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Trafficology has partnered 
with data experts Casino City 
Press to provide insight into 
website and traffic trends across 
affiliate industries, predominantly 
in gaming but including others. 
In this edition, we review affiliate 
programmes per vertical for May 
2021. The below is a breakdown of 
the top 10 sites globally, including 
both desktop and mobile, sorted 
by their overall ranking, casino 
ranking, sports betting ranking, 
poker ranking, lottery ranking 
and financial ranking
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Rankings are estimated using statistical data and should not be considered absolute ranking values. More than 
50 complementary top lists are available on the iGamingDirectory.com website operated by Casino City Press.
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Stephen A Crystal, Founder of SCCG Management, talks  
us through the uses of affiliates in the US iGaming market 

IGaming operators in the US cannot directly advertise their 
gambling content through digital advertising platforms such 
as Google and Facebook.

However, there are many other ways to get in front of  
a broad online audience, likely interested in your iGaming 
operation. Creating value for content and traffic sources, such as 
affiliate marketing companies, who are willing to recommend  
your product to their existing audience, is one way to quickly  
extend your reach without investing organisational focus in 
building that capability yourself.

The same prohibitions that affect iGaming operators also  
affect affiliate marketers. These entities use high-value web 
content, which they have developed over long periods,  
to attract segments of online traffic who would be receptive to 
iGaming offers. Once there, the affiliate marketers use a variety  

sccg

THE US VIEW: AFFILIATES IN IGAMING

of methods to direct user attention to iGaming content.
Viewers of mobile content often see these calls to action  

for iGaming content through banner displays, pop-unders,  
page redirects and push notifications, all of which have a varied  
level ofacceptance by users. Push notifications are only possible 
where there is an opt-in relationship between the content 
provider and the viewer, but over time, these relationships  
are achievable and theoretically valuable to both partners.

In brick and mortar gaming, we create these business entities  
and relationships directly. We add established VIP hosts with  
loyal customers and lists to player development programs, 
develop junket programs, host bus programs all collaborations  
that bring new player traffic to ourcasino floors, supported by  
a third-party partner.

However, in this new digital world, the brick and mortar 

stephen a crystal
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businesses don’t have the geographic reach to be everywhere 
regulations permit, hence, we outsource to affiliate marketers. 
To be fair, even affiliate marketers outsource their traffic where 
necessary or financially beneficial, to other content providers 
who, for a fee, advertise the affiliate marketers' content, drawing 
a wider web for highly qualified viewers.

In each of these relationships, there is a different type of 
value provided to the partner and customer. Typically, the affiliate 
would get a bonus or commission based on performance the 
casino can measure, and the customer receives a promotional 
offer for participating. These are the same kinds of value models 
that online affiliate marketers and their traffic expect. 
Affiliates get a commission for driving traffic to your online 
operation under specific conditions. The individual consumers 
typically react to a promotion provided by the affiliate program 
(you) as presented to the customer by the affiliate marketer.

In most cases, the specific metrics for payment are based on 
a cost per action (CPA) model, where, for example, an iGaming 
site pays the affiliate a fixed dollar value for every first-time 
enrollment of a customer who also deposits a minimum amount 
in their online wallet, or makes more than a predetermined 
threshold of bets on the platform.

Less well known are affiliate payment models who reactivate 
customers who have disappeared for a meaningful period of 
time. When the affiliate is able to reactivate these customers 
who have lapsed visits, they are again paid; again, usually on 
a CPA model similar to the first-time depositor (FTD) model.

One of the largest challenges to established affiliate marketing 
companies in the US is the technological inability to provide 
near real-time reporting affiliates have been used to in established 
iGaming markets. This happens most frequently when traditional 
brick and mortar operators have been given license to operate 
online casinos or sports wagering operations. These iGaming 
entities are often managed by legacy casino management 
systems that have not had time to adapt to affiliate marketing 
partnerships and adopt the kinds of reporting portals they have 
become accustomed to.

