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Commercial in Confidence 

Dear Ms Myers, 

Sheth Review of the Casino Operator and Casino Licence 

Thank you for your letter da1ed 21 May 2018, enclosing Lt1e Victorian Commission for Gambl ing 

and Uquor Regulatiodi. (Commission} Draft Report on the Sixth Review of Crown Melbourne 

Limited's (Crown) operation and the casino licence (Draft Report). Crown would also like lo 

acknowledge the Commission's Pfforts in ca rrying out this very large and complex review 

(Review} ,process. 

Crown is very pleased that t he Commission ht1s found that Crown: 

• remains a su itable person to hold a casino licence; and 

• is compliant with relevan t casino legislation, agreements and documents; <Jnd 

• has concluded that it is in the public inte rest that the casino licerice remai1)S in fore~ . 

The Draft Report contains a number of over-arching themes, on which Crown comments as 

follows: 

NOl L Crown provide!> t ' lis lct:c1 un a ' Wl:hou: Pr l!judice' basis and Cro., .. 1 reserves the right to ariend the contents 

of this letter upon receipt and cons ideration of tne outcome of the Conirr lss 01's CrnnJ nves t1g<itior sect on, which 

Crown i~ nol •;elin receipt of. 
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The Draft !kport wnU1i11s ;i considerable focus on Crown's RG frarnework and initiati'o·es, oi which 
Crown Is cxtrenw!v pn::vd and to which Crown continues tD be cornmiHed. 

Cro'Nn notes that the outcomes uf the prevfou$ Review· (fifth Casino Revlew), included the 
Comrni%ion's finding that: 

., CrcYNn h<ld mbust ilnd deL:Jled systenu and processes i;r; place for dealing w:th RG issm~s 
[ChJpter 3.4]; 

• Crov,,·n treilts its obHgatiom scdously in relation to detecting penons breaching their 
ex;ch1o;;:on orders [f :~ecutive SumrnarvJ; and 

• Cn::•wn's selfN:clii<;ion revocation procedures are adhered to and are fohlist [Chapter· 3.SJ. 

Since that time, Crnwn has nQtonlycantinued with its b;t:;e RG frnrnew·ork,. but has ;Ji':;o enhanced 

it bv addressing the R.G re!.ated re<:ornmend1itinn5 uf the Comrni<;::;ion from the Fifth Casino He view 

()ncluding the Reto1rnnendd!iLir1 fcr a lriill of di.lt11 analytics; for vvhich the Commission sent Crown 
a letter in 2.015 noting that c:orrq::;ihncc with the Reo::imrneri::!i-Jt1on was complete). Crown a1so 

proactivelv advanced its HG fr<Jrne1No6: 1.v1th il ser-ies of voluntarv initiatives (includlng by way of 

exantple .. the 'lime-o\jt Program'; Melbourne/Perth voluntary self-ex:dus.ions and sc.ann.able HG 
O.R u:nh~s thrnuglmut the gaming floor).' 

Crow-n rema;:m committed to its R(i Program and w·ekornes opport1mities to continue tu refne 
crnd Lmpmve its operation in this ve.rv irr1porunt drea of our business. Crown''.i cornrnitment to 
the de:veloprnent and refinernent of RG rnc~Hiures v•ill be h;ised, as far as possibk on resean:t'i and 
expert opinion. 

AUSTRAC 

Cn:n•vn notes various comments ;md re{erenc'"s thro\Jgh(:n,it the Dr<Jft Report regarding its 

AUSTRAC complianrn. Those refererices give an imprt1~;sion that therf' ,:irv: w~~aknesses Mld indeed 

potential failings in the frarne1.vork rdi'ltcd to our Prnti-~ .. 1onr.y Laundering/ Coumer-Terrorisrr1 
F nancing (AML/CTF) Prngn1 m, Crov.<ri respectfully cHsagrees with this. Crown has a strong historv 
of cornpiiilnt:r' with ih !1Ml/ClF obligations and a!thougti it rewgnises and acct>pts that there is 

