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[bookmark: _Toc535330972]Introduction 
The purpose of this report is to identify an organisation with a problem and discover a solution using problem solving and decision-making techniques and models. The techniques that will be used are note taking, brainstorming also gathering data and the models used are Fishbone Analysis and Thomas saaty’s analytical Hierarchy matrix. The organisation which has been chosen is Electronic Arts (EA) due to FIFA 18 containing loot boxes, which are classed as gambling in Belgium and all games containing them have been banned by the Belgium National Authority (BNA).
[bookmark: _Toc535330973]Background of Electronic Arts INC
EA INC was founded in 1982 by William Hawkins who was previously the director of strategy and marketing of Apple (Snow, 2005). The H.Q is situated at Redwood City; California, and the official website is www.easports.com. EA develop and produce video games, content, services for online connected computers, mobile technology and personal computers (MarketWatch, 2018). The top 2 games EA distributed during 2017 were FIFA 18 which topped the list and Star Wars Battlefront 2, which came 6th (Barton, 2018). The CEO is Andrew Wilson and the company publicly trade (MarketScreener, 2018) and  the latest stock prices can be found at https://www.marketscreener.com/ELECTRONIC-ARTS-9664624/. There are four main divisions of the company which are EA Interactive, EA Play, EA Sports and EA Games (Giant Bomb, 2018). EA INC have also brought many companies such as Mythic Entertainment, Pandemic Studios and BioWare to name a couple (Giant Bomb, 2018). The companies market worth is $40.7B and annual sales of $5.1B for 2017 (Forbes, 2018). EA INC major competitors include Nintendo, Activision Blizzard, Ubisoft, Rockstar and more (Owler, 2018).
[bookmark: _Toc535330974]Problem statement 
The problem EA INC have encountered is that loot boxes show similarities to gambling and are under investigation by the Belgium Gaming Commission (BGC) (Byrd, 2018), Loot boxes can be found within EA INC’s FIFA products (Green, 2018).  The problem could be solved and is financially worth solving due to EA being prosecuted (Taylor, 2018) and even fined and imprisoned (Hoggins, 2018). The problem is real and a threat to EA INC due to all games containing loot boxes are banned in Belgium (Gaming Commission, 2018). The issue surrounding loot boxes having similarities to gambling, recently was highlighted in 2007 (Naessens, 2018). However, EA should create an immediate solution as it seem the issue will not go away due to Peter Naessens where he claims if the courts rule against loot boxes being like gambling, he will “advocate revising the gambling law” to “tackle” loot boxes (Hoggins, 2018). The controversy surrounding the loot boxes could also spread with over 15 countries reviewing the boxes as gambling (Kent, 2018). To solve the problem FIFA 18 and loot boxes need to be reviewed and amended to meet the Belgium Gaming and Gambling act. The solution will possibly have to change areas around the loot box to stop the similarities between loot boxes and gambling (Naessens, 2018).
[bookmark: _Toc535330975]Cause and effects
[bookmark: _Hlk533953877]A Fishbone analysis theory was used alongside the 8 p’s method, to find root causes and effects of loot boxes showing similar attributes to gambling. Fishbone analysis was created during the 1960’s by professor Kaoru Ishikawa (Desai, 2015), the model is also known as the Ishikawa diagram (Oltean, 2012). The model is designed to highlight the cause and effects of the problem (Phillips, 2013) in an image diagram (Componation,2000). Once the causes are gathered, an “insight to the problem” (Phillips, 2013) has been highlighted so “solutions can be created” (Phillips, 2013). The 8 p’s method arranges the effects into 8 service criteria to highlight root causes to specific areas (Radziwill, 2017).
The fishbone Analysis using the 8p’s method (Appendix A) showed certain key root causes kept reappearing throughout the diagram. The root causes that kept reappearing were; BGC investigating loot boxes (Bryd,2018), Belgium National Authorities (BNA) banning loot boxes (Gaming Commission, 2018), PEGI ratings not suitable, children accessing loot boxes (Bunch, 2018), money exchanged for loot boxes (Coby, 2018) and the mystery of the loot boxes (Hoggins, 2018).
