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Veikkaus games bring joy to us all. More than half of the 
euros spent on Veikkaus games return to the players as 
prizes. Veikkaus funds are used to support thousands of 
beneficiaries in Finnish art, sports, science, and youth 
work. The hundreds of millions of euros distributed by 
the Ministry of Education and Culture enable many joyful 
things all over the country – for all Finns. 

Veikkaus aims at promoting responsible gaming, pursuing 
moderate and sustainable growth. We pay special attention 
to strong consumer protection, preventing problem gam-
bling and fighting crime and fraud. Gaming is monitored 
from the perspective of responsibility on a continuous 
basis, and we strive to create optimal ways of operating 
in terms of gaming control.  

In July 2015, seventy-five years had passed since Veikkaus 
was founded. To date, Veikkaus has generated c. 16 billion 
euros to its beneficiaries. During the anniversary year, we 
raised a total of EUR 537.1 million for the common good. 

In the course of the 75th anniversary year, Veikkaus 
organized a total of 90 different events and happenings 
around the country. By doing so, we wanted to thank our 
customers and game sales clerks for their significant work 
for the benefit of all Finns. At the same time we wanted to 
tell people in a concrete manner about the use of Veikkaus 
funds and the beneficiaries. 

In Veikkaus’ CSR report 2015, you can read about how 
Veikkaus works for the joy of all Finns as a responsible 
operator.  A separate Annual report, which contains the 
Board of Directors’ report, the Financial statements, and 
the Corporate Governance review 2015, can be found at 
our website.   

Watch:  
This is what Veikkaus funds have been  
used for in the past 75 years (video in Finnish)

Responsible game provision for 75 years − 16 billion euros to beneficiaries 

CSR report 2015

https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
https://www.youtube.com/watch?v=IhcHIhEr-nY
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Values

For the common good
Veikkaus generates broad-ranging value to Finns. Veikkaus 
gives Finns the chance to participate in the creation of the 
common good by playing securely and reliably. We also offer 
Finns the opportunity to work towards the common good. 
Veikkaus indirectly employs tens of thousands of Finns.
 
Responsibly
CSR is at the very heart of Veikkaus’ strategy and actions 
in practice. Our customers can rely on us one hundred 
percent. Being responsible for our operations to society, 
we shall report on our operations widely and openly.  
 

Reliably
Veikkaus’ employees can rely on each other under any 
circumstances. Reliable operations also involve open in-
teraction. Customers can always have confidence in the 
games Veikkaus offers.
 
Creatively
Veikkaus wants its games, services and way of working to 
reflect creativity and enjoyment. The personnel are also 
encouraged to be innovative.  

Veikkaus’ dream 

To be the best gaming company in the world.  

Veikkaus’ mission
 
To generate versatile value to Finnish society by operating 
games reliably and responsibly.  

BOLDEFFICIENT

PIONEERINGMEANINGFUL EASYINTERESTING

RESPONSIBLE

BOLDEFFICIENT

PIONEERINGMEANINGFUL EASYINTERESTING

RESPONSIBLE BOLDEFFICIENT

PIONEERINGMEANINGFUL EASYINTERESTING

RESPONSIBLE BOLDEFFICIENT

PIONEERINGMEANINGFUL EASYINTERESTING

RESPONSIBLE

BOLDEFFICIENT

PIONEERINGMEANINGFUL EASYINTERESTING

RESPONSIBLE BOLDEFFICIENT

PIONEERINGMEANINGFUL EASYINTERESTING

RESPONSIBLE BOLDEFFICIENT

PIONEERINGMEANINGFUL EASYINTERESTING

RESPONSIBLE

Responsible profit maker bringing joy to the lives of all Finns

Strategy 2014−2017

We build a strong emotional 
bond to the company 
and the game brands 

We operate
efficiently and nimbly

We operate 
reliably and  
responsibly

We develop
our organization

boldly

We offer Finns
the most interesting 

games

We make gaming fast
and easy

As a pioneering lottery,
we use

digital solutions

Values and strategy
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Veikkaus’ strategy is to be a responsible profit maker 
bringing joy to all Finns. According to the Finnish Lotteries 
Act, Veikkaus has the right to operate lotteries, and pools 
and betting games. 

The justification of the exclusive right – preventing the 
detriments of gaming and fighting crime – is assured by 
Veikkaus’ own measures to advance responsible gaming. 
Successful operations can only be based on a wide cus-
tomer basis and general acceptance of gaming.  

In order to achieve our business goals, we need to live up 
to our responsible corporate image. Thus, CSR manage-
ment is an essential part of the management of business 
operations. Veikkaus aims at a steady growth of the profit, 
which can guarantee the necessary working prerequisites 
for our beneficiaries even in the future. 

Veikkaus’ responsibility ideology permeates our business 
operations all the way from the ethical planning of games 
to reliable prize payout. 
 

Veikkaus wants to offer its customers a versatile and 
responsible range of games, responding to the custom-
ers’ expectations whilst making sure that the problems 
associated with gaming are mitigated.   

The strategic goals are used as a basis for further responsi-
bility objectives active at the corporate, function- specific, 
unit, and employee levels. Veikkaus promises to provide 
its customers with an interesting, renewable, easy, enter-
taining, and absolutely reliable range of games.  

The Executive Team is in charge of the key social respon-
sibility focuses at Veikkaus. It is the Executive Team's 
duty to ensure that Veikkaus carries out its activities 
responsibly, mitigating potential harm and acting in the 
best interests of the various beneficiary groups. The Senior 
Vice President, Communications and CSR, is a member of 
the Executive Team, and he is in charge of the CSR matters 
at the Executive Team level.

Veikkaus’ Board of Directors discusses CSR themes in its 
meetings. The Ethical Council is an expert advisory body 
appointed by Veikkaus' Board of Directors to provide the 
Board and executive management with an external per-
spective on ethical questions.

CSR management at Veikkaus  

CSR management
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Financial objectives 2015 
Result objective EUR 525 million (+1.0%)

 Actual result EUR 537.1 million (+3.2%) 

Share of total expenses of the game margin max. 
27.02%

 Actual share 26.6% (-0.6 percentage points) 

CSR objectives 2015 
Increasing the share of registered gaming to 65.5%. 

 The share of registered gaming went up to 65.1% 
(+3.4 percentage points)
 
Increasing Finns’ awareness of the use of Veikkaus 
funds and their benefit to them personally to 48.0% 

 The awareness increased to 46.8%  
(+1.3 percentage points)

Environmental responsibility objectives 
2015−2017 
The main objective of the Environmental Programme 
2015−2017 is to decrease the total energy consumpti-
on by 15 percent. 

Financial objectives 2016
Result objective EUR 540 million (+0.6%)

CSR objectives 2016 
Increasing the share of registered gaming to 69.4% 
(+6.2%)

Environmental responsibility objectives 
2015−2017 
The main objective of the Environmental Programme 
2015−2017 is to decrease the total energy consumpti-
on by 15 percent.

CSR objectives and follow-up  

Veikkaus’ pays special attention to ensuring a responsi-
ble operating culture and promoting responsible gaming 
in all of its operations. 

In 2015 we invested especially in the development of 
digital business and products. The aim was to strength-
en the emotional bond to our customers by improving 
the customer experience and beneficiary awareness. 
We pursued cost-efficiency, e.g., by making our internal 
processes more efficient. 

In 2016 Veikkaus aims at a moderate growth of its 
profit in order to ensure the continued operations of the 
beneficiaries. Further, we aim at increasing the share 
of registered gaming, which enables us to promote re-
sponsible gaming on the basis of our customers’ gaming 
behaviour and personal communication. Veikkaus has a 
target-oriented environmental programme for the years 
2015–2017, and we monitor its progress annually.  

CSR management
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Transparency 
of operations

Proceeds to 
society and 
beneficiaries

Cost-efficiency
of operations 

Reliability and 
safety of gaming

Responsible 
way of operating

Attractive
game

offerings

Prevention of
gambling problems, 

crime and fraud

Competitive
knowhow

Minimising
environmental 

impacts

Key aspects of social responsibility at 
Veikkaus

The materiality assessment of Veikkaus CSR activities 
was updated in 2014. It contains all the chosen aspects 
of CSR from the point of view of all of the stakeholders 
and the company. 

Whilst choosing the aspects, we paid attention to an ex-
tensive stakeholder survey carried out in autumn 2014; 
Veikkaus’ updated strategy, and the “seven matches 
of Veikkaus’ CSR”. A large number of Veikkaus’ expert 
employees took part in the update process of the key 
aspects. The update was approved by the Executive 
Team in January 2015.

CSR management
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Veikkaus has a wide network of stakeholders.  Our stake-
holders include the customers, the retailers and game sales 
clerks, the personnel, political decision-makers, ministries 
and authorities, beneficiaries, the media, and our partners 
in cooperation. 

It is a key prerequisite for successful operations that 
we know and recognize our stakeholders' expectations 
and that they can trust us and our operations. We aim at 
genuine dialogue where stakeholder expectations are lis-
tened to closely. To achieve this, we communicate openly 
about our operations, engage in dialogue, and listen to the 
feedback from our stakeholders. 

In addition to information sharing, we engage in dialogue, 
carry out surveys, answer queries, take part in events 
and seminars and organise them. Veikkaus is constantly 
developing new forms and ways of interacting with its 
stakeholders. The active forms of dialogue with stake-
holders include Veikkaus Jury, a customer panel (c. 10 000 
members at the end of 2015) and customer focus groups* 
(20 loyal customers in two different events), as well as a 
closed FB group for game sales clerks (c. 5 600 members).

External perspective from the Ethical Council
The Ethical Council is an expert advisory body appointed 
by Veikkaus' Board of Directors to provide the Board and 
executive management with an external perspective on 
ethical questions related to gaming, particularly on the 

ethics of games and their marketing and on issues such 
as gambling addiction.
 
The Council can also make suggestions and issue ethical 
statements concerning practical issues and debates con-
cerning gaming. The term of operations of the Council is 
two years. In 2015, the Council met four times. 

International information exchange and learning 
In September Veikkaus hosted the annual European Lot-
teries Responsibility Seminar in Helsinki. The seminar 
attracted ca. 90 gaming sector professionals, in charge 
of or interested in the promotion of responsible gaming 
and CSR in the different gaming organizations in Europe. 

Veikkaus’ expert employees are members in the most 
important working groups of the association. The groups 
work to develop, e.g., shared CSR practices and work in 
cooperation to prevent gaming-related fraud.
 