This is a non-trivial issue, as affiliate marketing companies 
often have to make significant expenses in advertising and 
promotion to drive traffic. Not being able to frequently validate 
the effectiveness of the advertising channels they use means 
they often see losses, which would've been avoidable had the 
marketing teams been able to change their campaigns earlier.

However, from the operator’s perspective, one assumes 
the CPA deals they make with the affiliates are purely pay for    
performance and protect them from significant harm.

A strong relationship between the operator and the affiliate 
must exist if you must exchange visibility for trust. 
Operators need to feel secure in the steadiness of their customer 
acquisition funnel. Affiliates need to feel secure that they can 
continue to drive highly qualified traffic, profitably. The stakes       

are high. In mature iGaming markets, affiliate traffic is 40-60% of 
all the iGaming operator’s traffic. In healthy relationships, this   
is a symbiotic partnership. When trust is low, these relationships 
can become parasitic, and fail quickly.

Beyond the trust and transparency issue, there are complexities 
all operators need to consider.

Not every partner shares the same ethics around how they 
achieve their goals
There are a lot of ways that unethical marketers can drive 
traffic to your site. We met with one affiliate marketing expert   
this week that told us some firms use distributed malware, 
which redirects customers who visit one URL to one of their 
affiliate partner’s sites, right in their browser. For example,              
you type in the URL for Crate and Barrel in your browser and 
end up on a competing vendor’s site with whom the affiliate 
marketer has a relationship. Sure, many customers will be 
upset about the misdirection, but a lot of folks will notice 
a promotion or similar product on the site they were hijacked 
from and go ahead and make a purchase.

Another issue is just lying about the source of the traffic. 
Some companies will show you in-depth documentation 
about their traffic gathering footprint. Instead, they will seed 
those results with an internal list of product-specific customers 
who follow the affiliate marketer’s high-value promotions. 
This deception skews the conversion rates indicated by the 
trial, and when you try toscale up the spend, the conversion 
rates plummet. You find yourself with a lot more promotional 
and advertising spend and dramatically lower return on 
marketing investment.

Luckily, there are tools available to iGaming operators, 
which allow for risk management over time. For example, 
these systems can detect potentially fraudulent accounts by 
tracking a unique fingerprint created by the hardware being 
used to reach the iGaming site. This unique fingerprint can 
determine when a particular tracked account is suspiciously 
logging on from all around the world, from dozens or hundreds 
of different computers. Conversely, they can detect when many 
users are all accessing the site from a handful of devices and one 
location, for example. This is a tremendous risk, as unscrupulous 
affiliate traffic could be merely an army of scripted bots who create 
accounts and satisfy the CPA contract’s terms, just to collect the 
affiliate’s bonus. These tools, however, need to be managed and 
used by aware operators to be effective.

Understand who owns your customers
Are you establishing loyalty with the new customers? Is the 
affiliate marketer acting as a middle man in the transaction, 
or do they have the ability to redirect these customers (and   
their revenue) to whoever is paying the highest bounty           
this month?

Diversifying your affiliate partners and having an effective 
strategy for disintermediating the affiliate from prospective 
customers is essential to maintaining a balance of power. 
Affiliate marketers are there to drive new traffic, not control
the behavior of your existing customers.

There is a constant balancing act to be made with affiliate 
marketing partnerships. Constant communication, practical 
measurement tools and continually refining performance 
measurements – and the promotional and commission spend 
associated with them – are essential.
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MR GAMBLE

Why casino affiliates  
are turning on to Twitch 

Jonas Kyllönen, Co-founder and CMO at Mr Gamble, explains why Twitch  
presents tremendous opportunities for affiliates to drive brand awareness  
and direct traffic; the channel, however, is not without its challenges 

The online casino affiliate space has changed significantly  
in recent years, and if you are to succeed in today’s market,  
you have to do more than build a website and populate it  
with content. 

Affiliates must now consider themselves brands and 
undertake similar marketing activities to the online casinos  
they list and recommend to their readers. 

