
WWW.EGRMAGAZ INE .COM   F E AT U R E  G E O L O C AT I O N  E M B AT S  C O M I N G   \  0 0 1

 Evolution Gaming

 Pragmatic Play

 SAI Global

 SBTech

 Sportradar

B2B Winners

Intel
Report 2018



Betradar’s Live Channels
Winner “Live streaming supplier” 2017 & 2018

Enrich your portfolio for the next season:  
betradar.com/live-streaming/



3

Contents 
www.egrmagazine.com

14
Double delight
Sebastian Johannisson 
and James Stern, of 
Evolution Gaming, 
reflect on the firm’s 
recent awards success

16
Bolstering the 
in-play markets’ 
spectrum 
Andrew Cochrane, of 
SBTech, highlights the 
standout value of their 
in-play betting product

12
Meeting regulation in the 
online gambling world 
Rob Van Straten, of SAI 
Global, discusses how the 
proliferation of stringent and 
localised regulation increases 
the pressure and difficulty on 
egaming operators to meet 
compliance obligations

20
Innovating to 
succeed
Melissa Summerfield, 
CCO of Pragmatic Play, 
defines why innovation 
 is important

21
Award: best customer 
service
Daniel Rossmann, of 
Sportradar, assesses the 
factors which have led 
to Sportradar’s EGR B2B 
award’s success



4

Playtech took home the 
highly coveted Platform 

of the Year award at the EGR 
B2B Awards ceremony in 
June, held at the prestigious 
Hurlingham Club in London.

The London-listed fi rm was 
also crowned Poker Soft ware 
Provider at the ceremony, 
which was hosted by Scot-
tish-born comedian Alun 
Cochrane.

Betgenius also had a very 
successful evening, taking 
home four awards for Sports 
Betting Supplier, Sports Data 
Provider, Esports Supplier 
and Acquisition and Reten-
tion Partner.

The EGR B2B Awards recog-
nise the most creative suppli-
ers and gaming professionals 
in the online gaming indus-
try, rewarding those which 
have pushed themselves to 
bring something new to the 
sector in the last 12 months.

Square in the Air won their 
fi ft h consecutive Market-
ing and PR provider of the 
Year award, with managing 
director Bill Esdaile saying: 
“Landing a fi ft h consecutive 
EGR B2B Award is a huge 
achievement. We’ve enjoyed 
a record 12 months and this 
is a fantastic recognition of 
our accomplishments. I’m 
incredibly proud of the team 

and the high standards we 
continue to set.”

Meanwhile, Red Tiger 
Gaming picked up two awards 
for RNG Casino supplier and 
Mobile supplier. CEO Gavin 
Hamilton said: “Last year was 
a breakthrough year for us 
but the last 12 months really 
have been exceptional and it’s 
very pleasing to see this being 
recognised by our peers in 
two of the biggest categories. 

“We keep pushing our-
selves and the limits of 
technology and game de-
velopment and are rapidly 
becoming known as the most 
innovative and the best-per-
forming slots supplier in the 
business. We can’t wait for 
what the next year brings.”

Other big winners on the 
night included Evolution 
Gaming, NetEnt and Gamevy.

More than 500 of the in-
dustry’s elite gathered at The 
Hurlingham Club in London 
for this year’s annual EGR 
B2B Awards.

On behalf of everyone on 
the EGR Global team, I would 
like to congratulate all the 
shortlisted companies and 
winners, all of which are hon-
oured in this special report. 

Andy Roocroft,
group head of content

Acquisition and 
retention partner 
Betgenius
SAM COMPAGNONI, EGR; COLLECTOR: MATT STEPHENSON, MANAGING DIRECTOR

Bingo supplier  
Bede Gaming
COLLECTOR: ROSS HASELHURST, COMMERCIAL DIRECTOR

Awarding 
creativity

Thank you to our sponsors 



5Corporate services  
provider  
All-in Translations
COLLECTOR: KATIE RENTON, EGR

Esports supplier
Betgenius
COLLECTOR: MATT STEPHENSON, MANAGING DIRECTOR

Fantasy sports supplier 
Scout Gaming Group
COLLECTORS: JAMES CAMILLERI, HEAD OF SALES, AND JOAKIM RENMAN, COMMERCIAL 
DIRECTOR

Data centre of the year 
Continent 8
COLLECTORS: GRAHAM FOSTER, ACCOUNT DIRECTOR, AND LEON ALLEN, BUSINESS 
DEVELOPMENT DIRECTOR

Best customer service 
Sportradar
ANDY ROOCROFT, EGR; COLLECTORS: DANIEL ROSSMANN, DIRECTOR OF CUSTOMER CARE, 
AND ANDRE MAIER, MARKETING MANAGER

