Modern digital products, especially those operating in regulated industries like online gaming and fintech, face a
unique challenge: how to communicate necessary restrictions to users without causing frustration or
abandonment. Companies like Mr Q, licensed under the strict oversight of the Gambling Commission, and
governed by frameworks influenced by the Competition and Markets Authority (CMA), provide excellent case

studies in balancing regulatory compliance with a seamless user experience.

In this post, we discuss best practices for delivering contextual disclosure—that is, explaining restrictions
precisely at the moment they matter. Whether it's age limits, deposit caps, or verification steps, well-timed
explanations reduce surprises and keep users engaged. We'll explore how simplicity is really managed complexity,
delve into progressive disclosure and hierarchy, investigate lobby design and search friction, and uncover the

operational benefits of reducing unnecessary steps—all backed by practical design considerations such as using

reCAPTCHA for security and leveraging design systems.




Why Restriction Explanations Matter

Restrictions are often mandated by regulators—for example, the Gambling Commission imposes strict age
verification rules on gambling platforms like Mr Q to safeguard users. The Competition and Markets Authority

further influences transparency and fairness requirements.

However, restrictions can create friction. Users who encounter sudden blocks or confusing messaging may distrust
the product or give up altogether. Additionally, customer support teams face the operational burden of handling

avoidable escalation cases caused by unclear communication.

Key to solving this is getting the information to users just in time, fostering understanding and trust while

minimizing frustration. This is the essence of point-of-need copy and contextual disclosure.

Simplicity as Managed Complexity

At first glance, explaining restrictions without overwhelming or annoying users seems like a straightforward job of
“just keep it short.” Yet simplicity in regulated digital products is a masterclass in managing complex information

and regulatory demands with progressive disclosure clarity.

For instance, consider age restrictions on Mr Q. The product cannot legally allow underage users, but rather than
blanket "You are not allowed” messages upfront or after sign-up attempts, Mr Q integrates these limits
contextually during user flows. Behind this is a design system powered by reusable components and proven

interaction patterns that enforce consistent wording and behavior throughout the app.

This consistency helps users feel guided rather than blocked. It also prevents contradictions between Ul labels,
support documents, and terms & conditions—a crucial area often neglected, which I've seen cause headaches in
both QA and support escalation.

Key Principles of Managed Complexity

® Clear, consistent vocabulary: Align Ul terms with legal and support language.

* Modular messaging: Use reusable components within your design system to deliver restriction info precisely

when triggered.
* Visual hierarchy: Make restriction messaging prominent but not overwhelming, balanced with positive
messaging.

® Accessibility: Ensure the information is accessible on all devices, with proper focus management and readable

font sizes.

Progressive Disclosure and Hierarchy

One of the most powerful tools for contextual disclosure is progressive disclosure. Instead of dumping every

possible restriction upfront, information is layered, matching the user’s journey and decisions.

Imagine a deposit limit restriction on Mr Q. Early in the deposit flow, the system presents a succinct message:
“Your daily deposit limit is £100.” If the user hovers or taps on an info icon, a deeper explanation unfolds, such as
regulatory rationales, how to change limits, and responsible gaming resources. This layering supports multiple user

intents—from casual browsers needing basics to engaged users seeking detail.

Hierarchy helps prioritize messaging by urgency and relevance. When restrictions are critical to continuing an

action (like identity verification), explanations appear immediately and clearly. When they are supplemental (terms
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for bonus eligibility), they may be secondary or tucked behind links but still discoverable.

Even subtle Ul elements, such as badges, icons, or color changes, can signal restriction states without jarring the

user.

Examples of Progressive Disclosure in Practice

1. Initial brief alert: "You must be 18+ to play.”

2. Expandable details: Tapping the message shows the Gambling Commission licensing statement and identity

verification process.

3. Verification step: On submission, clear error messaging if restrictions aren’t met.

Lobby Design and Search Friction

The lobby, or starting hub of a product, plays a critical role in reducing user friction related to restrictions. How

restrictions are presented at this key entry point sets expectations and reduces surprises later.

For example, Mr Q's lobby design doesn't try to hide or bury terms behind multiple menus. Instead, contextual
banners or small panels explain any immediate restrictions or requirements for certain games or bets—such as

geographic restrictions or deposit caps. This upfront transparency is key to maintaining trust.

Search friction—the difficulty users experience finding relevant information—can be a silent killer of usability. If
users must hunt through FAQs and support pages to understand restrictions, they may abandon the product or

elect an unsupported workaround.

Embedding contextual links in the lobby and using design system components like expandable accordions or
hover tooltips can reduce search friction. Adaptive search bars that prioritize restriction-related queries or direct

links to compliance policies also help.

The Operational Impact of Fewer Steps

Behind every restriction explanation is an operational cost—from customer support calls to regulatory reporting
and manual checks. With too many steps or unclear explanations, users make more failed attempts, triggering

unnecessary escalations.

By implementing point-of-need copy and consciously reducing the number of user actions required to

understand and comply with restrictions, operational teams experience significant relief.

Consider the use of reCAPTCHA as an anti-bot verification embedded seamlessly in the sign-up or wager
confirmation steps. This both enhances security and removes additional manual security steps or support tickets.
When paired with clear, immediate messaging about why the check is needed (e.g., “To protect your account and

meet legal requirements”), it reduces confusion.

Benefits of Streamlined Restriction Explanations

* Lower support volume: Clear upfront messaging reduces repeated queries.
* Faster compliance: Users complete required steps correctly first time.
* Higher conversion rates: Reducing surprise blocks keeps users engaged.

¢ Easier audits: Consistent messaging aligned with regulatory requirements simplifies reporting.



Putting It All Together: Best Practices Checklist

Practice Why It Matters Implementation Example Contextual Disclosure Delivers restriction info exactly when user
needs it, reducing surprises Mr Q's deposit flow shows daily limits right before submission, not after Progressive
Disclosure Balances brevity with depth, serving different user intent levels Expandable “Why this?” sections linking
to Gambling Commission licensing details Consistent Vocabulary Prevents confusion caused by conflicting terms
across Ul/support/docs Design system enforces “Deposit Limit” versus “Spending Cap” uniformity Lobby
Transparency Sets clear user expectations early to reduce search friction Small contextual banners in lobby for
geographic restrictions Security & Compliance Tools Streamlines verification while informing users why checks are
needed Integrated reCAPTCHA with explanatory copy reduces support calls Operational Efficiency Focus Fewer
user errors means less customer service and regulatory hassle Clear error messages tied directly to failed

restriction checks

Conclusion

Communicating restrictions in digital products like Mr Q—operating under the watchful eyes of the Gambling
Commission and influenced by the CMA—requires more than just compliance. It demands thoughtful design,

strategic copywriting, and operational insight.

By adopting contextual disclosure and point-of-need copy, designing with progressive disclosure and clear
hierarchy, minimizing search friction through intuitive lobby design, and integrating tools like reCAPTCHA,

products can reduce surprises and provide transparent, user-friendly restriction explanations.

Ultimately, what appears as simplicity to the user is actually the result of carefully managed complexity—a

hallmark of excellent product design in regulated environments.