Sure, SEO traffic will always be a key consideration,  
but it is now just as important for affiliates to use digital  

PR, digital marketing and social media as part of their  
brand-building efforts. 

An increasing number of affiliates are also launching 
dedicated streaming channels to engage and entertain  
an even wider audience and, of course, to build even  
more brand equity. 

Mr Gamble has been running a Finnish language Twitch  
channel since 2019, and over that time, we have amassed  
more than 20,000 followers. 

Jonas Kyllönen



This is why we recently took the decision to launch a  
second Twitch channel – Mr Gamble Casino – which is  
targeted at the fast-growing US market. 

But establishing and operating a Twitch channel  
is not without its challenges, which I discuss below in  
more detail as well as provide suggestions for how they  
can be overcome. 

A simple setup that is not so simple:  
In principle, all you need to get started with a Twitch  
channel is a webcam, microphone and broadcasting  
software, and away you go. 

But then you have to consider the quality of the stream  
you wish to broadcast. To compete with the established 
streamers, you have to make a sizeable investment in your 
streaming setup. 

This is so you can purchase a high-quality camera and 
powerful microphone, as well as set up a proper studio 
environment from which to stream. 

Once you have the correct technical setup in place, you  
have to consider things like the budget allocated to each  
stream, presenters and the game providers you work with. 

Viewers expect to be entertained: 
Make no mistake about it, if you are to build a sizeable  
audience to your Twitch stream, you must deliver high  
levels of entertainment, or players will simply switch to  
another channel. 

Most want to see big wins, and that means you  
must allocate a budget to each streaming session  
that is sufficient to allow the presenter to bet big  
when necessary. 

We provide sufficient funds to our streamers so that  
they can place sizeable bets on each stream, to win the  
mega and epic wins our followers dream of. 

The presenter chosen for the stream is just as important.  
They need to be engaging and entertaining and draw in  
the audience and hold their attention for the duration of  
the session. 

This is easier said than done but get it wrong and the  
result is a flat, dull stream that not even the streamer 
themselves can get excited about. 

Of course, the games being played throughout the  
stream are just as important as the presenter and the  
playing budget they are allocated. Boring games lead  
to a boring stream. 

We always stream games that sit at the higher end  
of the volatility scale and that are packed full of bonus  
features – the anticipation of hitting these is what keeps  
viewers captivated. 

We often stream games from providers such as Play’N  
GO, Relax Gaming, and Nolimit City as they provide the  
thrills our audience is seeking. 

Don’t fall foul of the rules: 
Even with the right technical setup and entertaining  
streamers with big budgets playing the right games,  
there is no guarantee of success. 

Streaming channels such as Twitch have rules you               

must read, understand and abide by or risk having your      
channel shut down. 

Given the investment required and the time it takes  
to build an audience, this can have a significant, negative  
impact on the affiliate if they cannot get their account 
reopened. 

Brand building takes patience, dedication and time: 
Brand building is a long-term undertaking and establishing  
a Twitch channel is no different. 

The key is consistency; players want to know what day  
(or days) and time (or times) you are streaming and            
expect you to keep to that schedule. 

If you can only stream every Wednesday at 9pm, that is  
better than taking an ad-hoc approach; audiences don’t  
like irregular streaming schedules. 

Ultimately, the key to a successful streaming channel  
lies in bringing all of these factors together and then  
being dedicated and patient when it comes to watching  
your channel grow. 

This is something we have done and, as a result, have  
been able to drive brand awareness as well as direct traffic  
to Mr Gamble. But anyone looking for an easy win should  
look elsewhere. 

"Make no mistake about it,  
if you are to build a sizeable 

audience to your Twitch  
stream, you must deliver high 

levels of entertainment,  
or players will simply  

switch to another channel.  
Most want to see big wins"



Gamblineers

Growing bit by bit
Adam Gros, owner of Gamblineers, discusses the recent trend of blockchain  
casino expansion and the opportunity it presents for game providers

While crypto and blockchain aren’t exactly new any more, 
blockchain casinos are still a newcomer to the gaming industry.