Affiliate software 
NetRefer
COLLECTOR: RAPHAEL ARNOLD, FOUNDER AND GROUP CEO
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Fraud and compliance 
solution 
SAI Global
PRESENTER: EBBA ARNRED, CMO, PLAY'N GO, COLLECTOR: ELLIE DAY, EGR

Innovation in payments 
solutions 
Paysafecard
COLLECTOR: ALEKSANDRA JEDA, LEAD KEY ACCOUNT MANAGER

Innovation in slot 
provision 
Pragmatic Play
COLLECTOR: MELISSA SUMMERFIELD, CCO

Innovation in mobile
NetEnt
COLLECTORS: ALESSANDRA FARINA, REGIONAL BUSINESS MANAGER, BJÖRN KRANTZ, COO, 
AND PALLAVI DESHMUKH, SENIOR ACCOUNT MANAGER

Innovation in RNG casino 
software
Yggdrasil Gaming
COLLECTORS: STUART MCCARTHY, HEAD OF STUDIO PARTNERSHIPS, ANDREW PEGLER, CCO, 
ANTONIA ANDERSSON, CCO, HENNIE BLAAUW, CREATIVE DIRECTOR, AND PATRICK NORDWALL, HEAD 
OF BUSINESS NORDICS

Innovation in sports 
betting software 
BetConstruct
COLLECTORS: ARTUR ASATRYAN AND DAVID WEBB, UK PRODUCT AND COMPLIANCE MANAGER
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In-play betting software
SBTech
COLLECTORS: ANDREW COCHRANE, CCO, AND IFRAN PARVEZ, HEAD OF ANALYSIS

Live casino supplier 
Evolution Gaming 
COLLECTOR: BJÖRN SJÖBERG, HEAD OF SME

Marketing and PR 
provider 
Square in the Air
COLLECTORS: JAMES BENNETT, DIRECTOR, ROBIN HUTCHISON, DIRECTOR, AND OLLIE DREW, 
DIRECTOR

IT supplier 
Ardenta
COLLECTOR: SCOTT HANSON, TECHNICAL DIRECTOR, CLARANET

Live streaming supplier 
Betradar
COLLECTORS: TODD MCCULLY, SALES MANAGER, AND DANIEL FENNER, GLOBAL DIRECTOR 
AUDIOVISUAL BETTING AND GAMING SALES

Mobile gaming software 
Pariplay 
COLLECTOR: RICHARD MINTZ, COMMERCIAL AND MARKETING DIRECTOR
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Mobile services provider 
Zimpler
COLLECTOR: SVANTE SAHLSTRÖM, CCO

Multi-channel supplier
Evolution Gaming
COLLECTOR: FREDRIK BJURLE, DIRECTOR OF PRODUCTS

Payments company 
Trustly Group
COLLECTOR: VASILIJE LEKOVIC, HEAD OF GAMING ACCOUNTS, AND SAM BARRETT, DIRECTOR

Mobile supplier
Red Tiger Gaming
COLLECTOR: CARL EJLERTSSON, ACCOUNT DIRECTOR

Online lottery supplier 
Lottoland Solutions
COLLECTOR: MIKE BOGIE, DIRECTOR

Platform of the year 
Playtech
COLLECTORS: PLAYTECH TEAM
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Poker network
Microgaming
COLLECTOR: ALEX SCOTT, HEAD OF PRODUCT (NETWORK GAMES)

Recruiter of the year 
iGaming Elite
COLLECTORS: WILLIAM BILTON, SENIOR CONSULTANT, AND FOLA ONIBUJE, DIRECTOR

Services rising star 
MuchBetter
COLLECTOR: PAUL GENT, CMO

Poker software 
Playtech
COLLECTOR: OREN HURY, COMMERCIAL DIRECTOR

RNG casino supplier 
Red Tiger Gaming
COLLECTOR: CARL EJLERTSSON, ACCOUNT DIRECTOR

Skill games supplier 
Gamevy
COLLECTOR: HELEN WALTON, FOUNDER AND CHIEF COMMERCIAL OFFICER
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Slot provider 
Play’n GO
COLLECTOR: JOHAN TORNQVIST, CEO

Sport betting supplier 
Betgenius
COLLECTOR: MATT STEPHENSON, MANAGING DIRECTOR

Virtual sports supplier
Inspired Entertainment
COLLECTORS: HOOMAN NAINI, ACCOUNT MANAGER, LUCY BUCKLEY, VICE PRESIDENT,  
AND JOANNA HARRISON, DIGITAL ACCOUNT DEVELOPMENT MANAGER

Software rising star 
Gamban
COLLECTOR: GEORGE SIMMONS, EGR

Sports data provider 
Betgenius
COLLECTOR: MATT STEPHENSON, MANAGING DIRECTOR

White label partner 
Dragonfish
COLLECTOR: DEBBIE ROBSON, EGR
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Featuring: SAI Global

Meeting regulation in the 
online gambling world 
Rob Van Straten, of SAI Global, discusses 

how the proliferation of stringent and 

localised regulation increases the pressure 

and difficulty on egaming operators to 

meet compliance obligations

EGR Intel: How can regulation, culture and a customer-first 

approach combine with business success?