 

Active dialogue with stakeholdersMaterial aspect:  
Transparency of operations 

Transparency of operations* Focus groups refer to events to which customers are invited in order to interview them 
about matters related to Veikkaus’ games and services.  
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STAKEHOLDER EXPECTATIONS TOWARDS VEIKKAUS VEIKKAUS’ WAY OF OPERATING ACHIEVEMENTS 2015 

CUSTOMERS

All players of Veikkaus games Open, transparent, and reliable 
operations

Attractive games, harmless pastime, 
excitement to spice up everyday life

Information on where the company's 
proceeds go 

Constant development of customer services

Making proactive use of customer data and 
feedback

Responsible and attractive game offerings

Increasing the degree of identified gaming

Reliable prize payout
Strong consumer protection 

Number of registered customers went up to nearly 1.8 million.

In August, we launched a special Veikkaus Points programme for loyal customers. By the 
end of the year, the programme had attracted 91,000 customers. 

To celebrate Veikkaus’ 75th anniversary, we arranged a Peliskaba [Game contest] 
competition with the gaming magazine Pelit. It offered adult Finns a chance to design an 
eInstant.  

We continued the active use of the social media channels (FB, Twitter, Instagram, 
LinkedIn) in communications and interaction with customers. We adopted Periscope as a 
new channel. We invested especially in communicating via moving image. 

We organized focus group events for customers, collecting their views on Veikkaus’ games 
and services.  

We made active use of the interactive Veikkaus Jury, which provides us with feedback and 
ideas.  

We continued to make active use of player segmentation in order to gain an understanding 
of the customer base and to serve the customers better. 

RETAILERS AND GAME SALES CLERKS  

Retailers that have a contract with 
Veikkaus; game sales clerks  

Good source of income

Versatile game portfolio

Customer service

Sales support

Active communications

Information on beneficiaries

Successful sales support through 
communication and training

Smoothly operating sales terminals (game 
system operates smoothly)

Continuous learning and training

We offered training and sales support covering reforms, including product maintenance 
of Football Pools, the Double Up features in Lotto, Viking Lotto, and Joker, and the Keno 
package reform.  

The Facebook group for game sales clerks continued to grow; it currently has over 5,600 
members.

We developed training on the basis of changes in the retailer base and the hopes 
expressed by POS. Training events at POS were increased significantly.   

We launched a project to revise the How to Be a Game Sales Clerk web training course. 
The new course will enter into production at the beginning of 2016. 

We replaced more marketing material at the POS with digital advertisement displays. 

We continued to develop the POS concepts and product material. 

Veikkaus has a wide network of stakeholders

Transparency of operations
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STAKEHOLDER EXPECTATIONS TOWARDS VEIKKAUS VEIKKAUS’ WAY OF OPERATING ACHIEVEMENTS 2015 

PERSONNEL

Veikkaus’ own personnel at the 
head office and in the provinces,  
a total of 350 employees. 

Transparency and openness

Communicating

Equal and impartial treatment

Fairness 

Outstanding workplace
Ensuring skills development

Personnel surveys

Individual performance appraisal discussions

Staff Intranet (Innet)
Leadership info events, news and information 
forums for the staff

Support for individual employees and/or 
working communities where necessary 

Cornerstones of management and supervisor work updated. 

Digital and nimble operating culture reinforced. 

A Talent Group, consisting of Veikkaus’ employees, developed ways of operating as 
digital pioneers.

The skill profiles of digital Veikkaus were recognized.  

We continued the quarterly measuring of the personnel’s motivation index.

Veikkaus was granted the Most Inspiring Workplaces of Finland 2016 label after reach-
ing the best AAA qualification level in Corporate Spirit’s Personnel survey.  

POLITICAL DECISION-MAKERS 

Parliament
Council of State
European Parliament and  
Commission 

Sustainable income to society

Responsible gaming

Preventing social problems

Retaining the exclusive right to operate 
games

Openness and reliability of operations

Preventing crime and fraud 

Regular contacts in Finland and within the EU

General Meeting

Supervisory Board

Interim reports

CSR and annual reports 

We continued our regular and systematic lobbying with the European Parliament and 
the members of Finnish Parliament.

We carried out the meeting and introduction rounds of the parliamentary and assistant 
groups as planned.  

We worked to influence the preparation of the standardization of the Digital Interior 
Market (DSM) and gaming supervision in cooperation with the European Lotteries (EL).

We continued to work in close cooperation with the Beneficiaries’ EU supervision  
project.

MINISTRIES AND OFFICIALS  

Ministry of Education and Culture
Ministry of the Interior 
National Police Board 
State supervisors 
Ministry of Social Affairs and 
Health
National Institute for Health and 
Welfare

Responsible gaming

Preventing social problems

Preventing crime and fraud 

Controlled, sustainable and guaranteed 
profit growth 

Regular contacts

Interim reports

CSR and annual reports 

We signed a memorandum of understanding on the merger of the gaming operators. 

We continued to work in regular cooperation with the authorities.  

We updated the marketing communication guidelines governing the POS in accordance 
with the instructions from the National Police Board. 

Transparency of operations
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STAKEHOLDER EXPECTATIONS TOWARDS VEIKKAUS VEIKKAUS’ WAY OF OPERATING ACHIEVEMENTS 2015 

BENEFICIARIES

Beneficiaries in the fields of art, 
sports, youth work, and science. 
All Finns who benefit from Veik-
kaus funds 
 

Steady income for beneficiaries, guar-
anteed continuity

Transparent and just use of the pro-
ceeds 

Proactive communications and coop-
eration 

Stable profit growth to ensure beneficiaries’ 
continued operations

Regular contacts

Game event and marketing cooperation with 
associations, clubs, leagues and divisions 

We organized 90 different beneficiary events all over the country under the theme 
”You’re a Winner”.  

We continued to work in active cooperation with the beneficiaries.  

MEDIA

Nation-wide, regional, local media; 
press, radio, TV
Social media

Fast and open communications

Social responsibility and reliability

Accessibility

Gaming proceeds crucial to Finnish 
society

Fast, open and reliable activities towards the 
media

Paying attention to the media's interests

Communications in the social media

Press releases and publication of winnings

Regular media contacts and one-on-one 
meetings with reporters

Media follow-up 

We increased our activity in the social media, investing especially in moving image, i.e. 
video production and publishing in order to make our communications more versatile. 

Out of Veikkaus’ media publicity, 96% was either neutral or positive.  

PARTNERS IN COOPERATION

Subcontractors
IT Partners
Media, advertising and media 
companies
Retail chains 
Sports federations and leagues 
Peluuri service and other operators 
fighting gambling problems  
International gaming organizations 
and colleague companies 

Open, reliable, long-term relationships

Innovative, diverse and responsible 
range of games 

 

Long-term contracts and partnerships We initiated the possession of the web store back-end systems by purchasing the rights 
to the core CRM and services systems of the web store veikkaus.fi. 

We reinforced the follow-up of the agreement procedures to increase openness. 

We signed new procurement and cooperation agreements.  

We planned cooperation and communications together with operators fighting gambling 
problems.  

We hosted the annual responsibility seminar of the European Lotteries.

We participated actively in the European Lotteries working group meetings.

Transparency of operations
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Veikkaus generates additional economic value to Finns both 
directly and indirectly. Veikkaus’ total profit is returned to 
the Ministry of Education and Culture, which distributes 
it further to Finnish art, sports, science, and youth work. 
In addition, Veikkaus pays lottery tax and VAT.  Veikkaus’ 
tax footprint and economic impact on society are reported 
in the Annual report (p. 10 and 40).  

Veikkaus funds are distributed to Finnish culture in ac-
cordance with the Funds Distribution Act, laid down by 
Parliament. According to the Act, 38.5% of the funds go 
to art, 25.0% to sports, 17.5% to science, and 9.0% to 
youth work. 

In addition, the budget contains an annual allocation of 
10.0% to be distributed to the above-mentioned benefi-
ciaries as determined separately.

The fact that Finns are aware that Veikkaus funds are used 
for the common good makes gaming more acceptable and is 
very important for our endeavours to promote transparency 
and openness. Finns are very well aware that Veikkaus’ 
profit is used for the common good.  

In addition to raising general awareness, Veikkaus wants 
people to experience that they benefit from Veikkaus 
funds personally. We aim to increase this awareness and 

Beneficiary awareness* 2015 2014 2013

General awareness about the use of Veikkaus funds 77.0% 76.3% 75.2%

Finns’ awareness of the benefit of Veikkaus funds to 
them personally 16.3% 14.7%** -

 
*The figures of the beneficiary survey are based on a web panel interview, where 400 Finns were asked two questions every week: Are you aware that Veikkaus 
funds are used to support Finnish art, sports, science, and youth work in their totality? Can you name a cause that has received Veikkaus funds and that benefits 
you or someone you know personally? The figures are annual averages.  
**The second question asked since week 38/2014.

Proceeds to society and beneficiaries 2015 2014 2013

Proceeds to beneficiaries and society EUR 537.1 million EUR 520.4 million EUR 506.3 million

Lottery tax* and VAT** EUR 130.6 million EUR 126.7 million EUR 121.7 million 

Efficiency of operations (costs/game margin) 26.6% 27.2% 27.1%
 
* The lottery tax is 12%
** Veikkaus is not VAT liable, and therefore cannot deduct VAT from its purchases of goods and services. 

Material aspects: Proceeds  
to society and beneficiaries  
and efficiency of operations

We bring joy to all Finns  

Funds to society and beneficiaries and efficient operations 

https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
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experience, e.g., through customer benefits, communica-
tion, and events. 

Aiming at cost-efficient operations 
Veikkaus aims at sustainable development, reinforcing 
responsible operations, and cost-efficiency. Cost-efficiency 
is ensured by paying attention to budgeting and continu-
ally monitoring and reporting on the development of the 
operating expenses. 

Veikkaus’ operations are very efficient as compared with 
other Finnish, Nordic, and foreign gaming companies.  
 
 

Arts, sports, science 
and youthwork 26%Prize payout 

58%

Operating 
costs 8%

Retail 
commissions 4%

Lottery tax 5%

Breakdown of one Veikkaus euro

Veikkaus operates efficiently. 
Operating expenses represent 8% of the turnover.

Finnish work for the common good 

Veikkaus has been working for the benefit of Finnish 
society for 75 years, raising funds for the common 
good. The Association for Finnish Work granted 
Veikkaus the right to use the Social Enterprise 
label. The decision to grant the label was motivat-
ed especially by the way in which Veikkaus has 
managed to combine business and social objectives 
successfully. Veikkaus was also granted the right to 
use the Avainlippu [Key Flag] label with its gaming 
services as a proof of Finnish work.  

