areas
Compliance and anti-money laundering 
Principles and measures aimed at ensuring that a company, its staff and wherever appro-
priate third parties comply with anti-corruption provisions are defined and systematically 
verified. As part of an audited management system for anti-money laundering and crime 
prevention, money laundering risks are continuously assessed and anti-money launder-
ing training courses regularly held. The Group works closely with the Austrian Federal 
Crime Agency’s Financial Intelligence Unit (FIU) in this area. 
 

Data protection and information security 
The effectiveness of our Group’s data protection management system, which has been 
in place for more than ten years, is documented and confirmed in the course of regular 
internal and external audits. Data protection compliance activities focus on the security 
of customer data, guest data, but also on the personal data of all staff members as well 
as on ensuring compliance with the rights of the data subject. Active data protection 
management is central to this. Data protection coordinators in the various business units 
are experts in data processing and act as an important interface between the data pro-
tection officer and departments. 

Information security helps us to protect against threats to the confidentiality, availability 
and integrity of information and thus prevents economic damage by minimising risk. Ac-
cordingly, information security is also an essential prerequisite for ensuring compliance 
with data protection legislation. The World Lottery Association’s industry standard (WLA-
SCS) also provides lottery-specific requirements, which are addressed in the information 
security management system. 

The Group’s internal security committees, which have been in place for many years, and 
the Process & Project Board promote optimum coordination on information security and 
data protection issues across the Group. 

Responsible gaming
Staff training and a package of organisational and technical measures aim to ensure that 
statutory and internal requirements are met.

International standards are used with a view to efficiently applying proven methods 
across the Group. Internal and external auditors ensure standards are complied with.

Data protection management – successful surveillance audit 
GoodPriv@cy is a quality guarantee mark for data protection. It is awarded for exemplary 
data protection practises and the corresponding high standards of information security. 
The primary aim of GoodPriv@cy is to reinforce public confidence in the holders of this 
seal of quality complying with data protection requirements. 

GRI 
103-1
103-2
103-3
205-1
205-2
205-3

GRI 
418-1

GRI 
103-1,2,3
416-1

SDG 16
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GRI 
102-12
102-16

Compliance on every level

The SQS GoodPriv@cy certificate is internationally recognised. SQS performed the 
annual GoodPriv@cy audit of our data protection management system in May 2020. In 
addition to the head office of Casinos Austria AG, Österreichische Lotterien Gesellschaft 
m.b.H. and Casinos Austria Sicherheitstechnik GmbH, the casinos at Salzburg und Zell 
am See were successfully audited. 

Quality management – successful surveillance audit
Casinos Austria AG’s audit in accordance with the current ISO 9001:2015 standard was 
once more a success. Quality management is an important pillar of all the company’s 
processes. 

Information security management – successful surveillance audit
The information security management system was also audited by an external body in 
2020 and recertified in accordance with ISO 27001:2013 and WLA-SCS:2016. 

In 2020, the year of the pandemic, drawing attention to and thus raising awareness of 
risks and dangers in email security, internet security and social engineering took on a new 
significance. Due to the close relationship with data protection, awareness-raising meas-
ures in this area have a dual effect and are perfectly coordinated because both topics fall 
within the remit of the Compliance department. The advanced and secure IT infrastructure, 
which is designed and monitored by highly skilled in-house IT staff, made it possible to 
switch from working in the office to working from home almost immediately. Moreover, 
information security risks associated with working in a home office environment could and 
can be greatly reduced thanks to the high level of data protection and information security 
awareness that staff members have already built up over many years. 

Whistle-blower system
Our Group gives absolute priority to compliance with statutory and internal regulations. 
We can only avert damage to our company, guests, customers, staff and business part-
ners if such regulations are observed. Accordingly, it is important to identify misconduct 
early on and to rectify and remedy it immediately. 

Our whistle-blower system was set up to offer a means of providing evidence of a seri-
ous violation of any rule or legislation. It includes any violation that may seriously impair 
the (financial) interests of our Group or cause serious reputational damage. As part of a 
fair and transparent procedure, the whistle-blower system protects the company, those 
affected and the whistle-blowers. 

The Casinos Austria and Austrian Lotteries Group’s whistle-blower system has been 
available to internal and external whistle-blowers since 2018 and can be accessed online 
at bkms-system.net/cal. Accordingly, the Whistle-blower Directive (EU 2019/1937) has 
been taken into account within the Group for several years now. 

GRI 
102-16
205-01

SDG 16
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Compliance on every level

Successful compliance recertification in accordance with ISO 19600 and ISO 37001
ISO 19600 is an international standard that establishes guidelines for the use of com-
pliance management systems. Such systems help organisations to identify, understand 
and respond properly to the risks of irregular conduct. Risk assessment is a central 
element of compliance management in the ISO 19600 standard. Risks are weighted and 
prioritised based on their likelihood of occurrence. Appropriate measures must be taken 
against the most serious compliance risks identified. The ISO standard also extends to 
the roles and responsibilities of the individuals involved.

The ISO 37001 standard is a practicable tool used by organisations to critically assess 
their current risk situation and incorporate appropriate measures against corruption into 
existing structures and processes. Like all management system standards, ISO 37001 is 
also based on the ‘High Level Standard Framework’, making it easy to incorporate into 
an existing ISO 19600-based compliance management system. The Casinos Austria and 
Austrian Lotteries Group were once more the only gaming operator in the world to be 
audited and successfully certified according to the ISO 19600 and 37001 standards in 
2020.

GRI 
102-13
205-1
205-2
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Compliance on every level

Status 2018 Status 2019 Status 2020

Review compliance risk and 
opportunities analysis tool implemented

review again in 
2020

will be replaced  
in 2021

Evaluate structured 
collection of stakeholder in-
vitations in our compliance 
check tool 

extended 
to 2019 extended to 2020 deferred

Evaluate more effective 
methods of checking the 
compliance of sponsoring 
activities

implemented 
2018

scheduled for 
2020: extend 

compliance check 
to CAI extended to 2021

Document all compliance 
training activities offered 
via Group-wide learning 
platform scheduled for 2019 extended to 2020 implemented

Prepare internal surveys to 
assess knowledge of the 
requirements scheduled for 2020 scheduled for 2020 partially implemented

Provide compliance training 
to 95% of staff at our head 
office scheduled for 2020 scheduled for 2020 partially implemented

Provide compliance training 
to 95% of managerial staff 
at our establishments scheduled for 2020 scheduled for 2020 partially implemented

Update and extend 
communication measures 
relating to compliance 
issues scheduled for 2020 scheduled for 2020 implemented

Replace tool for the list of 
processing activities — — scheduled for 2021

Replace compliance, risk 
and opportunities analysis 
tool — — scheduled for 2021

STATUS OF OUR TARGETS

GRI 
103-2

SDG 16



An interview 
with Arno 
Nagelschmied 
and Birgit 
Wunderbaldinger 

Why is player protection so important to us?

Arno Nagelschmied: Responsible gaming is a 
deep-seated tradition within our Group and prioritised 
accordingly. We do not see responsibility as being an op-
tional approach but rather as the foundation of everything 
we offer. We embrace the responsibility we have to our 
customers because they are important to us. Gaming 
should be an enjoyable activity and remain so in the fu-
ture. Most people have a great approach to gaming and 
stay within their means. 

We are well aware of the heightened risk our products 
can pose in certain situations, such as stressful periods 
of life. 

Gaming and responsibility – how do the two fit to-
gether? 

Arno Nagelschmied: The fit together very well. Gaming 
without responsibility can be likened to a car without brakes. 
I think the comparison with the brakes of a car is especial-
ly appropriate because two independent braking systems 
are needed in gaming, too. Should the brakes operated by 
the actual customer fail, then we have a backup braking 
system in the shape of our player protection measures.  
Responsibility has many faces in the Gaming department. 
But although potential problem gambling is most fre-
quently addressed, it is also about transparency, fairness 
and sustainable customer relations, to name just a few 
examples.

‘Rethink Responsible Gaming’ was the maxim for the 
substantive advancement of the Group’s understanding 
of responsibility in 2020. Focusing on authenticity and 
sustainability, this rethink casts new light on the topic of 
responsible gaming. Taken from this perspective, player 
protection includes proactive service to the customer 
and focuses on prevention. 

Raising awareness of responsibility early on when it 
comes to the issue of player protection helps to ensure 
that gaming is an enjoyable experience and keeps cus-
tomer relationships sustainable. 

Arno Nagelschmied was appointed Department Mana-
ger of Responsible Gaming & Compliance in Februa-
ry 2020. He brought new aspects and perspectives to 
this sensitive issue and set this exciting paradigm shift in 
motion. 

Responsible Gaming Department manager Arno Nagelschmied.

“„
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How is it that gaming and responsibility are not mutu-
ally exclusive? 

Arno Nagelschmied: Without responsibility, sustaina-
ble customer relationships would not exist, which is also 
the main reason why responsibility is so important. We 
know that our products can be the cause of problems for 
people in certain periods of life and we want to prevent 
that.

How do we make sure responsible gaming prevails 
across the Group? 

 Arno Nagelschmied: By taking a self-critical 
look at the issue and asking ourselves what poten-
tial and meaningful areas of action and development 
there are. We regularly test our measures to estab-
lish whether the desired result has been achieved. 
Apart from gaming, we leave nothing to chance.  

We cater for all the major gaming segments in our 
Group and this gives us the opportunity to incorporate 
the experience gained in those segments into the en-
hancement of our player protection standards. 

When responsibility makes the leap from the head to 
the heart, then it is exactly where it should be.

How do we encourage staff members to make re-
sponsibility leap from their head to their heart?

Arno Nagelschmied: Through mindfulness, raising 
awareness, and a small change of perspective. We at-
tach great importance to ensuring that responsibility is 
not a bullet point on a to-do list but rather that all our 
thinking and actions are geared toward it.  Awareness of 
the potentially negative impact of gaming is equally as 
important as the prevailing self-image of our services.  
The small change of perspective has a lot to do with the 
question of why responsibility and concerns both the 
common and the individual perspective. 

The five-point responsible gaming programme provides 
good insight into the established practise. It identifies 
the action areas relating to the acceptance of respon-
sibility that are being implemented in all the Group’s 
business units, i.e. player protection; regular, lasting 
training; responsible advertising; promotion of research 

and cooperation with counselling centres and treatment 
facilities, as well as quality assurance of content and 
processes. 

How many people are affected by gambling addiction?

Arno Nagelschmied: There have been two major 
studies on this topic in Austria (2009 and 2015) and the 
prevalence of adults with gambling problems was about 
1.1 per cent in both studies. The proportion in internation-
al comparisons is usually between 1 and 2 per cent. 

We launched ‘Rethink Responsible Gaming’ in 2020. 
What are the plans for this?

Arno Nagelschmied: Of course, our staff members 
need to know what addiction is and what its effects can 
be. The worst manifestation is pathological gambling ad-
diction due to the misuse of our products. But there are 
other important areas, too. A very large part concerns the 
issue of our self-image, i.e. when we ask ourselves what 
we hope to achieve with responsible gaming. This is when 
we move from the surface to the very heart of the matter. 
The goal is for staff across the Group to want to take re-
sponsibility when facing the customer. That is the key to 
sustainable success. 

What is the best player protection measure? And 
why?

 Arno Nagelschmied: This question was very much on 
my mind beforehand, as a best player protection measure 
does not actually exist. There are different forms of abuse. 
There is abuse of a temporal nature, i.e. when someone 
spends far too much time gaming. There is abuse of a 
monetary nature, i.e. when someone spends too much 
money on gaming. If you want to discover the best meas-
ure, then you have to talk to the people affected. The best 
player protection measure I can think of would be to help 
the person opposite to come to a realisation with regard 
to gaming behaviour, how often they visit and how much 
time they spend gaming. Realisation is the best player 
protection measure because the person opposite sup-
ports it. If I can make a change happen together with the 
person opposite, even if it is a break from gaming or a 
suspension, then player protection has been successful.
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Responsible gaming spans an incredibly large field of 
tension because the Group covers all areas of gaming 
and sports betting. How do we best achieve this?

Arno Nagelschmied: Responsibility is extremely im-
portant to us. It becomes a challenge in places where we 
have no immediate influence on the direct customer con-
tact, i.e. in the case of lottery products at retail outlets or 
tobacconists. Having said that, we have a history of being 
very successful at making our partners aware of the im-
portance of player protection. 