The first blockchain casinos appeared in around 2017,  
making even the oldest and most experienced ones only a few 
years old. Their concept was innovative and different to what  
we were used to in online gambling:

•   only a few games
•   all games with a built-in provably fair option
•   all games in-house, no third party game providers
•   emphasis on graphics, design and animations
•   a public chat for all players in the casino
•   crypto-only casino
•   extraordinarily high number of different supported cryptocurrencies
•   very little or no ‘traditional’ bonuses
•   different faucet options to give players free money to play with

Blockchain technology
But their main difference is that they operate using blockchain 
technology. To explain this distinction, here’s how ‘regular’ online 
casinos work (simplified):

When you place a bet on a game, your bet gets sent to  
the game provider’s server. The server then calculates the 
multiplier for your bet according to the random number 
generator result and sends the appropriate response back  
to your browser.

The same communication in blockchain casinos has one 
additional step. When you place a bet during a game, your  
bet gets sent to the casino’s server and the server also records  
your wager in a blockchain. The server then calculates the 
multiplier for your bet according to the random number 
generator result and sends the appropriate response back to  
your browser. The difference is that the contents in the 
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blockchain can be viewed, where the idea  for provably fair 
 games originates from.

The actual communication is a bit more complex,  
especially when third-party game providers are included;  
but for the sake of simplicity, the above description is  
good enough.

The display of wealth
Almost all online casinos you come across have a sales pitch  
similar to this one: “X-thousand+ games from Y game providers  
and a welcome bonus of up to Z dollars.” But blockchain casinos 
can’t really brag with any of that because “five games and         
no welcome bonuses” doesn’t paint the best picture.

Instead, blockchain casinos try to appeal to the crypto side  
of the player by promoting how many currencies they accept,  
their fast software and the fast transactions which are so 
popular in the crypto community.

But now, after a few years on the market, this has started        
to change.

The blockchain (r)evolution
The first – and most notable – change taking over a lot of 
blockchain casinos is the addition of slots and live games from 
third-party game providers.

To the question “why?” the response was: “Most crypto  
casinos (the ones originally featuring typical crypto games)  
are adding third-party games and, to be honest, it absolutely  
makes sense. Players nowadays want a big game selection  
and most of all, slots... just like they could find in ‘regular’  
online casinos.”

I agree, it makes sense. Perhaps the correct question should  
have been: “Why only now?” After all, online casinos have been 
doing this since their very inception.

The second – but not yet so frequent – change is the limitation 
of faucet bonuses, giving players free money without expecting 
anything in return, and instead offering different promotions for 
players to take part in.

This has brought blockchain casinos somewhat closer  
to other online casinos in terms of games and promotions,  
but nevertheless there still appears to be a big gap in the other 
services they offer. While ‘regular’ online casinos pride themselves  
(or try to) on 24/7 professional and fast support for players,  
and professional support an analytics for affiliates,  
blockchain casinos still rely on their public player chats; and not 
differentiating players from affiliates by making every player  
an affiliate and hoping they will bring a few friends in their 
lifetime. Not to be too critical, ‘regular’ casinos will have to  
adopt the vast cryptocurrency support blockchain casinos  
have, to cater to the ever-growing crypto community.

The ball is in the game providers’ court
By adding hundreds or thousands of games and placing them  
side by side with their in-house provably fair games, blockchain 
casinos have created a unique opportunity for game providers      
to take the next step.

So far, blockchain casinos have used their ‘blockchain’ part to  
give players some insight into the game they are playing and 
the bets they are making. But blockchain technology has a vast 
application, so this is a completely new environment just 

waiting for the first game developers to jump in.
BGaming is a nice example of being a little ‘ahead of time’ 

here, having harnessed blockchain technology and offered 
provably fair games in some regular online casinos; this was 
already done a while ago.