Rob Van Straten (RVS): Regulators are focusing more 
and more on the customer. The UK Gambling Com-
mission (UKGC), for instance, has been increasingly 
vocal about putting “customers at the heart of the 
business” for several years. This applies to every-
thing from problem gambling and customer interac-
tion, through to product and marketing. 

This can only be achieved by ensuring communi-
cation across the business in every department. The 
compliance function really acts as the guardian of 
the business’ viability; a sufficiently large regulato-
ry failure could see an operator’s licence rescinded 
– the ultimate sanction. As such, it is ideally placed 
to facilitate and support each department taking re-
sponsibility for its own compliance, and ultimately, 
ethical decisions.

The UKGC’s own published figures state that trust 
and integrity are the number one factors in custom-
ers selecting which operators to play with. Those 
with the best reputations will attract more new play-
ers and retain existing ones more effectively, maxim-
ising the value to the operator and ensuring satisfac-
tion in the customer.

EGR Intel: Why did SAI Global decide to consult with the 

industry to develop a risk and compliance management 

platform tailored to its needs?

RVS: At SAI Global we are committed to advancing 
Integrated Risk Management (IRM) solutions in line 
with our customer and their industry’s needs. This 
is why we partnered with professionals in the egam-
ing industry to develop a solution by professionals, 
for professionals.

Our regulatory compliance and risk management 
solution enables egaming operators to identify, 
manage, and collate all their regulatory compliance 
and risk activities related to their obligations. Re-
sponsible parties can, at any point, demonstrate to 
internal and external stakeholders how their organ-
isation is effectively managing their obligations. 

The strategic input and influence we garnered by 
working with the industry means that the strength 
in this solution is that it wasn’t just developed with 
the end-user in mind; it was developed with the 
end-user. 

EGR Intel: What is the impact on operators to the way that 

regulators’ roles are evolving?

RVS: Regulators in different jurisdictions have dif-
ferent drivers and goals and operate in varying 
social and political contexts. Markets such as the 
UK, Italy or Spain see a maturing regime with the 
UK leading the way in enforcement actions. 

Other markets are still working out their most 
effective approaches and it is critical that opera-
tors’ relationships with their regulators are aligned 
against the level of maturity. This will best enable 
them to understand what is wanted by a particu-
lar regulator and, of course, can only be achieved 
by establishing a strong and effective dialogue with 
them.

Underlying all of this work is the need to dem-
onstrate compliance with the licensing and other 
regulatory conditions each regime imposes. Using 
SAI Global’s software enables this to become much 
easier and more automated, leaving both the op-
erator and the regulator to focus on more complex 
issues. 

Rob Van Straten   
Executive vice 

president
SAI Global

Rob Van Straten 

is executive vice 

president, EMEA and 

APAC for SAI Global, a 

provider of integrated 

risk management 

solutions. He joined 

the company in May 

2017 from Nasdaq Inc, 

where he served as 

global head of sales 

and professional 

services responsible 

for the BWise business 

unit, from 2011 to 2017. 

Previously, Van Straten 

served in a number 

of executive roles 

at both private and 

public technology and 

services companies.

Today’s egaming industry operates in 
a change-heavy environment and one 
of unprecedented complexity 
Rob Van Straten | SAI Global 
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As new markets open, particularly the United 
States, these factors will become more imperative 
than ever. 

EGR Intel: What is the value in being able to demonstrate 

a commitment to an ethical and compliant approach to 

business?

RVS: Today’s egaming industry operates in a 
change-heavy environment and one of unprec-
edented complexity. Operators are more likely to 
face ethical challenges if they do not take steps 
to avoid unnecessary dilemmas. Put another way: 
there’s really no choice but to demonstrate an eth-
ical and compliant approach in an industry like 
egaming.

It is vitally important for a company to be able to 
prove that it is taking its regulatory and compliance 
obligations seriously. A reputation for trust and 
credibility is a competitive advantage for operators, 
supporting their relationships with their regulators 
and enhancing their customer attractiveness.

