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Property-w ide 

Reporting t o the Group General Manager Responsible Gaming, the General Manager Responsible Gaming is responsible for 

the operati onal management of t he responsible gaming function and Crown Melbourne (Crown), including the Responsible 

Gaming Centre (RGC) w ith a parti cula r focus on: 

• Infl uencing t he cu lture and values of the business as to the philosoph ies of Responsible Gaming at Crown; 

• Ensuring that the RGC reflects and promotes the principles and strategic direction of the business with regard to 

responsible gaming and harm minimisation; 

• Assist in the delivery of the Responsible Gaming Strategy and the ongoing development thereof; 

• Drive a culture of exemplary cust omer service and continuous improvement; 

• Ensuring 24/7 staffing of the RGC, and management and development of direct reports; 

• Responsible for collaborat ing with management and st aff throughout Crown Melbourne and Crown Perth, including 
the collation of regular reports and alignment of procedures in Responsible Gaming; and 

• Development and maintenance of external stakeholders relevant to the RGC function. 

The Genera l Manager Responsible Gaming is additionally responsible for initiating opportunit ies to promote Responsible 

Gaming within Crown through the establishment and maintenance of relationships w ith key operational management and 

st aff and capitalising on opportunities to promote Responsible Gaming through t he business. 

The strat egic overview of this role is to ensure that all activities relating to the operation of responsible gaming and w ith in the 

RGC are mindful of the protection of Crown and its cust omers. 

Key Result Areas 

Key Position % of K A . . . d T k Outputs & 
Accountabilities Role ey ctivities an as s Measures 

• Manage and lead direct reports • RGC monthly roster 

• Performance management of direct • Team KPOs 

reports including KPOs and performance • Team Professiona l Development 

goals for direct reports • Inter im reviews 

• Management of rostering and leave • Full year reviews and performance 
applications of direct reports ratings 

People • Design department al training and • Process leave requests and monitor leave 
25% 

Management development balances and act as appropriate 
and Leadership • Ensure staff maint ain an up t o dat e • Monitor service delivery 

knowledge of Responsible Gaming • Management o f absenteeism of direct 
practices reports 

• Provide an environm ent t hat produces • Turnover of direct reports 
and encourages the development of • Achievement of team KPOs 

• RGC fu llv staffed 
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knowledge, excellence and Responsible 
Gaming expertise 

 Timely response to queries that is 
responsive to the business needs 

 Direct reports deliver services in 
accordance with Crown Values  

 Positive customer service delivered, 
feedback received 

 Training designed and delivered  

 RG knowledge up to date 

Operational 
Management 

25% 

 Be available 24/7 to provide guidance 
and advice  to Responsible Gaming 
Advisors (RGAs) 

 Manage operational meetings including 
VIP, Operational management and 
Revocation Committee 

 Monitor condition of RGC plant and 
equipment 

 Report to Group General Manager  
Responsible Gaming on team 
performance and any RGC issues 

 Review Daily Operations Reports from 
RGC and Security/Surveillance and 
Gaming reports and resolve issues 
appropriately 

 Alternate member of the Critical Incident 
Management Team (act in place of Group 
General Manager Responsible Gaming  if 
required) 

 Complete RGA shifts as required 

 Implementation of the annual Gambling 
Harm Awareness Week (GHAW) 

 Deliver Responsible Gaming training as 
required 

 Availability to direct reports and practical 
advice given to RGAs  

 Available for contact 

 Meetings conducted and minuted 
regularly 

 Recommendations made to Group 
General Manager Responsible Gaming 
regarding purchase of new equipment 

 Information regarding staff and 
operations provided to Group General 
Manager Responsible Gaming 

 Participate in Critical Incident 
Management Team training activities and 
live operation (as required) 

 GHAW assistance provided  

 Business feedback 

 Customer feedback (customer comment 
forms) 

 Feedback from manager 

 Reports provided 

 Implementation of recommendations 

 RGA shift covered 

 GHAW successfully delivered 

 Training delivered 

Technical and 
Compliance 
 
 
 
 
 
 

15% 

 Manage the  RGC Programs and Services 

 Attend professional briefings on 
Responsible Gaming research and/or 
service product launches as available 

 Participate in Corporate working groups 

 Manage RGC access to software and/or 
Responsible Gaming computer storage 
drives  