JhN;ivs room for improvement, Crown continues to umfr:~rtakr." 1s A1v1L/CTF compE.'.rnff~ ~rlivitks 
with commitment and rigouc Th:s rnrrimitn-1enl i<, evidenced b),. Hie foct that there were no 

adver·se findings against Crov..-n in both AUSTRAX'. ;1~;.:;r::s•;ments carried out during the Revievv 

period, There Me idenl!Jit~d JH\J$ fm irnprtJVen11mt 0f a gcneraly minor (although important) 

nature,. vdlid1 have been <~drh:%ed bv Cro<Nn Mid implcmcntect 

In short_, Crow<r1 is of the vfa~w that the overall outccn1e of the essessnients were positive and that 

its Atv1L/CH Pmgrarn s sound. 

r: ~h:: .. r:(H'::~~ 0 .x:t t ::>. ~f.fri(;..,<H ::::;- :~·tt:C.·nd!(.~ the CC·?"':'"":.rf1;·~·~jon··;; -:urn;.>:'"?t Vf:f.·o,;\· ~.h.~:~: L:"'8't~·:::\ ' ... :'·-~~.:.p~:;.r:-:~~:~.>~1:- ~p::·ri~b'f; ~:p!;:;·r>;):~~J) 

:;:ni' ~-:M·ir:wd -;.i::~-::_:e ·;h.:: h'ith CJ:;; :w i;;~~:.;hr,,:,.-. lf: th~~ VCGU~\) 8~.::ifh:D~t .. <.>D:J,,.:f~ '·,~ ;~.pp:i i:~,:::c~c h ~t·.:::d tvf· ,:m.~! :~<.·H (.:_if+'r~:~ :~.{ ~nE· 1 U'·o-;t:•r.:.JJ.i'~'t:~ 

S:J:i:-n-·nM·;;, pa?T.~E" fr"i=i" :~:~ l. 



Ms Cathet nc 'v1 •fers 
Victonan Commission fo r Gambling arm Lquor Regulat ion 
Commerc al rn Confidence 

Governance and Risk 

VCG.0001.0001 .1804_0003 

l>ase 3 
4 June 2018 

Crown is commit ted to its governance ob ligations, and takes any and all brP.aches seriously. It 
therefo re acknowledges that the two recent disciplinary actions taken by the Commission are 
important matters t hat involve discrete fui lurcs in its internal processes. Crown believes that 
t hese fa ilures were isolated and not rcpresentauive of any systemic compliance problems, and 
has taken action to analyse t hem and make necessary adjustments to control procedures to 
mitigate the opportunity for similar failures to occur in the foture. 

Crown's risk management framework contem plates that Crown aims to be an effective and 
compliant organisation, but it also acknowledges realistically that human error can occur. 

In the context of t he number of process documents that are completed daily w it hin Crown, the 
number of audits conducted by the Commission over the Review Period (more than 1,SOO)t, as 
well (JS the large number of changes tha t take place on the casino floor on an ongoing basis, the 
small number of incidents and disciplinary actions in our view is a sign of how effective the risk, 
internal control and compliance frameworks are, as highl ighted in the following table 
representing our records of the history of the disciplinary actions la ken against Crown: 

\ ., 

I I I I I I I I I I I I I I . I I I • • 
• 

Based on the above, Crown is of the view that the two recent disciplinary actions taken by the 
Commission, which are unrelated in nature, do not represent a " systemic weakness"1 in the risk 
management and compliance framework. Not do they indicate that Crown is "not sufficient ly 
capable of anticipating risks, and addressing t f1em" 4 when they arise.s Crown does recognise 
that these isolated inc idences represent breakdowns of its internal processes, but does not 

1 Pa ~e 36, tine l3. 
' PJSe 12, line J7. 
' Page !)2. lme J6. 
• H()r do tf•cv "po~t-:sl lhc q1.1eslion as to whether Crown's Internal cultu1e •S concuuve to full compr.ancP w1t11 rt>gu~11o•y 

e<pec1a1 on~ and p1.bl1c interest " 

COMP LIA \JCE_.365002.5 
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accept that it is fair to regard them as systemic o r endemic to our culture or as reflecting 
adversely on our abili ty to antidpate ilnd manage risks overall. 

Crown rlo tes tha t during the Fifth Casino Review. the Commission recognised that Crown h<id 
extensive statutory and cont ractual obligations placed on it reflecting the scale and com plexity of 
t he Melbourne Casino (Executive Summaryj. Flilrthcr, that Crown had a high level of compliance 
with its statutory and contractual obligations (Executive Summary) and that its interna l audit 
planning processes were thorough and robust [Chapter 2.4]. 