First, there were Bitcoin games
When the first casinos started accepting crypto, you could see  
the category ‘Bitcoin games’ quite often, showing a selection  
of games that could be played with the cryptocurrency.

Today, you rarely still see categories like that, a clear sign                                                        
that crypto has integrated into iGaming and has been effectively 
embraced by game providers.

Now it seems the same scenario is taking place again  
but with ‘blockchain’ games instead. It will be interesting            
to see where this takes us in the years to come; and who                                                                                                                  
will be able to best capitalise on the new technology           
blockchain offers.

"By adding hundreds or thousands 
of games and placing them side by 
side with their in-house provably 
fair games, blockchain casinos have 
created a unique opportunity for  

game providers to take the next step"
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Mindway AI CEO Rasmus Kjaergaard, and Founder and Professor Kim Mouridsen, 
discuss the importance of player protection and identifying at-risk gamblers as  

early as possible. Mindway AI is majority owned by affiliate Better Collective

How exactly does Mindway AI’s technology identify problem  
and at-risk gamblers?
Kim Mouridsen: Mindway AI’s GameScanner is an artificial 
intelligence solution that can best be compared to a virtual 
psychologist who assesses every event of every game of every single 
gambler; taking a broad number of factors and their interrelations 
into account. This approach has been turned into a highly advanced 
algorithm trained with human experts, to perform with very high 
precision in identifying at-risk and problem gamblers compared 
to expert psychologists. The advantage of having an algorithm 
perform this task is that it monitors not only one gambler, but entire 
databases around the clock and delivers instant player profiling. 
Needless to say, this would not be possible with manpower alone.

How important is it for operators to use this technology in  
the right way?
Rasmus Kjaergaard: Summed up in one word: Very. Using our 
technology in the right way can make the difference between 
a gambler developing problem gambling or not. GameScanner 
provides insight and knowledge on the entire database of players 
as well as the individual gambler. In that way, operators get insight 

into the overall state or “health” of the entire database, providing 
a solid foundation for intervention and prevention strategies. 
Furthermore, operators can follow the entire gambling trajectory 
at the individual level closely as they get access to a 360 degree 
view of every gambler. This allows for an individualised approach 
in reaching out to gamblers, as their gambling behaviour and 
patterns are analysed and converted into easily understandable  
and actionable insights.

How can operators detect vulnerable gamblers as early  
as possible?
KM: The best way to detect vulnerable gamblers as early as possible is 
to monitor all gamblers in a database. Through monitoring, deviations 
in gambling behaviour, reactions towards wins and losses and a  
myriad of other factors are identified and analysed, resulting in a risk  
profile for every individual gambler. With an automated high-precision  
solution like GameScanner, any changes in gambling behaviour are  
monitored, assessed and profiled, always providing the operator  
with an up-to-date status on every gambler. Through monitoring  
gamblers 24-7-365, GameScanner provides visuals and graphs of  
developments, making changes easily detectable and understandable.

MINDWAY

 The importance  
of player protection
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What can regulated operators do more of to ensure they avoid 
player protection failures?
RK: At the practical level, operators in regulated markets  
can use third party providers like Mindway AI to monitor their 
gamblers and get the necessary scientific-based and individualised 
insight into with whom of their customers they should intervene. 
They can also run affordability checks on their customers to ensure 
that the money spent matches what their customers can afford 
to spend on gambling. At the strategic level, they can set goals 
like Kindred to have zero revenue come from problem gambling 
in 2023, or like Entain upping their RG efforts drastically through 
their ARC-model. Generally speaking, cooperating with regulators 
and being transparent with them also seems to be the best way 
forward rather than regulators having the role of “policemen.”

