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Responsible Gaming Foundation

WHO WE ARE

The Responsible Gaming Foundation (RGF) is a non-profit organization based in Malta, dedicated to encouraging a culture of responsible gaming through awareness, education, support, and the promotion of alternative
leisure activities. Recognizing the impact gambling can have on individuals, families, and communities, RGF actively engages stakeholders across society to promote healthier attitudes and behaviors around gambling. Through
targeted educational initiatives and outreach programmes, the foundation provides practical tools and resources, empowering people to make informed choices.

Additionally, RGF offers confidential support services to those affected by gambling-related harms, creating a safe and empathetic environment for recovery. Beyond intervention, RGF believes prevention is Paramount,
proactively working to raise public consciousness on responsible gambling practices. Ultimately, the Responsible Gaming Foundation’s mission is to safeguard the well-being of individuals and the wider community by reducing
gambling-related harm and championing a balanced, mindful approach to gaming.

OUR COMMITMENT TO CLIENTS
Level of service to expect when contacting or visiting our Offices:

o We willtreatyouwithrespectandin a professionalmanner.

o We guaranteeconfidentialityon any informationexchange.

o Ourservice standardsarein line with Directive4-2, Standardsfor Service of Excellence Offered bythe Public Administrationto the Public andPublic Employees.
o Thelistofservicesoffered canbe foundin the followinglink https://www.rgf.org.mt/_files/ugd/42306e_5c6e3c27f1fa418a823f274807577b51.pdf

WHAT TO EXPECT WHEN YOU CONTACT US

Specific, straightforward, and free of jargon or technical terms. All information will be provided in both Maltese and English. We commit to answer your query within 1 working day, or as per timeframes stipulated
in Directive 4-2.

When you contact us by phone When you contact us by letter or email

We commit ourselves to answering the phone within 3 rings, in a clear and knowledgeable manner. Staff will We will send an acknowledgment within 1working day from receipt of your letter or email
identify themselves and treat you with courtesy and respect.

When you visit our Offices Appointments
Our Offices are safe, clean and enable accessibility to services for persons with disability. Waiting time Replies to requests for appointments will be provided within 1working day, with the appointment
will be of approximately 5 - 10 minutes under normal circumstances. date being set within 1 working day from the date of request. However, appointments may be

dependent on department waiting lists and urgent requests which may take priority.

CLIENT RESPONSIBILITIES

Clients are expected to: Provide full and correct information. Treat staff with courtesy and respect. Adhere to timeframes and allocated appointments when applicable.

WE VALUE YOUR FEEDBACK HOW TO CONTACT US

90-91Second Floor, Psaila Street, Birkirkara BKR9O7/3 Malta
Monday to Friday: 08:00-17:00 Weekends, & Public Holidays: Closed
https,//www.rgt.org.mt

Contact us: /nfo.rgf@rgt.org.mt-+356 2149 9030/1

Through Social Media:
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If you would like to submit feedback, suggestions, or complaints kindly:

o Contact us as per details shown here: info.rgf@rgf.org.mt
o Through servizz.gov by calling on 153, online on Submit a Complaint

O O O O O

Your confidentiality will be guaranteed. Expect our feedback within 2 working days
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@ servizz pubblik
Fondazzjoni Loghob Responsabbli (RGF) R

MIN AFNA
ll-F ondazzjoni Loghob Responsabbli (RGF) hija organizzazzjoni minghajr skop ta’ gligh ibbazata f'Malta, iddedikata biex theggeg kultura ta’ loghob responsabbli permezz ta’ sensibilizzazzjoni, edukazzjoni, appogg u I-

promozzjoni ta’ attivitajiet ta’ divertiment alternattivi. Meta taghraf I-impatt li jista’ jkollu I-loghob talazzard fuq individwi, familji u komunitajiet, I-RGF tinvolvi b'mod attiv partijiet interessati fissocjeta biex tippromwovi
attitudnijiet u mgiba aktar sana madwar iHoghob talazzard. Permezz ta’ inizjattivi edukattivi mmirati u programmi ta’ sensibilizzazzjoni, il-fondazzjoni tipprovdi ghodod u rizorsi prattici biex taghti s-setgha In-nies jaghmlu

ghazliet infurmati.