The causes that were prominent showed strong relations to each other such as the BGC investigating loot boxes relates to the BNA banning loot boxes which relates to children having access to loot boxes, PEGI rating not suitable relates to children accessing loot boxes which relates to money exchanged for loot boxes, money exchanged for loot boxes relates to mystery loot boxes which relates to BNA banning loot boxes, BNA banning loot boxes relates to children having access to loot boxes which relates to mystery loot boxes and finally mystery loot boxes relate to money exchanged which relates to children having access to loot boxes. To gain further knowledge on the problem further data would need to be gathered surrounding the causes that are related, this will give more insight on how to create a solution.  
[bookmark: _Toc535330976]Data gathering
When gathering data surrounding the relations above, questions will be created fur further research. Mixed data will be collected both quantitative and qualitative, quantative data relates to quantities and numbers (Keegan, 2009) based on survey results and pre-post research results (Morrell, 2010). Qualitative data is measured by characteristics (Keegan, 2009) and opinions from interviews and newspapers (Morrell, 2010). Gathering mixed data can compare stats surrounding gambling and loot boxes to the opinions and assumptions of professional doctors. The data collected follows the question which was developed from the cause relations. 
In what way might BGC identify FIFA loot boxes being at fault for being banned by the BNA due to children accessing loot boxes? 
Loot boxes are under investigation by the BGC (Byrd, 2018) due to loot boxes showing traits of gambling in these areas; it involves a win/loss and chance element attached (Naessens, 2018). The BGC work closely with the BNA as they are a regulator for Belgium Gaming and Gambling act (Astrea, 2018). The BGC responsibilities relate to games of chance and wagers (Astrea, 2018) alongside protecting gamers and “vulnerable people” (Gaming Commission, 2018). FIFA 18 contains loot boxes which is the reason for the ban from the BNA (Gaming commission, 2018). Belgium minister of justice, Koen Geens claims “it is often children who come into contact with such systems and we cannot allow that” (Sky News, 2018) on the matter of loot boxes. Children can access loot boxes within EA INC’s FIFA 18 product (Bunch, 2018), which makes them at fault. A gaming commission audit showed that there was 55,000 “problem gamblers aged between 11-16” (Sky News, 2018) with figures 4x higher during a 2-year period (Witherow, 2018). Dr Nicolas Kardaras claims digital tablets, mobile phones and computers affect the “frontal cortex” of the brain “Exactly the same way cocaine does” and claims it is “digital heroin” and turns children into “psychotic junkies” (Kardaras, 2013). This is also backed by Dr Whybrow, neuroscience director at “UCLA” who classifies digital technology as “electric cocaine” and Dr Andrew Doan, addiction researcher for US Nav5y and the Pentagon claims video games are “digital pharmakia” which means drug in Greek (Kardaras, 2013). 
 In what way might EA require a PEGI rating suitable for children accessing loot boxes and money being exchanged for loot boxes? 
FIFA 18 is classified PEGI rating 3, which means all ages can access (IGDB, 2018). PEGI has two label ratings it regulates games, by age and by content (PEGI, 2018). PEGI age rating is categorised by 5 separate labels they are 3+, 7+, 12+, 16+ and 18+ (Parent Info, 2018). PEGI content rating is categorised by 7 separate labels they are violence, bad language, fear, gambling, sex, drugs and discrimination (PEGI, 2018). Children accessing loot boxes is classified as gambling due to chance involved (Hoggins, 2018) and money exchanged for loot boxes having a win/loss element attached (Naessens, 2018). However, PEGI operations director Dirk Bosman has claimed PEGI do not classify what gambling is, this is the responsibility of the gaming commission (Palumbo, 2017). Dirk Bosman also stated that PEGI would change the criteria of labels if informed loot boxes are gambling (Palumbo, 2017).  