 

Watch:
This is how the radio commercial for Finnish 
winners was made

Funds to society and beneficiaries and efficient operations 

https://www.youtube.com/watch?v=3wWgnSuoLvQ
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Veikkaus’ customers can play the games we offer reliably 
and safely. The games are subject to strong Finnish con-
sumer protection. Veikkaus develops its data protection 
and security practices actively according to the standards 
of the field. Our operations are also closely monitored by 
the relevant authorities. The operational reliability of the 
gaming system is part of reliable and safe gaming. 

Veikkaus holds the World Lottery Association WLA-SCS
security standard, ISO/IEC 27001 data security standard, 
and ISO 9001 quality standard, as well as the responsible 
gaming certificates issued by the European Lotteries and 
the World Lottery Association.

Active investments in data security and protection  
As the number of registered customers increases, data 
protection and its development gain increasing importance. 
When using the data in its consumer-customer register, 
Veikkaus strictly complies with the Personal Data Act. 
The Privacy Policy section on Veikkaus' website explains 
what the customer data is used for and how the personal 
information is stored.

Customer relations are developed first and foremost re-
specting the customers' wishes and opinions. Veikkaus 
has a special Privacy Policy Team, which works to develop 
and coordinate issues related to data protection. The team 
consists of experts from various functions and units. The 

practices are jointly developed according to the guidelines 
issued by the Data Protection Ombudsman. 
 
To ensure the usability of its data systems, Veikkaus 
complies with a data security and quality management 
system in its data system development and production. 
In terms of security, Veikkaus aims to be the leading 
company in its sector. 

The management system is based on the World Lottery 
Association's WLA-SCS and the ISO/IEC 27001 security 
standards, the ISO 9001 quality standard, and the effective 
laws and regulations. The security system is certified in 
accordance with these standards.

Aiming at a disturbance-free and reliable game service 
The usability and reliability of the game system is a key 
priority to Veikkaus, and we invest in it strongly. Veikkaus’ 
game systems are duplicated at the least. All game data 
are also stored real time in the independent systems held 
by the official supervisors, which are equally duplicated. 
By using a duplicated system, Veikkaus aims to provide a 
service that is as disturbance-free and reliable as possible. 

The usability of the systems is monitored continually. 
The system’s operational reliability percentage reveals 
the interruptions in gaming, as experienced by customers.  
We have reached a very high level of operational reliability, 
and we wish to develop it still. 
 

Material aspect:
reliability and safety of gaming We are worth the trust 

Reliability and security of gaming
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A disturbance in the game system is a technological or 
human error that may affect a customer or a retailer. The 
number of disturbances is monitored continually and re-
ported to the company management regularly. We have 
managed to keep the number of disturbances low, and we 
are working systematically to decrease it still.  

Strong consumer protection to safeguard 
customers’ rights
Veikkaus offers its customers a free game account, secure 
and fast prize payout, and strong consumer protection. 
The customers will always get the effective terms of 
play available at the moment of gaming, and no bets by 
customers are subject to deliberation in sports betting. 
Thus, our customers will always know at the time of play-
ing whether their game is accepted. The customers are 
treated equally regardless of their success in the games. 

The product information on Veikkaus’ products and servic-
es, required by the Consumer Protection Act, is available 
to the customers on playslips and game instructions at 
the points of sale and in the web store veikkaus.fi. The 
Ministry of the Interior approves the game rules by appli-
cation. The approved rules are available to the public at 
the points of sale. The rules can also be found in Finnish at 
the web store's game pages under Information and rules. 

According to section 48 of the Lotteries Act, players can 
seek help with the National Police Board in ambiguities 

concerning prize payout. The recommended decisions are 
free of charge to the players. Information on how to apply 
for a recommended decision, together with the relevant 
form can be found at www.veikkaus.fi under Customer 
service news.

Veikkaus gave statements to the National Police Board 
on 59 cases, which had to do mostly with betting games. 
The recommended decisions by the National Police Board 
that have led to payments have also been available at 
veikkaus.fi under Customer service news/Recommended 
decisions since September 2015.  

The National Police Board appoints official supervisors to 
supervise the gaming activities. While performing these 
duties, the supervisors are officially accountable for their 
actions. The official supervisors supervise the compliance 
of gaming activities with the approved rules of play; con-
firm the results of the pools and betting results, and the 
number of prizes for each round. The official supervisors 
also supervise the drawing and mixing of lottery tickets 

and confirm the result of the draws, unless a Notary Pub-
lic performs these tasks on the National Police Board’s 
approval.

Standards guarantee the continual development of 
responsibility practices  
In 2015 an external evaluator evaluated Veikkaus’ res-
ponsible gaming operations according to the responsibility 
standard issued by European Lotteries (EL), an umbrella 
organization of gaming operators. Veikkaus fulfilled the 
requirements of the responsible gaming standard and 
had been able to develop its responsibility practices as 
compared with a previous evaluation.  

Similar evaluations were also carried out in 2013 and 
2009. After the previous regular evaluations, there have 
been interim evaluations to ensure that the promotion 
of responsibility is a continuous process and that the 
shortcomings detected in the previous evaluations are 
being attended to.  

Reliability and safety of gaming 2015 2014 2013

Operational reliability, % 99.93% 99.93% 99.88%

Disturbances in gaming system
(number of disturbances that are at least significant 
per month)

10.6 15.0 22.7

Number of recommended decisions  (pcs) 59 60 98
 

Reliability and security of gaming
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The European Lotteries Responsible Gaming Standards 
cover eleven sectors, ten of which can be applied to the 
evaluation of Veikkaus’ operations: 

1 Research into gaming and problem gambling 
2 Employee training 
3 Sales agents’ programmes 
4 Game design 
5 Remote gaming channels
6 Advertising and marketing 
7 Treatment referral
8 Player education 
9 Stakeholder engagement 
10 Reporting, measurement, and certification  
11 Electronic gaming machines (not applicable to Veikkaus)

The different sectors involve dozens of questions that the 
certifying bodies seek to answer by finding concrete exam-
ples and proof.  In 2015 Veikkaus’ operations were evaluated 
according to the standards by Deloitte & Touche Oy.

Veikkaus also holds the highest level of certification (4/4) 
of the World Lottery Association (WLA) Responsibility 
Certificate.

EUROPEAN LOTTERIES CERTIFIED LOGO 1
THE EUROPEAN LOTTERIES NAME AND LOGO ARE REGISTERED TR ADEMARKS 
OF THE EUROPEAN LOTTERIES AND TOTO ASSOCIATION .

THE EUROPEAN LOTTERIES  
CERTIFIED LOGO

min 15mm

MINIMUM 
SIZE PRINT

min 50 pixel

MINIMUM 
SIZE ON-SCREEN

Colour  
Version  
(preferred)

Grayscale  
Version

Reliability and security of gaming
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Responsibility is incorporated into Veikkaus’ core business 
processes as separate tools, different models, and guide-
lines. Product ideas and reforms are evaluated from an ethical 
viewpoint using the Responsibility Evaluator Tool (RaVa)*. 
 
Marketing communications are guided by ethical guidelines. 
Customer communications and CRM models make use of 
the Responsible Customer Relations Model (VasA), incorpo-
rated in the customer database. It can be used to monitor 
the customers’ gaming behaviour, especially features that 
may be associated with risky gaming. 

We aim to take into account the responsibility perspective 
in all our operations. Increasing registered gaming is one 
of Veikkaus’ most important goals. 
 
Aiming to increase registered gaming 
Registered gaming enables Veikkaus to implement meas-
ures promoting responsible gaming and develop tools for 
gaming control, thus preventing the problems caused by 
gaming. Veikkaus customers can play registered either by 
showing their Veikkaus Cards at the points of sale or at 
our website using different terminal equipment.   

To register as a Veikkaus Customer, you need to be at 
least 18, have a personal account in a bank operating in 
Finland (a bank with which Veikkaus has an agreement on 
payment transactions), and you must live permanently in 

Finland. The data given by customers are checked with the 
database of the Finnish Population Centre. At the end of 
2015 Veikkaus had nearly 1.8 million registered customers. 

Playing registered is beneficial to the customers, as the 
prizes are paid to their accounts smoothly and without any 
risks. Once they register, our customers also have access 
to tools for the self-control of gaming and following their 
gaming history at the website www.veikkaus.fi.  

The share of registered gaming of Veikkaus’ total turnover 
went up to 65.1% in 2015. Out of Veikkaus’ total turnover, 
56.7% came from the retail channel and 43.3% from the 
digital ones.  

Material aspect: responsible 
way of operating  

Responsibility throughout operations

* More about the product development process and ethical evaluation of games 
p. 20 Responsible game offerings

2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

Development of identified gaming 2006–2015 
EUR million

2,000

1,500

1,000

500

0

Veikkaus cardWWW Unidentified

Responsible way of operating
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Inclusive and responsible customer relations 
development 
For Veikkaus, customer satisfaction and positive customer 
experiences are key objectives. The more satisfied our 
customers are, the more likely they are to recommend 
Veikkaus to others. The customer experience is measured 
using the customer loyalty tool NPS (Net Promoter Score).

Veikkaus measures NPS by sending out quarterly invita-
tions to 15 000 randomly selected customers who have 
given permission to invite them to surveys. The survey 
covers the following questions: ”How likely is it that you 
would recommend Veikkaus (games, services, being a 
loyal customer) to, e.g., a friend, relative, or a colleague?” 
The responses are given on a scale of 0 to 10; 0 being 
the minimum likelihood and 10 the maximum. The NPS 
index is calculated by reducing the number of detractors 
(ranks 0 to 6) from the number of promoters (ranks 9 to 
10). We have managed to raise the NPS index during the 
past three years.  

In August 2015 we introduced the opportunity for every 
loyal customer to join the Veikkaus Points programme. Veik-
kaus Points enables us to inform the customers of topical 
issues easily and guide them towards specific contents, 
e.g., responsibility and beneficiaries, using various tests. 
By taking tests on Points, our customers gain points which 
they can use to claim rewards and take part in draws. Points 
does not reward the customers for playing. 

The responsibility tests have covered various themes, 
including information on the odds of winning in different 
games, and the activities of the Finnish Gambling Help-
line Peluuri. The Game Test, which can be used by the 
customers to analyse their own gaming behaviour, is a 
permanent monthly test in Points.  

By the end of 2015 Points had already attracted over 
91,000 loyal customer members. They had taken a total 
of 3.2 million tests. In the future, Points will be developed 
into a more central part of Veikkaus customer relations. 

Regulated game sales and marketing  
The marketing restrictions laid down in the Lotteries Act 
cover bans on marketing games that are deemed harmful 
and the provision of illegal games. For Veikkaus, these 
restrictions mean that we cannot market the games that 
have been estimated to involve the most risks from the 
perspective of problem gambling (the betting games, eIn-

stants, eBingo, Pore (Fizz), and Syke (Beat)). We can only 
offer game object information on these games.  