 Participate in development and readiness 
of the  Critical Incident Management 
Team (CIMT) 

 Subject Matter Expert regarding 
provision of advice to the business 

 Compile Crown Resorts Responsible 
Gaming Committee Board statistics and 
assist in the preparation of 
documentation 

 Preparation and delivery of reports to 
the Responsible Gaming Management 
Committee 

 Assist with the preparation and 
completion of the annual Responsible 
Gambling Code of Conduct Review 

 Monitor and ensure updates to RGC 
Policies and Procedures and review 
annually 

 Ensure the delivery of relevant RG 
training to the business and participate in 
reviews 

 Prepare analysis reports as required 

 Continuous improvement using 
technology to enhance service delivery 

 Programs and Services  managed with 
any issues addressed/escalated as 
appropriate 

 Record updates compliant with RSG 
legislative requirements 

 Maintain safe working environment 

 Record of attendance at professional 
development sessions 

 Regular mock training session of CIMT set 
up 

 Successful  implementation of new RSG 
legislative requirements 

 RGC statistics provided to various fora as 
required 

 CIMT ready and functional at all times 

 Crown Resorts is provided with advice as 
required and requested 

 Accurate statistics and reports provided 

 Meetings attended where required 

 Code Review assistance provided in a 
timely way 

 Policies and Procedures updated as 
required and reviewed annually 

 Relevant RG training delivered and 
review participation 

 Analytical reports delivered as required 

 Innovation development and 
implementation 
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by RGAs and Responsible Gaming 
framework goa ls 

• Cont ribute to a nd deliver the RG • RG Strategic Plan contribution and 
Strategic Pian delivery, incl uding evaluation projects 

• Deliver Respo nsible Gaming projects as • Policy and proced ure recommendations 

requ ired (e.g. creation of new RG made as appropriate 

collatera l, creation of posit ion papers, • Business proposa ls submitted to Group 

reports o n RG in it iatives etc.) General Manager Respo nsible Gaming 

Strategic • Monitor new research and offer • Employee awa reness of cu rrent policies 
10% 

Planning recommendations for adaptation to RGC, and procedures 

Respo nsible Gaming Department and/or • Implementation and evaluation of 

Crown / Crown Resorts as a whole proposa ls 

• Develop, discuss and collaborate ideas 
that improve respo nsible gaming services 
and programs and monitor and eva luate 
outcomes 

• Develop and mainta in effective • Facilitation of Professional Development 
relationsh ips with relevant interna l and sessions for other service providers 
external Crown Stakeholders • Summarie s of information prese nted at 

• Foster mutua lly beneficial relationsh ips conferences 
with externa l service providers • Report findings to Group Genera l 

Relationsh ip • Attend RG professional development Manager Responsible Gaming 
10% 

Build ing sessions and/or industry conferences as • Adaptation of other services for use in 
requ ired Responsible Gaming a nd/o r the RGC 

• Deliver t raining and presentations as • Adaptation of find ings from industry 
requ ired conferences 

• Training and presentations delivered 

• Monitor RGC expenditu re and explore • Provide Grou p Gene ral Manager 
opportunities to minimize costs Responsible Gaming with 

• Participate in Responsible Gaming recommendations rega rding 

Financia l 5% department business pla nning departmental expenditure 

• Responsible Gaming department 
expenditure 

• Business Planning recommendations and 
participation . Ensure compliance with and ad herence • Compliance train ing completed and up to 

to all relevant legislation and policies and date. 
procedures in relation to • Compliance matters act ioned and 
Respo nsible Service of Gaming (including followed up as req uired. 

Compliance 
5% training), and the Responsible Gambling • CURA surveys completed in a t imely 

Code of Conduct. manner . Compliance at all times to legislative 
requ irements, company policies a nd 
company Code of Conduct. 