At present a PEGI gambling content label can be obtained on a PEGI 12+ rating as games like casino activities are allowed (PEGI, 2018). However, the BGC use a 3-age system which is minors are totally banned, 18+ allowed to have a wager or play lottery and 21+ allowed to participate in casino activities (Naessens, 2018). Peter Naessens claims that organisations with game should acquire “specific permits for video games that feature loot boxes and marking them accordingly” and that “age restrictions” could be applied to games (Taylor, 2018). To acquire a new PEGI rating and content for an existing game the “handbook for coders and contracts” designed by PEGI (2007) has all the relevant information, link to the handbook is attached to Appendix B. According to a paper published in journal Nature Human Behaviour there should be a 18+ issued due to the dangers involved in loot boxes (Bunch, 2018).    
In what way might money exchanged for mystery loot boxes be amended to be not classified as gambling by BNA? 
Money exchanged for mystery loot boxes shows two gambling elements a win/loss effect (Naessens, 2018) and a game of chance (Hoggins,2018), this being the reason loot boxes are banned. Loot boxes would have to distance these two elements to remove gambling traits. According to Art. 4 of the gaming and betting act, a game of chance needs to obtain a permit to operate from the BGC (Naessens, 2018). EA INC CEO Andrew Wilson believes “FIFA Ultimate Team or loot boxes are not gambling” (Byrd, 2018). However, Taylor (2008) claims that players are ‘tempted and misled’ when purchasing loot boxes, due to players believing they have a “psychological advantage” over other users when exchanging money for loot boxes (Naessens, 2018). Peter Naessens (2018) also claims EA could introduce a limit on how much can be spent on loot boxes.
In what way might BNA banning loot boxes protect children accessing loot boxes with the factor of it being a mystery? 
Belgium have banned loot boxes (Gaming Commission, 2018) due to Belgium’s Gaming and Gambling Act (BGGA) being broke. According to BGGA under Art. 2(1) a “game of chance” is when a game that has a wager and involves a win/loss process with chance attached (Naessens, 2018). FIFA have violated Belgium laws due to loot boxes (Hoggins, 2018) and have not protected children, this is backed by Geens (2018) who states, “mixing games and gaming, especially at a young age, is dangerous for mental health”. Recently “gaming” disorder has been classified and published in the “11th revision of the International Classification of diseases” by the world health organisation (2018). A survey of 7000+ showed that 840 gamers, which is 12% were addicted to video games (Grusser et al, 2007). For organisations to protect children a license is required (Astrea, 2018), link attached to appendix B. 
Finally, in what way might EA amend mystery loot boxes so money can be exchanged for loot boxes and children can still access loot boxes? 
FIFA 18 has many mystery loot boxes (Sky News, 2018), with a “minimum of 10 packs” (Naessens) throughout the year. The loot boxes come in many forms with two standard loot boxes for bronze, silver and gold with special packs making regular appearances throughout the year (Naessens, 2018). CEO of EA INC claims that all loot boxes have a guaranteed “number of items in each pack” he also stated loot boxes were inspired by “classics football stickers” as users “open randomised packs” in search for “players to build their dream team” (Hoggins, 2018). Peter Naessens replied to this comment by saying “Panini prints just as many stickers from every footballer. It is not a roulette between common and rare pictures. With FIFA 18, that is indeed the case” (Hoggins, 2018). Loot boxes can be purchased by the user in two ways by FIFA coins (Coby, 2018) or FIFA points (Sky News, 2018). Money can be exchanged to virtual currency (Coby, 2018), which makes the user relate reality to fiction (Naessens, 2018). Peter Naessens also claims that loot boxes should show “clear indication that winning odds should be provided” (Taylor, 2018).
[bookmark: _Toc535330977]Developing alternatives 
In furtherance of gathering day, alternative solutions need to be created. The technique that will be used is known as brainstorming and has been recognised since the 1930’s (Adair, 2010). Brainstorming is a useful technique as it can be used during any process of problem solving (Morgan, 2017). Brainstorming generates possible ideas about a situation in an illustrated diagram (Mullins, 2016) and allows ideas to be created from many dimensions of thinking, critical and analytical (Greetham, 2001). Brainstorming will be used to find alternative solutions surrounding, what can EA and FIFA 18, do to avoid gaming and gambling being related to loot boxes? 