Veikkaus’ marketing communications are based on social 
responsibility: we respect the individual freedom of con-
sumers, do not glorify excessive gaming and do not carry 
out advertising that encourages people to engage in it. 
Veikkaus complies with a set of ethical guidelines in its 
marketing: the advertisements shall not give false infor-
mation or a false picture of the actual odds of winning. 
Veikkaus’ marketing communications are not targeted 
at people under 18 or such consumer groups that are 
especially vulnerable in view of their social status or 
other characteristics. In our marketing communications, 
we respect the individual freedom of consumers. The 
Ethical Marketing Guidelines can be found at our website  
(in Finnish). Veikkaus’ customer communications are subject 
to a direct marketing permission given by the customers. 

Responsible way of operating 2015 2014 2013

Share of registered gaming out of total sales (excl. 
scratch tickets that cannot be played registered) 65.1% 61.7%* 53.7%*

Number of registered customers 1.8 million 1.6 million 1.5 million

Customer loyalty (the NPS index) 32.6 27.4** 22.2**
 
*The calculating principles were changed to correspond to the calculating method of 2015. 
**The NPS indexes for 2014 and 2013 were changed to correspond to the calculating method of 2015. 

Responsible way of operating
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In June 2015 the National Police Board sent a decision to 
ban marketing to Veikkaus, subject to a conditional fine. 
The decision was effective for three months. Veikkaus 
updated the marketing guidelines at the points of sale in 
accordance with the requirements by the National Police 
Board and instructed the points of sale to comply with the 
new guidelines. In September the National Police Board 
announced that it would continue the ban with regard to 
oral marketing for the following six months, until March 
2016. Veikkaus updated its point-of-sale guidelines, mak-
ing oral marketing acceptable only if the customers showed 
active interest in the games by themselves.   

Building responsible customer relations 
Veikkaus has developed a mathematical model based on 
its customer database, with the purpose of promoting 
responsible business. The Responsible Customer Relations 
model (VasA) aims to ensure that marketing is not targeted 
at customers whose gaming behaviour involves features 
that may indicate a risk of problem gambling. Instead of 
marketing communications, these customers are offered 
information on the risks of gaming. They are also told 
about the tools for the self-control of gaming provided 
by Veikkaus. The VasA model is an established part of 
Veikkaus’ management system and the effects of the 
model are reported regularly to the company management.

Responsible way of operating
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Ethical evaluation in game development 
Ethical evaluation is part of the product development 
process. The product development process includes an 
assessment of the products and services from a respon-
sibility perspective, from the moment the idea is born to 
the stage when it is developed into a final product. The 
ethical evaluation of the games is carried out in cooperation 
with the Finnish Slot Machine Association RAY, using the 
Responsibility Evaluator Tool (RaVa). The tool enables the 
analysis of innovations from the perspective of possible 
gambling addiction.

Responsible game offerings

Material aspect: 
Attractive game offering

Veikkaus aims to develop versatile game offerings that 
appeal to Finns, responding to the changing consumption 
habits and in order to channel Finns’ gaming to domestic 
games. Veikkaus games are designed to offer the players 
dreams and excitement reliably and responsibly. 

Product ideas and reforms are assessed from an ethical 
perspective during the product development process, 
using the Responsibility Evaluator Tool (RaVa). Custom-
er-oriented and responsibly developed game offerings 
ensure that Finns will continue to find Veikkaus games 
attractive even in the future. The games are developed 
continually on the basis of customer feedback. Veikkaus 
makes active use of the Veikkaus Jury, consisting of cus-
tomers and providing us with ideas to develop both our 
current and upcoming games. 

According to the Lotteries Act, Veikkaus has the right to 
operate lotteries, and pools and betting games. Veikkaus 
has divided the games into three categories: Jackpot Games, 
Daily Games, and Sports Games. The Lotteries Act further 
determines that we can only offer game object information 
on such games that are deemed harmful (referred to by 
the term Red Games). 
 

Jackpot Games Daily Games Sports Games

Lotto Keno Football Pools

Viking Lotto Neighbours Fixed Odds Betting

Joker Scratchcards Result Odds Betting

Eurojackpot eInstants Multibet

eBingo Winner Odds Betting

Syke (Beat) Live Betting

Pore (Fizz)
 

Veikkaus games

The games within the red area must not be marketed. We can only 
offer game object information on them. 

Attractive game offerings
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The Responsibility Evaluator Tool has nine sections that 
measure the possible addiction-provoking features asso-
ciated with a game idea. Each section has several detailed 
questions that enable us to evaluate the attractive features 
of a game from as many angles as possible. On the basis 
of the results, changes can be suggested and comments 
can be made regarding the game idea. For example, the 
evaluation can lead to possible restrictions either on the 
game or its marketing.

The nine sections of the Responsibility Evaluator Tool 
• Gaming elements
• Risk of financial loss
• Profit/Stake structure
• The role of skills, information, chance, and rules
• The attractiveness of the game and the gaming  

environment
• Additional attractions
• Social features
• Availability
• Marketing 

2015 2014 2013

Number of ethical  
evaluations during product 
development (RaVa) 

42 33 23

Attractive game offerings

Veikkaus.fi turned more accessible
In 2015 we paid special attention to the accessibility and 
functionality of the web service veikkaus.fi for people with 
impaired vision. The site was renewed to serve customers 
who use screen readers, and keyboard shortcuts were 
enabled. At the same time, we laid down the principles of 
accessibility design. They will be followed in all service 
development and reforms in the future.  

Watch:  
Paying attention to responsibility in Veikkaus’  
game design (video in Finnish) 

https://www.youtube.com/watch?v=HYiO9SqHjF0
https://www.youtube.com/watch?v=HYiO9SqHjF0
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Veikkaus’ mission is to operate games in a manner that 
prevents the harms associated with gaming and fights 
crime and fraud in gaming activities. The gaming restric-
tions laid down in the rules of play and the voluntary 
tools for the self-control of gaming play a central role in 
the prevention of detriments.    

Age limit communications and awareness reinforced 
at points of sale    
The gaming age limit of 18 years has been recorded in 
the Lotteries Act. At the beginning of 2015, Veikkaus 
revised its age limit sign. Instead of the previous mes-
sage K18, it now reads 18+ Play Responsibly. The new 
age limit sign was delivered to all points of sale. An age 
limit that is effective in practice is a significant means of 
preventing gambling problems. Research has shown that 

the earlier a person starts to gamble, the bigger the risk 
of uncontrolled gambling is. 

It is Veikkaus’ task to train and inform all the game sales 
clerks, making sure that they know how to act in situa-
tions where a minor tries to purchase a game. The game 
sales clerks have been instructed to ask the customers 
to show their ID if they look under 23. This has been set 
as a protective age, since it is challenging to estimate the 
age of a young person.  

In 2015 Veikkaus invested especially in CSR communica-
tions in the social media, telling people about the risks of 
gaming and the tools we have to offer for the self-control 
of gaming. We also brought up Peluuri, the Finnish Gam-
bling Helpline in our communications regularly. Peluuri 

#PELAAVASTUULLISESTI
PYSYYKÖ PELI HANSKASSA?

Käytän rahapelaamiseen liikaa rahaa

Jos vastasit yhteenkään kysymykseen KYLLÄ, tutustu pelaa-

misen hallintaan www.veikkaus.fi/pela
avastuullisesti

Käytän rahapelaamiseen liikaa aikaa

Rahapelaamiseni huolestuttaa 

minua/läheisiäni

KYLLÄ EI

We protect the joy of gaming 

Material aspect: Prevention of gambling 
problems and fighting crime 

Preventing gambling problems and fighting crime
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helps people with gambling problems, and their families 
and friends. We did a prominent campaign for the pres-
ervation of the joy of gaming in the web and the social 
media channels under the theme “With Veikkaus, you’ll 
play responsibly”. 

We made the age limit of gaming more prominent at the 
points of sale in compliance with the new age limit mes-
sage. We also provided the points of sale with an updated 
guide to responsible gaming for customers. The game sales 
clerks’ responsibility knowhow was boosted by producing 
new training videos. The section concerning the self-control 
of gaming intended for customers playing via the digital 
channels was updated and titled Play responsibly. 

Watch: 
Veikkaus’ responsible gaming campaign videos  
Grandma and the Bicycle Store 

Measures to promote responsible gaming  

 Age limit of gaming 18 (Lotteries Act)
 Veikkaus Card is only available to people over 18 
 The identity of anyone who registers as a Veikkaus’ 

player on the Internet is verified with the  
Population Register Centre (Lotteries Act,  
Money Laundering Act).

 Customers can only register one game account 
(rules of play)

 Games are not sold on credit. (Lotteries Act)
 Money transfers to the game accounts cannot be 

made at night (from midnight to 6:00 a.m.). 

Game restrictions and bans 
 eInstant gaming limit EUR 100 /day (regardless of 

wins) 
 eBingo gaming limit EUR 100 /day (regardless of 

wins)
 Syke gaming limit EUR 100 /day (regardless of 

wins)
 Pore gaming limit EUR 100 /day (regardless of 

wins)
 Live Betting’s maximum one-time stake EUR 50/

game and gaming limit EUR 600/day   (regardless 
of wins)*

 −  In live Betting, the customers have the option of 
cutting their game immediately by clicking on the 
game ban key. The ban is effective until the end 
of the following day. **

 Customers can close their game accounts (during 
this time, the accounts cannot be used for gaming 
or money transfers) 

 − until the end of the following day 
 − for a week
 − for a month
 − for a year
 Customers can set a gaming limit on their gaming 

in terms of euros 
 − for a day
 − for a week and/or  
 − for a month 

* The daily gaming limit of Live Betting was raised from EUR 300 to 
EUR 600 in November 2015. This was done to channel the players’ 
live betting activities to legal game provision. 

** Live Betting was supplemented with a game ban key in November 
2015.  
 
The maximum game account balance limit of 3,000 euros 
was removed in November 2015. At the same time, the 
daily game limit of 3,000 euros was abolished, since there 
are no such restrictions on point-of-sale gaming either. 

Other tools for gaming control 
 A summary of the game account listing the games 

the player has lost, won, and information on the 
payout percentages, during the past month 

    The Game Habit Test, which the player can take to 
test their gaming behaviour 

    Gaming control site at  
veikkaus.fi/pelaavastuullisesti (in Finnish)

Preventing gambling problems and fighting crime

https://www.youtube.com/watch?v=jvUh6vCwXVo
https://www.youtube.com/watch?v=-_1c9GKi4ww
https://www.veikkaus.fi/fi/pelaavastuullisesti
https://www.youtube.com/watch?v=jvUh6vCwXVo
https://www.youtube.com/watch?v=-_1c9GKi4ww
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Peluuri helpline
Veikkaus finances jointly with the other two Finnish 
gaming operators the operations of the Peluuri service. 
Peluuri has been operating since 2004, aiming to help 
people suffering from problem gambling, and their 
families and friends, as well as people facing problem 
gamblers in their work.  