Successful completion of initial training on responsible 
gaming is a prerequisite for anyone wishing to become 
a retail partner of Austrian Lotteries. This training takes 
place in two phases. Part of the training must be com-
pleted online through self-study. In the second part of 
the training, retail outlet managers are trained by a sales 
representative in a classroom. The training can also be 
accessed online at any time. This also ensures that new 
staff of retail outlets are given comprehensive training 
as soon as they start work. In 2020, 272 initial training 
certificates were awarded for responsible gaming. 

Each segment has different starting points. In the On-
line department it is behavioural data, such as time or 
gaming trends. You can examine trends in isolation of the 
person opposite’s personality. After all, I cannot see the 
person physically. 

win2day.at provides the option of registering for the 
MENTOR prevention tool (a predictive behavioural 
feedback programme) in addition to the general player 
protection measures such as mandatory setting of pay-
ment/playing time limits and self-suspension. MENTOR 
compares the gaming history of all registered players 
with that of the average user and provides them with 
personalised feedback that can increase their willing-
ness to change or motivate them to alter their gaming 
behaviour at a very early stage.

In one of our casinos or WINWIN outlets, we have per-
sonal contact with people and can see if anything has 
changed. Ideally, simply asking how a person is can trig-
ger a conversation. Our approach here will also take some 
getting used to. After all, not everyone appreciates being 
addressed so directly. Reaching out to someone authen-

tically and conveying the feeling that you are not smarter 
than the person opposite is what counts. Then you have 
every chance of being heard and initiating change. 

win2day Customer Experience Manager Birgit Wunder-
baldinger leads win2day’s Responsible Gaming Circle and 
reports on developments.

win2day has launched the Responsible Gaming Circle. 
Can you explain what it is all about? 

Birgit Wunderbaldinger: The Responsible Gaming Cir-
cle is now the third circle at win2day. We are an interdis-
ciplinary team in which the win2day department, Custom-
er Service and, of course, Responsible Gaming are each 
represented by one person. Our goal is to analyse every 
customer journey on win2day that concerns player pro-
tection, to identify show stoppers, to optimise them, and 
then to work out new journeys and to develop them fur-
ther, of course.

The special thing about this circle is that we are set up 
in a very flat hierarchical structure. We can discuss and 
have approved every decision we make with win2day’s 
general management. This means that lengthy deci-
sion-making processes are avoided. We can communi-
cate directly with all departments of win2day because if I 
have a representative in the circle, then I can assume that 
it will be discussed in the relevant department. In addi-
tion, any issues related to player protection come directly 
to the circle, where we work on them and derive further 
improvements and measures.

We have a regular meeting cycle and get together 
every 14 days. We have been operating very successfully 
for a year now, including organisationally.



77Our responsibility

 What happens on win2day with regard to player pro-
tection? Online gaming enjoyed a strong year in 2020.

Birgit Wunderbaldinger: Yes, 2020 was a very strong 
year – but also in terms of player protection. We launched 
our ‘Schau auf dich’ [take care of yourself] campaign di-
rectly when the first lockdown started. This involves us 
encouraging customers to take care of themselves when 
they are playing on the internet at home. Player protec-
tion focuses strongly on customer care. We support our 
win2day users so that they can participate in gaming with 
us in a safe environment, try out all win2day games and 
simply enjoy their spare time with us. 

What do you have planned for 2021?

 Birgit Wunderbaldinger: We have a lot planned! Much 
of the groundwork has already been done in 2020. We 
have had a lot of analysis work carried out and developed 
a lot of predictive models as well as a contact strategy. 
We are currently revising any content on win2day that is 
related to player protection. We are also installing a new 
player protection tool. We are working closely with the 
Responsible Gaming department with a view to creating 
a comprehensive customer care package for all our win-
2day users.

win2day Customer Experience Manager Birgit Wunderbaldinger.



78 Our responsibility

GRI
103-1,2,3
102-15
102-16
203-2
416-1

SDG 12

Player protection at its best

Games of chance and responsibility are inextricably linked at the Casinos Austria and 
Austrian Lotteries Group and thus integral parts of our corporate culture. The choice 
of product is insignificant because all our safeguards are designed and adapted for the 

respective game design and venue. 

‘Rethink Responsible Gaming’ was the maxim for the substantive advancement of the 
Group’s perception of responsibility. Focusing on authenticity and sustainability, this 
rethink casts new light on the topic of responsible gaming. Taken from this perspective, 
player protection includes proactive service to the customer and focuses on prevention. 

Raising awareness of responsibility early on when it comes to the issue of player protection 
helps to ensure that gaming is an enjoyable experience and keeps customer relationships 
sustainable.

FIVE-POINT RESPONSIBLE GAMING PROGRAMME

Meaningfully coordinated measures ensure customers can rely on the best possible player 
protection. The five-point responsible gaming programme provides good insight into the 
established practise. It identifies the action areas relating to the acceptance of responsibil-
ity that are being implemented in all the Group’s business units: 

• player protection;
• regular, lasting training;
• responsible advertising;
• promotion of research and cooperation with counselling centres and 
 treatment facilities;
• quality assurance of content and processes.

In addition to ensuring that player protection is implemented, the Responsible Gaming & 
Compliance organisational unit is tasked with developing, evaluating and implementing 
the measures.

Point 1: Player protection
To guarantee gaming remains an enjoyable experience, members of the Casinos Austria 
and Austrian Lotteries Group are committed to ensuring that our eligibility requirements 
are complied with at all times, to proactively advising customers and guests, to consid-
ering aspects of relevance to player protection in the development of any new games 
and game designs, as well as to voluntary self-restraint. Every new product and service is 
assessed for its potential impact on at-risk groups before it is launched.

In accordance with the provisions of Article 25(3) Austrian Gaming Act (GSpG), Casinos 
Austria and WINWIN monitor the visiting frequency and sales intensity of all guests. At 
Austrian Lotteries, compliance with voluntary self-restraint – sale of products and pay-
ment of winnings from a minimum age of 16 – is regularly monitored. There were no no-
tices of termination as a result of the three mystery shopping calls in 2020. Additionally, 
2020 once more saw Austrian Lotteries participate in the international ‘Holiday Lottery 
Campaign’ in the run-up to Christmas with the message ‘Gambling is not for Children’. 
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GRI 
103-2
203-2 
416-1

win2day.at provides the option of registering for the MENTOR prevention tool (a pre-
dictive behavioural feedback programme) in addition to the general player protection 
measures such as mandatory setting of payment/playing time limits and self-suspension. 
MENTOR compares the gaming history of all registered players with that of the average 
user and provides them with personalised feedback that can increase their willingness to 
change or motivate them to alter their gaming behaviour at a very early stage. Extensive 
preparations for upgrading MENTOR began in the fourth quarter of 2020. In addition, the 
player protection information on win2day was optimised and expanded.

The Group’s dedicated responsible gaming website (www.smv.at) provides visitors with 
detailed information on the player protection measures at Casinos Austria, Austrian 
Lotteries, win2day, WINWIN and tipp3. It is also possible to request support using a 
contact form available under ‘Help and Advice’. The free player protection hotline is also 
available: 0800 202 304. Retail partners can obtain information through the ‘Lotterien-
Portal’ service platform. Customer folders containing information on player protection 
are available to Austrian Lotteries, WINWIN and Class Lottery customers.

Point 2: Regular, lasting training
Responsible gaming courses for our staff form the central element around which the 
highest standards of player protection are maintained. Key measures included the devel-
opment and implementation of training programmes. A range of specific training courses 
are offered through the Responsible Gaming Academy (RGA).

Each year, managers and customer-facing staff attend continuing vocational training 
courses and workshops designed specifically for this with the involvement of experts from 
Austria and abroad. Additionally, our Group’s staff members are all required to complete 
online initial training in the area of responsible gaming within two months of joining.

Player protection starts in the casino lobby.

GRI 
205-1
205-2
404-2

SDG 12
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Player protection at its best

In the past, in addition to their initial training online new staff members at WINWIN outlets 
learnt more about responsible gaming in intensive initial training courses provided in per-
son. Due to the COVID-19 pandemic this training could only be offered once in this format 
in 2020. All other intensive basic training in the area of responsible gaming for WINWIN 
was conducted online. Based on the excellent feedback, the new digital format has been 
received extremely positively. The responsible gaming training courses for Casinos Austria 
staff were also only held online in 2020.

Pursuant to the provisions of Article 25 GSpG, the performance of tasks focusing on player 
protection is reserved for specially trained staff. A new modular digital course for quali-
fication as a specially trained staff member was established in 2020 and attended by the 
first staff members of Casinos Austria in December. Training for qualification as a special-
ly trained staff member could not be offered for WINWIN in 2020 due to the COVID-19 
pandemic and was therefore postponed until the first quarter of 2021. Casinos Austria and 
WINWIN had 189 specially trained staff members as of 31 December 2020.

The annual RGA Conference and its associated workshops also had to be cancelled in 
2020 due to COVID-19. 

Successful completion of initial training on responsible gaming is a prerequisite for anyone 
wishing to become a retail partner of Austrian Lotteries. This training takes place in two 
phases. Part of the training must be completed online through self-study. In the second 
part of the training, retail outlet managers are trained by a sales representative in a class-
room. The training is available at any time through the ‘LotterienPortal’ service platform. 
This also ensures that new staff of retail outlets are given comprehensive training as soon 
as they start work. In 2020, 272 initial training certificates were awarded for responsible 
gaming. 

In addition, all retail partners are given player protection training by sales representatives 
at least once a year as part of an information campaign to refresh their knowledge and 
they must also complete mandatory annual player protection training via the online termi-
nal (conducted from 14 September to 31 October 2020). 
 
Sales via the terrestrial distribution network continue to play a key role at tipp3. Accord-
ingly, player protection measures followed the same approach as that taken by Austrian 
Lotteries and were largely carried out with the involvement of the retail partners in the 
retail outlets. This included mandatory training in the area of responsible gaming given by 
sales representatives in August and September.

Retail partners are provided with comprehensive information on responsible gaming via 
the ‘LotterienPortal’, a dedicated service platform. Regular reports and articles in ‘Lotterien 
Aktuell’, our journal for Austrian Lotteries retail partners, rounded off knowledge sharing 
activities for responsible gaming in 2020. 

GRI 
102-16
102-21
102-43
102-44 
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Player protection at its best

Point 3: Responsible advertising
The objective is to provide information and not to excessively stimulate the urge to gam-
ble. A voluntary ‘Code of Conduct Responsible Advertising’ has been implemented at our 
Group for this purpose. It comprises 11 points and ensures that advertising and selling 
activities conform to strict guidelines and are, in particular, not directed at people who 
belong to vulnerable groups in terms of problematic gaming patterns.
Members of the Casinos Austria and Austrian Lotteries Group have voluntarily adhered to 
strict advertising design guidelines in the past and are extremely serious about their task 
of promoting gaming literacy. This involves developing the ability of each individual to han-
dle games of chance in their various forms in a controlled manner and the development of 
an appropriate form of address for the target group.

Point 4: Promotion of research and cooperation with counselling centres and treatment 
facilities
The Casinos Austria and Austrian Lotteries Group commissions renowned institutions and 
research facilities with the preparation of scientific studies on responsible gaming. This 
international network of experts and institutes, which are dedicated to gambling research, 
shares knowledge and experience with the Group periodically. The reported studies form 
the basis for effective preventive measures against possible problem gambling behaviour.

Alongside that, close cooperation and a lively exchange of information with relevant coun-
selling and treatment facilities has existed for years.

Point 5: Quality assurance of content and processes
Due to the diversity of the products and services offered, independent quality manage-
ment processes for active consumer protection were introduced in each of the individual 
companies. Independent institutions audit these processes and measures regularly and 
certify them according to international guidelines.

The jointly conducted recertification audit for the compliance standards ISO 19600, ISO 
37001, the CSR standard ONR 192500, and the European Casino Association’s Responsible 
Gaming Standard was successfully completed in October 2020. Over the course of four 
days, the audit team surveyed the casinos at Baden and Vienna, the WINWIN outlets in 
Monte Laa and Wiener Neustadt, as well as the head office. This audit took place exclu-
sively online but it was in person. The auditors were once again impressed by the high lev-
el of professionalism and extraordinary commitment of staff members in the areas of the 
Group audited. In addition to their positive remarks about the high level of technical and 
social competence, the auditors were also struck by the passion staff members displayed 
for their respective areas of responsibility, evident even under the current challenging con-
ditions, and their strong sense of responsibility toward the company and its stakeholders.

