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GAMBLING EQUIPMENT FAULT /                                     
PLAYER DISPUTE REPORT 
 

Purpose: This form is intended to provide a standard means of recording observed or reported gambling equipment faults 
and/or player disputes, and of preserving relevant data in cases where further investigation is needed. It must be used to 
record events other than 
• minor anomalies or discrepancies arising from regular or routine completion and examination of required records (major 

anomalies could indicate a fault or malfunction) or; 
• a programmed feature of the equipment (e.g. “Note Stacker Full” or “Hopper Empty” lock-up condition).  

The information to be recorded will depend on the nature and extent of the problem - for example, if it is a simple player 
dispute arising from misinterpretation of the pay-table, then enter details in the relevant sections only (Parts 1 and 4).  
Note: “Gambling equipment” includes any device or thing that is used in electronic monitoring (EMS). In the case of any 
faults or malfunctions of a site controller, notify the EMS Monitor Help Desk: Telephone 0800 INTRALOT (0800 468 725) or 
(04) 463 0109, fax (04) 463 0101, or email helpdesk@intralot.co.nz immediately. Where the problem appears to lie with other 
EMS components, for example, fibre optic cabling, network or interface connections, you must notify the Corporate Society 
holding the venue licence in the first instance. If there is any doubt about whether or what part of the electronic monitoring 
equipment system is causing a problem, call the EMS Monitor Help Desk for advice and assistance in diagnosis. 
Use: The first rule that needs to be observed is “Freeze the scene and preserve all available evidence”.  In other words, take 
immediate action to ensure that 

• no further play or interference takes place with the affected gambling equipment (further play may overwrite details 
stored in the electronic memory of the device/s);  

• any relevant records (for example, Daily Jackpot Turnover Reports, Cancelled Credit, Short Pays & Refills Reports or 
jackpot history logs) are accessed and copies of them are attached to this report;  

• all relevant details of the problem, including, where practicable, details of any witnesses, Last Game details, are 
recorded at the time the problem is first observed or reported. 

Keep the completed form with the records relating to the particular equipment. Send the original (or a copy) to the Corporate 
Society. 
 

PART 1 – Basic details 
Corporate Society Name: Venue Name: 
Date:        /        /         Time: Staff Member: 
 

Nature of problem: Brief details as observed or reported. Describe, for example, whether player dispute, short pay claim, 
symptoms of apparent equipment fault, etc. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Make/Game: Gaming Machine details Describe machine and 
game (e.g. IGT Major Money, Aristocrat MVP Fortune 
Teller): 

Serial No: Approval No: 

Game Denomination/Credit Unit (minimum bet) 
(e.g. 1c, 2c, 10c, 20c): 

Gamble Feature (Y / N): Jackpot Connected (Y / N): 
If ‘Y’ - JIN: 

Jackpot details: Make and type (e.g. Fortune Ezi 
Bucks, Translux, Mikohn, Aristocrat Cashcade) 

Make/Type: 

No. of Levels (1,2,3,4): Prize Range: Increment Rate (if known): 
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PART 2 - Machine / jackpot state at time of alert 

Playable  
Y / N 

Locked up  
Y / N 

Error message displayed 
Y / N 

(If Y, record in panel below) 

Audible warning 
Y / N 

(e.g. “door open” or other alarm, jackpot “strike”)  
Error message/alarm details: 
 
  
If a Gaming machine - what does the current Player Credit meter reading show? 
Record exactly what is displayed (in box opposite) and, if applicable, have customer witness and 
sign below 

 

Where machine has this information, record: Credits Bet/Lines 
Played 

Credits Gambled Credits Won 

                 
If applicable - What symbols are showing on screen/reel display and paylines in current mode? 
 
 

    

 
 

    

 
 

    

 
 

    

 
 

    

Witnessed by:  
(name and signature of customer) 
“Last game” function performed? Y / N       
If “Y” - What does the Player Credit meter reading for the relevant “Recovered” game 
show? Record exactly what is displayed (in box opposite) and, if the customer is present, have 
him/her witness and sign below 

 

Where machine has this information, record:         Credits Bet/Lines 
played 

Credits Gambled Credits Won 

 

If Y, show “Recovered” symbols and pay lines for the relevant game below: 
 
 

    

 
 

    

 
 

    

 
 

    

 
 

    

Witnessed by:  
(name and signature of customer) 
NOTE: If there is more than one event where there may be a problem or a fault, use a separate sheet or sheets to 
record EACH of them. 
 

Meter Readings: If Audit Mode is accessible, record all soft meter readings on a separate, new Machine Analysis form 
and attach. If soft meters are not available, record all hard meter readings on a separate, new Machine Analysis form and 
attach. 
 

Where applicable, what does the Jackpot display show? Insert full details (if 
alternating, show in sequence as displayed): 
 

    

 

Is the machine/jackpot connected to any of the following: 
Cashless system?                             Y / N  (if Y, record type - e.g. Scandic, NCS) 
Electronic Management System?     Y / N  (If Y, record type - e.g. Fortune Ezi-Balance, NCS/eBet) 
Electronic Monitoring System?         Y / N 
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PART 3 - Customer/witness details (where applicable) 
Customer 
Name: 
Address: 
 
Telephone number: (Home) (Work)        (Cell) 
Witness 1 
Name: 
Address: 
 
Telephone number: (Home) (Work)           (Cell) 
Witness 2 
Name: 
Address: 
 
Telephone number: (Home) (Work)        (Cell) 
 

PART 4 - Summary of action taken and result 
 Y / N Date Time 
Gaming machine/jackpot device switched off/taken out of service?    
Corporate Society informed?    
EMS Monitor Help Desk informed?    
Partial or full Gaming Machine Analysis completed?     
Technician called?    
Records (or copies) preserved and kept with this record? If “Y” attach copies    
Technician’s report obtained? If “Y” attach a copy    
Repair(s) carried out? If “Y”, technician’s name:    
Machine/jackpot device re-instated?     
Customer (if applicable) advised of action/result?    

   If a dispute, was player paid out?    
• Include amount paid here:                      $………………………. 
• Customers name and signature:                            

   

If player was not paid out, and win was recorded by gaming machine or jackpot device, also complete an 
Unpaid Prize Report 
 

Result: Include brief details of resolution of problem, for example -  “Technician replaced faulty hopper part”; “Replacement 
software fitted”; “Short pay claimed but not verified after Machine Analysis completed”… 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


