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Questions we will be considering

• How can we better engage with people 
who are reluctant to seek help.

• What is the value in communicators 
and clinicians working together –
what do the stats say?



Collaboration

There is a diversity of expertise when combining 

professional communicators and clinicians together 

bringing new insights into ways we can reach and engage 

people experiencing gambling harms. 



Australian’s Online

(Sensis Social 

Media Report 2017)

Important to use 

social media to

Improve online 

presence 



Changing face of Online
/Interactive Gamblers

• Twice as likely to be moderate risk or low risk gamblers 

• Three quarters of problem and moderate risk gamblers had 
not considered seeking help

• More likely than other gamblers to prefer an online help 
service (Hing et al 2014)



Help Seeking

• People seeking help in a crisis are distressed

• Less likely to have knowledge of support options 

• Important to encourage ongoing help seeking
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General Conversation

• Triggering and stigmatising imagery and language is common 
place

• Mental health related stories  often have trigger alerts 



The general conversation



Our focus

Be clinically appropriate

+

Engaging and approachable



Some of our priorities were:
• Normalising help seeking 

• Reduce stigma

• Minimising distress

• Avoiding triggers

• Make our services easier to find

• Once people have found us keep them engaged

We regularly sought input from consumers



Old website



GHO

The GHO website wasn't broken people were still visiting it and 
utilising it.

However, from a design perspective:

• Strong colours – orange in particular?

• Someone looking straight at us is a bit intimidating



Our focus

• The content of website reviewed and extensively upgraded 

• A lengthy collaborative process - we considered user journeys, language 
and rewrote content on the site in line with evolving understanding of 
how people use the internet

• The website content was workshopped together, taking expert knowledge 
of gambling & addiction, professional communication and best practices 
for engaging audiences 

• We  added  new services to engage people

• Launched on 28 October 2016



The new website



SMS

• Since October 2016, visitors to the website have been able to
subscribe to daily text messages designed to help inspire

• Each SMS is a micro

intervention that

aims to give gamblers

strategies to help with

the process of change.



The new website



Blogs 



Social Media



But is it working?



Website traffic snapshot

2016/17 2015/16 Change

Total visits 210,808 168,159 25.4% ▲

New visitors 169,359 131,470 28.8% ▲

Returning
visitors 41,449 16,342 153% ▲

Pages/visit 2.49 3.19 .70 page▼

Average
session time 1 min 38 s 2 mins 21 43 secs▼



Counselling and Email snapshot

2016/17 2015/16 Change

Online
Counselling
requests 7,393 5,558 33%▲
Email-based
counselling
interactions 715 1,265 43.5%▼



Forum Activity

2016/17 2015/16 Change
New forum
registrations

2,685 1,226 119%▲

New forum
topics

256 211 21.3%▲

New forum
posts

3,496 3,371 3.7%▲

No. of active
users posting

1,552 134 1,058.2%▲

Forum page
views

189,659 180,661* 5%▲

Forum users 10,047 8,280* 21.3%▲



What we are hearing

Thank you for the responses, it 

really helps. I'm going back to 

the basics & taking it one day 

at a time. So grateful for these 

forums & the online help.

I truly believe that if it 

wasn't for logging on to this 

forum daily I would still be 

gambling. I said to my 

husband I believe this forum 

is a life saver.



Summary 

• Working collaboratively with people that have 
different skill sets can effectively improve the 
outcomes for services.

• This is not the end, we need to keep changing as 
technology and peoples use of it, changes to 
ensure that we keep up with them.



PsychMed

We have taken onboard these messages:

• Normalising help seeking and reducing stigma

• Minimising distress

• Avoiding triggers



PsychMed -First steps

Working with the OPG

Redevelopment of  GP brochures

• Language aimed to reduce shame and engage 
with people

• Increase help seeking







Our next Steps

Update PsychMed Website taking into 

consideration the key messages



Any Questions?