Austrian Lotteries is certified according to the European Casino Association’s Responsible 
Gaming Standard. This also corresponds to full Level 4 certification according to the World 
Lottery Association’s Responsible Gaming Standard. The surveillance audit took place in 
the autumn of 2020. The next full certification will be carried out in 2021.

GRI 
416

GRI 
102-16
102-17
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Player protection at its best

GRI 
102-16
103-2

STATUS OF OUR TARGETS

Status 2018 Status 2019 Status 2020

Further development of the RG 
training concept and content 
as part of the ‘Rethink Respon-
sible Gaming’ initiative — —

scheduled for 
2021

Reorganise ‘Responsible Gam-
ing Academy’ conference — —

scheduled for 
2021

Reorganise themes for the an-
nual Holiday Lottery Campaign — —

scheduled for 
2021

Recertification according to 
the European Lotteries Associ-
ation’s RG Standard — —

scheduled for 
2021
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Top employer

The COVID-19 pandemic and the internal ReFIT restructuring programme made 2020 one 
of the most difficult years in the Group’s history. It was marked by working from home, 
short-time work due to the coronavirus pandemic, social distancing, distance learning for 
initial and continuing vocational training, as well as the reduction of social contact to the 
level operationally necessary. This phase was accompanied by our efforts to secure as 
many jobs as possible. Staffing cuts that were ultimately necessary were organised with a 
view to making them as socially acceptable as possible. In addition to various severance 
models, a social compensation plan was also negotiated and amicable solutions were 
found for all staff reductions.

From the beginning of February 2020, the COVID-19 pandemic necessitated swift action 
to protect our staff. For example, the Group’s crisis management team decided that all 
staff members should work from home if possible with effect from 16 March 2020. Fur-
thermore, all staff members were divided into two groups (A and B), each of which could 
only visit the office at the company’s address during the period defined for that particular 
group. Appropriate hygiene and safety plans were formulated and 
implemented. Moreover, all necessary protective measures were 
made available to staff members. 

The culture of open communication in the context of regularly shar-
ing information and opinions moved to digital platforms because a 
large proportion of staff members were working from home. This rise 
in digitisation is now evident in all areas of cooperation. Engagement 
with the new tools was supported and monitored by the internal IT 
department, as well as the HR department. Numerous short-term IT 
measures, ranging from providing laptops on a loan basis to setting 
up contact centre agents for the work of the call centre in a home 
office, also facilitated a smooth transition to this new form of collab-
oration and made an important contribution to the health and safety 
of staff members. 

Internal channels such as the staff journal, the weekly intranet 
newsletter, the daily posts on the intranet and the social collabora-
tion platform provided information on the latest developments. A 
livestream was set up for the regular staff meetings with the Manag-
ing Board. 

COVID-19 pandemic, isolation, home office, multiple burdens, restruc-
turing, insecurity, terrorism – the stressors in 2020 were manifold and 
pervasive. This was compounded by exceptional psychological and physical situations. In 
this regard, staff members were able to seek help and professional advice daily for issues 
relating to work and of a private nature from the KEEP BALANCE counselling hotline run 
by the Hilfswerk Österreich welfare organisation. Ongoing health care and counselling of 
staff members was organised by local occupational physicians. At the onset of the COV-
ID-19 pandemic and coinciding with the closure of the casinos, a hotline was set up by staff 
members for staff members. It was managed by specially trained staff who are qualified to 
provide appropriate assistance in exceptional situations. In addition, an email address was 
set up for enquiries about COVID-19.

GRI 
102-16
103-2

Comprehensive measures ensure the safety of all staff 
members.

GRI 
403

SDG 3

GRI 
403

SDG 3
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Top employer

Since 1 April 2020, 83 per cent of our staff members have been on COVID-19-related 
short-time work to varying degrees because of the closure of all casinos and Cuisino 
restaurants, all WINWIN outlets and the negative economic impact on the Casinos 
Austria and Austrian Lotteries Group as a whole following the first lockdown. Since our 
12 casinos and the restaurants, as well as the 21 WINWIN outlets have been closed again 
since November 2020, 60 per cent of the workforce was still on short-time work as of 
1 November 2020.

Measures relating to the ReFIT restructuring programme
In August 2020, a multi-part virtual change programme for managers was launched so 
as to enable them and in turn their staff to prepare for the changes arising from ReFIT. 
The managers were supported by a change management expert and prepared for the 
changes in a combination of online training and personal coaching.

In the course of the outplacement measures, HR developed bespoke packages for staff 
to provide them with professional support when leaving the company and identify career 
prospects going forward. Internally, the recruiting team provided specific information 
and advice on application planning, preparing application documents, getting ready for 
interviews, as well as downloadable templates and checklists. In addition, an external 
trainer offered targeted workshops, coaching sessions and guidance for changing career. 
A cooperation agreement was also entered into with the labour foundations of the Vi-
enna Employment Promotion Fund to assist with starting a new career. The foundations 
help with planning a new career start, continuing education and finding employment.

In addition to various severance models, representatives of the staff and of the employer 
negotiated a social compensation plan to make staffing cuts resulting from the ReFIT 
restructuring programme as socially acceptable as possible. Amicable solutions were 
found for all staff reductions and there were no notices of termination.

Digital initial and continuing vocational training
The Casinos Austria and Austrian Lotteries Group encourages innovation and develop-
ment and places great importance on initial and continuing vocational training for its 
staff. The virtual learning channel was launched so as to drive this forward even in times 
of social distancing, to discover new learning environments together and to create the 
opportunity to learn from one another. All our staff can participate, as access is possi-
ble regardless of time or location. Key areas of focus are set periodically, articles and 
inspiration on various topics are organised and the exchange among the staff members 
is moderated. The first area focus was the topic of virtual collaboration, where a sev-
en-part video series with valuable tips and transfer tasks for practical use was developed 
with the involvement of an external expert. Virtual keynotes on the topics of communi-
cating online, meeting organisation and self-management were met with an enthusiastic 
response from attendees. 

Training on legally relevant topics and compliance can also be completed online without 
any complications. The tool also helps managers to plan initial and continuing vocational 
training activities for their staff members. Certification programmes round off their per-
sonal development opportunities. 

GRI 
404-2

SDG 4

GRI 
401-2
401-3

SDG 4
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Top employer

For specialist fields in the casino and gaming sectors, Casinos Austria draws on a team of 
internal trainers to teach staff in its casinos. Amongst other things, they provide training 
on legally relevant topics such as responsible gaming, information security, data protec-
tion, anti-money laundering, as well as topics like guest orientation, communication and 
dealing with conflict situations. 

The end of November 2020 saw the launch of a pilot project on digital learning, where 
100 staff members from very different departments of the Group spent three months 
testing how learning within the organisation would likely be arranged in the future. Users 
were given access to two different digital learning libraries with a view to testing and 
evaluating in several phases content, usability and relevance for our organisation. The 
pilot project is designed to ensure that the needs of the student are addressed and that 
learning continues to bear fruit within our organisation going forward.

GRI 
404

SDG 4

The new learning platform offers initial and continuing vocational training from any location at any time.

Casinos Austria also trained junior croupiers in 2020. We managed to finish the courses 
at our casinos in Vienna and Bregenz in February 2020 and seven women and 13 men 
successfully completed the nine-week training. 

Virtual onboarding
The entire onboarding procedure for staff members and managers was switched to a 
virtual process. Webinars were created for each of the onboarding milestones, thus 
ensuring that key onboarding steps could be completed virtually and new staff members 
could be welcomed to the Group even during the lockdown. 

GRI 
403
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Top employer

GRI 
404-2

GRI
405

SDG 5+8

Diversity
The Group was a ‘myAbility Talent Programme’ partner company for the fourth time in 
2020. All networking events involving myAbility and the talents took place online in 
2020. This new and still unfamiliar format presented a common challenge to all involved. 
Visible disabilities were eliminated through virtual participation in the JobMatching 
Day. The programme’s highlight was that it was possible to facilitate four job shadowing 
sessions in the various departments in person during the summer of 2020, while at the 
same time complying with all safety regulations. The final event of the talent programme 
and the Disability Confidence Day at Studio 44 were broadcast online again and thus 
made accessible to everyone.

Continued recognition of our excellence in recruitment
The quality of recruitment at Austrian Lotteries is among the best in the country. Each 
year, the ‘Best Recruiters’ study determines the quality of recruitment at some 500 
of Austria’s biggest companies. Despite the difficult environment, Austrian Lotteries 
proudly retained its top spot in the ranking for the ‘Services’ sector and was once more 
awarded the Gold Seal of Approval. It was also one of the top ten employers in the over-
all ranking (8th place).

Recruitment interviews were primarily virtual in 2020, where swift implementation of the 
operational requirements made it possible to establish a new recruitment process during 
the lockdown that allows for the safety of applicants and staff while simultaneously being 
regarded as appropriately personal by everyone involved. 

Casinos Austria ensures staff members are perfectly prepared with an intensive nine-week training programme.

GRI 
403

SDG 8
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Top employer

42.59%
30-50 years

19.78%
< 30 years

37.63%
> 50 years

AGE STRUCTURE 2020

(FTE* and percentages)

2020

Group 3,266

    Casinos Austria AG 1,675

    Casinos Austria International 857

    Österreichische Lotterien Gesellschaft m.b.H. 522

    WINWIN 190

    tipp3 22

STAFF (FTE*)

*Average FTE over year

GRI 
405-1
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Top employer

GRI 
405-1

STATUS OF OUR TARGETS

Status 2018 Status 2019 Status 2020

Health and safety

Hold health event at our head 
office implemented scheduled for 2021

scheduled, imple-
mentation subject 
to development of 

COVID-19

Increase share of Cuisino staff 
canteens at our casinos with a 
focus on healthy eating

scheduled for 
2019

implemented/im-
proved periodically

implemented/im-
proved periodically

Hold 
mindfulness workshops 

scheduled for 
2019

implemented, 
continued in 2020

deferred 
due to 

COVID-19; resump-
tion of mindfulness 

and resilience in 
2021

Launch ‘KEEP BALANCE’ counsel-
ling hotline 

scheduled for 
2019 implemented ongoing advice

Info sessions on bullying and 
harassment — implemented ongoing advice

Well trained and motivated

Develop (junior) managers and 
promote talent

additional 
measures 

scheduled for 
2019/2020

implemented,
additional measures 

scheduled for 
2020/2021

deferred, additional 
measures scheduled 

for 2021

‘Work and Family’ audit 2nd recerti-
fication, prioritising the establish-
ment of a shared understanding 
for and commitment to fami-
ly-friendly measures started 2018

implemented 
periodically 

deferred due to 
COVID-19;

resumption of topics 
in 2021 (focusing on 
working from home) 

COMPOSITION BY POSITION AND GENDER 2020

 
Percentages Male Female

Casinos Austria AG Managing Board 50.00% 50.00%

Österreichische Lotterien Gesellschaft m.b.H. Managing 
Board 50.00% 50.00%

Head of business unit/corporate function 88.47% 11.53%

Head of department/group 62.53% 37.47%

Director, 1st and 2nd management level (casinos), WINWIN 
outlet manager 78.71% 21.29%

Other employee/temporary staff/intern/apprentice 62.16% 37.84%

GRI 
103-2
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STATUS OF OUR TARGETS

Status 2018 Status 2019 Status 2020

Health and safety

Hold health event at our head 
office implemented scheduled for 2021

scheduled, imple-
mentation subject 
to development of 

COVID-19

Increase share of Cuisino staff 
canteens at our casinos with a 
focus on healthy eating

scheduled for 
2019

implemented/im-
proved periodically

implemented/im-
proved periodically

Hold 
mindfulness workshops 

scheduled for 
2019

implemented, 
continued in 2020

deferred 
due to 

COVID-19; resump-
tion of mindfulness 

and resilience in 
2021

Launch ‘KEEP BALANCE’ counsel-
ling hotline 

scheduled for 
2019 implemented ongoing advice

Info sessions on bullying and 
harassment — implemented ongoing advice

Well trained and motivated

Develop (junior) managers and 
promote talent

additional 
measures 

scheduled for 
2019/2020

implemented,
additional measures 

scheduled for 
2020/2021

deferred, additional 
measures scheduled 

for 2021

‘Work and Family’ audit 2nd recerti-
fication, prioritising the establish-
ment of a shared understanding 
for and commitment to fami-
ly-friendly measures started 2018

implemented 
periodically 

deferred due to 
COVID-19;

resumption of topics 
in 2021 (focusing on 
working from home) 