The Commission acknowledged that Crown had established a clearly art iculated risk m<Jn<Jgcmcnt 
and ilSsurance framework, setting out t!' e roles of each of t he different report ing entities with 
input into the risk management process (Chapter V l]. 

Disciplir1ary action taket'I against Crown has decreased since that time and recently Crown has 
taken proactive steps to enhance it s governance and rrisk framework, including w ith additional 
resources. 

StJbject to the Commission's views, Crown would very much appreciate it if , for the reasons set 
out above, the themes referenced cou ld be reflected in the final Repon. 

Recommendat ions Comments 

Consistent w ith Crown's ongoing desire to maintain and improve upon the highest standards 

t hroughout the Melbourne Casino, Crown provides its draft response lo the draft 

Recommel'\dations made by the Commission. 

'l?Pcommeodarion 1 

The VCG/.. R recommemi~ th{}I, hy 1 Jor11mry 2019, Crown develop, ond submit 10 rile l/CGLR jvr 

~ppro11al, a ch1JngC' orogrom to fu!Jy engage .its i11depe11derl! direuors in ott1".1e .scrutiny of thC' 
ope.1a11oris of the Melbownc Casino. Port,•culor corisiderntiofl sJJollld be given w-

form1J/r;t,.'1g o charter for rl1e Crown MeiJJow:,e bourd 

• ftJlo'';' docume11riMJ. ,for •11sibllj/y !o tire l/CGrn. thf' rr:porting ond dC'c1r;1011 n:ol<mg 
relationships tJe!•11eer1 all of tlw noards. comm:trees (ll:d exernt:ve meerrngs witn 
res.oons;1Ji1'i!y fur, or ow•rnght of. MPlbourne Casino functions, ond 

e!e.iotum of govNnonrr> to the grovp board ond um1mi1tees. 

Til<' .rnbm,5-;•nn silotild identify 01w tfw11qe.~ ro regula•ory framework> and .'"IOW ther;e will oe 

addressed.· 

Recommendation supported in principle, subject to comments below. 

COMPU1\NCE_365002.S 
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( (Own will, in conjunction with its parent company, review its governanc:e fr<1mcwork, taking 
into <iccount t he matters recommended by the Commission for considcr<1tion . A new 
fr<imework for reporting hds already bPPn designed and is being worked th roueh. Crown will 
continue to review its corporate structure moving forward with any proposed changes brought 
to the attent ion of the Commission. 

We also note th<it the current Crown Melbourne J'.ramework has been considered by the 
Commission in t imes past, wi th some of the current structures in place as a result of regulatory 
obligations. 

In the circumstanrrs, <Jfthough Crown welcomes the essence of this recommendation, it 
respectfully notes t hat in its view it is premature to suggest that a change progr<Jm will be 
req uired. particu arly one ' to fully engage its independent dlfectors in active scrutiny of the 
operations of the \llelbourne Ca;;ino'. It is, w ith respect, not the function of d"rectors, especially 
non-executive directors, to eng<tge in active scrutiny of operations. 

'Recommenoo1ior1 l 

rhe VCGLR recommends that l>y l Jn•wf1rl J0!9, Crown unde<~ake a reo1iew of the req1;.red 

at1ol1f.'cac·or1s for tomrr.1t!ee rhmrs w•t OIJI •n !he chcrrers, and er>s~+fe li•a! ~lie uµµoin!l!e!> ' a! luot 
qvo••',1,·ca!;ons matc/1. ' 

Recommendation supported. 

'Recommenc:ot!cn 3 

1/1e VCGLH f('COmmen(JS tnor. by 1Jo1.uo1y2019, Crown !H\f'H rric mbtH'n('<;r, rind P/fect1vene55 
cl its nsk frmr.<''IJOrk C·"'d s y)tems, mciucJ:n!J reporting •'me•\ ·"' th<' rham ol command, O•)d vpgrooe 
t.'wm w.here fN/t•tred T/11) 11H/:!S)ment !>IWu•'d ve ass•<;•£"d by <'Xf(.'rr1al nrlwrc.' 

Recommendation supported, subject to an amendment to the timeframe to 30 June 2019. 