Peluuri’s services include the helpline, Internet counsel-
ling, a chat service, text message services, discussion 
forums, and the Time to Fold self-help programme on 
the web. Peluuri’s services are offered nationwide and 
they are free of charge.

Read more: Peluuri

2015 2014 2013

Number of problem 
gambling calls to 
Peluuri

1,263 1,187 1,301

on people playing in a somewhat harmful manner. The 
players of Veikkaus lotto games had the least gambling 
problems.  

The Finnish gaming operators expressed their shared 
concern about the increase of problem gambling. It is 
the mission of Veikkaus, RAY, and Fintoto to channel 
gaming towards safe and closely regulated domestic 
game provision. One of the key objectives of the merger 
of the gaming operators* is to reinforce the prevention 
of gambling problems.  

Do not gamble

Gambling in control 

Risky gambling 

Problem gambling

Probable gambling addiction 

20.0%

61.7%

15.0%

2.0%

1.3%

Frequency of gambling problems in 2015 
(15–74 yrs.)
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National population survey on gambling and 
gambling problems 

The National Institute for Health and Welfare published a 
population survey on gaming in December 2015, commis-
sioned by the Ministry of Social Affairs and Health. The 
survey is carried out every four years.  According to the 
survey, 3.3% of Finns (124,000 people) suffer from gam-
bling problems of varying degrees. In 2011, the respective 
share was 2.7%. The total share of people suffering from 
gambling problems had risen by 0.6 percentage points as 
compared with the survey four years before.   

The 2015 survey showed that 75% of women and 85% of 
men had engaged in gaming. Gambling problems were most 
frequent with people between 18 and 34. The share of wom-
en suffering from problem gambling went from 1.1 percent 
to 2.4 percent. Despite this, gambling problems were more 
frequent with men than with women (men 4.2%, women 
2.4%). According to the survey, it could be said that 15% of 
Finnish players were playing on a risky level (2011: 13.3%).  
The risky level refers to such gaming that does not cause 
material problems but often precedes the development of 
problem gambling. The survey showed that minors engaged 
in gaming less often than before. People’s attitudes towards 
gaming had turned more positive between 2011 and 2015.  
 
According to the survey, Veikkaus games did not top the 
list when gambling problems were analysed by game types. 
Yet, Veikkaus’ daily draw games with high event frequency
frequency and betting games came up in the statistics

Preventing gambling problems and fighting crime* Read more about the merger on p. 34 Future prospects

WHEN GAMBLING CAUSES HARM
CALL 0800 100 101
WWW.PELUURI.FI/EN

http://peluuri.fi/en
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Broad-ranging cooperation to fight crime 
and fraud 
Gaming has always involved risks, even if it is made sub-
ject to comprehensive and versatile control. There are no 
absolute ways of preventing criminal endeavours, not 
even in the gaming industry. Veikkaus takes the risks into 
account both in its own operations and the operations 
between the company and its partners in cooperation, 
working actively to promote actions for the prevention 
of crime and fraud. 

International cooperation with sports federations 
Stake distribution is closely supervised and the sporting 
events that are used as gaming objects are monitored 
in order to detect possible abnormalities. Veikkaus' own 
monitoring and control systems will be triggered by any 
game sales transactions that deviate significantly from 
the norm, or if there is reason to believe that domestic 
matches have been fixed or manipulated. 

Veikkaus’ customers can play our games safely, since we 
make use of several monitoring and control systems in 
our operations. Veikkaus has employed its present model 
of fraud prevention ever since 2007, applying it first to 
football and then to other sports. The fraud prevention 
model specifies possible forms of fraud and suggests ways 
of detecting and preventing them. Veikkaus has agreed 
with the sports federations on limitations imposed on 
team members as regards betting on their own matches. 
It is the task of the sports federations to deal with these 
matters with the individual teams and referees.  

International information exchange with 
gaming operators and sports federations  
Veikkaus is actively involved in the operation of ELMS (Eu-
ropean Lotteries Monitoring System).  The ELMS monitors 
the activities and exchanges information between Euro-
pean national gaming companies operating betting games. 
The scope of the ELMS operations was extended beyond 
Europe in June 2015, and they were renamed the Global 
Lottery Monitoring System (GELMS). The GLMS provides 
the member companies with real-time live betting alarms 
in addition to the previous pre-match alarms associated 
with suspicious market movements.

As regards international football betting, gaming compa-
nies inform each other if they notice exceptional gaming 
behaviour during matches governed by UEFA (Union of 
European Football Association) and FIFA (International 
Federation of Association Football). UEFA's Betting Fraud 
Detection System and FIFA's Early Warning System are 
means of detecting and minimising fraudulent and cri-
minal activities in sports gaming. Any suspicious cases 
are reported to the competent police authorities, who 
investigate cases of suspected crime.

Advisory board for sport-related ethical matters 
The Ministry of Education and Culture has appointed an 
advisory board for sport-related matters for the period 
2015−2018. The board’s key tasks include reinforcing 
sport ethics and fulfilling the agreements by engaging in 
comprehensive national and international cooperation.  The 
board acts as, e.g., a national  cooperation and coordination 
body between sports federations, public authorities, and 
the gaming sector in questions concerning the prevention 
of manipulation in sports  competitions. Veikkaus has a 
representative on the board. 
 

Preventing gambling problems and fighting crime
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The implementation of Veikkaus’ strategy is ensured by the 
cornerstones of management and supervisor work, which 
were revised in 2015. Veikkaus wants to be a pioneer. This 
means that we have to focus on the essential, to renew 
the culture of inspiration and working together. Veikkaus 
encourages its employees to outstanding performance, 
constant innovation, and development. To achieve this, we 
invest in versatile training opportunities, good workplace 
atmosphere, and pay attention to occupational wellbeing. 
Working according to strategy and keeping the right direc-
tion are ensured by regular objectives and performance 
appraisal discussions. 

In HR development, Veikkaus focuses on reinforcing digital 
and nimble operating culture, and developing the staff’s 
skills in digital business. The development of the staff’s 
skills and the strategic training portfolio are based on skill 
profiles, which help us to recognize objectives recorded 
annually in the development plan. The key skills based 
on the strategy include data analytics and customer un-
derstanding, ICT skills, data protection and information 
security, and responsible gaming. 

The nimble operating culture also entails that the organi-
zation is constantly shaped to meet the developing needs. 

We want to be pioneers!

We focus on the 
essential.

We encourage 
innovation.

We work 
together in good 

spirit!

Material aspect: Competitive 
knowhow 

We work together for joy

Cornerstones of Veikkaus’ management and supervisor work 

Competitive knowhow
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During the year under review, we revised the organizations 
of retail sales and customer relation management and made 
expertise and services that were previously purchased from 
outside of the company part of Veikkaus’ own operations. 

As a result, Veikkaus has recruited and still keeps recruiting 
dozens of experts to develop the digital services and cus-
tomer and service systems, and to improve the customer 
experience.

Motivation measured regularly  
The degree to which Veikkaus’ employees are excited about 
their work and show engagement to their workplace is 
measured four times a year using a motivation index. The 
motivation index is used to analyse the staff’s excitement, 
motivation to pursue shared goals, and willingness to 
recommend Veikkaus as an employer. The results of the 
motivation index function as a basis for the development 
of personnel and Veikkaus Culture. 

We carry out a Personnel survey at Veikkaus once a year. 
Veikkaus’ results rank clearly above the general norm, when 
compared against the Finnish norm for experts 2015. Accord-
ing to the Personnel survey, Veikkaus reached the highest 
classification AAA. Just c. 6% of the companies having taken 
the Corporate Spirit personnel survey reach this level annually.  

All the indexes in the personnel survey were clearly above 
the norm, especially the engagement index, which meas-
ures the employees’ engagement to their workplace. Fur-
ther, the way the staff experienced occupational wellbeing 
and the employer’s image; corporate-level management 

culture, the prerequisites related to the employees’ work, 
and the efficiency and flexibility of the units, were among 
the indexes that were clearly above the norm. There were 
some slight differences between the different units in 
terms of employee satisfaction.  

CSR training as part of strategic training 
Responsible gaming skills are one of the strategic skill 
profiles that are used as a basis when planning and tar-
geting Veikkaus’ training programmes.  

During the year under review, we published a Responsibility 
Network programme. The employees’ participation in the 
programme was monitored in follow-up discussions. In 
the future, the Responsibility Network will be made part 
of the initiation of new employees. 

In the course of the year we also arranged training sessions 
on responsible gaming, dealing with, e.g., the Responsible 

Customer Relations Model (VasA), research into gambling 
addiction, and facing people with gambling problems. The 
sessions were designed to deepen Veikkaus’ staff’s CSR 
understanding, together with their knowhow in matters 
related to gambling problems – how they emerge and can 
be treated. 

Veikkaus includes its staff in development projects. In  
2015 a Talent Group, consisting of Veikkaus’ employees, 
developed ways of operating as digital pioneers, which 
will be introduced during 2016. The objective of the Talent 
programme is to encourage the employees to top perfor-
mance and secure Veikkaus’ status as a strategic pioneer. 

In 2015 we updated the guidelines governing Veikkaus’ 
employees’ participation in the games. The guidelines are 
intended to clarify Veikkaus’ practices related to the staff’s 
gaming, prevent malpractice, and reduce the reputational 
risks on the company. 

Occupational wellbeing
Veikkaus invests in its employees' wellbeing in many ways. 
The staff’ wellbeing is supported, e.g., by comprehensive 
occupational health care services, industrial safety, and 
activities to promote the working capacity. Veikkaus also 
employs an early intervention system.

The upcoming merger of the gaming operators, which 
will be prepared in 2016, means not only extra work but 
also a cause of concern for the staff. We will pay careful 
attention to the staff’s wellbeing and motivation during 
the change by employing a special change programme. 

Competitive knowhow

©

AAA
WORKPLACE

2016

Corporate Spirit granted Veikkaus the Most Inspiring Workplaces of 
Finland 2016 label. 
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The change programme aims to support supervisors and 
employees in being prepared for and capable of handling 
the change. The progress of the change is communicated 
regularly at staff info events and on the intranet. There is 
also change-related training available. 

Remuneration
Veikkaus' incentive scheme covers all personnel and its 
different forms are closely bound to the attainment of the 
company’s strategic objectives.