Barra minn hekk, I-lRGF toffri servizzi ta’ appogg kunfidenzjali lil dawk affettwati minn problemi relatati mal-loghob takazzard, u tohlog ambjent sigur u empatiku ghalkirkupru. Lil hinn mill-intervent, I-RGF temmen li |-
prevenzjoni hija essenzjali u tahdem b'mod proattiv biex tgajjem kuxjenza pubblika dwar prattiki ta’ loghob responsabbli. Fl-ahhar milkahhar, iFmissjoni tal+ondazzjoni Loghob Responsabbli hija li tipprotegikbenesseri tal-
individwi u tal-komunita aktar wiesgha billi thnagqgas il-hsara relatata malHoghob talazzard u tippromwovi approcc bilancjat u konxju lejn il-loghob.

L-IMPENN TAGHNA LEJN IL-KLIJENTI

Livell ta’ servizz li wiehed jistenna meta jikkuntattja jew izur [-Uffi¢cji taghna

o Ahna se nittrattawk b'rispett u b'mod professjonali
o Ahna niggarantixxu-kunfidenzjalitafug kwalunkwe skambju ta" informazzjoni
o L-istandards tasservizzi taghna huma konformi maeDirettiva 4-2 Standards ghasServizz ta’ Eccellenza offrut m#Amministrazzjoni Pubblika lill-Pubbliku ulmpjegati Pubblici.

o ll-lista tas-servizzi offruti tinsab fiholgali gejja https://www.rgf.org.mt/_files/ugd/42306e_5c6e3c27f1fa418a823f274807577b51.pdf

X'GHANDEK TISTENNA META TIKKUNTATTJANA

L-informazzjoni kollha tinghata kemm bil-Malti kif ukoll bl-Ingliz. Ahna nimpenjaw ruhna li nwiegbu I-mistogsija tieghek fi zmien jum 1 tax-xoghol, jew skond il-perjodi ta’ zmien stipulat fid-Direttiva 4-2.

Meta tikkuntattjana bit-telefon Meta tikkuntattjana permezz ta'ittra jew email
Nimpenjaw ruhna li nwiegbu mat-3 darba lijdoqq it-telefon, b'mod c¢ar u b'gharfien. L-uffic¢jali ser jidentifikaw Se nibaghtu konferma fi zmien 1jum tax-xoghol minn meta nircievu |-ittra jew |-email
ruhhom u jittrattawk b'kortesija u rispett. tieghek.

Meta zzur I-Uffic¢ji taghna Appuntamenti
L -ufficcji taghnajoffru ambjent nadif u sigur, u se nizguraw li s-servizzi taghna jkunu accessibbli ghal persuni b'dizabilita. Twedgibiet ghal talbiet ghal appuntamenti jigu provduti fi zmien 1 jum tax-xoghol, bid-
lI-hin ta’ stennija se jkun ta’ madwar 5-10 minuti f'cirkustanzi normali. data tal-appuntament tkun fi Zmien 1jum tax-xoghol mid-data tat-talba.

RESPONSABBILTAJIET TAL-KLIJENT
lI-klijenti huma mistennija li: Jipprovdu informazzjoni kompluta u korretta. Jittrattaw il-haddiema b’kortesija u rispett. Izommu mal-hinijiet u l-appuntamenti allokati meta applikabbli.

AFENA NIVVALUTAW IL-FEEDBACK TIEGHEK KIF TIKKUNTATTJANA
Jekk tixtieq tissottometti feedback, suggerimenti, jew ilmenti gentilment: o 90-91, It-Tieni Sular, Trig Psaila, Birkirkara BKR9073, Malta
o lkkuntattjana skont id-dettalji murija hawn: info.rgf@rgf.org.mt o  Mit-Tnejn sal-Gimgha 08:00-17:00; Sibt, Hdud u Festi: Maghluga
o Permezz tas-servizz.gov billi ccempel fug 153, jew online fug Issotometi ilment o Sabiex jigi ffacilitat il-kuntatt mas-servizzi u d-dipartment: www.rgf.org.mt

info.rgt@rgf.org.mt, - +356 2149 9030/1
Permezz tal-midja socjali
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lI-kunfidenzjalita tieghek tkun garantita. Tircievil-feedback taghna fi zmien 2 jumejn tax-xoghol.
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