It should be noted that the risk framework has al ready been reviewed and an enhanced 
fra mework is currently being implememed. which is supported by an IT system based reporting. 
recording and mani.Jgcmcnt framework. 

Also, a Group General Manar,er - Risk and Audit wa!> appointe~ in 2017 to oversee the r,roup 
function of risk and audit. Addit ional resourc:es have also been committed to support the 
enhanced framework. 

/\s we are currently progressing the implemen tat ion of our frameworks, we respectfully suggest 
that a more reasonable and pract ica l t1mcframc for responding to the recommendation would be 
30 June 2019, to allow us to have the systems c.ommissioned and their effectivenPss over a 
sufficiently represent<1t1ve period properly considered by an external reviewer. 

COIVP. Ail.CE_355002. '; 
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Thp 'ICGL R reco•nmet:o:. ttwt, by ! Jrm1iory 10! 9, Crown 1.mu"erlOkt! tJ ro!JIJ.~' rP.V•<'VI of •ncemol 

cor.tro•s to emwe that CraLVn's regvlr:tory ana cornpiiollfe depar!m('r1t rs nwm e of 011 pro1eets 

and worh in progr<''i'i for which requ.towrv aoµrova.•.~ rwght hP relevnnt · 

Recommendation supported, subject to an amendment to the t imeframe to 30 June 2019 (see 
reasons articulated in Recommendation 3) . 

In this respect, a new process has already been implemented to ;iddress changes to any new 
initiatives, along with the design and introduction of a new buslness·wide compliance 
framework that is being rolled out across the businPss. 

Tile VCGLI? rl'rommenns tr.at Cro,·m cc111er.e o.nr1uaJ' roundtable 'i!''i~tan~ tmefing ~!"Y •ncernot sw/l 
on •lw VCC.·LW'i n51e bcsed approoc/1 lu regi.:wtwn, .v1tn rI oomn.:or focus 011 l1ow er•ut aµproucl: 
r!'irP\ on rhr mtegriry of Crown'.!> mtl:!ma.1 prcce~<tl'> ' 

Recommendation supported. 

'Recommt!rrdution S 

The 1/CGLH ,,,rnmmends •ho•, b'/ 1JtJrluary2020, Crown 1'Aeibournc f" V•<'W 1rs al•ocot1on of srclfing 
re\mirrr'> •o •ncreose the numi>er u,I work licwrs ae1.m1iy 0110•/ab!e w 1csoo•1st0ie qumvlin9 ana 
m/Ni1entwn with paerc•1!>. This m:ght tJe arh1p1eo ny tr01."'i11g more qomrnq !>~O/J w 1md<'rrak<' 

r.>H'ssnients arid !lle11 aµµwoch rmtmn~ 1cter.t1f•ed as ot risk, mclwut the need Wcon1oct o !{G10 

lfov;ever, t/Ns w.:1 or1ly bt• <'ffcrt.•vf' •/:hose staff /?ave suflic.ient ttmr~ micfr. /mm thr.ir gam111g 
du!;e:.' 

Recommendat ion supported. 

Crown has alrt>ady commenced the process of employing an ;:idditional five RG c;taff members. 
Addit ionally, there will be a review of the trdining for gaming and other related staff 

'8eco•nrt11:!nc.fat1ur1 I 

Tlie VCGt i( ;.,rthr.r rccoma1ends t:Wl Crown Melbo 11me 1:H• on~Prvobre s1g11s 1n con,1tmc.Cw11 w.tll 

ot/wr horrn rr~.cnlmiSOt1on •11ew.vre!> suet; !J\ daia rmnlyc:cs :o ide!l!ifY patrom or nsk of IJe,•ng 

twmwrl /rom gomoi.rig · 

Recommendation supported in principle, subject to the comm~ntary in Recommendatior1 8 
below. 

