Monitoring of Sixth Casino Review Recommendations - Crown progress update as at 18 January 2019 ATTACHMENT 5
Number | Recommendation Timeframe Crown Update VCGLR comment
Corporate Governance and Risk
1 The VCGLR recommends that, by 1 January | 1 January A submission addressing all points | Recommend that the

2019, Crown develop, and submit to the 2019 referenced in Recommendation 1 Commission approves

VCGLR for approvail a change program to was submitted to the VCGLR on 24 the Change program and

proactive strategic oversight of the operations gﬁlur?:d a Crown Melbourne Board | recommendation.

of the Melbourne Casino. Particular s Clause 22.2(K) of the

consideration should be given to: Although not specifically related to | ~_ . -8 o n o

) Recommendation 1, Crown is recuines t% ot the

« formulating a charter for the Crown drafting a new updated Company C 4q tituti
Melbourne board Constitution (Memorandum and (I:Sriorar?:um _—

» fully documenting, for visibility to the Articles of Association), which will ) o "0 Association) of
VCGLR, the reporting and decision-making require the approval of the the company must not be
relationships between all of the boards, Commission in due course. amended without the
committees and executive me&lings with prior written approva' of
responsibility for, or oversight of, the Authority
Melbourne Casino functions, and (Commission).

e elevation of governance to the group board
and committees.

The submission should identify any changes

to regulatory frameworks and how these will

be addressed.

2, The VCGLR recommends that, by 1 January | 1 January Review undertaken and letter Recommend Commission
2019, Crown undertake a review of the 2019 outlining actions taken by Crown notes partial completion.
requjred qua'iﬂcations for committee chairs submitted to the VCGLR on 24 Crown has Completed a
set out in the charters, and ensure that the December 2018. ;:“':z‘” of the Crcr\;ln

: ; i nah elbourne committee
appointees’ actual qualifications match. chairs but ok Crown
Resorts committee
chairs.
3. The VCGLR recommends that, by 1 July 1July 2019 The Group General Manager Risk & | Implementation is on

2019, Crown assess the robustness and

Audit has reviewed Crown's risk

track.
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Monitoring of Sixth Casino Review Recommendations - Crown progress update as at 18 January 2019 ATTACHMENT 5
effectiveness of its risk framework and framework and commenced
systems, including reporting lines in the chain enhancements to the framework and
of command, and upgrade them where systems in early 2018. In this
required. This assessment should be assisted respect the enhanced risk
by external advice. framework has started to be rolled

out across the business and is being
embedded into work processes and
systems.

A new "Risk Appetite” was
presented to, and ultimately
approved, in December 2018 by the
relevant Crown Boards and
Committees.

An external firm has also been
engaged to carry out a review of the

risk framework.
Regulatory Compliance
4. The VCGLR recommends that, by 1 July 1 July 2019 A Gaming Initiatives Form was Implementation is on
2019, Crown undertake a robust review of developed gnd imple_rnented intp track.
internal controls to ensure that Crown’s : processes in the business and is the
regulatory and compliance department is key action in satisfying this
aware of all projects and works in progress for recommendation; along with the new

Regulatory and Compliance

which regulatory approvals might be relevant. Requi nts Policy

A submission was made for an
amendment to the Electronic
Gaming Machine Internal Control
Statement to provide for the Gaming
Initiative Form — VCGLR approval
has been received.

Review being undertaken to
determine whether additional
Internal Controls require
amendment.

Although not specifically in response
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ATTACHMENT 5

o this Fecommendation, 3 new
business wide compliance
framewirk has bean developed and
redbend put to the business (5% of
depariments are now integrated nto
e new framework). This included
e commissioning of & reporting
system (known as DURA) o support
e new compliance framework.

A detsiled subrrission on the
Complianes Frarwwork woas gsent fo
the Chatrman of the Corenission on
24 December 2018, related to the
Blanking Buttons matier,

The VOGLE recommends that Srown
wonvens annus mundtable sessions rigfing
key indernal stal on the :
approach o reguistion, with 3 particular faous
o how that spproach relles on the integrity of
Crowr's intemal processes.

Armusd

| &n annual briefing will be provided

to Management & the Crown
Melbowne Exscilive Risk and
Compliance Committes mesting on
the VOGLR's risk-based approach
ard it Irapact o Crovwrs and B8
DINDEESEs.