Veikkaus’ salary and incentive scheme consists of four com-
ponents: task-specific pay, employee-specific pay, special 
bonuses and performance incentives. The task-specific 
component is based on the HAY classification.

The employee-specific component is influenced by the 
employee's competence and performance and, in the 
case of supervisors, successful supervisory work. Whilst 
evaluating competence and performance, special attention 
is paid to work management, performance, way of acting, 
ability to adopt new ideas and change, and interactive skills.

Special bonuses are granted on the basis of good one-
off performances. Veikkaus also grants recognitions for 
good performance. Other recognitions include celebrating 
birthdays, service milestones, and other anniversaries.

The performance incentives are granted according to the 
achievement of the company's strategic objectives. De-
veloping responsible gaming constitutes a performance 
incentive parameter that is common to all. 

Equal operating culture
Veikkaus’ Equal Opportunities Plan was updated in 2015. 
According to the Personnel survey (2015), the employees 
did not feel that there were any special challenges in the 
implementation of equal opportunities at Veikkaus in 
general. However, there were unit-specific differences in 
the results. Equality and equal opportunities are under-
stood as a broad concept at Veikkaus, with respect for 
individuals as a key issue. Nobody is treated differently 
because of their gender, age, religion, race or political 
views. The employees are treated equally in compliance 
with the Act on Equality and our own Equal Opportunities 
Plan and Code of Conduct.

It is key to the implementation of equal opportunities that 
a person's competence should decide his or her position 
and pay. In recruitments, the applicant who has the best 
skills and who is best suited to the Veikkaus Culture is 
chosen. When recruiting from amongst equally qualified 
and competent applicants, positive discrimination will be 
applied and the applicant representing the minority gen-
der will be recruited. Employees holding positions with 
equal requirement standards will be entitled to the same 
salary, irrespective of gender. Salaries are determined on 
the basis of personal performance and the task-specific 
HAY classification.

The implementation of the Equal Opportunities Plan is 
assessed regularly by, e.g., paying attention to the per-
sonnel's gender distribution, pay differences, and the 
number of women in company management and supervisor 
positions. The significance of an equal operating culture 

is covered in the supervisors’ initiation training and other 
events organized for supervisors. 

Codetermination
Veikkaus' collective labour agreement is company-specific 
and approved centrally at union level. Veikkaus also has the 
option of signing local agreements. The current collective 
labour agreement will expire on 30 November 2016. The 
collective labour agreement covers all personnel, with the 
exception of the company management. 

Dialogue between the employer and the employees takes 
place on the Industrial Safety Committee and the Code-
termination Committee, which convene at regular inter-
vals. During the year under review, the Codetermination 
Committee handled, e.g., the use of external workforce 
and organizational changes. In all changes concerning 
the organization and personnel, Veikkaus complies with 
Finnish legislation on codetermination.

In 2015 we had codetermination negotiations on how to 
organize the work of the production support to meet the 
changing needs as regards the development of game sys-
tems. The negotiations did not concern layoffs but rather 
the effects of the changing needs on employment contract 
terms, including working hours, as well as job descriptions.  

 

Competitive knowhow
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Personnel key figures 

Key figure change 2015 2014 2013 NB!

Personnel The personnel figures do not include summer employees or trainees. 
Short-term temporary employees included since 1 January 2015. 

Employees 31 Dec, number up 350 332 333

Average number of employees up 348 333 332

Permanent, % down 94 95 95

Fixed-term, % up 6 5 5

Full-time, % down 87 88 89

Part-time, % up 13 12 11

Women, % down 49 51 52

Men, % up 51 49 48

Women in management positions (Executive Team), % no change 17 17 14

Women supervisors, % up 43 41 45

Aged under 30, % up 7 4 6

Aged 30−49, % down 67 72 72

Aged over 50, % up 26 24 22

Breakdown of personnel by type and coverage of 
operations

Executive management no change 6 6 7

Supervisors up 45 43 46

Experts/employees up 299 283 280

Average age of employees up 43.2 43.1 42.8

Average monthly salary, EUR up 4,281 4,192 4,104 Does not include performance incentives for employees or salaries and 
performance incentives for Executive Team members.

Bonus payments, management, EUR up 283,747.97 259,762.37 131,312.74

Bonus payments, other employees, EUR up 1,315,775.06 1,188,658.27 673,872.49

Employees covered by collective labour agreements, % no change 96 96 96

Employees who are members of the staff association 
Veikkauksen henkiöstö ry., % down 40.0 43.1 42.3

Competitive knowhow
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Key figure change 2015 2014 2013 NB!

Employee turnover

Employees who joined the company, number up 35 20 33

Employees who left the company, number up 24 21 20

Employee turnover, incoming, % up 10 6 9.9

Employee turnover, departing, % up 6.9 6.3 6.0

Average duration of employment contracts, years no change 11.8 11.8 11.7

Average employee turnover  up 8.43 6.17 7.96

Occupational health

Work related accidents, number up 3 1 1 Accidents resulting in at least one day of sickness absence.

Sickness absence rate no change 2.7 2.7 3.35 The occupational health services also cover short-term temporary 
employees and summer employees.

Personnel training

Training days/employee up 1.39 1.29 1.74 Training and performance appraisal discussions also cover temporary 
employees.

Employees who attend regular performance 
appraisal discussions,  % no change 100 100 100

Educational background of personnel,%

Comprehensive school down 8.6 8.8 9.6

Secondary school up 21.4 20.4 20.7

Lower level tertiary education down 17.1 17.7 18.0

Lower university degree up 24.6 23.9 24.1

Higher university degree down 28 28.9 27.3

Information unavailable no change 0.3 0.3 0.3

Motivation index (1−5), average 4.24 4.25 Motivation index measured since 2014.

Competitive knowhow
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Veikkaus pays attention to the environmental impacts of 
its operations.  Veikkaus' most significant environmental 
impacts are caused by the electricity consumption of game 
terminals. Veikkaus’ environmental programme for the 
years 2015–2017 consists of three main levels: reducing 
consumption, advancing energy-efficient solutions in the 
properties and the ICT choices, and raising the personnel’s 
environmental awareness. The main objective is to reduce 
Veikkaus’ total energy consumption by fifteen percent 
from the 2014 level by the end of 2017.

Veikkaus’ total energy consumption contains the energy 
consumption at Veikkaus’ offices, as well as the consump-
tion by the game terminals, routers, light-up ads, and 
digital ads at the POS. In addition to the head office in 
Vantaa, Veikkaus has sales offices around the country 
in Tampere (southern Finland), Vaasa (western Finland), 
Turku (south-western Finland), Kuopio (eastern Finland) 

and Oulu (northern Finland). Veikkaus also has conference 
premises in the city centre of Helsinki and at the Vierumäki 
Sports Institute, and recreational facilities for personnel 
in Kirkkonummi and in Saariselkä. Most of the properties’ 
energy consumption and waste are generated by the head 
office in Vantaa. Veikkaus’ head office and the regional 
office in Tampere belong to the WWF’s Green Office system. 
The regional office in Tampere passed the Green Office 
inspection for the second time in spring 2015.  

In 2015 energy consumption at Veikkaus’ offices was re-
duced significantly thanks to changes in building service 
technology, including the revision of the heat recovery 
and air conditioning systems, and the renovation of the 
engine room. In 2015 we also made an energy audit in 
accordance with the Act on Energy Efficiency, together 
with a site audit at the head office. The resulting sugges-
tions for development are to be progressed in 2016. The 

Minimising environmental impacts 2015 2014

Total energy consumption  MWh 11,900 12,000** - 0.9%

− Share of Veikkaus’ offices 7,300 8,000 - 8.8%

− Share of POS* 4,600 4,000** +15%
 
 * The POS energy consumption is based on consumption figures given by terminal suppliers and an estimate according to which the terminals 
are used 12 hours a day.  
** The calculation method for the total energy consumption at the POS was revised in 2015, which led to a change in the total energy consump-
tion figure as compared with the year 2014. The current figure is based on the revised calculation method. 

Material aspect: Minimising  
environmental impacts We respect the environment 

Minimising environmental impacts
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renovation of the air conditioning system will be continued 
in 2016. The head office employs green electricity and, 
since the beginning of 2016, it also uses carbon-dioxide 
free recycled heat. Out of the waste generated at the head 
office, 99.8 percent are recovered*, i.e. it can be reused 
as material or energy. Veikkaus has signed the Business 
and Industry Energy Efficiency Agreement. This involves 
a commitment to increase the efficiency of Veikkaus' 
non-production-related energy use at the head office by 
9 percent from the 2005 level, by 2016.

Energy consumption at the points of sale increased as the 
points of sale were increased and digitalized, since the 
number of terminals was raised. In order that the energy 
consumption at the POS can take a downward turn, the 
retail terminals must be revised. The revision work is part 
of the process of analysing the reform of retail sales, which 
was initiated in 2015. Veikkaus has 3,892 points of sale.

Veikkaus has an Ecological Team, tasked to advance the 
staff’s awareness of environmental issues. In 2015 Veik-
kaus took part in WWF’s Earth Hour and Motiva’s Energy 
Saving Week. During the theme week, the Ecological Team 
campaigned for smart moving and consumption. 

Minimising environmental impacts* The reported waste amount excludes biological waste.  
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The seven matches of responsibility

Veikkaus’ way of operating has been summarized as the Seven Matches of Responsibility of Veikkaus, which describe responsibility at Veikkaus from different angles. Our customer promise “Joy for Life” is realised by 
working together according to the responsibility principles we have jointly agreed upon.  The principles were compiled in 2013, as a result of a Personnel survey, workshops, and discussions. Every Veikkaus’ employee had 
the chance to give their views on the promotion of responsibility at Veikkaus. 

Responsibility is part of all the core processes at Veikkaus.  

©

AAA
WORKPLACE

2016
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Developing the Finnish gaming system 

The Ministerial Committee on Economic Policy de-
cided in September 2015 that the Finnish gaming 
operators Veikkaus, Finland’s Slot Machine Associa-
tion, and Fintoto should be merged into a single new 
gaming company. The merger will be organized ac-
cording to a memorandum of understanding drafted 
in cooperation between the gaming operators, the 
authorities, and beneficiary groups. In November an 
interim integration company FRV Oy was established 
to prepare the merger. Later, in the second phase of 
the merger, a new gaming company entirely owned 
by the State will be founded.

The Government Ownership Steering Department 
is in charge of the merger in practice, in cooperation 
with the gaming operators. The Ministry of the 
Interior coordinates the project and prepares the 
necessary legislation. The project is supervised 
by Parliament.