COWPLIA.~CE_35.:.002.S 
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lhf' VCGI R recommends Uwt, IJy 1Jorwary2020, Cro·1m tv•elboume immemenr o com9rehensive 

player dcna ona.'ytics too.' for alJ oatrons rlwc util,'ses bot.'l l11scoricoi' doto 11:t11 parar't"/erers 
de·1elopecl from U1e .~ec.ond p.'aye• model, ns '-'"~II o.s r<'nl-:;rrw mu11itoring c;J µ•'at oeriod!>. lo 

proac:1i•1e.'y in!nvrne when ootro11s ore went1f•ed as being ar flSk o.f harm from gambl.irig. In 

Jmpfemr'ntmg t101s rno.', Crowo .~lle•'bourne showo' •'oak co moae1s ;11 otl1er J1msd1ct1ons, ona' conrnlt 

W•tlJ extemol ooto anoi'yr1cs experts, witll a vte~·1 ro imp1'emeMi11q a world-c.'ass, prooctive model 
wiUJ r!?ol-time oµe..a!iunol effl'ctiveness ' 

Crown supports the enhancement of its RG framework. We also support reviewing t he extent 
to which further data analytics tools might enhancf' the framework. 

On t he other hand, we have significant reservations about data tracking un-carded players and 
believe that the subject needs to be approached with caution. Such tracking has a number of 
inherent challenges, both legal and pract ical . We would need to comprehensively review 
relevant legisla tion, including tha t governing privacy,. da ta management and consent. We would 

also need to work through practical issues such as when players move machines, stop and start 
play on the same machine, etc. 

We arc aware t hat there is a version of an analyt ics tool which has been in use in one 
jurisdiction for a brief period. We would want to see a comprehensive evaluation of any 
positive, neutral or negative effects of such a tool before considering implementing it or some 
adaptat ion of it . 

Crown would however support an enhancement o f recommendation 7 to monitor close-to-real­
Lime play periods on gaming machines for carded p lay (after an assessment of technical 
capabilities). Further, the proposed datJ anaiytics model t hat Crown has been 1,,•1orking on (of 
which the Commissron is aware and involved), is currently framed Jround a report being run 

(not in re;:il time), reviewed by RG and then relevant players be ing approached w hen they are 
next identified on the property. Crown's view is that this in itself is a material posit ive step 
forward in our RG framework (which had considerable technical hurdles to overcome, at 
significant cost). Further, this forrn ot data analytics is now at a stage where there is a body of 
evidence-based research oehind it to assist in evaluating how i t can work and the implications 
for patrons and other stakeholders. The concept of tracking cm-carded players is not anywhere 
near ly <JS advanced. 

Crown will cont inue to explore the enhancement of its data analyt ics model over t he period and 
report to the Commission on any opportunit ies for its enhancement, based on appropriate 
quality research. 

Respectfully Crow n suggests that recommendations 7, 8 and 9 be compressed into a single 
recommendation a~ follows: 

C'OMl>llANCl_36'>002 . ~ 
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111(' VCGli~ further recommends C.'WI Cro.'m r.11r1001Jrn,, ronr,nve to use obsef!labie S;q:l!> m 

ron;cmaio11 .t.11t"I otner harm 1nin1m•.~at1on meosurcs such os dara anulyt1cs to ider1ti]y cnrdl'C1 

potrom at ris~ of b~ing hamwd fmm gnmbl111g Crow." is 01'so 10 oroqre!.!> enhanrt>m<'fll~ of rrs 

data ur•alyt1cs mod<?I to become o nrar to reai-cime efjecriver•e!>!> model. !>ub;<'rt to nny cecnnical 

wmidemrions, Crown S"OtJld mm to nave !111s mode•/ irripl<'ml'M<'d by I Jom1or'1 2020 Crown is 
a/>0 to rxolore ooportw11ties co enl1once r!s aotn anniy11r~ model and report to C11e Comm.ssio•.• on 

any e·11d!?nced bosed .re!>eard11•)i1iat1ves 

'Recornmer1dot1or> 9 

The 'ICGLR r<'rnmmrnds rhor, w.rhl!' 12 mcmths ofter !Ire 1mplrmr•itot1on of a player data 
orwiytin tool ir oe independently assessed uy u oer.\0.'1 anprovrd by lh(' VCGI R ' 

As above. Please note however that any assessment that may be carried out moving forward (and 
we respectfully suggest that it is not necessary in the way proposed in Hccommendation 9 (see 
suggested recommendation 7/8/CJ above)), should be undertaken by an independent assessor 
appointed by mutual agreement between the Commission and Crown. 