According to Dr Caterina Bulgarella, an expert in 
organisational culture and behavioural ethics and 
author of the Strategic Culture Framework report, 
“Fostering a strong ethical culture is more than a 
responsibility for business today; it is the only way 
organisations can build a sustainable competitive 
advantage.”

This is why for an operator to truly demon-
strate a commitment to compliance, there has to 
be more than lip service; a culture of compliance 
and a framework for establishing, demonstrating, 
and upholding it is required. The good governance 
of any company depends on effective information 
flows through the organisation so that the right 
people have the right knowledge at the right time 
to make business decisions. 

The real-time, distributed capabilities of our risk 
management solution fully support this. In addi-
tion, enhanced business intelligence reporting ca-
pabilities mean that compliance and risk issues, 
trends, and incidents can be actively managed and 
potential concerns identified before they become 
major problems.

EGR Intel: Meeting the complexity and proliferation of 

regulatory requirements means operators are having to in-

creasingly invest in compliance. How can operators meet 

these challenges in a cost-effective way?

RVS: In order for an operator to meet the regulatory 
challenges they are facing, they need a much more 
integrated risk management view, one that can add 

business context. This starts with the way in which 
an operator views the compliance function.

Over the past few years there has been a big shift 
in the way in which businesses in heavily regulated 
industries view compliance. What has changed is 
the degree of emphasis now being placed on integ-
rity and ethics over and above compliance with the 
letter of the rules. Moreover, there are differences 
in the extent to which chief compliance officers, 
their compliance functions and their wider organi-
sations are attuned to this new reality.

In a digital world where every employee operates 
a computer, cyber-security and compliance are now 
everyone’s responsibility, from the C-suite down to 
the reception desk, and also extending to third-par-
ty vendors. For a company to have an effective risk 
and compliance programme it has to be ground-
ed in process, notwithstanding a move to a much 
more judgement-based approach. Compliance 
must be a proactive endeavour, where policy and 
practices are embedded in the company as robust, 
repeatable processes. 

This is why more and more operators are looking 
to implement an IRM solution, for technology can 
be a great enabler of an effective risk and compli-
ance programme by not only fostering a top-down, 
security-focused and risk management-based cul-
ture throughout the organisation, but also by iden-
tifying redundancies and inefficiencies in organi-
sational governance risk & compliance, eliminating 
silos and enabling organisations to identify situa-
tions where a risk factor in one area affects other 
areas.

Moreover, it also eliminates processes that add 
no value, allocate funds and human resources more 
effectively, as well freeing up employees to work on 
projects adding time to value and allowing the op-
erator to advance confidently. 

Featuring: SAI G
lobal

About SAI Global
SAI Global helps organisations proactively manage 

risk to create trust and achieve business excellence, 

growth, and sustainability. The Company’s integrated 

risk management solutions are a combination of leading 

capabilities, services, and advisory offerings that operate 

across the entire risk lifecycle allowing businesses to focus 

elsewhere. Together, these tools and knowledge enable 

clients to develop an integrated view of risk. 

The Company has a global reach with locations across 

Europe, the Middle East, Africa, the Americas, Asia and the 

Pacific. For more information visit www.saiglobal.com. 
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Featuring: Evolution Gaming

Double delight

Sebastian Johannisson and James Stern, 

of Evolution Gaming, refl ect on the fi rm’s 

recent awards success

It was a double celebration for Evolution 
Gaming at this year’s EGR B2B Awards, and it 
was a double win of which we could have only 

dreamed. Having won the Live Casino Supplier of 
the Year award for eight successive years prior to 
this year’s awards, we knew that retaining the award 
was by no means a given, and that there were other 
live casino providers very eager to snatch the award 
away from us!

It’s a remarkable unbroken run of wins since 
2010, the year the EGR awards were introduced. 

This year, as always, the competition from the 
eight other shortlisted live casino providers was 
incredibly tough. However, Evolution, its staff  and 
its customers, have shared in a remarkable year of 
achievements and successes.

New Evolution games launched in the period 
under review have included our ground-breaking 
Lightning Roulette, Texas Hold’em Bonus Poker 
with its dedicated ‘First Five’ progressive jackpot, 
and our fi rst ever on-premise Dual Play Baccarat 
table, at the Grosvenor Victoria Casino in London. 

Lightning Roulette illustrates one particular 
aspect of what Evolution does very well indeed – 
taking a classic casino table game and giving it 
a series of innovative twists to bring it into the 
digital age. 

What makes Lightning Roulette unique is that it 
blends our world-class live roulette with advanced 
RNG gameplay to create a revolutionised extended 
roulette game and a unique player experience.