Veikkaus regards the merger of the Finnish gaming 
operators as a sensible and logical reform. It will 
provide an explicit basis for ensuring the efficiency 
and competiveness of the Finnish gaming system. 
The new gaming company will have the necessary 
resources for a versatile portfolio of games and 
services, first-class customer service, and efficient 
prevention of gambling problems. The objective is 
to strengthen the Finnish gaming monopoly.

Future prospects
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Veikkaus’ 2015 CSR report covers the period between 
1 January and 31 December 2015. It is published for 
the first time in accordance with the G4 Core reporting 
guidelines. Veikkaus has a separate Annual report 2015, 
which contains the Board of Directors’ Report, the Financial 
Statements, and the Corporate Governance review. Both 
reports are available in Swedish and English and they will 
be published on the Internet as pdf files. The CSR report 
is intended for Veikkaus’ stakeholders.  

This report describes responsible operations at Veikkaus 
on the basis of a materiality assessment approved by 
the company management. Nine sectors essential from 
Veikkaus’ point of view were identified as the most im-
portant responsibility aspects, covering economic, social, 
and environmental responsibility.  

The nine most important responsibility aspects are: trans-
parency of operations, proceeds to society and the benefi-
ciaries, cost-efficiency of operations, reliability and security 
of gaming, responsible way of operating, responsible game 
provision, prevention of problem gambling and fighting 
crime, competitive knowhow, and minimizing environ-
mental impacts. 

Whilst drafting the aspects, we paid attention to an ex-
tensive stakeholder survey, carried out in autumn 2014, 
Veikkaus’ updated strategy, and the seven matches of 
responsibility at Veikkaus.    
 

For twelve years, Veikkaus has complied with the report-
ing recommendations of the Global Reporting Initiative 
(GRI, G3). Veikkaus conducts its reporting in compliance 
with the reporting guidelines for unlisted government 
companies issued by the Council of State, applying the 
materiality principle (Government Decision-in-Principle 
on the State's Ownership Policy, issued on 3 November 
2011). The personnel indicators have been calculated 
according to the general instructions issued by the Ac-
counting Standards Board.

The tax footprint was reported for the first time in 2014 
(in accordance with the guidelines concerning companies 
with the government as the majority shareholder issued 
by the Prime Minister’s Office on 1 October 2014).

Veikkaus’ CSR report is assured by an independent external 
party. The 2015 report was assured by  Deloitte & Touche.
 

Content and boundary of the report

Content and boundary of the report
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To the Management of Veikkaus Oy

We have been engaged by the Management of Veikkaus 
Oy (hereafter: Veikkaus) to provide a limited assurance 
engagement on Veikkaus’ Corporate responsibility key 
figures presented in the CSR Report 2015 for the re-
porting period of January 1, 2015 to December 31, 2015 
(hereafter: CSR Reporting). 

Management’s Responsibility
Management is responsible for the preparation of the CSR 
Reporting in accordance with the Reporting criteria as set 
out in Veikkaus’ reporting principles and the Sustainability 
Reporting Guidelines (G4 Core) of the Global Reporting 
Initiative. This responsibility includes: designing, imple-
menting and maintaining internal control relevant to the 
preparation and fair presentation of the CSR Reporting 
that is free from material misstatement, selecting and 
applying appropriate criteria and making estimates that 
are reasonable in the circumstances. 

Auditor’s Responsibility
Our responsibility is to express a limited assurance conclu-
sion on Veikkaus’ CSR Reporting based on our engagement. 
Our assurance report is made in accordance with the terms 
of our engagement with Veikkaus. We do not accept or 
assume responsibility to anyone other than Veikkaus for 
our work, for this assurance report, or for the conclusions 
we have reached.

We conducted our assurance engagement in accordance 
with the International Standard on Assurance Engagements 
(ISAE) 3000 (Revised) “Assurance Engagements Other than 
Audits or Reviews of Historical Financial Information”. This 
Standard requires that we plan and perform the assurance 
engagement to obtain limited assurance whether any 
matters come to our attention that cause us to believe 
that the CSR Reporting has not been prepared, in all ma-
terial respects, in accordance with the Reporting criteria. 

We did not perform any assurance procedures on the 
prospective information, such as targets, expectations 
and ambitions. Consequently, we draw no conclusion on 
the prospective information. 

A limited assurance engagement with respect to Corporate 
responsibility related data involves performing procedures 
to obtain evidence about the CSR Reporting. The proce-
dures performed depend on the practitioner’s judgment, 
but their nature is different from, and their extent is less 
than, a reasonable assurance engagement. It does not 
include detailed testing of source data or the operating 
effectiveness of processes and internal controls and con-
sequently they do not enable us to obtain the assurance 
necessary to become aware of all significant matters that 
might be identified in a reasonable assurance engagement. 

Independent assurance report

Our procedures on this engagement included:

• Conducting interviews with Senior Management of 
Veikkaus to gain an understanding of Veikkaus’ CSR 
targets as part of the business strategy and operations;

• Reviewing internal and external documentation to 
verify to what extent these documents and data 
support the information included in the CSR Reporting 
and evaluating whether the information  presented is 
in line with our overall understanding of the objectives 
and management of Corporate responsibility in 
Veikkaus;

• Conducting interviews with employees responsible 
for the collection and reporting of the data presented 
in the CSR Reporting and reviewing of the processes 
and systems for data gathering;

• Performing analytical review procedures and 
substantive testing on the data on a sample basis 
as well as testing data consolidation to assess the 
reasonability of the CSR Reporting;

We believe that the evidence we have obtained is suffi-
cient and appropriate to provide a basis for our conclusion.

Our Independence and Competences in Providing 
Assurance
We complied with Deloitte’s independence policies which 
address and, in certain cases, exceed the requirements 
of the International Federation of Accountants Code of 

Independent Assurance Report 
Translation from the Finnish original
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Ethics for Professional Accountants. This engagement 
was conducted by a multidisciplinary team including 
assurance and sustainability expertise with professional 
qualifications. Our team is experienced in providing 
sustainability reporting assurance.

Conclusion
On the basis of the procedures we have performed, nothing 
has come to our attention that causes us to believe that 
the information included in the Veikkaus CSR Reporting for 
the period of 1.1-31.12.2015 is not prepared, in all material 
respects, in accordance with the Reporting criteria or that 
the CSR Reporting is not reliable, in all material respects, 
with regard to the Reporting criteria.

When reading our Assurance Report, the inherent limitations 
to the accuracy and completeness of Corporate responsibility 
information should be taken into consideration.

Helsinki, 7 March 2016
Deloitte & Touche Oy

Reeta Virolainen    
Partner, Authorized Public Accountant 

Independent assurance report
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GRI content index
General standard disclosures Location Remarks

Strategy and analysis

G4-1 Report by executive management Annual report 2015, p. 3−9

Description of the organization

G4-3 Name of organization Veikkaus Oy

G4-4 Key products, services, and 
trademarks

Responsible game offerings, p. 20

G4-5 Location of head office Vantaa, postal code: FI-01009 Veikkaus, Street address:  Karhunkierros 4, FI-01640 Vantaa

G4-6 The number of countries where 
the organization operates, and the 
names of countries where either the 
organization has significant opera-
tions or that are specifically relevant 
to the sustainability topics covered 
in the report

Veikkaus operates only in Finland. 

G4-7 The nature of ownership and legal 
form

State-owned limited company (100%)

G4-8 Markets served Veikkaus’ head office is located in Vantaa. In addition to that, the company has sales offices in Tampere, Vaasa, Turku, Kuopio, 
and Oulu. Veikkaus has c. 1.8 million customers around the country.  The company’s total proceeds are used for the benefit of 
Finnish art, sports, science, and youth work. 

G4-9 The scale of the organization Annual report, p. 7−10
We work together for joy, p. 29−30

G4-10 The total number of employees by 
employment contract, region, and 
gender

We work together for joy, p. 29−30 At Veikkaus, it is not essential to divide the personnel regionally, as the majority work at the head office.

G4-11 The percentage of employees 
covered by collective bargaining 
agreements

We work together for joy, p. 28

G4-12 The organization’s supply chain Annual report, p. 19 Most of Veikkaus’ acquisitions have to do with specialist services. The services are carried out under Veikkaus’ supervision and 
mostly in Finland. 

GRI content index

https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
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General standard disclosures Location Remarks

G4-13 Significant changes during the 
reporting period regarding the 
organization’s size, structure, owner-
ship, or its supply chain during the 
reporting period

The Ministerial Committee on Economic Policy decided in September 2015 that the Finnish gaming operators Veikkaus, Fin-
land’s Slot Machine Association, and Fintoto should be merged into a single new gaming company as of the beginning of 2017. 

G4-14 How the precautionary approach 
or principle is addressed by the 
organization

Annual report, p. 37

G4-15 Externally developed other ini-
tiatives to which the organization 
subscribes or which it endorses

European Lotteries Responsible gaming standard, World Lottery Association (WLA) Responsible gaming standard, WLA-SCS 
–Security standard, ISO/IEC 27001 Information Security standard, ISO 9001 Quality standard, WWF Green Office, Business and 
industry energy efficiency agreement

G4-16 List of memberships of associations 
and national or international advo-
cacy organizations

Finnish Business & Society, The Finnish Association for Human Resources Management HENRY, Association of Finnish Ad-
vertisers, MARK The Finnish Marketing Association, Motiva Services Oy, Service Sector Employers PALTA , The Finnish Direct 
Marketing Association, WWF Finland, Ecommerce Finland, GLMS Global Lottery Monitoring System (GLMS), European Association 
for the Study of Gambling (EASG), The European Lotteries Association (EL), World Lottery Association (WLA)

Identified Material Aspects and Boundaries

G4-17 The Group’s Boundaries All of the company’s operations fall within the CSR reporting. 

G4-18 Content definition of report Content and boundary of report,  
p. 35

G4-19 Material aspects Key aspects of social responsibility 
at Veikkaus, p.7 

As a result of a materiality assessment, the nine aspects of CSR are: transparency of operations, funds to society and beneficiar-
ies, cost-efficiency of operations, reliability and security of gaming, responsible way of operating, responsible game offerings, 
prevention of gambling problems and fighting crime, competitive knowhow, and minimising environmental impacts.
The afore-mentioned material aspects were determined on the basis of a stakeholder survey, the company strategy, and the 
seven matches of responsibility at Veikkaus.

G4-20 Aspect Boundary within the 
organization for each material 
aspect 

All of the company’s operations fall within the CSR reporting.

G4-21 Aspect Boundary outside the 
organization for each material 
aspect 

We also report on the POS, the Peluuri service, and the Ministry of Social Affairs and Health Population survey, where applicable. 