I h~ VCGLR recommends cllat, by l July 2019, Crown M<'lbourri<' underro'<e a comorehens1ve 
rr.vd!W of irs po/fey /or tile mukirtg and rrvocatior. of volvntory exclvsior1 orders 1.mcJer sec.•1on 

ll{21\1 of !lle CDSalO Conlrof Act Th<' comprehensive review showd be underlul<eri ;n wnjuncft0n 

W•!il the VCGLR, VRGr -:md othf•r re1e11on~ exremol stakeholders The 1eview !;t;ould be undr.rtokrn 

wilh u view to 1mplr.mrnt;ng policies rnat facil1!0te 

Crm·m Melbotirne iss..;inq short ceun exclu!>ion ordr•n for i, 6, 12 or 24 "'10Mh5 under 

R'CflOrJ 7l of tile Casino Control Au, rnn~.dr.r.ng ti"lf' ~pf'r1f1c orcvmsrances of U1e person 
mm the•r ore.ferred rune penod fur l'Xclumm, onrl romfit1011ol on tne pe'SOtl llndertaking 

to compt'y 1v101 the order oncl with othpr matters fsoch as obcmninq creat11ie•11), 'ind 

• Cro.vn 1'111elbvw11e rl:'v1Pw1.ng 10/un•nry exch1S•O" orders which ore rrivre titan 10 year'i old 
to corhider whr/.hpr the cont1nµed operation of C/,ese order5 se1 ve~ u u!>eful purpo~c·. 

wilh u vww :o rrrmring on,oy chose orders tliuc are benef1ciol to rht• pt·r~ons who ore 

!>UbJ<'ct to rhr.m, nnd con be odequacel'I e11ju((ecl. fhe l/CGLR furtfw1 rf'commend5 ihot 

th<' rr•v1ew of 5•1cn orders O(C:W .s i'll ar1 order.'y mrmnc>r berween I July /019 O•'d 30 lune 
lOlO' 

Recommendation supported. 

'Rrcoqime11C1Mio1111 

The VCGLR rew•11mendc; that, by 1 J,1,•y 7019. Crown 1'.lle!bc;ur11e cJeveloµ anti imp!f'mrn• o policy 
or1c.J µrcJlel!ure to Jae.Mote Crown MC'I0011rne issumq i1ti1olu11tci•y exc lu~ion ordprs undPr SC'rtion 

7 2( lJ uf //1f! Cu~ino Con•r,,,' llr:t or th" rea!lest of /amiry member:. cmd friends in appropnate rnses 

Tl.e 00J1ty arid pmc!'dvr!' ~ho.1/rl ne deJelopea .n con/uriUlcm w1f/; lf•e VCGU?, VRG,- rmd orher 

COMPLIANCE._365002.!i 
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rxtrmol srakeilolders Crown Melboorne shot.la ;nclt1de informono11 obour tl1is opcion in oil its 
rr>-;ponsib,'e gambling publicotions, website ar.d r1:1gulur,'y provide inforn iation w re.'evani 

srokeliolders, such as Gambler's l1elp and other ~rmilar organisat wns, about this option.' 

Hecommendation supported . 

'Rl'commendotion 12 

Tl1e VCGLR recornrnends that, by 1 111/y 2019, ()'ONn Melbourne exoand farnil recognition 

lechnology to c:omrra~ on all entrances to the COSlflO ord that Crown Melbourne prowde •.vritten 
updote~ on o quarterly bos.·s on i ts cffectrvcncss to r11e VCGlR.' 

Recommendation supporLed. 

Crown notes th<:J1 it has i.llrcady expande d its facial recognit ion capabi lities and proposes to 
continue to do so in flO. 

'Rewmml'ndot1on 1 J 

The VCGLR recommends tliot, as port of developing c new responsible gambling strategy, by 1 July 

2019, Crown Melbourne rebrcmd or refresh its 1esµo11sible qorttbfirig meHuqmq or1d publish riew 

responsible gamb.':ng messages Uirougfwu! /he CO!>i'flCJ, in ml Cro111n Melbourne pub!icutiom, 

1ridudir1q onl;ne and socio/ media piatforrw •. ' 

Recommendation supported. 