Top employer

Provide in-depth training to all 
WINWIN staff using the new train-
ing concept

scheduled for 
2020 scheduled for 2020

resumption 
2021/2022 after 

lockdown and 
short-time work

Update casino and Cuisino recruit-
ment processes scheduled for 

2020 scheduled for 2020

resumption 
2021/2022 after 

lockdown and 
short-time work

Provide emergency management 
training to casino staff throughout 
Austria — implemented

Diverse and equitable

Update diversity roadmap implemented revised periodically 

deferred; continu-
ation scheduled for 

2022

Gender diversity

Increase number of women 
in managerial positions

scheduled for 
2019/2020

implemented 
periodically 

implemented 
periodically 

Improve gender balance 
in all areas

scheduled for 
2019/2020

implemented 
periodically 

implemented 
periodically 

Age diversity

Develop talent management 
programme
to recruit and retain young talent

scheduled for 
2019/2020

scheduled for 
2020/2021 scheduled for 2022

Disability

Recruit people with disabilities to 
meet the quota stipulated in Aus-
tria’s Disability Employment Act started 2018

implemented 
periodically deferred
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Sustainable use of resources and climate 
protection

The Casinos Austria and Austrian Lotteries Group is committed to operating in an envi-
ronmentally friendly and sustainable manner at all levels and thus to making a tangible 
contribution to climate protection. Increasing extreme weather conditions are being felt 
by the Group, especially in the areas of procurement and guest management. Footfall is 
low on hot summer days and certain food products were unavailable due to extreme we-
ather conditions. Even though there was a year-on-year reduction in the number of days in 
which the temperature was at least 30 °C (37 days and 20 days in 2019 and 2020, respec-
tively), readings of the Central Institution for Meteorology and Geodynamics show that 
2020 was still hotter than 95 per cent of all summers since records began in Austria (1767).

Unfortunately, the crisis in 2020 complicated the implementation of some of the meas-
ures we had planned and certain goals could not be reached either at all or in the 
desired form. We will reassess and possibly adapt the objectives in the course of revising 
our strategy. 

Raising awareness – continuing vocational training in sustainability
CSR Forum field trips and the ‘Let’s Talk about CSR’ event series are the two formats we 
use to raise awareness of CSR and sustainability among the staff members of our Group.

The CSR Forum attempts to link every second of the six forum meetings with a field trip. 
However, only two field trips took place in 2020 because of the coronavirus pandemic. 
These were held at a total of four meetings because the division of staff members into 
Groups A and B had to be adhered to.  

The Donau-Auen National Park was visited in July and a national park ranger spoke to 
the group about the various climate and species protection measures during a tour. In 
October, participants of the Forum visited the Prentlhof, an organic farm on the outskirts 
of Vienna, and discovered interesting facts about organic farming and livestock manage-
ment. 

GRI 
103-2

SDG 13

Field trips at the Donau-Auen National Park, for example, help to raise awareness among our CSR officers.

GRI 
102-21
404-2
413-1
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GRI 
102-16

302

The ‘Let’s Talk about CSR’ event series has been held from time to time since 2016. At-
tendance is open to all staff members. Normally held as a breakfast event at the Innova-
tion Hub, implementation in this form was regretfully not possible in 2020. 
The meeting was instead held online and Andreas Tschulik spoke about the tasks and 
milestones of the Austrian Eco-Label during his presentation on its 30-year history. 

He runs the Austrian Federal Ministry of Climate Action, Environment, Energy, Mobility, 
Innovation and Technology’s Environmental Protection at Company Level unit and was 
able to give attendees some important insight, showing them how diverse the use of the 
Austrian Eco-label actually is. Of course, the advantage of the online version as com-
pared to the face to face event is that it is easy for colleagues from all the provinces to 
attend. We will have a both formats in the future.

Total energy consumption within the Group
The estimated total energy consumption of the Casinos Austria and Austrian Lotteries 
Group of 87,511,719 MJ in 2020 consists of: 

•  electricity consumption for the operation of our casinos, WINWIN outlets, data 
centres in Vienna (Rennweg 44) and Wiener Neustadt, offices at all sites and the 
storage facilities in Wiener Neustadt; 

•  energy consumption for heating and cooling our casinos, WINWIN outlets, the 
two data centres, offices and storage facilities; 

•  fuel consumption of Austrian Lotteries sales representatives and for business 
travel.

The Prentlhof on the outskirts of Vienna shows how organic farming works in the big city.

GRI 
302-1
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New cooling system for the head office at Rennweg 44
In the fiscal year ended, new process cooling systems were installed in our head office at 
Rennweg 44 for air conditioning and cooling (including cooling reserve to cope with the 
rise in outside temperatures). In addition, two new highly efficient cooling systems were 
put into operation. Regulation (EU) No 517/2014 (on fluorinated greenhouse gases) states 
that new refrigerants capable of reducing the GWP (global warming potential in kg of CO2) 
significantly are required. 

The GWP target for refrigerants is about 150 by 2030. The new refrigeration variant allows 
for a projected annual CO2 reduction of 186,770 kg of CO2 to as low as 1,400 kg of CO2 
with a charge of some 200 kg of refrigerant. 

EMISSIONS IN T/A

GRI 
302-1 
305-1
305-2 

TOTAL ENERGY CONSUMPTION 

in MJ

GREENHOUSE GAS EMISSIONS (GHG) 

in tO2e*

*CO2-equivalent. Total energy consumption and greenhouse gas emissions 
include estimated data from our casinos. Since the casinos 
were closed on so many days, they were estimated at minus 
30% based on the previous year’s figures because they were 
not available at the time of publication.

0
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5.000
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10.000

14 %
ja

0

50.000
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150.000

126,649,965.4

2018

120,908,793.4

2019 IndirectDirectTotal2020

87,511,719

Type of emission Before Forecast Reduction

CO2-equivalent 54.34 0.09 54.25

Carbon dioxide 226.18 93.66 132.52

6,115.91

1,731.05

7,846.96

Sustainable approach to climate protection

GRI 
305-5
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In addition, ecologically sound refrigerants will be used and highly efficient technology is 
planned. Furthermore, the drive energy is additionally provided through free cooling with-
out the use of compressors.

Looking to the future, variants have been developed that ensure highly efficient operation 
in terms of the cost of installation, operation, as well as service and maintenance in rela-
tion to service life. Cooling systems are now in use with refrigerants (GWP 7) that cannot 
be rated as polluting in the long run. At the same time, the sound pressure level has been 
reduced significantly as compared to the existing system. The project was funded by the 
Austrian Federal Ministry of Climate Action, Environment, Energy, Mobility, Innovation and 
Technology.

NEW COOLING SYSTEMS IN OUR CASINOS 

Casino Baden
A new cooling system has also been installed at Casino Baden. The abundance of different 
measures is what makes the new system unique:

•  use of highly efficient dual-circuit cooling systems with frequency converter
control and appropriate redundancy;

•  use of R-513A refrigerant with GWP 631 – meaning it is significantly below the
legally prescribed threshold of GWP 2500 and thus reduces CO2-equivalent
emissions;

•  change in spread from 5 to 8 Kelvin, which cuts energy consumption significantly;
•  variable control of cold water temperatures depending on outside tempera-

tures, which cuts energy consumption significantly;
•  variable cooling water setpoints (optimisation of terminal temperature differ-

ence), which cuts energy consumption significantly;
•  measurement of cold water volume flow in each cooling system enables varia-

ble water quantities, which also cuts energy consumption;
•  measurement of refrigerating capacity in the generator and consumer circuit,

which guarantees the best possible supply security, control and energy efficiency;
•  use of maximum efficiency pumps with maximum optimisation on the working

point, which increases energy efficiency;
•  use of magnetic sludge separators and partial flow filters protects the new and

old pipe network and heat exchangers, ensuring optimum supply security. Clean
heat exchangers reduce transmission losses and increase efficiency;

•  additional use of fine filters upstream of the system pumps protects the old pipe
network, the new pumps and the heat exchangers, ensuring optimum supply
security. Clean heat exchangers reduce transmission losses, resulting in higher
efficiency;

•  use of thermal and electrical energy meters permits perfect energy monitoring.

Sustainable approach to climate protection
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Casino Innsbruck
A new main cooling system was installed at Casino Innsbruck and the old system was 
decommissioned at the same time. The original cooling system with a total capacity of 
487 kW was installed in 1991. At that time, neither the Jackpot Casino on the ground floor 
nor the Casineum on the third floor were planned. When the casino was later expanded, 
the additional areas were supplied by the same cooling system. As a result, this system 
was always at full capacity during the summer and did not cool sufficiently when temper-
atures were high. In addition, the Freon R22 refrigerant in use was no longer serviceable 
under EU Regulation 2037/2000 and retrofitting the 29-year-old system was not eco-
nomically viable given its age.

These circumstances led to the decision in 2018 to completely replace the old cooling 
system. Accordingly, a cooling system with four cooling circuits of 188 kW each was 
planned and implemented in 2020. A modern control system now additionally ensures 
that a maximum of three cooling circuits are in operation at the same time and that it 
will not be necessary to upgrade the electrical system. The newly installed additional 
re-coolers on the roof of the adjacent hotel means that the casino is supplied with a total 
cooling capacity of 564 kW. The summer of 2020 has already demonstrated that the 
installation and simultaneous use of a new modern control system have improved the 
indoor climate for guests many times over. Increased efficiency and energy savings have 
already been seen in the months of full operation (July and August 2020) when the de-
mand for electricity fell by 10 per cent despite a 15 per cent increase in cooling capacity.

Sales representatives and business travel
In 2020, the Distribution department of Austrian Lotteries analysed the retail partners and 
divided them into different categories. Parameters such as visitor footfall and location now 
determine the number of calls by a sales representative. This categorises business trips 
more efficiently and reduces the number of kilometres driven. Sales representatives spent 
more time working from home due to the coronavirus pandemic, which led to a further 
reduction in the number of kilometres driven. The outcome was a 300,000-kilometre re-
duction in business travel in 2020. This corresponds to a CO2 reduction of some 60 tonnes 
(CO2 emissions per 300,000 km at a consumption of 7.2 litres of petrol per 100 km).

Of course, the COVID-19 pandemic also had a significant impact on business travel by rail. 
Nevertheless, business travel still resulted in 87,296 kilometres being covered by rail last 
year. This corresponds to a CO2 reduction of some 18 tonnes compared to journeys by car. 

GRI 
305

GRI 
302-4
305-1

SDG 13

Year 2020 2019 Change

Work-related kilometres 608,878 909,936 -301,058

Sustainable approach to climate protection

GRI 
103-2
302-4
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SUSTAINABLE USE OF RESOURCES 

To be sustainable, we all have to use our resources sparingly and with care. This also ap-
plies in our business. At the Casinos Austria and Austrian Lotteries Group, we make sure 
that our procurement activities are sustainable and fair and that we have efficient and ef-
fective waste management concepts in place to protect our environment and resources.

Over the years, Austrian Lotteries has been sending physical letters to more than 5,000 
retail outlets once per quarter. These letters contain sales tips, information on new prod-
ucts and responsible gaming advice. Since September 2020, this information has only 
been delivered online, meaning our monthly paper consumption has been cut by some 
85,000 sheets. This equates to a saving of about 340,000 sheets in 2020.

CSR criteria for the procurement portal
Our procurement portal (www.procurement.cal) was adapted in 2020. We have now inte-
grated CSR criteria and are pointing to the need to support local businesses, for example. 
We are also requiring that suppliers observe the principles of the UN Global Compact and 
sustainable development, as well as proactively promote the implementation thereof in a 
traceable manner within their sphere of control. 