Are the behaviours of problem and at-risk gamblers always  
the same, or does it differ with each individual?
KM: Every gambler has his/her own pattern and his/her own style 
and level of gambling. That is the reason why identifying problem 
gamblers is a complex task and why every gambler needs to be 
assessed individually. It is never enough to look at single factors  
such as money or time spent exclusively. For instance, losing £1,000 
($1,383) for one gambler may have dire consequences for their ability 
to pay bills and provide for themselves, while losing £1,000 for another 
gambler might not affect their life and might be “fun money”  
they are willing to spend on gambling. To properly identify at-risk and 
problem gambling, a lot of data needs to be analysed at the individual 
level. GameScanner reveals the behaviour and decision making that 
lies behind gambling by analysing data, and it clearly pinpoints how 
and why a gambler is categorised as an at-risk or problem gambler. 
The individualised approach that GameScanner offers basically does 
all the work, mapping every single gambler’s risk profile, paving the 
road for personalised intervention and customer care. However,  
there are certain demographics that have a higher occurrence of  
at-risk and problem gambling and those are, of course, also taken  
into account, but more as a kind of background knowledge.

What makes Mindway AI different to other third-party  
providers of player protection technology?
RK: Mindway AI differs in its very DNA. Our foundation is  
rooted in research and neuroscience, taking a deep look at  
the mechanisms behind decision-making, reward systems  
etc. and their influence on gambling behaviour. So instead 
of coming out of the industry, we come out of research in 
neuroscience and cognitive science. By building a bridge 
between research and the gambling industry, we add an  
extra layer of objectivity to our solutions, in addition to 
being an independent third-party provider of responsible 
gambling solutions. Furthermore, GameScanner is the only RG 
solution that has been tested and verified in a sample test                                                                                                                             
by GLI, to deliver a high level of precision in its assessment                          
and risk profiling of gamblers.

Are there any other platforms or projects Mindway  
AI is lining up for the near future?
RK: Yes definitely. First and foremost, we have added a new 
focus area to our R&D roadmap,  providing new functionality 
that integrates GameScanner and its detection output with 
automated interventions. In this regard, we will focus on 
integrating the output for individualised and relevant soft 
intervention on a number of platforms. Furthermore, we are 
working on a number of integrations with upcoming solution 

partnerships within virtual agents, SMS services, automated 
phone calls, KYC, AML and affordability. Another major novelty 
is our prediction module that goes beyond detecting problem 
gambling by predicting how gambling trajectories will develop  
two, four or eight weeks from now. Additionally, we have a 
number of project deliveries and new customers we hope to  
be able to disclose soon, which is very exciting too. On a longer  
term basis, we have a lot of other new ideas for enhancements  
to GameScanner, Gamalyze, our gamificated self-test, and new 
solutions as well. The journey has just begun.

Rasmus Kjaergaard

Kim Mouridsen
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Tim Poole speaks to Daniel Dolejsi, Social Media and Community  
Manager at Casino Guru, about the affiliate’s aims to educate the industry

Can you explain to us what the Casino Guru Academy is?
Of course. The Casino Guru Academy is basically an e-learning 
platform that offers free courses related to online casinos and 
the iGaming industry. The courses are meant for current or future 
iGaming professionals, i.e. people that work or hope to work in  
the industry.

Once all the courses are ready, the Academy will provide 
comprehensive learning materials, covering the main areas 
important for people working in online gambling.

For now, the Academy offers an initial course focused on 
the essentials of iGaming customer support, as this is the most 
common entry-level position in the industry. The course starts 
with an introduction to online gambling and customer support, 
and then focuses on the main types of issues customer support 
representatives in online casinos deal with as part of their job.                 
We also cover the hiring and onboarding process, to help 
candidates maximise their chances of getting hired, as well 
as performing well once they get the job.

Why did Casino Guru feel the need to start this project?
It all has to do with our values. We feel strongly about a fair  
and moral approach to gambling, as well as keeping players  
as safe as possible. Unfortunately, it doesn’t seem to be an 
industry standard, and we would like to help make things better.

When dealing with player complaints on a relatively large 
scale, we noticed that players keep experiencing similar types  
of issues. These are often caused by unfair terms and conditions,  
and casino employees that don’t really understand how things 
work in the industry; or why they work like that.