Provided Crown with
WOGLR s Regulatory
Approach’ dogument from
YVOGLR webslis,

implementation is on
frack,

Responsible Gambling

£

The VOGLR recommends that, by 1 January
2020, Crown Melbourne review iz sllocstion
of stafling resources to increass the number
of work hours actuslly avallable to responsible
gambling and interverdion with patrons. This
might be achieved by fralning more gaming
stalf o underiake sssessments and then
approach patrons identified as 8t rigk, withowt
the nead o contact 8 Responsible Gaming
Ligigon Oficer (RGLOY. However, this will anly
be sffective If those stalfl have sufficlant time
aside fror thelr gaming duties.

1 January
2020

The recrullmernt of 5 exdra
Hesponsible Gaming Lisison
Criftesrs hag been sompleted,
Crown now has 12 RGLOs which
Favs assizied in having a graater
presence on the gaming oo,
The roleg and responsibiliies of
REGLOs are baing reviewsd tn
avcormmodate new Reaponsible
Gaming (RG) inflistives,

Implemendation is on
rack.

Triry, SLY 193801
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VCG.0001.0001.0006_0004

Currently reviewing the concept of
gaming staff undertaking some RG
specific activities.

The VCGLR recommends that Crown
Melbourne use observable signs in
conjunction with other harm minimisation
measures such as data analytics to identify
patrons at risk of being harmed from
gambling.

Ongoing

Crown has developed a data
analytics program called the “Crown
Model”, which has been developed
from data and behaviours of former
patrons who have self-excluded
from Crown Melbourne. The Crown
Model is designed as a predictive
tool to assist in proactively
identifying patrons who may be
gambling in a manner which could
be an indicator of potential harm.

The trial of the Crown Model
commenced on 25 June 2018 with
operational procedures developed to
respond to players of interest that
are identified.

The Crown Model is in its early
stages with processes being
adjusted as we learn from outputs.

The first six month review will be
completed in early February 2019.

Implementation is on
track.

The VCGLR recommends that Crown
Melbourne proceed with development and
implementation of comprehensive data
analytics tools for all patrons, to proactively
identify for intervention patrons at risk of harm
from gambling. These tools would utilise both
historical data (with parameters developed
from the second player model), and real-time
monitoring of play periods. Crown Melbourne

Recommendation 8(a)

Crown Melbourne has commenced
its Crown Model trial.

Crown has commenced its review of
relevant literature and other
jurisdictional experiences.

The “real time monitoring” of play
periods is currently under
consideration and development

Implementation is on
track.
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should ook o models in ather urisdictions,
ardd consult with extermal dats snalvlics
experts, with g view o mplemeniing world-
class, progotive spprosches with real-time for
nearreal trae) operationa effectivensss. In
parfioular—

{g) for carded play (that s, player activily
which can b systematically tracked),
Crowes Medhourne will hews i opergtion 2
comprehensive real-ime player deta
aviytios ool by 1 Jenuany 2020, and

{by for uncarded play (that s, alf other player
activity), Crown Melbourne will, by 1
January 2319, sommence 8
comprehensive study of o the practicsd
oplions for & redl e plaver data

hyties tool, with a view 1o reporting in

detall (including legal, technical and

msthodologiosl issuss) o the VOBLR by

1 Jmrwsary 2020 and the tool being in

operation by 1 July 2082

4 Janusary
S020

1 Jarusry
28

1 January
SO0 ard 1
Juy Sa2

including the recent adjustment of
Crown's own “Flay Peripds”
wherehy RE, In conjunction with T,
I3 developing & reparting systam,
that identifies if & carded patron has
besn on the property for 12 howrs or
e and play has been resorded.
Recommendation Bib)

We refar o ouwr lelter dated 24
Decsmber 20418 and subsegusnt
arrad correspondence Rowan
Harris dated 18 January 2018

The VOGLR recarmmends that Crown
Malbolrne arangs, at s expense, for an
ndependent sssessment of the reaidime
player data anahdtios tool o carded play {ses
Recommendation Blall, to be completed 12
months after implementation of the todd. The
independent assessment i3 1o be underiaken
by person approvesd by the VOGLE, sller
consultation with Crow.

12 masths
alier
implemerdation
of the tood

Wl be progressed in dus cowse.

10

The VOGLE seoommends thet, by 1 July
2018, Crown Malbourms underiake

1 July 2018

Limraturs rendew cormmencsd
imarnally.