Sustainable use of resources and climate protection

GRI 
102-16 

GRI 
102-16
103-2

SDG 12

STATUS OF OUR TARGETS

Status 2018 Status 2019 Status 2020

Replace 
cold water supply circulat-
ing pumps at our MC4 site 
in Wiener Neustadt

partially 
implemented

deferred 
(will happen 
as required)

will happen 
as required

Successively switch to LED 
lighting at all sites

extended 
to 2020

extended 
to 2020

happens periodi-
cally in the course 
of conversion and 

renovation work

Raise awareness of environ-
mental protection among 
staff scheduled for 2020 scheduled for 2020

implemented 
(continued in 2021)

Improve energy data in 
terms of annual accuracy, 
data from utility bills scheduled for 2020 scheduled for 2020

postponed until 
2022

Obtain 
energy certificates for 
all WINWIN outlets scheduled for 2020 scheduled for 2020 postponed until 2021

Introduce CSR criteria for 
new/retrofitted sites scheduled for 2020 scheduled for 2020

postponed until 
2021/22

SDG 12
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Sustainable and equitable procurement
As leading Austrian companies, Casinos Austria and Austrian Lotteries are committed to 
supporting the Austrian economy and buying from local businesses. In 2020, our Group 
sourced 92 per cent of its purchases from Austrian suppliers and a further 6.6 per cent 
within Europe. 

Although production in Asia would have been about a third cheaper, all 15,000 units of the 
‘Ace’ bottle opener were produced in Austria. It was the initiative shown, the delivery time, 
the commitment and the design that made our Purchasing department opt for the Austrian 
variant. The steel was ordered in Linz, rolled and then finished by a family business near 
Wels. Even the packaging was printed in Austria. This makes it a 100 per cent Austrian 
product that was realised – from idea to delivery – in just one month.

Quality over quantity is the principle observed by tipp3 for the past two years with its 
rejection of cheap giveaways. To be ecologically sustainable, it has a smaller quantity of 
higher quality targeted giveaways. High-quality production in Austria, or at least as far as 
possible in Europe, is another goal. For example, bath towels were woven in the Waldvi-
ertel region and instead of being delivered in individual packaging were consolidated in 
a single box. Furthermore, a tipp3 ballpoint pen made of recycled plastic was produced 
entirely in Germany – even its pouch was made using biofilm.

High-quality filtering face pieces
We prioritised regional (Hungary) and high-quality (antibacterial) production, as well as 
OEKO-TEX certification (www.oeko-tex.com) when we purchased some 31,000 FFP masks 
(15,000 for the retail partners of Austrian Lotteries (three masks per retail outlet) and 
13,000 for our casinos (six per staff member), as well as 3,000 for the head office (three 
per staff member)).

Our aim is to increase the share of high-quality Austrian products further in the coming 
years. Potential here can be found in the standard Cuisino restaurant products, in par-
ticular.

Cooperation with the Slow Food Foundation’s ‘Ark of Taste’ project
Cuisino is a long-standing promoter and advocate of the Slow Food movement, which 
places special emphasis on preserving traditional artisan food production and biodiversi-
ty. ‘Ark of Taste’ is an international project run by the Slow Food Foundation for Biodiver-
sity that catalogues food products and culture around the globe. In so doing, it helps to 
protect and rediscover valuable regional food products, plant species and animal breeds 
that might otherwise have disappeared. 

Sustainable use of resources

GRI 
301
308
308-1

SDG 8

Percentages Total procurement

 Procurement in Austria 92.27%

 Procurement in Europe 6.55%

 Procurement in America 1.05%

 Procurement in Asia 0.12%

 Procurement in Oceania 0.01%

GRI 
204-1
413

SDG 12
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Eight of our Cuisino restaurants have each ‘adopted’ one of these products and are 
thus helping to ensure that eight traditional Austrian food products continue to exist. In 
keeping with the Slow Food philosophy, the products selected all stem from the regions 
in which their sponsor restaurants are located:

•  Cuisino Baden – Heirloom Leithaberg Cherries
•  Cuisino Bregenz – Subirer Pear Brandy
•  Cuisino Graz – Pöllau Pear
•  Cuisino Kitzbühel – Milchbuben KG Tyrolean Organic Camembert
•  Cuisino Linz – Pranz Cheesery Sheep and Goat Milk Cheese
•  Cuisino Salzburg – Wildshut Beer from Stiegl Farm Wildshut
•  Cuisino Velden – Gailtal Valley White Maize
•  Cuisino Vienna – Wieninger Vinyard (Stammersdorf) Viennese Mixed Grape

Blend

The slow food concept has been an integral part of the Cuisino restaurant idea since its 
launch in 2004. The objective back then was to ensure that restaurants also embraced 
corporate values like sustainability and social responsibility. Wherever possible, Cuisino 
sources top quality produce from outstanding domestic suppliers.

Sustainable use of resources 

GRI 
204-1 

308

As a Slow Food movement partner, Cuisino restaurants bring forgotten products back to everyone’s attention.

SDG 17+12
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Sustainable use of resources

GRI 
204

SDG 17

Cleaning products
New cleaning service providers are working in the WINWIN outlets. Similar to the clean-
ing service providers at the head office, they all have an integrated management sys-
tem and are certified according to ISO 9001 (quality management standard), ISO 14001 
(international environmental management standard) and EMAS (Eco-Management and 
Audit Scheme). The service providers are contractually bound to use cleaning products 
(mainly with the EU’s Eco-label) which contain a low concentration of substances that 
are harmful to health and the environment and which comply with the naBe action plan: 
www.nachhaltigebeschaffung.at/direktvergabe-reinigungsmittel [in German].

Of course, the companies all have the necessary industry accreditations. Both the facility 
managers and the cleaning staff are well trained and have the necessary qualifications, 
e.g. basic course for cleaning staff, facility manager course, disinfector or master crafts-
man’s diploma. In addition to the proper provision of cleaning services, the specialised
training courses also impart knowledge in the areas of environmental protection and
waste disposal, measuring and transferring chemicals, hygiene and disinfection, etc.
Attention is paid to resource-efficiency when using water, in particular.

SUSTAINABLE WASTE MANAGEMENT
When products and materials have been used for the last time, they inevitably become 
waste. But even sustainable products and materials have to be disposed of properly. The 
Group’s internal waste officers assist and advise colleagues in such matters. 

Our main aim is to avoid waste wherever possible. But when waste cannot be avoided, we 
need to know its precise location and volume. It was with this in mind that we made the 
commitment to improve the quality of our waste data. We generated a total of 899 tonnes 
of waste in 2020 (12 per cent hazardous and 88 per cent non-hazardous).

WASTE VOLUMES

Tonnes 2018 2019 2020

Hazardous waste 72.03 41.80* 106.51**

Non-hazardous waste  944.12   1,153.35* 793.15

Total waste 1,016, 15 1,195.15* 899.66

*Figures updated after reporting in 2020.
**Includes special waste (gaming and payout machines).

Note:

Although the quality of the waste collection strategies and waste data recording at the 
Group’s head office and logistics centre already meets the highest standards, there is 
still room for improvement at our casinos and WINWIN outlets. We constantly strive to 
improve the quality of our data. 

GRI 
306-2
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Sustainable use of resources 

GRI 
306

SDG 12

GRI 
302-1

At site level, the following picture emerges: 26 per cent of our waste is generated at the 
head office and warehouse, where paper and cardboard waste are the two main items 
(as well as electronic devices in 2020 due to the special disposal of gaming and payout 
machines). 74 per cent is generated at our casinos and WINWIN outlets, where house-
hold, commercial and catering waste is especially prevalent.

One example of waste avoidance in practise is the way IT deals with lithium batteries and 
rechargeable batteries. Our IT department attaches great importance to purchasing equip-
ment with replaceable components wherever possible. This avoids or reduces complicated 
and expensive disposal (including due to data protection requirements). 

The waste management chain concludes with the disposal process. We make every effort 
to use disposal methods that are ecologically sound, economically sound and support the 
circular economy. At the same time, our waste officers monitor the disposal methods of 
our partners.

Altstoff Recycling Austria AG (ARA) operates collection and recycling systems for house-
hold and commercial packaging under the name ‘ARA System’, which is approved in 
accordance with Austria’s Waste Management Act. ARA System covers all the collection 
and tariff categories in Austria’s Packaging Ordinance. Participating in a collection and 
recycling system with their packaging makes it possible for the companies concerned to 
transfer and be exempted from these obligations. Casinos Austria AG has been a licensee 
of ARA since the end of last year.

In conclusion, it is reasonable to say that we still have room for improvement when it 
comes to climate protection and the sustainable use of resources. Although enshrined in 
our CSR strategy, much of what we do is still a piecemeal effort. As part of the revision of 
our sustainability strategy, we must develop a more stringent approach that includes all 
areas of the Group.

SUSTAINABLE USE OF RESOURCES AND CLIMATE PROTECTION

Our energy sources

GRI 
102-13

68.57%
Hydro-elec-

tric power

15.63%
Solid or liquid biomass 
power

10.73%
Wind energy

1.59%
Solar energy0.08%

Green 
energy

3.40% 
Biogas

Fuel mix disclosure for the establishments and head office.
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Sustainable use of resources and climate protection

STATUS OF OUR TARGETS

Status 2018 Status 2019 Status 2020

Sustainable and equitable

Include and document CSR 
criteria in supplier assess-
ment procedures

partially 
implemented,

scheduled for 2020

partially 
implemented,

scheduled for 2020
deferred,

 continued in 2021

Encourage and promote 
local procurement

partially 
implemented,

scheduled for 2020

partially 
implemented,

scheduled for 2020
partially implement-

ed, continued in 2021

Introduce CSR guidelines 
for procurement

partially 
implemented,

scheduled for 2020

partially 
implemented,

scheduled for 2020 implemented

Evaluate opportunities for 
replacing non-Austrian 
products with Austrian 
equivalents at Cuisino

partially 
implemented,

scheduled for 2020

partially 
implemented,

scheduled for 2020
partially implement-

ed, continued in 2021

Sustainable waste manage-
ment

Improve quality of waste 
data

partially 
implemented,

scheduled for 2020

partially 
implemented,

scheduled for 2020

partially implemented 
(Austrian Lotteries) 

continued in 2021

Update waste collection 
strategies 

partially 
implemented,

scheduled for 2020

partially 
implemented,

scheduled for 2020

partially implemented 
(Austrian Lotteries) 

continued in 2021

Launch food waste avoid-
ance project for Cuisino 
restaurants

partially 
implemented,

scheduled for 2020

partially 
implemented,

scheduled for 2020
partially implement-

ed, continued in 2021

GRI 
103-2
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The Group’s activities are dominated by its commitment to society and social responsibi-
lity, which goes far beyond responsible gaming or our legal and regulatory mandate. Our 
Group places great importance on supporting and being a reliable partner to charitable 
projects. We have always taken this role very seriously, even in the exceptional year of 
2020. 

In addition to presenting the Casinos Austria and Austrian Lotteries Group with ma-
jor economic challenges, 2020 also prompted requests for support from many of our 
long-standing sponsorship partners due to lockdowns and a slump in visitor numbers. 
The Group maintained partnerships and took additional steps to contribute to the 
containment of the coronavirus pandemic and in so doing continued to meet its social 
obligation during this difficult period.

The #wirtragenmaske [we wear a mask] campaign
Social responsibility has been an integral part of our Group’s philosophy from the very 
beginning. That is why supporting the federal government’s efforts to contain the coro-
navirus was a logical step for us. April saw the launch of the #wirtragenmaske campaign, 
in which celebrity testimonials have given a face to mask wearing. The supporters 
include manager of the Austrian national side Franco Foda, entrepreneur and former 
health minister Maria Rauch-Kallat, Adi Hirschal, ‘Theater in der Josefstadt’ Director Her-
bert Föttinger, performers from the musical Cats, as well as numerous famous athletes 
and many others. 

Commitment to society

GRI 
103-2
203-2

Some EUR 66,000 was invested in the safety of our retail partners with the procurement of protective masks and 
disinfectants.

GRI 
102-11
102-16
102-29
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Thanks to their gratuitous efforts in the form of photographs or short videos and state-
ments, they positively reinforced the issue of mask-wearing. Their messages and general 
advice on the topic were additionally communicated on a website, as well as on Face-
book and Instagram.