Players will see that all the usual roulette bets 
are here, but they also get extra chances to win with 
added Lucky Numbers and Lucky Payouts. There’s 
an electrifying user interface for maximum player 
thrills, and the whole game is set in a stunning black 
and gold art deco environment. Without a doubt it’s 

our most impressive production yet. Reviewers have 
noted that with Lightning Roulette we have been 
very successful in achieving the ‘wow factor’. The 
game has certainly wowed online players, and was 
an immediate commercial success for our operators 
who saw very quickly how the game could literally 
“light up their live casino”!

Another major launch in this period was our 
Salon Privé, the world’s best and most fl exible 
online VIP environment. We also extended choice 
for all types of baccarat player with the launch of 
No Commission Baccarat and a fi rm favourite with 
baccarat enthusiasts, Dragon Tiger. On top of all 
that, we opened our fi rst North American studio, in 
Vancouver, Canada, and our third major production 
hub in Europe, in Tbilisi, Georgia – our ninth studio 
in all.

It’s been quite a year, and the pace shows no 
sign of slowing. Year aft er year we are shaping and 
creating the future of online live casino gaming 
with innovative content, new game types to appeal 
to diff erent player types (Lighting Roulette and 
our Dream Catcher money wheel being just two 
examples), add-on progressive jackpots for our live 
poker variants to appeal to slot players, exclusive 
game titles, and more.

Alongside our growing and incredibly varied 
content portfolio comes extended geographical 
reach as we recently opened further studios in 
Europe and North America. 

Dual Play for the double win

Winning the EGR Multi-Channel Provider of the 
Year award was an even bigger surprise than the 
Live Casino Supplier of the Year award and we’re 
obviously delighted. This was a really tough category 
in which we came up against 11 other shortlisted 
suppliers.

The focus of our multi-channel award submission 
was very much our bespoke Dual Play convergence 
solution, which has gone from strength to strength 
over the past 12 to 18 months. Our Dual Play 

Sebastian 

Johannisson   
Chief commercial 

officer
Evolution Gaming

Sebastian Johannisson 

heads up all online 

and new business 

sales activity within 

the company. He is 

responsible for driving 

revenues via online 

opportunities in multiple 

jurisdictions.

James Stern
Director of business 

development & land-
based sales

Evolution Gaming
James Stern is 

responsible for leading 

our land-based 

strategy to deliver truly 

convergent solutions 

such as Evolution’s 

growing Dual Play 

portfolio as well as 

on-premise studios. 

Furthermore, Stern 

and his team have 

been instrumental 

in the set-up of in-

jurisdiction studios in 

regulated markets such 

as Belgium, Romania, 

Canada and soon to 

launch New Jersey.
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solution allows on-premise and online players to 
play at the same land-based table, but in such a way 
that the ambiance of the land-based venue really 
comes across to online players.

Having initially established clear market 
leadership with Evolution Dual Play Roulette, this 
year we launched our first ever Dual Play Baccarat 
table. During the last couple of years Evolution 
Dual Play has indisputably become the convergence 
solution of choice for the world’s top land-based 
casinos. Our Dual Play tables are performing 
exceptionally well on the gaming floors of venues 
such as London’s Hippodrome Casino, The Ritz 
Club and Grosvenor Victoria, and at the Genting 
International Casino, Resorts World Birmingham 
and Genting Manchester to name just a few.

Moreover, these renowned land-based venues 
are now adding further Evolution Dual Play tables. 
Genting, Grosvenor, The Hippodrome – all of these 
licensees have seen such success with their initial 
Dual Play installation that they have decided to open 
additional Dual Play tables.

Thanks must go to our Dual Play customers 
because they have seen what we are trying to achieve 
and have supported us all the way. It’s fantastic that 
they have shared in our vision and shown faith in 
the power of a bespoke Dual Play installation, rather 
than a one-size-fits-all solution as offered by some of 
our competitors and new entrants in the market.

By deploying a premium quality bespoke Dual 
Play solution, our licensees have been able to use 
a bespoke rig and multi-camera/multi-camera-
angle set-up as a means of differentiating their 
brands, which clearly is critical for the best land-
based venues. This absolute faith in the Evolution 
convergence vision, I believe, has been a major 
factor in us winning the Multi-Channel Provider of 
the Year award.

Convergence of the land-based and online casino 
worlds is growing, but this notion has been a key 
part of our strategy for several years now. Evolution 
Dual Play is fast becoming a key feature on the 
gaming floors of top casinos the world over, and an 
attraction in its own right. The cameras don’t put 
off land-based patrons as some people predicted, 
but instead actually draw people to the table. In 
fact, a number of our licensees have seen increases 
in footfall in land-based locations where they have 
installed a Dual Play table.