G4-22 Restatements of information  
provided in previous reports

Restatements reported in connection with the key figures.

G4-23 Significant changes from previous 
reporting periods in the Scope and 
Aspect Boundaries 

Content and boundary of report,  
p. 35

Veikkaus reports in accordance with the G4 guidelines (Core) for the first time by using the materiality assessment of CSR at 
Veikkaus.  

GRI content index

https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
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General standard disclosures Location Remarks

G4-24 List of stakeholder groups engaged 
by organization

Active dialogue with stakeholders, 
p. 9–11

Veikkaus has determined the following groups as its stakeholders: customers, retailers and game sales clerks, personnel, political 
decision-makers, ministries and officials, beneficiaries, media, and partners in cooperation.

G4-25 The basis for identification and 
selection of stakeholders with whom 
to engage

Active dialogue with stakeholders,
p. 8

G4-26 Principles of stakeholder activities Active dialogue with stakeholders, 
p. 8

G4-27 Key topics and concerns that have 
been raised through stakeholder 
engagement

Active dialogue with stakeholders, 
p. 9–11

Report profile

G4-28 Reporting period 1 Jan 2015−31 Dec 2015

G4-29 Date of most recent previous report A CSR report based on the GRI G3 reporting guidelines was published after the general meeting on 17 March 2015

G4-30 Reporting cycle Annual

G4-31 Contact point for questions regard-
ing the report or its contents

Contact us

G4-32 GRI Content Index Veikkaus’ CSR report was prepared to comply with the GRI G4 (Core)

G4-33 Approach to external assurance Veikkaus’ CSR report is assured by an independent external party. The 2015 report was assured by Deloitte & Touche.

Governance

G4-34 Governance structure and 
Committees

Annual report CG review, p. 30−47 
Description of governance, p. 5

Ethics of business operations

G4-56 Values and business principles Values and strategy, p. 4

GRI content index

https://www.veikkaus.fi/fi/yritys#!/yritystietoa/in-english
https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
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GRI content index
Specific standard disclosures Location Indicators Remarks

The specific standard disclosures are reported for aspects recognized as material.

Economic responsibility

Evaluation of the management 
approach (G4-DMA)

CSR management at Veikkaus, p.5

Material Veikkaus aspect: Proceeds to society and beneficiaries and efficient operations 
Covers the GRI aspects: Economic outcome and indirect economic impacts.

Evaluation of the management 
approach (G4-DMA)

We bring joy to all Finns, p. 12

Proceeds to society We bring joy to all Finns, p. 12−13 
Annual report 2015, p. 10−13

G4-EC1 Direct economic value generated and 
distributed

The direct value generated by Veikkaus to society amounts to EUR 671.7 
million. Veikkaus returned a total of EUR 537.1 million to the Ministry of 
Education and Culture, to be further distributed to the beneficiaries. The 
share of lottery tax and VAT was EUR 130.6 million.

Veikkaus’ turnover is divided as follows: 58% as prizes to players, 26% 
to beneficiaries, 8% to operating expenses (incl. personnel’s salaries and 
remuneration, and other company expenses), 4% to retail commissions, and 
5% to lottery tax.

Beneficiary awareness, general We bring joy to all Finns, p. 12 Finns’ general awareness about the use of Veikkaus 
funds 

Beneficiary awareness, individual We bring joy to all Finns, p. 12 Finns’ individual awareness about the use of Veikkaus 
funds

Lottery tax and VAT, tax footprint We bring joy to all Finns, p. 12−13 
Annual report 2015, p. 10, 40

G4-EC1 Direct economic value generated and 
distributed, G4-EC8 Significant indirect economic 
impacts 

Cost efficiency of operations We bring joy to all Finns, p. 12−13 Veikkaus’ expenses in proportion to the game margin The game margin is calculated by reducing the prizes paid out to players 
from the turnover.

GRI content index

https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
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Specific Standard Disclosures Location Indicators Remarks

Social responsibility

Material Veikkaus aspect: Reliability and security of gaming 
Covers the GRI aspects: Customer privacy and  Compliance 

Evaluation of the management 
approach (G4-DMA)

We are worth the trust, p. 14

Reliability and security of 
gaming system

We are worth the trust, p 14−15 Operational reliability of gaming system (%)

Reliability and security of 
gaming system  

We are worth the trust, p. 14−15 Disturbances and incidents in gaming system 

Implementation of consumer 
protection

We are worth the trust, p. 15 Number of recommended decisions Players can apply for a recommended decision in case of a disagreement between the 
player and gaming operator over prize payout with the National Police Board (Lotteries 
Act §48).

Privacy protection of customers We are worth the trust, p. 15 G4-PR8 Total number of substantiated complaints No breaches of customer privacy or abuse of customer data during reporting period. 

Compliance G4-SO8 Monetary value of significant fines and 
total number of non-monetary sanctions for non-
compliance with laws and regulations.

G4-PR9 Monetary value of significant fines for non-
compliance with laws and regulations concerning 
the provision and use of products and services

One remark, see G4-PR7.

Material Veikkaus aspect: Responsible way of operating
Covers the GRI aspects: Product and service information and marketing communications

Evaluation of the management 
approach (G4-DMA)

Responsibility throughout operations, 
p. 17

Promoting registered gaming Responsibility throughout operations, 
p. 17−18

Number of loyal customers

Promoting registered gaming Responsibility throughout operations, 
p. 17−18

Share of registered gaming of total sales 

Customer loyalty (NPS) Responsibility throughout operations, 
p. 18

G4-PR5 Customer satisfaction Customer satisfaction (NPS) is analysed four times a year 
By interviewing loyal customers who have granted us permission to do so. The NPS 
survey covers the questions: "How likely is it that you would recommend Veikkaus in 
general (games, services, being a loyal customer) to, e.g., a friend, relative, or a collea-
gue?” Give your answers on the scale 0−10, with 0 as the minimum likelihood and 10 
the maximum. The NPS index is calculated by reducing the number of detractors (ranks 
0 to 6) from the number of promoters (ranks 9 to 10).

Notification about marketing 
communications from the 
National Police Board 

Responsibility throughout operations, 
p. 19

G4-PR7 Total number of incidents of non-compliance 
with regulations and voluntary codes concerning 
marketing communications, including advertising, 
promotion, and sponsorship, by type of outcomes

The National Police Board issued a marketing ban decision subject to a conditional fine 
in June 2015. In September the National Police Board continued the marketing ban 
regarding oral marketing for the following six months, until March 2016. 

GRI content index
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Specific Standard Disclosures Location Indicators Remarks

Material Veikkaus aspect: Attractive and responsible game offerings 
Covers the GRI aspect: Customers’ health and safety 

Evaluation of the management 
approach (G4-DMA)

Attractive game offerings, p. 20

Number of Responsibility evaluations 
(RaVa) as part of the product 
development process 

Attractive game offerings, p. 20−21 G4-PR1 Percentage of significant product and service 
categories for which health and safety impacts are 
assessed for improvement

Each new game to be launched or revision of an existing game goes 
through an ethical evaluation with the help of the Responsibility 
Evaluator Tool (RaVa).

Material Veikkaus aspect: Prevention of gambling problems and fighting crime 
Covers the GRI aspect: Customers’ health and safety

Evaluation of the management 
approach (G4-DMA)

We protect the joy of gaming, p. 22

Contacts with the Peluuri Gambling 
helpline 

We protect the joy of gaming, p 24 Number of problem gambling calls received by Peluuri 

 Fighting crime We protect the joy of gaming, p 25 Description of national and international endeavours 
to fight crime and fraud

Material Veikkaus aspect: Transparency of operations 
Covers the GRI aspect: Political influence 

Evaluation of the management 
approach (G4-DMA)

Active dialogue with stakeholders, p. 8

Openness in governance principles 
and extensive  stakeholder coope-
ration

Annual report CG review, p. 30−47
Active dialogue with stakeholders, p. 8

Description of the management approach and stake-
holder cooperation 

Political influence G4-SO6 Total value of political contributions Veikkaus does not give political contributions.

GRI content index

https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
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Specific Standard Disclosures Location Indicators Remarks

Material Veikkaus aspect: Competitive knowhow 
Covers the  GRI aspects: Employment, Training, and Diversity

Evaluation of the management 
approach (G4-DMA)

We work together for joy, p. 26

Number of employees We work together for joy, p. 30 G4-LA1 Total number and rates of new employee hires 
and employee turnover by age group, gender and 
region

In 2015 Veikkaus hired a total of 35 new employees. It is not relevant 
for Veikkaus’ operations to classify new employees in terms of age 
group, gender, and region. 

Diversity We work together for joy, p. 28 
Annual report, p. 7, p. 30−47

G4-LA12 Composition of governance bodies and 
breakdown of employees per employee category 
according to gender, age group, minority group 
membership, and other indicators of diversity.

Composition of governance bodies reported in the Annual report. 
Veikkaus’ Equal Opportunities Programme was updated in 2015.  The 
distribution of personnel by gender and age group has been reported. 
It is not relevant for Veikkaus’ operations to classify the employees by 
minority groups. 

Personnel training We work together for joy, p. 30 G4-LA9 Average hours of training per year per 
employee by gender, and by employee category

G4-LA10 Programs for skills management and lifelong 
learning that support the continued employability of 
employees and assist them in managing career endings

Personnel training reported as training days. Veikkaus’ training is target-
ed in a strategy-oriented way according to recognized skill requirements 
instead of gender and personnel group. 

Personnel development We work together for joy, p. 28 G4-LA11 Percentage of employees receiving regular 
performance and career development reviews, by 
gender and by employee category  

All Veikkaus’ employees are covered by performance appraisal 
discussions. During the performance appraisal discussions, we fill out 
personal objectives cards, which provide the basis for performance 
appraisal and performance incentives. 

Personnel’s working motivation We work together for joy, p. 27, 30 Motivation index The personnel’s motivation and engagement are analysed through a 
survey four times a year.  

Environmental responsibility

Material Veikkaus perspective: Minimising environmental impacts 
Covers the GRI aspect: Energy

Evaluation of the management 
approach (G4-DMA)

Minimising environmental impacts, p. 31

Total energy consumption Minimising environmental impacts, p. 31

Energy consumption at Veikkaus’ 
offices

Minimising environmental impacts, p.  31−32 G4-EN3 Energy consumption within the organization Electricity consumption at Veikkaus’ offices 7,300 MWh, district heat 
consumption 2,587 MWh.

Energy consumption at Veikkaus’ POS Minimising environmental impacts, p. 31−32

GRI content index

https://cms.veikkaus.fi/site/binaries/content/assets/dokumentit/vuosikertomus/2015/annual_report_2015.pdf
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