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Independent Betting Adjudication Service

IBAS is an Alternative Dispute Resolution service approved by the 

Experienced. Professional. Impartial.



Since 1998, when bettors and players 
enjoyed no protection under the law, 
IBAS has been adjudicating on disputes 
between gambling licence holders and their 
customers. We have received over 58,000 
requests for adjudication from customers 
from around the globe, covering a wide 
spectrum of subjects. 

We believe that no-one understands your 
customers’ concerns and, in turn, your own 
concerns about the legitimacy of some 
of those complaints, as well as IBAS. We 
recognise that betting and gaming is a unique 
business environment. Some individuals 
engage with you purely for entertainment, 
others do so much more strategically; but all 
are entitled to be treated fairly and reasonably.

The IBAS service already handles customer 
disputes for hundreds of licensed operators 
representing a wide range of sectors, including:

Gambling Commission licence holders cannot have missed the 
recent increased regulatory and media interest in a variety of 
consumer-focused issues. Central to those is the fundamental 
question of fairness.

• Retail and Remote Betting
• Track, Racecourse and Stadium
• Remote Casino
• Remote Poker
• Bingo
• Lotteries
• Adult Gaming Centres.

The basis of most IBAS adjudications is by 
comparison of the circumstances of the 
dispute to the individual operator’s published 
game rules and/or terms and conditions. 
However, we will also consider whether the 
terms that are applied are fair and reasonable, 
including taking into consideration how they 
were communicated to the customer.

Where there are no rules or terms to govern 
the situation under dispute, we will either 
adjudicate based on what we consider to  
be general industry practice or apply  
common sense. 

ibas
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Annual Bettor/Player Requests for Adjudication:

Extracts of IBAS Annual Statistical ADR Report 2015–16
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Refused/Discontinued

Dispute Volumes
Dispute source Dispute status

1,124 1,782

Dispute Type:

Unclear Game Rules, Terms or Instructions 1,528

Price Dispute 999

Late Bets 571

Customer Identity 657

Bonus or Promotional Offer Terms 2,014

Cash Out Mechanism 300

Game/Machine Malfunction 357

Alleged Cheating/Match-Fixing/Other Crime 257

Social Responsibility incl. Self-Exclusion 228

Banking/Financial Transactions 214

Customer Service Complaints 286

Others 200

Grounds for Refusal:

Operator Dispute Process Not Yet Exhausted 190

Grounds of Dispute Vexatious or Frivolous 207

Monetary Value Too Low/High 0

Dispute Outside 12 Month Time Limit 19

Too Complex/Requires Legal/Police Investigation 47

Regulatory Matter (e.g. Self-exclusion) 235

Operator Not Registered with IBAS 388

Grounds for Discontinuation:

Dispute Withdrawn or Discontinued by Customer 677

Operator Closure/Deregistration 19

Operator Concession or Compromise Agreed See 5

Dispute Completion Time (days)*:

Domestic Disputes 31 

Cross-Border Disputes 37

* In accordance with ADR legislation, this is recorded 
as the time taken from the point at which the dispute 
file was completed to the point of an adjudication 
being published. It does not include time taken to 
gather evidence from both disputing parties.

Dispute Conclusions: 

Ruling In Operator Favour 2,790

Dispute Conceded by Operator  2,407 
(either by admission of fault or goodwill  
gesture) or Compromise Offered and Agreed  
with Consumer

Ruling in Consumer Favour 631

1. Types of Complaint

2. Disputes Refused by IBAS

3. Dispute Process Discontinuation

4. Average Dispute Completion Times

5. Dispute Outcome Statistics
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IBAS requires that both the operator and customer have exhausted 
all reasonable attempts to resolve the dispute, before it will be 
viewed by our independent Panel.

 The diagram below illustrates the stages of how a dispute might progress to adjudication.

01
Customer 
submission,  
to include details  
of the disputed 
transaction, on an  
IBAS Adjudication  
Form or via IBAS  
website.

05
With all submissions 
received and 
considered, the  
Panel completes  
the adjudication.

02
The operator is 
contacted to provide  
written submission, 
documentary  
evidence and details  
of any relevant  
company rules  
or terms.

06
The ruling is  
posted to both  
parties,  
simultaneously.

03
Statements and  
any evidence  
submitted is  
passed on to the  
independent panel.

07
Either party  
can request for  
the dispute to  
be reviewed.

04
Panellists may  
have further 
questions for  
either party.

Full details are 
provided in our 
terms and 
Conditions on  
our website:  
ibas-uk.com



FReQuentlY
ASKeD QueSTiONS

How do I register with IBAS?