It’s also gratifying to see that Evolution Dual 
Play is being adopted by our licensees in the New 
Jersey online gambling market. We recently signed 

an agreement to install a Dual Play table at Resorts 
Casino Hotel in Atlantic City. Resorts, which made 
history as the first American casino outside of 
Nevada, as well as Ocean Resort Casino, one of the 
latest venues to open on the AC Boardwalk. We’ll 
have more exciting news very soon about other 
developments in the US, all of which we hope will 
put us in a similarly strong position come next year’s 
EGR awards!

In the meantime, thanks again to all of our 
customers and our teams for their vital support 
and contribution towards Evolution Gaming being 
recognised as the top live casino and multi-channel 
provider. 

Featuring: Evolution G
am

ing

Björn Sjöberg, head of SME, collects the Live Casino Supplier award

Fredrik Bjurle, director of products, collects the Multi-channel Supplier award
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Featuring: SBTech

Bolstering the in-play 
markets’ spectrum 
Andrew Cochrane, of SBTech, highlights 

the standout value of their in-play betting 

product

EGR Intel: SBTech was awarded the In-play betting soft-

ware award – what is the genesis of this software?

Andrew Cochrane (AC): All good software stems 
from having flexible, scalable and robust infra-
structure and architecture. At SBTech, we first en-
sured that our systems would be able to fully sup-
port our partners and allow for thousands of con-
current transactions per second, as well as tens 
of thousands of concurrent bet settlements. This 
foundation has allowed SBTech to focus on increas-
ing the depth of our in-play offering, achieving 
faster delivery of prices, and minimising bet delay 
times, with confidence in our systems to handle the 
extra load.

If the first stage is ensuring that the architec-
ture and technology meet our vision, not just now 
but in the future, the second stage is guaranteeing 
that our algorithms and trading tools have the con-
figurations to allow operators to command a world-
class in-play offering. 

These options include intelligent bet delays 
based on match status, number of selections in 
each bet, league and customer profile, suspensions 
by market based on match status, expected chang-
es in price, bespoke risk management and unique 
trading configurations for each operator. 

Robust technology and a formidable trading back 
office allow SBTech to develop our market-leading 
range of in-play markets as well as innovative in-
play features such as Fast Markets, Action Betting, 
Pulse Bet, and our powerful cashout engine. Need-
less to say, the complete package of in-play statis-
tics, matchtrackers and live streaming options that 
comprise the SBTech sports solution provide end 
users with a truly engaging and immersive live bet-
ting experience.

EGR: What sets the SBTech in-play solution apart from 

others in the market?

AC: As the in-play market leader, SBTech set the bar 
even higher during the first half of this year with 
the addition of a range of new, unique and high-
quality live betting features, as well as hundreds of 
new in-play markets and upgraded live graphics.

Pulse Bet takes a totally new gamification-based 
approach to in-play betting, offering progressively 
rising payouts the longer a bet is active. This pro-
vides increased levels of excitement and has proven 
particularly successful, with operators across the 
global SBTech network achieving greater levels of 
engagement and brand loyalty.

Action Betting is another mobile-first feature, 
which uses our proprietary machine learning algo-
rithm to dynamically suggest markets while a game 
is being played, obviating the need for players to 
scroll through long lists of bet types. The sugges-
tions are displayed on the screen, allowing players 
to make ‘quickbets’ directly from the Action Betting 
widget. 

Bet editor Add2Bet, meanwhile, allows players to 
add an unlimited number of selections to an active 
bet, transforming it into a new double, treble or 
acca. This comes at no extra cost to the player, as 
the new bet is funded by the cash out value of the 
existing bet.

Our newest in-play markets include dozens of 
live tennis bet types, such as whether a player will 
win at least 1 set and the number of tiebreaks in the 
match. Players can also take advantage of new Fast 

Andrew 
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SBTech
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Robust technology and a formidable 
trading back office allow SBTech to 
develop our market-leading range of 
in-play markets 
Andrew Cochrane | SBTech 
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Markets by betting on the number of total points in 
a current game.

Fast Markets, a long-established element of 
SBTech’s in-play offering, provide players with 
quick-fire entertainment and instant settlement, 
encouraging rapid turnover of funds. Our flexible 
live cash out feature also ensures optimal recycling 
of funds, while giving players the maximum level 
of control. 

EGR: What further innovation does SBTech hope to 

achieve in this area?