'RN:nmm<>r.rlovon 14 

The VCGLH recommends that, by 1 July 2019, Crown 1'v1e!l.Joi..rne develop and implerr•e()f a 

responsible gatrwfir'lg !>lrutegy f uc:using un the! 111irurn1:>aticm uj gornlJ/ing re lei red harm to ot~rsons 
orcer.dir1q cne casino. Tile strategy !>tloui'd oddre!;s: 

• eorly orot:ictive intt>r·1l'nt10n miriotive'i 
• µl'ayer data ann!ytics 

• profJCtJVC' cngngemC'nt '111t/1 pre comm1trncnr 
• •ntf'rvening .•.11th Jowl players wW1 continuous ploy based oo shorter tone,fromes •Nnich 

are more reflective of responswle qamblirrq, such as 8 or 12 .'lours 

• rile role of all swf,f in minirnismg twr:n 
tl1e efjettive u!>e and monitoring uf ex01Jsicm order::. 

• intemuf reoorling armng<'fll<'nts 

:nceqrutmg re!>ponsibll' gambling into oropomls for trialling or introduction of new 

products and <'q1Jipmc-nt 

performa.•1c(' m('a511rrs ro o<;sess the perfom1a11cp of the RGLO>, RGSC and casino stoff in 
refot•on to harm mi111m1sat1on 

• tlw .roi'f'~ of the Crawn Resorts Responsible Gorlling Comrnittee and the Responsible 

Gnrnblmg Manoge,~1ent Committee m drivwg lwnn prevefltion s~rotegies based on 

world's best practice 

the objectives of me RGSC in relation to n1i111mis1r1g lwrm to ,aocrons, and 
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• che respon51ble seNICe o/ qo111fr1g us o f'mdampn•al cor<' b11rn1ess cons•derotion wlie.11 
mokmg 5trateq•c deliswr1; rl'gardmg ra<;ino operot1or1s ' 

Recommendation supported to the extent permitted by legislation (ror example, as to 
restrictions associated with YourPlay). 

'Recon~mendot•Dn 15 

Tile VCGLR recommend; rnot '.'l1th1n rhret> montns of 1mp1emenrr11q t11e !>:rotegy, tliere 1.<; rf'gPlor 

reporti11q to the Crcum Rrsor•<; Rt>~ponsible Gommq Committee for it :o m0irrtnm O'IC'f<;1ght of 
Crown Meil.Journp'<; norm 11;,,11m,sa:•o11 srrareqy /O! re5oon51iJli1 gombl1l'"!g. Regular reports c•1ery 
two rrwr;t.'15 $ho.,/d 111rlude nvmoers ond type; u/ 11.terw•ri••on-; nnd o•her harm niin1m•sor:on 

oc f.'V•I•<'\ of RGSC and otner staff, details o/ rtie n 11111ber and natl/re of referrals to excernal service 
nrov1rfrr<;. ex'"lus1on order~. brealht>!>, ff'votatm11, appC'a•'s; os well as reswls ;rom playe1 doto 

analy•1rs and otr:er miliative!> to rm.n1m.~" gaml)/1ng rei'ored norm These report!> !>ltuu•d also be 

mane 0•1ww/Jle to !lie VCGLR and tne VRG~ for monitonr1q purposes.' 

Recommendation supported, subjecr lo the removal of the proposal to provide the reports to the 
VRGF. Crown is supportive of the provision of the reports to the VCGLR (notinr, this wi I be on 
average six times a year, as the Committee Meetings are not always held strictly every two 
months), however Crown's view i!> t hat providing these reports to a third party, that is not a 
statutory regulator, is in our respectful opinion not appropriate. Crown would suggest that in 
relation to the VRGF, regular meetings be convened to discuss mall er~ related to RG performance 
and related information. 

'Recomme::dotion i5 

Ti•e VCGUl recommends rllar w1Wi•1 Cltree morllfl5 of 1mplrmC"n•1ng the strategy, o cllwter 1s 

deve•'ool'n for the Crow:; Mel/Jo!m1e Rc>spons1bie Ciom.ng Management Co1r'm;uee (!.tvf/ 
comm;r•ee) which 111l'udes rejer~m.e !O the role a.,d rrmons1bil1ty of ar1vi11g o lwrm 1mr1imisatwn 

Cu'ULJYe. ' 

Recommenda t•on supported. 