Visit our website, www.ibas-uk.com and 
select ‘Register with IBAS’ from the left  
hand menu. Alternatively, you can email 
Sharon Powell: SharonP@ibas-uk.com  
or telephone +44 (0)207 347 5886 for  
more information.

How much does it cost?

From May 2017, IBAS registration fees will be 
displayed on ibas-uk.com, but until then please 
use the contact details above to make an 
enquiry. In general terms, annual registration 
fees are designed to reflect the volume of work 
undertaken on behalf of the registering operator, 
so the more disputes we receive from your 
customers, the higher the fees will be.

IBAS does not charge on a case by case basis, 
but annual registration fees may be adjusted  
to reflect the volume of activity in the previous  
12 months. The Service is provided free of 
charge to the consumer.

Based on most recently published annual 
reports, we consider that our cost to operators 
per dispute handled is extremely good value 
compared to better known Ombudsman 
schemes operating in other sectors.

Do I need a GB Gambling Commission 
Licence to become registered?

Initially, IBAS was designed to be restricted to 
British operators only, but we have considered 
and accepted many applications from operators 
licensed in territories included on the 
Commission’s White List and we will consider 
other applications based on their own merits.

How long does the adjudication  
process take?

The length of the adjudication process varies 
according to the complexity of the case. ADR 
laws require that all disputes are completed 
within 90 days of the ‘dispute file being 
completed’ (which we take to mean the point at 
which submissions from both parties have been 
received). Typically the process is completed 
between 8–12 weeks of the consumer’s 
complaint being received, but much depends 
on the speed of the replies from either the 
consumer or operator to any further questions 
from the members of our Adjudication Panel.

Does IBAS conduct face-to-face 
hearings?

IBAS is currently an exclusively documentary 
process. All statements and supporting 
evidence must be submitted electronically or in 
writing. From time-to-time our panellists may 
consider that a dispute requires the formality of 
a court hearing and decline to adjudicate. 

However, we are currently reviewing whether it 
would be preferable for IBAS to offer a ‘premium’ 
service for disputes where customers consider 
that the standard service is insufficient for their 
case but where use of the courts will be 
considerably more expensive. We are still 
exploring the potential for such a service and 
will update our website with further details in  
due course.

What if I am dissatisfied with the 
outcome of an IBAS adjudication?

Following receipt of an IBAS adjudication, either 
party can request for the ruling to be reviewed, 

otHeR keY ReQuiRements  
oF ReGisteReD opeRatoRs:

  Registered operators must explain in their 
published rules and/or Ts&Cs how to contact 
IBAS in the event of a dispute.

  Operators are requested to supply IBAS with  
a copy of their current rules and Ts&Cs and 
advise us whenever these are modified.

  Registered operators should appoint a  
senior member of staff to be responsible for 
communication with IBAS on all matters  
relating to disputes, and should respond to 
requests for information in a timely manner. 

but in order to do so must present additional 
evidence relevant to their objection, or explain  
to the agreement of the Managing Director  
why the ruling is substantially flawed.

If the outcome of our review process leaves 
either party dissatisfied, we advise that they 
should explore their legal options and  
consider pursuing the matter through the 
courts. The Gambling Commission advises 
operators that ADR decisions must be treated 
as binding up to £10,000, but non-binding 
above this threshold.

Will IBAS consider disputes which have 
occurred prior to my registration?

No. We will only adjudicate on disputes after  
you have registered with us.

Does IBAS offer a service in languages 
other than English?

Not presently, although we would consider 
offering adjudication in other languages if there 
was sufficient demand to justify it. Please feel 
free to contact us with any requests or 
suggestions you might have.

Are there any disputes on which IBAS 
would refuse to adjudicate?

There may be cases that are more appropriately 
handled by another authority, for example where 
responsible gambling issues are involved or 
where criminal activity is alleged. Likewise, we 
may occasionally feel that greater resources 
than we have at our disposal are required to 
investigate the cause of the dispute.

Does IBAS ever award compensation to 
successful customers?

Not currently, although again it is a question  
that we are exploring to ensure that we are  
not out of touch with standard ADR practice. 
Presently, IBAS adjudications are restricted  
to determining the correct outcome of any 
gambling transaction or adjustment to a 
gambling account. From time to time we may 
comment on the standard of customer service 
provided by an operator, it is generally not the 
basis for adjudication unless a particular action 
results in a situation that our Panel consider to 
be unfair for the customer. If either customer or 
operator seeks any form of compensation or 
costs, we currently advise that these must be 
sought through legal channels..

Please email SharonP@ibas-uk.com  
to request a copy of our current terms and 
conditions, or you can view on them on the 
IBAS website www.ibas-uk.com 



+44 (0)20 7347 5883
ibas-uk.com

Best for operators. Best for consumers.