In Austria, almost the entire network of retail outlets (more than 90 per cent of some 
5,000) was available during the lockdowns. Contributing to the safety of its retail 
partners and field staff was hugely important to Austrian Lotteries. At the start of the 
COVID-19 pandemic, the Group provided retail partners with 15,000 high-quality wash-
able filtering face pieces made of 100 per cent antibacterial cotton and 10,000 bottles 
of disinfectant worth some EUR 66,000 in total. An additional 120,000 disposable FFP 
masks were provided for casino and WINWIN outlet guests. 

Sponsorship activities in 2020
Casinos Austria and Austrian Lotteries attach great importance to long-term sustaina-
ble partnerships. Even in times of economic hardship the Group was serious about its 
responsibility to society and maintained partnerships.

This has helped organisations such as the Austria’s Mountain Rescue Service to make 
important purchases. The integrative business and training centre ‘Wien Work’, the ther-
apy farm ‘e-motion-Lichtblickhof’, as well as ‘DEBRA Austria – Help for Butterfly Children’ 
were all able to continue their valuable work. 

We have been supporting the ‘Licht ins Dunkel’ [light into darkness] campaign since 
its launch more than 40 years ago. And this support was continued in 2020, of course. 
Caritas campaigns such as ‘Ein Funken Wärme’ [a spark of heat] or the ‘Corona Nothilfe’ 
[emergency aid], as well as Hospiz Österreich [Austrian counselling and competence 
centre for hospice and palliative care] were also supported again in the preceding fiscal 
year. A new cooperation agreement was signed with IMBA – Institute of Molecular 
Biotechnology, thus contributing to the research of biological mechanisms of addictive 
behaviour in the human brain. We will continue this partnership in 2021.

The COVID-19 pandemic and its economic impact has once more emphasised that 
reliable partners are essential for continuity, especially in the area of art and culture. 
Long-standing cooperation agreements with the Grafenegg Music Festival (Sound Meets 
Scenery), the Kunsthaus Wien art gallery, the Universalmuseum Joanneum museum in 
Graz, the Wiener Festwochen art festival in Vienna or the Vienna International Dance 
Festival (ImPulsTanz) were also continued. 

For many years, the lucky number 13 has enabled the general public to enjoy culture at 
an exceptionally low price. On the 13th of each month, tickets for the 13th row are available 
for EUR 13 for performances at the Burgtheater and Akademietheater theatres. Verein-
igte Bühnen theatres were added to this offer in 2020. ‘Lucky seats’ are also available in 
the Volkstheater theatre. 

Commitment to society

GRI 
203-2

GRI 
203-2
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Casinos Austria is also a long-standing sponsor of the Wiener Kabarett comedy festival. 
To support talented cabaret performers from Austria, Casinos Austria hosts a series of 
talent shows for young up-and-coming artists in some of its casinos in the run up to the 
event. The best are then given the chance to take to the big stage at the actual festival 
alongside Austria’s comedy elite. Since the casinos were closed during the selection 
process, this series of talent shows was moved to the Austrian Lotteries venue Studio 44, 
meaning the up-and-coming comedians were still in the running, seven of whom were on 
the stage at the big festival in Vienna’s City Hall. 

Casinos Austria has been a partner of the Bregenz Festival for 40 years. The festival’s 
programme was shortened in 2020 but still had the support of Casinos Austria.

Art connects people across all barriers and it is with this in mind that Austrian Lotteries 
has been heavily involved in projects that recognise the artistic talent of people with 
disabilities over the past few years. One of these projects is the Ohrenschmaus [feast for 
the ears] Prize for Literature. Austrian Lotteries and the Lebenshilfe self-help organisa-
tion award the Inclusion Prize to projects that enable people with disabilities to lead a 
life with equal opportunities and self-determination. Although it was possible to com-
plete the preparatory work in 2020 for these events, the award ceremonies had to be 
postponed until 2021.

At the LOTTERIEN Sporthilfe Gala [lotteries sports aid gala] in November 2020, which 
had to take place behind closed doors due to the coronavirus pandemic, Nina Burger 
was awarded the Sportlerin mit Herz [athlete with a heart of gold] prize worth EUR 5,000 
for her support for the #DAHEIMKICKER project. The #DAHEIMKICKER project has been 
providing free football training every week to more than 100 people from 20 fully-super-
vised residential communities in five provinces since the first COVID-19 lockdown. 

Commitment to society

The Group also supports the neunerhaus shelter through corporate volunteering. Casinos 
Austria also underpinned its long-standing commitment by providing tablets.

Nina Burger is 2020’s athlete with a heart of gold and 
raises EUR 5,000 for the #DAHEIMKICKER project.
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Commitment to society

The Special Olympics World Winter Games 2017 in Styria set things in motion, including 
SK Sturm Graz football club, which set up a team for people with intellectual impair-
ments shortly after. The Special Blackies powered by Austrian Lotteries represent the 
club as a team in its own right at various tournaments and matches. Austrian Lotteries 
has been supporting the special needs team as main sponsor since the 2018/2019 sea-
son.

Together with Gregor Demblin, initiator of tech2people, Austrian Lotteries brought the 
exoskeleton – a technology developed by Ekso Bionics from the United States that 
enables people to walk despite paralysis – to Austria in 2018. Assisted gait training is an 
important form of therapy for patients. Thanks to the continued financial support from 
Austrian Lotteries, the exoskeleton is available for outpatient training with physiothera-
pists at an affordable price.

Lockdown-induced closures meant that help from long-standing partners was 
especially valuable even for an institution like Schönbrunn Zoo. Already co-funding 
many different projects, Austrian Lotteries has been a dependable sponsor of the zoo 
since 1993. It is currently involved in the Panda project and has also been sponsoring 
female polar bear cub Finja since 2020. 

In addition, Schönbrunn Zoo was the venue for another ‘Lottery Day’ in September. Lot-
tery Days allow players who present an Austrian Lotteries product to enjoy free entry to 
various museums and theatres, as well as to places like Schönbrunn Zoo. 

Our long-established cooperation agreement with Schönbrunn Zoo was continued in 2020 with the sponsorship of 
female polar bear cub Finja. Director Stephan Hering-Hagenbeck presents the certificate to Director General Bettina 
Glatz-Kremsner.
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Commitment to society

The neunerhaus homeless shelter gives some 800 people a place to stay and face to 
face counselling every year. In addition, homeless and uninsured patients can visit a 
doctor at the health centre. The Group has been giving the neunerhaus shelter financial 
support since 2012 and for the last few years staff members have been helping via our 
corporate volunteering programme. In 2020, Casinos Austria provided the care staff and 
social workers with five additional tablets to help them with their work, which Director 
General Bettina Glatz-Kremsner handed over in August. 

Corporate volunteering
The corporate volunteering programme allows staff members to demonstrate their com-
mitment to society for up to five working days each year. Unfortunately, it was not clear 
for a long time whether or in what form social assignments would actually be possible in 
2020. Nevertheless, the programme was continued and requests were made for com-
munity aid and food collection. It is thanks to these efforts that staff members handed 
over food and staple products to the Wiener Tafel food bank and Red Cross. Chocolate 
bunnies purchased for an Easter promotion at our 12 casinos, which as it turned out had 
to close over the Easter period, were donated to facilities in the immediate vicinity such 
as the neunerhaus shelter in Vienna, the Sozialmarkt [social grocery store] in Baden, the 
VinziTisch [food sharing project] in Salzburg, the hospital at Zell am See, as well as local 
emergency organisations.

To make it easy for staff members to contact social welfare organisations directly and 
offer support, relevant contact details were listed on the internal collaboration platform.

Landpaket [rural package] initiative
Presentation of the so-called Landpaket initiative on 24 July 2020 marked the launch of a 
project aimed at revitalising rural areas through the expansion of infrastructure. The initi-
ative is backed by the Austrian Post, the Austrian Communal Federation and the Federal 
Ministry of Agriculture, Regions and Tourism. Austrian Lotteries is one of the 17 partners 
to offer local grocery store owners the perfect conditions for operating their business in 
an economically sustainable manner with brands like Lotto and EuroMillions that have 
been well-known for decades. The Landpaket aims to ensure the provision of mainstays 
such as food retailing, the postal service and financial services in some 100 communities 
across Austria. 

EUR 1.7 billion in sports funding
Supporting sport is a socio-political mandate that Austrian Lotteries has embraced since 
1986. In the 34 years of its existence, more than EUR 1.7 billion of the Group’s tax revenue 
has benefited sports via the federal sports promotion scheme enshrined in the Austrian 
Gaming Act.

SDG 17
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This means that Austrian Lotteries is the country’s biggest and most important sponsor 
of sports and makes a crucial contribution in this regard throughout Austria. Extremely 
important in socio-political terms, grassroots sport benefits from this solidarity model, 
in particular. Limiting or eliminating this funding would result in numerous sports clubs 
being deprived of the foundation for their activities, which in turn would threaten the 
breadth and diversity of sport.

Austrian Lotteries is also a premium partner of the Austrian Olympic Committee and 
Austrian Sports Aid, as well as a sponsor of the Austrian Paralympic Committee.

Survey on human rights
Respect for human rights is one of the priority topics of ONR 192500 (Corporate Social 
Responsibility - CSR). During the audit of our CSR management system in accordance 
with ONR 192500 by Austrian Standards, a due diligence audit was suggested with re-
gard to human rights across the Group. 
In October 2020, a survey based on the United Nations Guiding Principles for Business 
and Human Rights was therefore conducted among selected and interested staff mem-
bers, who participated on a voluntary basis. The most important finding from the survey 
is that although there were no real instances of misconduct, any irregularities primarily 
concerned a lack of information. The next step is to inform affected departments of this 
need for improvement and a plan will be formulated with appropriate measures.

Commitment to society

GRI 
203-2

GRI 
102-12

SDG 3+5+8

In addition to top-level sport – track and field athlete Ivona Dadic pictured – grassroots sport also ben-
efits from the funding provided by Austrian Lotteries.
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Commitment to society

Status 2018 Status 2019 Status 2020

Partnerships and activities for the 
common good

Initiate new CSR partnerships to 
achieve the SDGs scheduled for 2020

scheduled for 
2020

postponed 
until 2021

Promote sustainability in Austria 

Hold at least four internal and two 
external events to raise awareness 
about sustainability extended to 2019 implemented

continued 
periodically

GRI 
103-2

motion4kids
Casinos Austria established the motion4kids educational foundation in April 2018 to en-
courage children and adolescents to exercise more. Innovative projects that use modern 
digital technologies to motivate children to exercise more and thus also increase their 
educational opportunities are identified and supported. motion4kids supports winning 
projects with EUR 10,000 and assists them during their development and implementa-
tion phase. motion4kids also contributes valuable expertise at the interface between 
physical activity and education. One example of this is a working group dedicated to the 
subject of daily physical activity units, which the federal ministries responsible for educa-
tion and sports set up in 2020. 

STATUS OF OUR TARGETS



An interview 
with Günter  
Engelhart

How does it feel to sit opposite a millionaire? 

Although it is a very strange situation, it is always a pos-
itive one. When it comes to emotions, it is a mixture. On 
the one hand, there is a sense of awe because the winner 
has achieved something that does not happen every day. 
Then there is joy because I am genuinely really happy that 
the winner has won so much. And then there is also a com-
bination of trepidation and hope. Trepidation as to wheth-
er the winner will actually find happiness with the prize. 
And hope that the winner will actually find happiness.

How do you start the conversation? 

 That is actually very easy for me. I am not the winner’s 
first point of contact in the Group. By the time we get in 
touch, winners have already spoken with Customer Ser-
vice or the manager responsible for major prizes and giv-
en their consent for me to contact them. Accordingly, they 
are already prepared for my call.

 

In March 2020, Günter Engelhart had a very amusing chat 
with a winner who had picked six matching numbers. “I 
have been playing with the same Lotto numbers for 
30 years,” a pensioner from Vienna told him. “And then this 
happens.” “I am standing in the tobacconist and want to 
play the Lotto pick slip again, reach into my pocket, and 
it is empty. I had left my ticket at home.” And it was this 
careless act that would help her win a million eight weeks 
later. Instead of collecting her usual pick slip from home, 
she asked for a lottery ticket with five quick picks for ten 
draws. After that, she did not switch back to her ‘good old 
pick slip’ but rather continued to play with the quick pick. 
For another ten draws. And on 4 March, after six draws, 
it actually happened! The emergency switch to the quick 
pick paid off with six matching numbers. She was the only 
person to pick six matching numbers in a normal round 
and won exactly EUR 1 million. The pensioner’s prize was 
paid out on – no joke – 1 April. 