'HecomrrwrtdatiOn ! I 

Tl1e VCGU' recomme11ds uwt, by l July 20l9, Crown undertake a robus~ re1:e·:1 (1/.'tl) ex!en1ol 
as.'i1~tance) of rele•1ar71 .iri1ema! co,.•ro/ ~toll'mt•nt\, •nc•'11d1ng input from AUSTPAC, tu l!ll!>ure ilia• 

on•1 money 1'aunderi"Y n!>k!> r.zrf' oooropna•('ly ndrlrc55ed ' 

Recommendation supported. 

'Recomfllemiat1on 18 

Tl•e I/CCL.~ rPccmmends, 1n all JUftlfl' SL;b1tdSSio11> by Crown tv1e•'bo!lr"!' to th<' VCGlR for 
opµruvah unril'r rht> Crn.110 Conrro.11\cl or G11mbli"q Req..;/otu;n Act. •ha• Crow,, rlorument: 

the puroosf' 

COMPLIANct_3&S002 5 



'vl s Cat neri ne Myers 
Victorian Commission fo1 C:dmblrng and Liquor RegJlation 
CO'l'l'l'lercial rn CO'ifldence 

VCG.0001.0001 .1804_0011 

Page ll 
4 June 2018 

obligot1011s ur1aer releva11t orovisions of legr>lat1on, the' TraMaction Oocr.ments. cmo 
existing op,oro11ols 

• what changes I he gront of the r:ppro•101 woulo moke ro prodLJctS, niles and procedures, 
elt 

rir;k5 associated wrrh r11e opprovol ood tww ttiey will be treote(J 
how re5po11sib1e qombo'lng cot1Siderot1ons fHJW? been taken rnto account in rhc orocer;s 
a11d We meosure~ Cr:;w11wiff1mpi<'11wnr tn m1t1gote tr.e nsk of gomblmg relater;} harm, 
Dfld 

whi~h are us of c:mwn •11il" be responsi1J1e for manoqing implemenrauon ' 

Recommendat ion supported. 

'Recommendation 19 

The VCGLH recommends that, by 1 Jvly 2019, Crown Mel/JotJrne imp!emerJC a policy to make an 

exttusion order unrler secrion 72 of tne Cos1no Cootro1 Au in appro;mote coses wtiere o person 
nm engaged m 51gn1ficor1t unaccepwble conduct in che wsino or 1:. rile subfect ojserious r.r1ft'liriaJ 

ctiarges.' 

Crnwri supports this recommendation, however notes that it has had a policy in place to issue 
Exclusion Orders fo r unacceptable behaviour for over ten years and does issue Exclusion Orders 
for this purpose in appropriate circumstances. Crown also notes that it issues w ithdrav.ral of 

licence notices to persons in appropriate circum stances, as it is ent itled to do as a common law 
nght, as t hose notices cover broader areas or the Crown property than t he more limited <Jrca 
covered by Exclusion orders. 

'l?Pcommendation 20 

The VCGLR recommends that, between Novcmb('r 20.19 ond tviarcl; 2020, VCGLR Commissioners 
ond a1rec!or:. of the Crowr. Hf'<;orts boord meet co re·,11et1 me 1mp1'ernentarion of tile 
recommendar.-un:. ~et out rn this w,oort.' 

Recomm endalion supported, subject to the inclusion of Crown Melbourne Executive 
management being involved in such meetings. 

Conclusion 

We note that several o f the Recommendations raised m ay require approva l from the 

Commission to implement, as currently a number of the structures and processes ill place at 

C(Own reflect w hat has been in place, and approved by the Commission, for many years (for 

example, the Crown Committee framework and the audit framework, deemed to be strong at 

the Fifch Casino Review). 

Crow11 acknowledges t hat there are a r<inge of strong in itiat ives for Crown to consider from the 

Review, some of which have already been embraced and are being implemented. Crown 
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w·ek;onws the opportunity to work close Iv Hw Cornmr~ision to implement the recomrnendaLons. 

tn this re.spect, I am pleased that we have already rnade sign.ificant pt()gre.S'i mi wvera! of these 

recornmend'1tions. 

Crown thanks the Cornrnission for providing the opportunity to respond to the Draft ReporL 

Should you frnve any querim; or wish HJ discuss our letter, please do tmt hesitate to rnnrnct fo~hua 
Preston or me. 

Yours sincen:-ly 

Barry Fdstead 
Chief Executive Officer~ Australian He sorts 
Crown Melbourne limited 