AC: SBTech is dedicated to continuously improving 
the in-play betting experience through the addition 
of new features, while taking advantage of ever-in-
creasing volumes of data to offer even higher levels 
of personalisation.

Early responses from operators to our new in-
play features have been enormously positive, and 
we are now planning to enhance them and widen 
their coverage. Pulse Bet is currently available for 
football but we will be making it available for more 
sports. One area that SBTech is particularly focused 
on is in-play combos, and we are looking at ena-
bling YourBet, our fully automated ‘bet builder’ fea-
ture, as an in-play option. Further enhancements 
will make the placement of in-play combos across 
different matches much easier and faster and easier 
– so watch this space.

We are also focusing on Player Prop markets, 
which allow customers to bet on the achievements 

of a specific player during a game, such as how 
many passes Leo Messi will complete.

In terms of personalisation, we have developed 
a new algorithm that ranks each player and every 
bet placed through the SBTech system. This will 
soon be integrated with our automated triggering 
system, allowing operators to utilise a wealth of 
data to target players with push and SMS messages 
according to when they are most likely to place an 
in-play bet, encouraging brand loyalty and taking 
the tailored betting experience to the next level. 

Featuring: SBTech

Andrew Cochrane, CCO, and Ifran Parvez, head of analysis collects the In-play betting software award
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Featuring: Pragmatic Play

Innovating to succeed
Melissa Summerfield, CCO of Pragmatic 

Play, defines why innovation is important

Innovation” is a term frequently used in each 
and every technological industry. How best to 

ride the wave of new ideas and new capabilities as 
technology advances is a challenge that faces every 
software company in the technology business, and 
the iGaming sector is certainly no different. With 
the basic gameplay formula that powers video slots 
relatively tried and tested over several years now, it 
is the responsibility of dexterous providers to build 
new experiences and integrate exciting new features 
that are capable of drawing players in and keeping 
them coming back. 

While the fundamentals that drive enjoyable 
video slots should not be interfered with too much 
when looking to build a dedicated player-base, it 
is important to innovate with new approaches to 
themes, bonus features and gameplay twists. Cer-
tainly, maintaining a focus on solid mechanics and 
well-timed pay-outs remains a sure route to success 
in this business, but that is not to say that adding 
new features to spice up traditional experiences 
should not be turned to with a view to encouraging 
players to return on a long-term basis. 

This is a concept we have taken to the heart of all 
areas of our multi-product approach to business. 
We continue to construct our suite of more than 
80 HTML5 video slots with exceptional underlying 
mathematics at their core, putting gameplay first, 
while also innovating with exciting additional fea-
tures. 

By way of example, we recently released the inven-
tive and football-themed slot The Champions, which 
features a target that players can move up and down 
the reels, leading to bigger wins when the football 
symbol appears inside. While not revolutionising 
the gameplay, it is an example of the kind of innova-
tion we deliver at Pragmatic Play, enhancing the core 
gameplay without sacrificing the fundamental qual-
ity and appeal of spinning the reels. 

Our latest release, Madame Destiny, builds on this 

philosophy, supplying fresh ideas while remaining 
true to the core video slot experience. Madame Des-
tiny can appear on the reels at any time, substituting 
for any symbol and applying a 2x multiplier to any 
winning line in which she appears. 

Don’t stand still
It is this spirit of innovation that we are now hard 
at work bringing to the live casino space. Our recent 
acquisition of Extreme Live Gaming expanded Prag-
matic Play’s games portfolio in the world of live 
casino, complementing our established offerings in 
video slots, scratchcards and bingo products. 

Live casino is a vertical that continues to exhibit 
real growth potential, having become a core part of 
the offerings of several operators globally. The addi-
tional layer of interactivity and excitement that live 
dealer games bring to the table for players is clear, 
with the opportunity to engage in an experience that 
matches being in a real casino driving both lower 
costs per acquisition and boosted player lifetime 
values. 

With this commitment to innovation in mind, 
we have previewed our all-new 360 Roulette prod-
uct at iGB Live, giving players a welcome new per-
spective on the potential of live dealer content. In 
a similar vein to our recently launched scratchcard 
products, we are also developing all new live dealer 
products that combine slot gameplay with tradition-
al live casino products such as roulette, and we will 
have plenty to announce in the coming weeks and 
months. Watch this space! 

“

Melissa Summerfield, CCO, collected the Innovation in slot provision award
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Featuring: Sportradar

Award: best customer 
service 
Daniel Rossmann, of Sportradar, 

assesses the factors which have led to 

Sportradar’s EGR B2B award’s success

EGR Intel: Can you tell us a bit about the EGR B2B award 

you received for your customer service recently? 