Basically, we started to see specific pressure points which,  
if desired, could be easily removed by improving customer  
service standards or changing the casino’s attitude to players,  
their safety, and terms fairness.

It might be difficult to spot these details in a corporate  
environment, and I imagine they are easily missed when setting  
up operational rules and standards at a new casino without  
experienced management.  

casino guru

 Education, education, education



We hope that our knowledge, presented in the form of easy-to-follow 
courses, will be beneficial for everyone involved. Aspiring candidates 
will gain a competitive advantage in the hiring process, casinos will 
gain more knowledgeable employees, and players will be  
able to enjoy a safer gambling experience.  
At least that’s the hope.

Do you feel you genuinely have enough expertise to offer 
online casinos?
We are quite confident about the level of knowledge and 
experience we have amassed over the years, especially in  
terms of knowing what works for players globally. We helped 
successfully resolve more than 1,500 complaints of players 
dissatisfied with how they are being treated by online casinos,  
and we also know the tricks that players are using when trying  
to get an advantage over the casino.

Additionally, it’s fair to say that casino employees, especially 
those working at entry-level positions, often aren’t too familiar 
with how things work in online gambling. They are following 
the rules set out for them by their employer, but they don’t 
understand the deeper connections between individual parts  
of the system. We feel like we can help them connect the dots  
and understand why things work the way they do.

That said, we definitely don’t think we have the answer to 
everything. That’s why we are doing our best to create our  
courses in cooperation with other industry professionals,  
collecting their feedback and improvement ideas. We believe  
that sharing knowledge and views from different perspectives  
helps build the most comprehensive learning materials.

Are there lots of things missing that online casino staff  
don’t know already?
From our experience, the level and maturity of player treatment  
in online gambling is very uneven. As progressive of an  
industry as online gambling is, it can still happen that  
technical developments outpace the sharing of best practices. 

There are dozens of new casinos created every month,  
some of them emerging from areas with very little experience of       
remote gambling. It’s definitely not easy for them to find out  

how to set good standards for how to treat customers and  
what is fair and what isn’t.

And, for the most part, this also goes hand in hand with 
regulatory requirements lagging behind in some areas.

That said, it’s not the case for emerging markets only.  
Training newcomers and preparing them for their job is a  
difficult and time-consuming task, and there is not always  
enough time for it. Especially when it comes to growing 
companies that need to quickly hire new employees to  
keep up with an increasing number of players.

But don’t get me wrong. There are many companies doing  
an outstanding job in customer service, often building their  
entire strategies on what their customers actually want or  
need. We have much to learn from each other – it’s the only  
way to raise the standards and create a better online  
gambling ecosystem for everyone. And that’s definitely  
what the Casino Guru Academy wants to achieve.

What kind of complaints have you received about players being 
mistreated by casinos?
We currently receive more than 400 complaints per month. Most  
of these are related to pending withdrawals and violations of 
bonus terms and conditions. But there are also many complaints 
related to other areas, most notably verification procedures and 
responsible gambling.

Many of these complaints end up rejected, as players often 
simply stop responding and we have no way of helping them if 
they don’t cooperate. And many complaints also get resolved 
by themselves, as players can be impatient and submit a complaint 
instead of waiting a few more hours or days for the casino to  
take action.

About 10% of cases are much more complex and complicated. 
These require our complaint team to extensively communicate 
with the involved parties to find out what really happened and 
how to deal with it. These cases take up the most effort and 
time, but they are also the most rewarding if we do manage  
to resolve them successfully.

How can you address the lack of knowledge among new  
employees in the industry?
Well, that’s what the Academy is here for. We want to  
provide collaborative, evidence- and experience-driven  
learning materials that have the ability to fill the gaps,  
help people do their jobs better, and aid companies in  
following or even improving the industry’s standards.

Our goal is to make online gambling better, and hopefully  
the Academy will be one of the tools that helps us make             
it happen.