The brainstorm results produced several alternatives which can be seen in the appendix C , such as; FIFA 18 could attach an odd system to loot boxes (Taylor, 2018), FIFA 18 could place a  guaranteed rated player to loot boxes rather than state the number items received (Hoggins, 2018), FIFA 18 could gain a PEGI 18+ rating,  FIFA 18 could gain a gambling PEGI content rating (Naessens, 2018), EA INC could stop distributing games with loot boxes in Belgium, FIFA 18 could make separate game for children, EA INC could loot boxes from games, FIFA 18 could limit amount of loot boxes brought by FUT points (Naessens, 2018), FIFA 18 could limit amount of money spent on FUT points and EA INC could apply for a Belgium Gambling license (Naessens, 2018).
[bookmark: _Hlk533683465]When reviewing the results, I transferred them into a table and asked several questions which can be seen in appendix D.  All alternative solution could be combined, did not need more research and all meet oppositions demands. All solutions were new barring two which were placing an odds system as this has already been done in china and has huge succession the other was removing loot boxes which has been done by EA INC recently with Star Wars Battlefront which did not go down well with gamers. The combined groups are, first an odd system could be placed alongside adding a Guaranteed rated player to loot boxes. Secondly, obtain 18+ PEGI rating, obtain gambling content PEGI rating, apply for gambling license in Belgium. Next, EA could produce two games and remove loot boxes, obtain license for gambling in Belgium. Lastly, EA could put a limit on both monies spent by gamers and how many loot boxes can be purchased. EA could also stop distributing the product in Belgium to stop the controversy.
[bookmark: _Toc535330978]Weighing alternatives
In order to develop the best solution to take forward and implement, an analysation of the solutions was needed. The five alternative solutions that need to be weighed are;
1) [bookmark: _Hlk533077338]EA could place an odd system and add a guaranteed skill rated player to loot boxes rather than number of items attached. 
2) [bookmark: _Hlk533077278]EA could apply for a PEGI 18+ rating and PEGI gambling content rating alongside applying for a gambling license in Belgium.
3) [bookmark: _Hlk533077449]EA could produce 2 games remove loot boxes from one and obtain a license for gambling for the other and in addition apply each with appropriate PEGI age and content rating.
4) [bookmark: _Hlk533077398]EA could put a limit on monies spent by gamer and how many loot boxes can be purchased.
5) [bookmark: _Hlk533077503]EA could stop distributing game in Belgium.
The technique that will be used to weigh up the solutions is called Analytical Hierarchy Matrix (AHM) (Saaty,2002). AHM is a practical tool used for prioritizing alternatives when decision making. The model uses a multi-criteria method when evaluating alternatives (Saaty, 2011). AHM uses a numbered system to rank alternatives against each other to discover the strongest solution (Saaty, 2002).
The results which can be seen in appendix E, showed that alternative solutions ranked from best to worst in this order; Firstly, EA should apply for a PEGI 18+ rating and PEGI gambling content rating alongside applying for a gambling license in Belgium (Naessens, 2018). Secondly, EA could place an odd system and add a guaranteed skill rated player to loot boxes rather than number of items attached. Thirdly, EA could put a limit on monies spent by gamer and how many loot boxes can be purchased, Next, EA could produce 2 games remove loot boxes from one and obtain a license for gambling for the other and in addition apply each with appropriate PEGI age and content rating and finally, EA could stop distributing game in Belgium.
[bookmark: _Toc532932572][bookmark: _Toc535330979]Implementing the solution
In order to implement the solution a step by step process would be needed. The first step would be to obtain a PEGI 18+ age rating and gambling content license followed by obtaining a gambling license then games with loot boxes will be allowed to distribute in Belgium.