Daniel Rossman (DR): Sportradar’s customer care 
unit has come a long way since its formation in 2010 
– a journey that has been recognised with the award 
for ‘Best Customer Service’ at the 2018 EGR B2B 
Awards held in London earlier in June this year. 

The criteria included an ability to understand cus-
tomer needs, reliability of service, flexibility, deliv-
ery of brief and commercial success.

What began as customer support in Sportradar’s 
Gera office eight years ago is now an all-encompass-
ing customer care centre with six global hubs and an 
ISO 9001:2015 certification earlier this year.

EGR: How did customer care begin at Sportradar?

DR: Customer care at Sportradar commenced well 
before the unit’s formation in 2010. It actually start-
ed with our very first client. The name Sportradar 
may not have even existed back then, but as our first 
products and services started to become bestsellers, 
we needed to ensure we had the customer support 
to back this up.

Initially, client enquiries were handled individu-
ally by those within the operating units. Over the 
years, however, the number of client requests in-
creased as our business success grew, so more dedi-
cation was needed. It was at this point that an of-
ficial support representative was made available to 
customers as we started to work on a global 24-7 
customer support programme. Since then, we have 
established the appropriate structures and neces-
sary teams to offer a truly responsive service.

EGR: How does the unit operate day to day?

DR: We have a number of different support teams 
that are focused on the life cycle of a customer rela-

tionship. It starts with consultation during the ini-
tial sign-on phases before our set-up and integration 
teams take over to ensure clients have everything 
swiftly installed and tailored based on their needs 
and deadlines.

At the same time, we also run training sessions 
so that each client can use the services in full right 
from the beginning of our cooperation. Then, as 
soon as both parties are ready, there is a handover to 
our regular ongoing customer support.

This process means that we continually provide 
customers with information, communication chan-
nels and best practice procedures on a day-to-day 
basis. We’re on call to serve them on a 24-7 basis for 
all their needs.

It’s so much more than just customer support. 
Our aim is to create a unique customer experience. 
We are a tech-driven company, which means we have 
to place a higher priority on live chats, on-site visits, 
email communication and the more technical de-
tails.

For availability, quality and responsiveness we aim 
to be outstanding. In 2017, we were able to ensure an 
average first-response time of nine seconds for live 
chats. The number might look quite competitive to 
the market, but this is not as important to us. What 
is of upmost importance to us is that our clients are 
happy.

EGR: What have been some of the proudest moments 

during your time in charge?

DR: Clearly the big milestone for us was when cus-
tomer care passed its first ISO certification in 2014. 
It demonstrated that we had successfully imple-
mented a quality management system for custom-
er support, which had been audited by an external 
body and included feedback from customers. To be 
recognised with this internationally respected certifi-
cation, be able to maintain those standards and have 
it renewed twice already, demonstrates a great team 
effort which I am truly proud of.

The feedback we receive after each customer ser-

Daniel 

Rossmann   
Director of  

customer care 
Spotradar
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vice ticket request is closed is critical for us. We also 
offer client surveys. Regardless of whether the re-
sults are good or bad, we learn from it and use the 
feedback to make further improvements.

EGR: How do you go about getting more nominations?

DR: While we are very humbled by any recognition of 
our quality of customer service, our first goal is not 
to get more award nominations, but again to ensure 
our clients are happy and stay happy. This is the mo-
tivation behind all of our actions; it is our main ob-
jective.

Our commitment to this is translated into key per-
formance indicators for each function within our 
customer care centre. Last year we received approxi-
mately 50,000 e-mails, 100,000 live chats and 1,500 
calls to our support hotline. This volume would 
mean nothing if we didn’t process and pull key 
learnings from it.

To do this each of our operators are rated based 
on knowledge, quality and responsiveness. We talk 
to them each day, offering ongoing one-on-one 
coaching and silent monitoring. We also review the 
conversations and customer service tickets accord-
ing to our guidelines, which we adjust to industry 
standards.

Once again, we try to get customer feedback all 
the time. It is our most critical gauge for how we op-
erate. We have regular meetings, speak with client 
representatives at a range of industry conferences 

year-round and of course ask our sales representa-
tives to forward us any feedback. So, in a nutshell, we 
try to create a constant cycle of cooperation and sup-
port so we have ways to constantly analyse and adapt 
our ways of working.

So we will see if all these efforts lead to more nom-
inations, but at the moment we are just looking for-
ward to the way ahead and taking pride in the fact 
that we were recognised with the Best Customer Ser-
vice award at the EGR B2B Awards. 

Featuring: Sportradar

Daniel Rossmann, director of customer care, and Andre Maier, marketing manager, collected the award
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