Irnplemerntation is on
frack.

ey SLPHR3801
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ATTACHMENT 5

VCG.0001.0001.0006_0006

comprehensive review of its policy for the
making and revocation of voluntary exclusion
orders under section 72(2A) of the Casino
Control Act. The comprehensive review
should be undertaken in conjunction with the
VCGLR, VRGF and other relevant external
stakeholders. The review should be
undertaken with a view to implementing
policies that facilitate:

e Crown Melbourne issuing short term
exclusion orders for 3, 6, 12 or 24 months
under section 72 of the Casino Control Act,
considering the specific circumstances of
the person and their preferred time period
for exclusion, and conditional on the
person undertaking to comply with the
order and with other matters (such as
obtaining treatment), and

¢ Crown Melbourne reviewing voluntary
exclusion orders which are more than 10
years old to consider whether the
continued operation of these orders serves
a useful purpose, with a view to retaining
only those orders that are beneficial to the

The VCGLR, VRGF and Crown had
their first meeting on 29 November
2018 to commence discussions on
this recommendation.

The VCGLR, VRGF and Crown met
for the second tripartite meeting on
18 December 2018, with
undertakings to provide further
material for the literature review.

2018, Crown Melbourne develop and
implement a policy and procedure to facilitate
Crown Melbourne issuing inveluntary
exclusion orders under section 72(1) of the
Casino Control Act at the request of family

Exclusion Policy and Procedure has
been reviewed and adjusted, in
draft, to suit Crown Melbourne.

The VCGLR, VRGF and Crown had
their first meeting to commence

persons who are subject to them, and can | | Julgozms
be adequately enforced. The VCGLR gggo June
further recommends that the review of such
orders occurs in an orderly manner
between 1 July 2019 and 30 June 2020.
1. The VCGLR recommends that, by 1 July 1 July 2019 The Crown Perth Third Party Implementation is on

track.
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VCG.0001.0001.0006_0007

membars and Tends in appropriste cases.
The policy and procedure shouwld be
developsd in conjunction with the VLGLE,

WRGE and ofher scdernsd stakebolders. Crown
Metboums should includs informmtion sbout

this ppdion in all B responsible gambling
publinations, webselle and regulary provide

iformation fo relevant stekeholders, such as

Gamblers Help and other gimilar
orgarisations, abod s option,

diseussions on 28 November 2018
regarding this recommendation.
Crowen provided the draft of the
Crown Melbourne Policy and
Procedurs adapted from the Crown
Parth Polioy and procedure 1o the
QoL

The VOGLE, YRGF and Crown et
for the second Iipartite mesaling on
18 Deceraber 2018, with
undteriakings to provids further
reaterial for the literaturs review, The
WOGLR requested thet Crown
Baibcurne provvids Thind Party
Exclusion statistios from Grown
Parth,

The VOGLE is scheduling 2 tipariite
repating with the South Australian
Fegulator to digcuss s processes,

The WOGLR recormends that, by 1 .July
2018, Crown Melbouns sxpand feckyl
reaognitian eohnology 1o samerss on gl
srtrances o the casing and that Crown
Meibourne provide withen updales on s
guarterly basis on s offectivensss o the
WOIBLR,

1 July 2019

Faclal recognilion Comeras are now
opgrating on ol emtrenoss o the
gasing,

Crovar 1o fnrmaktgf wiite o the
VOGLE confirming that alf entrances
m m Casing are now sovered by

s oy carnsras and o
notify 8 commencemant date for

1 guarterly reporiing on e

sffectivansss of the svslam.

implemeniation is on
frack,

13

The WOGLE recommends that, as part of
developing 3 new responsible gambling
strategy, by 1 July 2098, Crown Melboums
vabrared or refresh s responsible gambling
mmessaging and publish new responsibles

1 Jduly 2018

To be progressed upon fnalisstion
of the RG Strategy (zes
recommendation 14}

Irsitiad clrafis of new logo being
devetoped.

Implemeantation is on
fravk.

Ty COER350M
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ATTACHMENT 5

VCG.0001.0001.0006_0008

gambling messages throughout the casino, in
all Crown Melbourne publications, including
online and social media platforms.

14.

The VCGLR recommends that, by 1 July
2019, Crown Melbourne develop and
implement a responsible gambling strategy
focusing on the minimisation of gambling
related harm to persons attending the casino.
The strategy should address:

» early proactive intervention initiatives
= player data analytics

e proactive engagement with pre-
commitment

« intervening with local players with
continuous play based on shorter
timeframes which are more reflective of
responsible gambling

s the role of all staff in minimising harm

e the effective use and monitoring of
exclusion orders

» internal reporting arrangements
» integrating responsible gambling into

proposals for trialling or introduction of new

products and equipment

s performance measures to assess the
performance of the RGLOs, RGSC and

casino staff in relation to harm minimisation

e the roles of the Crown Resorts
Responsible Gaming Committee and the
Responsible Gambling Management

1 July 2019

A draft RG Strategy has been
developed by the Crown Melbourne
and Crown Perth RG leadership
teams, which has been reviewed by
representatives from the Crown
Resorts Limited RG Committee and
Australian Resorts Executive
representatives.