Reading about winners in the newspaper is simply a fun 
thing to do. The general public is interested in learning 
how they won their prize, how they felt about it and what 
they intend to do with their winnings.

Starting a conversation with winners and telling their 
story while always maintaining anonymity is a special pri-
vilege and also something you need to have a natural gift 
for. Austrian Lotteries Press Officer Günter Engelhart – 
or ‘The Millionaire Whisperer’ – had the chance to speak 
personally with a number of winners in 2020. Sometimes 
over the phone, sometimes face to face.

Austrian Lotteries Press Officer Günter Egelhart.

“„
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What do winners have in common? 

 They have two things in common. The enormous 
pleasure at having won and their bank balance, which 
has grown accordingly. And the other thing every winner 
has is their own personal story. Sometimes this story has 
more to do with the win, sometimes less. But they are all 
unique.

Austria’s Gaming Act states that winners must remain 
anonymous. How do you deal with this responsibility? 

All the data of every winner are stored with pass-
word-protection in accordance with our guidelines. Any 
information that I disclose to the media has been agreed 
with the winner beforehand, of course. There is no possi-
bility that the information provided would allow conclu-
sions to be drawn about the winner. 

I have won the lottery. How do I get my prize?

The most important thing is to take good care of your 
lottery ticket and then call our customer service centre. 
The phone number is printed on the back of every lottery 
ticket. You then confirm that you really are the winner. 
After that, there are two ways to hand in the lottery tick-
et. Either you visit Austrian Lotteries at the head office in 
Vienna or you meet up with the manager responsible for 
major prizes. All the formalities are then dealt with and 
the winnings are transferred four weeks after the draw 
that yielded the prize.

486 people in Austria won EUR  100,000 or more with 
Austrian Lotteries products in 2020. This means that 
in terms of winner performance, 2020 is another re-
cord-breaking year in the 34-year history of Austri-
an Lotteries, with no less than 72 high prizes more 
than in the previous year. On average, 9.2 players won 
EUR 100,000 or more each week in the preceding year.  
These 486 prizes included 49 (or a good 10  per  cent) 
worth at least a million, i.e. four millionaires more than 
the year before. The 49 prizes worth at least a million are 
spread across the entire country. Every province gained at 
least one new game of chance millionaire.

The highest prize in 2020 went to an Upper Austrian as 
the year drew to a close. He won a six-time rollover jack-
pot with a Lotto quick pick on his own on 27 December 

and with it precisely EUR  9,165,954. This secured him a 
top-five spot on the list of highest Lotto prize winners, 
ranking him fifth. Six matching numbers have been picked 
more times in Upper Austria than in any other province, 
too. Of the 53 occasions on which they were picked, no 
less than 12 were in Upper Austria – while Lower Austria 
is the province with the greatest number of millionaires 
(10), followed by Vienna (8), Upper Austria (7), Styria (7), 
Burgenland (5), Tyrol (4), Vorarlberg (2), Carinthia (2) and 
Salzburg (1). Three prizes worth at least a million were won 
on win2day. Three and four were the most popular Lot-
to numbers in 2020, each drawn 24 times in 108 rounds. 
Drawn five and seven times respectively, the least popular 
were two and 29.

Between you and I, have you ever won?

Of course I have won before, but not enough for me to 
be available for a millionaire’s interview now. My prizes 
were more in the region of an amount that would proba-
bly encourage you to keep playing and reinvest the win-
nings. You know, three or four matching numbers in Lotto 
every now and then.
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OUR BUSINESS UNITS 

 
 

THE FISCAL YEAR

Despite substantial one-off expenses, we were able to close the fiscal year with a small 
profit.

The preceding fiscal year has been challenging in every respect. Our WINWIN outlets 
in Austria and casinos in Austria and abroad were closed for several months due to the 
lockdowns. The implementation of a necessary cost-cutting programme, which was drawn 
up within eight weeks and will lead to sustained savings on the cost side of 
EUR 50 million, also impacted consolidated earnings by some EUR 55 million. Moreover, 
we had impairment losses of some EUR 21 million to contend with. Nevertheless, we 
managed to deliver positive consolidated earnings.

At no point in time whatsoever was the Casinos Austria Group’s liquidity at risk. Equity of 
some EUR 360.5 million means that we are well equipped for difficult situations of this 
nature. 

GROUP GROSS GAMBLING YIELDS INCL. ANCILLARY REVENUES (CONSOLIDATED) 
2018-2020

(EUR millions)
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The COVID-19 pandemic caused considerable damage to Austria’s economic environment 
in 2020 and the Casinos Austria and Austrian Lotteries Group was one of the many to be 
faced with unprecedented challenges due to the prevailing economic and social condi-
tions. In the preceding fiscal year, the Group posted consolidated gross gambling yields 
(including ancillary revenues) of EUR 1.13 billion. Total tax payments in Austria stand at 
EUR 594.28 million. 

The COVID-19 pandemic affected our business units to varying degrees in 2020. On 
the one hand, all 12 casinos with dining facilities and the 21 WINWIN outlets in Austria 
were closed for 135 days. When it comes to days of closure, the picture with the estab-
lishments of Casinos Austria International is much the same. On the other hand, online 
business on the win2day.at gaming website flourished. Moreover, the lottery business 
could also continue to operate because our most important retail partners, the tobacco-
nists, were allowed to stay open.

Many guests visited online gaming companies with a view to finding alternatives, es-
pecially during lockdowns. However, with the exception of Austrian Lotteries, none of 
the companies holds a licence pursuant to the Austrian Gaming Act (GSpG), meaning 
they are not subject to the same conditions as those applicable to the country’s lottery 
licence holder. Consequently, these companies are increasingly exploiting the Austrian 
market with unlicensed gaming products.

Unlicensed games of chance continue to impact strongly on the development of sales at 
our casinos. The FIU confiscated numerous slot machines in 2020 in the course of their 
control activities relating to unlicensed gaming products. Foreign casinos close to the 
border, some of which were subject to other country-specific COVID-19 regulations, also 
caused an exodus of guests.

The Casinos Austria and Austrian Lotteries Group delivered a consolidated gross gam-
bling yield (including ancillary revenues) of EUR 1,134.24 million in the preceding fiscal 
year, placing it 16.55 per cent behind 2019. The Group once more generated important 
revenues for Austria in 2020 with EUR 594.28 million in taxes, duties and contributions.

Gross gambling yields and financial  
performance 
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Events were already denting Casinos Austria’s revenue even before the coronavirus-in-
duced closures on 13 March 2020. On 3 February 2020, the smoking rooms that had 
been set up were taken out of service, meaning that smoking in the casinos has only 
been permitted in the open areas provided for this purpose since then. We were forced 
to register a significant drop in sales, while guests were looking for alternatives abroad 
at the same time.

Gross gambling yields and financial performance

CASINOS AUSTRIA AG GROSS GAMBLING YIELDS – 2018-2020

(EUR millions)
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TAXES, DUTIES AND SOCIAL SECURITY CONTRIBUTIONS IN AUSTRIA 

(EUR millions)

2020
Group 

(consolidated)

Casinos 
Austria 

AG

Österreichis-
che Lotterien 
Gesellschaft 

m.b.H.

Total 594.28 65.95 521.18

Gaming-related charges 517.01 50.03 465.88

Other taxes, duties and social 
security contributions 77.27 15.92 55.3

2019

Total 643.37 129.32 505.46

Gaming-related charges 555.87 98.90 455.47

Other taxes, duties and social 
security contributions 87.50 30.42 49.99
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Gross gambling yields and financial performance

A fire broke out at Casino Linz on 8 February 2020, leading to a short-term interruption 
of operations. The Jackpot Casino on the first floor was able to resume operations with 
an expanded live gaming programme on 10 February 2020. Operation of the main gam-
ing area on the upper floor is still suspended, however.

On 13 March 2020, all casinos and dining facilities were closed temporarily due to the 
COVID-19 pandemic. The closures ultimately lasted 11 weeks, meaning it was impossible 
to generate sales in any of the casinos for that period of time. Although the period after 
the casinos reopened at the end of May was initially successful, a sustained decline in 
guest numbers and thus sales generated was clearly evident afterwards due to the COV-
ID-19 restrictions. Renewed closures since 2 November 2020 have now compounded the 
impact.

This complex and challenging situation has caused gross gambling yields to drop 
49.46 per cent year on year. Sales in the period between lockdowns were about 
24 per cent less than in 2019. Higher sales were prevented by restrictive measures due 
to the pandemic.

Casinos Austria International delivered gross gambling yields of EUR 111.25 million in the 
preceding fiscal year. The year-on-year drop of 38.46 per cent is due to closures in the 
wake of the COVID-19 pandemic.

While gaming revenues at Casinos Austria International in January and February 2020 
were still 11 per cent higher than last year, every casino had to cease operations tem-
porarily between the middle and end of March. All our establishments were gradually 
put back into operation between May and July 2020. Efforts to provide guests with an 
enjoyable casino experience despite all the limitations were successful. An increase in 
the number of infections from November 2020 prompted numerous restrictions in and 
closures of gaming establishments.

CAI GROSS GAMBLING YIELDS, INCL. ANCILLARY REVENUES (CONSOLIDATED) – 
2018-2020

(EUR millions)
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Gross gambling yields and financial performance

ÖSTERREICHISCHE LOTTERIEN GESELLSCHAFT M.B.H. GROSS GAMBLING YIELDS – 
2018-2020

(EUR millions)
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The COVID-19 pandemic also led to numerous restrictions at Austrian Lotteries. 

Football pools and goal bets could not be offered from 21 March 2020 to 17 May 2020 
due to the lack of football matches. EuroMillions suffered long-term adverse effects 
due to the lockdowns throughout Europe, especially in the spring of 2020. For example, 
the closure of all retail outlets in Spain significantly reduced EuroMillions sales and thus 
the first prize tier. Lotto ‘6 aus 45’ stabilised very well before the end of the year due to 
numerous rollover/high value jackpots.

Almost the entire network of retail outlets (more than 90 per cent) in Austria was 
available during the lockdowns. Nevertheless, footfall was significantly reduced in retail 
outlets due to the restriction of outdoor activities. The sharpest fall was seen with instant 
products (of which the break-open ticket was hit hardest) during the first lockdown in the 
spring of 2020. The scratch-off ticket was able to recover by the end of the year. 

All WINWIN outlets were closed from 17:00 on 13 March 2020 to midnight on 
28 May 2020 and have now been closed again since 23:00 on 2 November 2020.

At EUR 833.92 million, the gross gambling yields of Austrian Lotteries are 1.98 per cent 
higher than in the previous year. 

In the case of lottery products, the gross gambling yield of Lotto ‘6 aus 45’ with LottoPlus 
stands at EUR 316.71 million, representing a year-on-year gain of 8.37 per cent. This 
increase is due to a higher number of rollover jackpots and the fact that they were being 
won at higher rounds in the cycle during the summer months. EuroMillions delivered a 
gross gambling yield of EUR 165.99 million (or 12.09 per cent behind 2019). Number Lot-
to delivered a gross gambling yield of EUR 2.30 million (or 4.55 per cent behind 2019). 
This is attributable to the increased payout (game with fixed odds) and a non-executed 
sales-related promotion in April 2020. Football pool with goal bet delivered a gross 
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Gross gambling yields and financial performance

gambling yield of EUR 2.62 million and thus fell by 11.18 per cent compared to 2019. 
Bingo delivered a gross gambling yield of EUR 2.17 million in the fiscal year ended 
(-12.3 per cent). Its player base has continued to decline since the TV show was taken off 
air. Class Lottery delivered a gross gambling yield of EUR 12.07 million (18.80 per cent 
lower than in 2019), which is due to the increased payout (game with fixed odds). 
Lucky Day is 25.41 per cent behind the previous year, delivering a gross gambling yield 
of EUR 4.69 million. The reductions in the daily lottery clearly reflect events surrounding 
the COVID-19 crisis. Joker is marginally up on last year, delivering a gross gambling yield 
of EUR 106.32 million (+2.22 per cent). TopTipp [top pick] was launched on 3 Novem-
ber 2019 and delivered a gross gambling yield of EUR 4.62 million in 2020. 