According to PEGI (2007) “Handbook for coders and contacts” EA would need to register for a new game at https://rating.pegi.info/ using there PEGI coders username and password. Once filling out details such as the name of the game, intended release date, console the game will be marketed and the countries it will be distributed a self-assessment for rating and content will become available. When filling the details into the assessment, evidence of loot boxes being classified as gambling by the BNA must be present for a gambling content and 18+ age rating for Belgium only. Once the self-assessment form is complete the Video Standards Council (VSC) will review the case and reply. Once approved the game details will be loaded to PEGI website for all to view on the release date of the game.  
To obtain a license from the BGC a F1 form will need to be completed which can be found at https://www.gamingcommission.be/opencms/export/sites/default/jhksweb_nl/documents/VergunningF1_ENG.pdf. Financial details need to be attached to insure the company have $10,000 to deposit due legal reasons. Once the application has been accepted and the money has been deposited EA will be permitted to use loot boxes in Belgium (Gaming Commission, 2018).
Once all licenses and permits have been acquired new packaging with the appropriate logos will need to be designed which there is already a design team in place. The minister of justice will need to be contacted to make sure the game passes rules and regulation to his standards, which they should as children will no longer be allowed to access the game. FIFA 20 should be released during September 2019 as the goal.
[bookmark: _Toc535330980]Monitoring and evaluating the solution
Monitoring and evaluating the solution (M&E) is a vital stage of problem solving due to change being adapted. The solution must be monitored to make sure it continues to succeed and maintain support needed. By evaluating what new works and what continues to work by gathering feedback from game users, the BGC and the BNA improve can be made.
EA could monitor sales of FIFA within the first six months on all platforms to see if sales meet company expectations. Then after a year check yearly sale 
and if a success does not monitor for a further year and so on. Feed-back from users, the BNA and the Belgium gaming commission will be reviewed to determine if any changes need or can be adopted to help develop the solution further. The problem that could evolve could be adults feel they want more included in the game now that children are not involved. For instance, a feature could be added to the game were users can bet a limited amount of virtual currency against once another which can be used to buy loot boxes. This solution watched and monitored carefully could take EA to new heights within the gaming and gambling industry.
[bookmark: _Toc535330981]SWOT Analysis of EA Inc
The gaming industry has a population of 2M users with the market estimated $130B+ (Ell, 2018), EA Inc have a strong market value of $40B+ and flaunt annual sales of $5B+ during 2017 (Forbes, 2018). Over the recent years EA Inc have acquired many acquisitions to the company such as Respawn Entertainment, ESN Social Software and KickNation (Craft, 2019). EA place 6th position in top 10 of the most powerful mobile gaming companies of 2017 (Technavio, 2018), with the best game seller being FIFA 18 which placed top of the list (Barton, 2018).
However, during 2018 EA showed major weaknesses as stocks dropped 12% (Ballard, 2018). EA Inc had a pretty poor year when it came to produced game as no EA developed games placed in the top 10 game of the year charts (Polygon, 2018). Games produced by EA Inc need to rely on platforms from other companies as EA does not own a computer device of its own.
There are many opportunities that EA can take advantage of such as the social element attached and online presence of so many users. With online features allowing people to connect with one another it is not a surprise that the gaming industry has grown over the years. EA products allow the social element between users when playing games with friends and other online users which is a key factor to games like FIFA.