Revised draft Strategy currently
being considered.

Various elements of each specific
point referred to by the VCGLR are
currently being progressed (see
commentary on recommendations
above) or will be addressed in due
course.

Implementation is on
track.
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ATTACHMENT 5

VCG.0001.0001.0006_0009

Committee in driving harm prevention
strategies based on world's best practice

» the objectives of the RGSC in relation to
minimising harm to patrons, and

« the responsible service of gaming as a
fundamental core business consideration
when making strategic decisions regarding
casino operations.

(staff committee) which includes reference to

15. The VCGLR recommends that, within three Within three Revised reporting to be developed in | Implementation is on
months of implementing the new responsible | months of due course. track.
gambling strategy (Recommendation 14), implementing
there is regular reporting to the Crown Resorts | the new
Responsible Gaming Committee for it to responsible
maintain oversight of Crown Melbourne's gt?';ntgg:g
harm minimisation strategy for responsible
gambling. Regular reports every two months | Regular
should include numbers and types of reports every
interventions and other harm minimisation two months
activities of RGSC and other staff, details of
the number and nature of referrals to external
service providers, exclusion orders, breaches,
revocation and appeals, as well as results
from player data analytics and other initiatives
to minimise gambling related harm. These
reports should also be made available to the
VCGLR for monitoring purposes. (The VCGLR
intends to share this information, as
appropriate, with the VRGF.)

16. | The VCGLR recommends that within three Within three Management is currently reviewing | Implementation is on
months of implementing the strategy, a months of all Australian Resorts RG track.
charter is developed for the Crown Melbourne | implementing | Committees to align processes
Responsible Gaming Management Committee | the strategy | where appropriate.
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ATTACHMENT §

VCG.0001.0001.0006_0010

the role and responsibility of driving a harm
minimisation culture.

Money laundering

submissions by Crown Melbourne to the
VCGLR for approvals under the Casino
Control Act or Gambling Regulation Act, that
Crown document:

« the purpose

* obligations under relevant provisions of
legislation, the Transaction Documents,
and existing approvals

« what changes the grant of the approval
would make to products, rules and
procedures, etc

« risks associated with the approval and how
they will be treated

* how responsible gambling considerations
have been taken into account in the
process and the measures Crown will
implement to mitigate the risk of gambling
related harm, and

the VCGLR for seeking approvals
has been drafted and in use since
July 2018. Crown Management and
VCGLR Officers will continue
dialogue on the form of the
submission and develop it where
required.

17. The VCGLR recommends that, by 1 July 1 July 2018 Crown has met with AUSTRAC to Implementation is on
2019, Crown undertake a robust review (with discuss this recommendation. A new | track.
external assistance) of relevant internal joint AML Program across Crown’s
control statements, including input from Australian Resorts is being
AUSTRAC, to ensure that anti-money gﬁ"i;’gigla:: rl:'":a ;_Vm by
laundering risks are appropriately addressed. being kept informed of progress.
Internal controls are being reviewed.
Applications for approvals
18. The VCGLR recommends, in all future Ongoing A new template for submissions to Implementation is on

track,
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#  which aress of Crown will be responsible

for managing implementation.

Inteqrity exclusion vrders

18,

The VOGLR recommends that, by 1 July
2018, Crown Melbowns implement a polioy 1o
mzke an exclusion order under section 72 of

the Casine Control Act in spprogriots cases
where a pereon has engaged in significant

utrmcceptable condunt inthe caging or 5 the
subjact of serious ariming! charges.

T Judy 2018

The exigting Unaccepiable
Behaviowr” policy stetemant has
bresry v and amended o
strangthen the uge of exclusion
wrders sither instead of or as well a3
withedeswal of Bosnoes (o appropriate
casse) Policy s currently under
review by management.

Implementation is on
frack,

Review of -§mpzmém§m of
recommendations

20

Thae VOGLRE recorsmands that, bebwaen
Movember 2018 and March 2020, VOGLR
Commisstonsrs ard directors of the Crown
Reszorts board meest o review the
implemeantation of the recormmendations set
ouit iy this report,

Bebwaen
Mowember
S and
March 2020

To be acionad in due cose.

Teiry COABI3R

1%