The new N!CE non-cash prize lottery was launched on 14 September 2020. It is an elec-
tronic lottery under Article 12a Austrian Gaming Act and can only be played on a mobile 
device. To facilitate product optimisation a soft launch was carried out until the end of 
the year. 

With regard to instant products, the scratch-off ticket’s gross gambling yield stands at 
EUR 53 million, meaning it is 8.79 per cent higher than in 2019. Despite the sharp drop in 
sales at the beginning of the coronavirus pandemic, an increase was achieved in 2020 as 
compared to 2019 due to some extremely successful scratch-off ticket launches. Distri-
bution measures such as the rollout of new scratch-off ticket dispensers also had a posi-
tive effect on the product’s development. Break-open tickets delivered a gross gambling 
yield of EUR 9.76 million, meaning they are down on the previous year by 9.21 per cent. 
The break-open ticket was strongly affected by reduced opening hours and footfall at 
retail outlets during the lockdowns. Customers do not like to take break-open tickets 
out of dispensers (risk of infection) or the dispensers are awkward to access due to the 
installation of acrylic partitions as a safety precaution in the retail outlets. Introduced 
on 8 May 2019 and operated as an electronic lottery under Article 12a GSpG, Click&Win 
delivered a gross gambling yield of EUR 2.39 million as a result of successful new game 
launches in 2020. 

The electronic lotteries on win2day delivered a gross gambling yield of EUR 120.40 mil-
lion in 2020, meaning they were up by 27.77 per cent. The increases are attributable to 
higher user activity on Novoline slot machines (positive response to the different meas-
ures being taken periodically and game updates). Furthermore, the restriction of outdoor 
activities in the wake of the COVID-19 measures in the spring resulted in an increase in 
active users and new registrations. This trend had a lasting effect and continued over the 
summer. Continuous and strong game launches also led to higher user activity. 

The new online version of Bingo! can now also be played on a smartphone or tablet and 
was launched on win2day on 11 November. Poker sales on win2day stand at EUR 4.19 mil-
lion, representing a year-on-year gain of 45.20 per cent. The higher rake is due to addi-
tional offers and the increase in active users.
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WINWIN delivered a gross gambling yield of EUR 26.62 million with its 21 outlets in 
Austria, 40.50 per cent less than in 2019. This drop is mainly due to coronavirus-induced 
closures on 135 days in 2020. It is important to note that implementation of Austria’s 
Tobacco and Non-Smoker Protection Act was already having an adverse effect on sales 
in early 2020. During the reporting period, the Zell am See outlet closed on 15 February 
and the WINWIN outlets in Innsbruck and Hallein opened on 29 May and 26 October, 
respectively.

LOTTERY PRODUCT AND ELECTRONIC LOTTERY GROSS GAMBLING YIELDS 
COMPARISON 2019-2020

(EUR millions) 2020 2019
Year-on-year 
change (in %)

Total gross gambling yield 833.92 817.71 1.98

Lotto ‘6 aus 45’ incl. LottoPlus 316.71 292.24 8.37

TopTipp [top pick]1 4.62 1.19 287.60

EuroMillions 165.99 188.82 -12.09

Football Pool incl. Goal Bet 2.62 2.95 -11.18

Number Lotto 2.30 2.42 -4.55

Bingo 2.17 2.48 -12.30

Joker 106.32 104.01 2.22

Lucky Day 4.69 6.28 -25.41

Class Lottery 12.07 14.86 -18.80

Break-Open Ticket 9.76 10.75 -9.21

Scratch-Off Ticket 53.00 48.72 8.79

Click&Win2 2.39 1.12 112.24

NICE3 0.07 – –

win2day (incl. Keno, sports betting) 120.40 94.24 27.77

win2day Poker 4 4.19 2.88 45.20

WINWIN (VLT) 26.62 44.74 -40.50

 
1 Since 3 November 2019.
2 Since 8 May 2019 (electronic lottery under Article 12a GSpG).
3 Since 14 September 2020 (electronic lottery under Article 12a GSpG).
4 Rake.

Gross gambling yields and financial performance
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Austria experienced a slump in economic output in 2020. At the same time, unemploy-
ment rose by a third. Social and economic activities can only return to normal in 2021 if 
COVID-19 can be brought under control permanently. Recovery is expected to be slow 
and strongly dependent on the situation with lockdowns in 2021. The medium- and long-
term effects of the COVID-19 pandemic cannot yet be reliably estimated. That business 
or social life and thus also the behaviour of players and guests will change permanently 
cannot be ruled out, however. 

Casinos Austria established a good foundation for the coming years in 2020, its ‘ReFIT’ 
restructuring project significantly increasing the competitiveness of its casinos com-
pared with other gaming portfolios. Implementation of most of the measures was already 
completed in 2020. Strategic focus is on the core business of gaming and the playing 
guest. New guest groups are addressed with an appealing range of gaming products. Al-
though the general advertising line – for which a major media launch is planned in 2021 
– that has been developed will support the goal of achieving a positive operating result 
again in 2022, a negative operating result is still expected for 2021. ReFIT will be com-
pleted in 2021 and the resulting changes implemented in the Group’s internal structure.

Austrian Lotteries will continue to consolidate its market position by launching new 
games and innovative technologies in 2021, too. With regard to video lottery terminals, 
WINWIN outlets are being opened Linz and St. Pölten and others are being evaluated.

After being cancelled in 2020 due to the COVID-19 pandemic, the successful Responsi-
ble Gaming Academy event series is scheduled to return in early May 2021.

Ministerial Council Decision of 24 February 2021
The federal government has announced a comprehensive reorganisation of the gaming 
business in Austria with the Ministerial Council Decision dated 24 February 2021. The 
legislative package required for this is to be sent out for review at the end of April 2021 
and adopted in parliament in the second half of 2021. In addition to establishing an inde-
pendent gaming authority that is not subject to directives, numerous other measures are 
announced in the Ministerial Council Decision. Apart from those which are very likely to 
have a positive economic impact on the Casinos Austria and Austrian Lotteries Group, 
such as legislation that will make it easier to combat unlicensed gaming portfolios (ter-
restrial and online) or the elimination of the three casino licences currently not awarded, 
there are also those which might have negative economic consequences for our Group, 
such as the phasing out of VLTs, a cross-operator blocking network and advertising re-
strictions. In the absence of more detailed specifications, it is not yet possible to assess 
the overall impact on our Group of these planned changes to gaming in Austria.

Outlook
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Consolidated profit and loss statement of 
the Casinos Austria Group for the 2020 
fiscal year

EUR thousands 2020 2019

Gross gambling yields (incl. ancillary revenues) 1,134,240 1,359,147

Gaming taxes and other taxes -566,257 -640,272

Net gambling yields (incl. ancillary revenues) 567,983 718,875

Other operating income 58,003 19,887

Cost of materials and purchased services -9,478 -17,383

Staff costs -228,017 -264,430

Write-downs -55,361 -51,962

Other operating expenses -237,339 -254,693

Gains/losses from companies consolidated at equity 545 8,253

Operating result before restructuring expenses and impairment 96,336 158,547

Restructuring expenses; staff costs -50,609 -5,971

Restructuring and other operating expenses -4,572 0

Impairments -21,092 0

Operating result 20,063 152,576

Financial income 3,058 8,290

Financial expenses -13,680 -13,094

Financial result -10,622 -4,804

Result before income taxes 9,441 147,772

Income taxes -8,291 -34,116

Result from continued operations 1,150 113,656

Result from discontinued operations -205 -1,675

Group profit/loss 945 111,981

Attributable to 
 shareholders of the parent company  
 non-controlling interests

-25,465
26,410

87,890
24,091

945 111,981
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Consolidated balance sheet of the Casinos Austria 
Group at 31 December 2020 

EUR thousands 31 December 2020 31 December 2019 

ASSETS

Cash and cash equivalents 262,287 227,451

Inventories 3,340 2,891

Receivables and other assets 100,617 83,566

Other financial assets 38,591 37,115

404,835 351,023

Assets held for sale 826 866

Short-term assets 405,661 351,889

Tangible assets 178,291 195,831

Goodwill 239,961 240,670

Other intangible assets 23,223 27,857

Rights of use 71,923 101,940

At equity consolidated companies 59,657 79,482

Deferred tax assets 37,245 22,886

Long-term financial assets 187,288 247,135

Long-term assets 797,588 915,801

Total assets 1,203,249 1,267,690

LIABILITIES AND EQUITY

Financial liabilities 32,006 28,414

Lease liabilities 16,077 15,556

Trade payables 26,665 32,240

Provisions 34,589 15,554

Income tax liabilities 31,965 10,901

Other short-term liabilities 323,792 329,257

Short-term debts 465,094 431,922

Financial liabilities 122,016 153,620

Lease liabilities 66,580 86,291

Provisions for employee entitlements 121,908 141,285

Deferred tax liabilities 2,795 3,433

Other long-term provisions 49,296 27,698

Other long-term liabilities 15,109 14,034

Long-term debts 377,704 426,361

Share capital 40,000 40,000

Revenue reserve and retained earnings 332,563 358,028

Reserve for actuarial gains/losses -69815 -73021

Valuation reserve for financial assets -4330 0

Currency translation reserve 14,029 15,051

Equity of shareholders of parent company 312,447 340,058

Non-controlling shareholders 48,004 69,349

Equity 360,451 409,407

Total liabilities and equity 1,203,249 1,267,690
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The Casinos Austria Group’s Managing Board commis-
sioned CSR Company International with the validation of 
its annual report for 2020. This is an integrated report. 
We were engaged to audit the CSR department and the 
Responsible Gaming department with regard to the pres-
entation of data for the period 1 January to 31 Decem-
ber 2020. We did not review any data beyond that. 

Criteria 
Our audit procedures were arranged so as to obtain 
limited assurance for the disclosures made in relation to 
the non-fi nancial GRI 302 standard in 2020. We also re-
viewed the completeness of disclosures made in relation 
to the Austrian Sustainability and Diversity Improvement 
Act (NaDiVeG 2017). Geographically, the audit is identical 
to the business areas shown in the annual report, i.e. it 
includes the whole of Austria and the foreign subsidiary. 

Management’s responsibilities
The Casinos Austria Group’s management is responsible 
for the preparation of the report in accordance with the 
reporting criteria. The reporting criteria comprise the 
reporting principles set out in the GRI Standards 2016 
issued by the Global Sustainability Standards Board 
(GSSB).  This responsibility includes the selection and 
application of appropriate methods for sustainability re-
porting as well as the use of assumptions and estimates 
for specifi c non-fi nancial disclosures that are reasonable 
under the given circumstances. The management is also 
responsible for such internal controls as it determines 
necessary for the preparation of a sustainability report 
that is free from material misstatement, whether inten-
tional or unintentional.

Auditor’s responsibility
Our responsibility is to express an opinion with limited 
assurance on the non-fi nancial information (GRI 302) 
shown in the report based on our audit procedures. 

We carried out our audit procedures in accordance with 
the international AccountAbility 1000 Assurance Stand-
ard so as to obtain limited assurance on the subject 
matters. 

This requires that we plan and perform the audit so as to 
obtain limited assurance to the extent that we can state 
that nothing has come to our attention that leads us to 
believe that the above non-fi nancial information has not 
been prepared, in all material respects, in accordance 

with the reporting criteria as set out in the GRI Standards. 

In a limited assurance engagement, the audit procedures 
are less extensive than in a full assurance engagement. 
Selection of the audit procedures is left to the auditor’s 
professional judgement.

Audit opinion 
Based on our audit procedures, nothing has come to our 
attention that leads us to believe that the report does 
not comply with the requirements of GRI 302 and has not 
been prepared, in all material respects, in accordance 
with the reporting criteria set out in the GRI Standards. 
This also applies unreservedly to the legal requirements 
of NaDiVeG 2017. 

We have concluded that the Casinos Austria Group has 
not excluded any material aspects from the report and 
that the reporting process provides reliable CSR data 
and information, as well as the same for the Responsi-
ble Gaming department.

Auditor
Martin Neureiter
CEO CSR Company International

The complete audit certifi cate is available at

https://www.casinos.at/en/casinos-austria/company/press

Independent auditor’s report on CSR and respon-
sible gaming measures
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