There are many threats EA are faced with such as rivalry competitors in the gaming industry, loot boxes considered as gambling and laws for gaming vary in many countries. EA have untold rivals such as Microsoft, Tencent and Activision Blizzard (Technavio, 2018). Tencent have topped best gaming developer in the world over the last couple of years (Qaisar, 2018). Loot boxes have been classified as gambling by the BGC and the BNA have acted on this information and banned all games that contain loot boxes from Belgium (Byrd, 2018).
Full SWOT Analysis can be seen in Appendix F.
[bookmark: _Toc535330982]PEST Analysis
The political aspects that EA Inc have are Brexit and Government Regulations. Brexit brings uncertainty to the gaming industry due to the companies having bases networking from the UK and it is possible many workers will lose their jobs and investors may want to scale back on future investments (Yin-Poole, 2016). The government regulations are different in Belgium as they use 3 limits for age certification (Naessens, 2018), where as PEGI use 5 age ratings (PEGI, 2018) when certifying games to be sold.
The Economical aspects showed that EA INC have spent $339M developing new products and services during the quarter of June to September in 2018 (Ycharts,2018). EA also have a sales revenue of $5.15B (Forbes, 2018) with an annual revue increase of 6.3% (CSIMarket, 2018) in 2018.
The social aspects EA INC have are change of demand from gamers and age of the users. EA intend to use gamers feedback to change to demands that are suggested. EA removed loot boxes from Star Wars Battlefront 2 in 2017 due to gamers suggesting loot boxes be removed this caused low sales and many players not liking the game (Gault, 2018). The age of gamers is a threat to games due to loot boxes being classed as gambling in Belgium and Netherland (Hoggins, 2018). Gaming developers will have to monitor their content rating (PEGI, 2018) closely.
The technology showed that EA INC have a strong internet presence EA’s first game with internet features was tiger woods 99 (Business Wire, 1999). It is estimated that there is over 1.2 billion gamers who play online (Takahashi, 2013).   
PEST Analysis can be seen in Appendix G.
[bookmark: _Toc535330983]Conclusion
When analysing the report EA Inc one of the worlds biggest gaming organisations have been informed, they must remove loot boxes from the products due to be classified as gambling in Belgium by the BGC and the BNA. The game in question FIFA is rated PEGI 3 which means all ages can play and easily access loot boxes. The reason for loot boxes being classified gambling is that they have an element of chance and a win/loss attached. Many doctors have spoke on the matter saying mobile gaming is like kids taking drugs as parts of the brain highlight in the same area. For EA Inc to solve the problem, the solution that was input stops the access for children and allows the company to explore in a new market the gambling industry as taking loot boxes out of the game would not be financially suitable.
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(E)  Analytical hierarchy results

	Solution
	A
	B
	C
	D
	 E

	A
	—
	0
	1
	1
	1

	B
	1
	—
	1
	1
	1

	C
	0
	0
	—
	0
	1

	D
	0
	0
	1
	—
	1

	E
	0
	0
	0
	0
	—



(F) SWOT Analysis of EA Inc



(G) PEST Analysis


Odds system could be placed on loot boxes


Guaranteed rating rather than number of item attached to loot boxes.


Obtain a new PEGI age rating.


Obtain a new PEGI content rating. 


FIFA could make 2 games; 1 for children and 1 for adults


what can EA and FIFA 18 do to avoid gaming and gambling being related?
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Loot boxes considered gambling.


STRENGTHS
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OPPORTUNITIES


EA have many acquisitions.


EA have no tittles in top 10 games list for 2018.


Social element.


EA have net worth of $5,15B.


EA have strong position in gaming industry market.


EA products rely on other platforms.


Stock sales declined 12% in 2018.


Online presence.


Rivary from other companies.


Laws for gaming vary in different countries.



POLITICAL


Brexit


Goverment regulations


ECONOMICAL


$339B spent on new products


Countries have different age regulations


SOCIAL
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TECHNOLOGY


Change of demands from gamers


Age of users
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