Daniel  is  Casino  Guru’s  social  media  and  community  
manager.  He  is  responsible  for developing and managing  
the project’s multilingual community forum, social media  
channels,  and  leads  a  team  that  delivers  relevant                                         
information  from  the  gambling  industry  to  Casino  Guru’s                                                       
newsletter subscribers.  Prior  to  his  current  position,  
Daniel spent almost four years working for LeoVegas, one of the 
biggest online  casinos  based  in  Malta.  Considering  his                                                                                 
previous  experience,  he  is  also  available as an advisor to  
the team responsible for dealing with players’ complaints 
about casinos.

 "From our experience, the level  
and maturity of player treatment  
in online gambling is very uneven.  

As progressive of an industry as 
online gambling is, it can still happen 
that technical developments outpace 

the sharing of best practices"
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PLAY HARD
Nathalié Bjurenborg-Wirf, Head of 
Affi liates at Spiffbet/Cashmio, talks golf, 
golden retrievers, sushi, sleep-deprived 
fi anceés and living in Marbella 

You hail from Sweden but you’ve since lived elsewhere 
– which of them has been your favourite place to live?
Marbella for sure; you can’t beat the nature and climate 
in the southern part of Spain. 

What I love about it is there is always a new adventure 
just around the corner; if you want play golf, you have 
an abundance of courses; wanna go for a hike you can 
download “all trails” and find something that fits your                                                                                                                 
ambition for the day (yesterday I hiked up beautiful La                                                                                                               
Concha, for example). There are a lot of vineyards and 
olive oil farms you can visit for a day trip, or why not go 
to Rhonda and take in the breathtaking views, or hang 
in Malaga and eat a bunch of local delicacies?

Wow, I sound like I’m head of the tourist board for Marbella.  
I guess I just love it here that much! 

If you could play a round with any golfer in history, who 
would it be?
Beyond a shadow of a doubt, Annika Sörenstam! With over 
70 wins on the LPGA Tour and a long-standing career in golf, 
it would be amazing to pick her brain on how she kept herself 
so motivated; and also learn some solid tricks on the golf 
course, as I’m in dire need of it since taking up golf this spring. 

If you had the choice of fostering a pug or a golden retriever, 
which would you choose!
Haha, this is actually a very funny question if you know me 
and my fianceé – I don’t hide the fact I love brachycephalic dogs, 
especially French Bulldogs. So for me, this would be a no brainer 
if it wasn’t for my fianceé who does not like snoring, which these 
types of dog always tend to do. So for the sake of saving the 
relationship: a Golden Retriever.

Fun side note: We fostered a French Bulldog that had been 
abandoned by its family. Not too long after the fifth night, 
my fianceé ended up sleeping in our home office due to the 
snoring; me on the other hand, happy as a clam! 

That’s also a testament to how great my fianceé is, he lets 
me foster these types of dogs even though he knows his sleep 
will suffer. 

Could you sum up your career in gaming, in three words?
Fun, challenging, life-changing.

Can you tell us more about what’s currently happening at 
Spiffbet and Cashmio?
We have a lot of exciting things happening. We just launched 
three new brands in Sweden: Cashmio, BusterBanks & Zenspin. 
Our supercool pay n play brands TurboVegas and Supernopea 
just added sportsbook to their repertoire – but we are not 
done there. 

Cashmioaffiliates.com has received a much-needed facelift 
and we are also sending bi-weekly newsletters, so our affiliates 
can keep up to date with all the fun campaigns and news that 
are happening.

Finally, what’s your favourite food and why?
Sushi, all day every day!

My dad introduced me to sushi when I was 10 years old and 
I’ve been hooked ever since, which was not too surprising since 
I from an early age loved all weird kinds of foods. 

My friends when I was young got excited about candy, crisps and 
McDonalds, while I went bananas for cottage cheese with sweet 
chilli, smoked baltic herring, pickled onion, and hard bread with 
tomato and herbed salt.  
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