. Adhere to all Crown Health and Safety • Out puts/ measures as detailed in the 
responsibilitie s a nd req uirements as CrownSAFE Health a nd Safety 

Health & Safety 5% detailed in the CrownSAFE Health and Responsibilit ies (Leadersh ip) 
Safety Responsibilit ies (Leadership) 

Qualifications and Experience 

• Tertia ry qualification highly desirable 

• Tra ining qualification highly desira ble 

• leadership qua lification highly desirable 

• Mana ement ex erience 
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• Experience in a Respo nsible Gaming role high ly desirable 

• Gaming experie nce preferred 
• Experience working in a highly regulated environment (preferably gaming re lated) 

• Strong Customer service background 

Skills and Knowledce 

Skill or Knowledge Area Proficiency Required Why is this required 
Gaming Adva nced Understanding of customer involvement a nd environment 
Respo nsible Gaming Adva nced Investigating and implementing world's best practice in 

Responsible Gaming 

Communication Adva nced Regu lar interaction with customers, staff and others from 
diverse cultural backgrou nds 

Customer Service Adva nced Monitor RGC service delivery 
Problem Solving Adva nced Regu lar interpretation of existing rules and procedures 
Compliance Adva nced Ad herence to legislative requirements 
Training Train Small Groups Regu lar faci litation of training and professional briefing 

sessions 
Microsoft Office Suite Intermediate Creation and ma intenance of data bases, rosters etc. 

Key Relationships/Interactions 

Role 
Internal/ 

Frequency Purpose/Nature of Contact 
External 

Group Genera l Manager Interna l Da ily Receive gu idance and fe.edback. Provide information and 
Respo nsible Gaming recommendations 
Respo nsible Gaming Interna l Da ily Receive advice rega rding Respo nsible Gaming / staff issues 
Psychologists Provide guidance, feedback and support 
Chaplain Interna l Da ily Receive information regard ing Respo nsible Gaming issues 
Respo nsible Gaming Advisers Interna l Da ily Provide guidance, feed back and suppo rt 
Respo nsible Gaming Office Interna l Da ily Provide guidance, feedback and support 
Coordinator 
Executives and Managers for Interna l Da ily Regula r meetings and coordination of Responsible Gaming 
Table Games, Gaming Machines, matters 
Security Services, Surveillance, 
Cage & Count , Customer 
Relations, Compliance, Interna l 
Audit, Legal & Regu latory, 
Huma n Resources 
Respo nsible Gaming Interna l Quarterly Preparation of reports a nd analysis 
Management Committee 
Crown management and staff Interna l As needs Regula r meetings and coordination of Responsible Gaming 

matters 

Lega l Managers Interna l As needs Seeking advice and interpretation 
Gamble r's Help External Month ly Discuss Responsible Gaming initiatives and bu ild 

professional relationsh ips 
Externa l gaming providers and External As needs Discuss Responsible Gaming initiatives and bu ild 
regulators professional relationsh ips 
Victorian Commission for External Month ly Delivery of Self Exclusion statements, act as contact po int 
Gaming a nd Liquor Regu lation for Responsible Gaming audits and queries, other 

discussion as required 
Crit ical Incident Management Interna l Bi-annually Pa rticipate in t raining activit ies a nd live situations as 
Team appropriate 
Emergency Management Team Interna l Bi-annually Pa rticipate in t raining activit ies a nd live situations as 

annrocriate 

The Genera l Manager Responsible Ga ming regula rly interacts with customers and staff experiencing various leve ls of distress 
and needs to be aware of methodology a nd necessary processes regard ing harm min imisation. It is imperative that strict 
levels of confidentia lity are ma intained at all t imes. 

Decision Making and Advice 
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Financial Impact and Accountabi lity 

Direct Financial Accountability 

Indirect Financial Influence (optional) 

Orcanisational Chart 

Next leve l of supervision 

Immediate level of 

supervision 

Other roles re po rting to 

immediate supervisor 

Direct re po rts (role x no.) 

Confidential 

RGC Operations decisions 
Management and deve lopment of staff within the RGC team 

Development and implementation of administrative procedures and 
processes for the RGC team 

Implementation of the RG Strategic Plan (subject to review of the 
implementation of some strategies) 
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Financial decisions re lated to departmenta l and program expenditu re up 
to $5,000 
Recommendation for Issuance of Exclusion Orders and Withdrawals of 
Licence 

New and significant strategic objectives with in the Strategic Plan 

Develo ment of corn an RG tra inin 

Policy matters to be approved 

Reports to the RG Committee of the Crown Resorts Board 

Other recommendations as requested by Group GM Responsible Gaming 

Matters which may have a legal o r reputation impact 

Serious patron matters (if t ime permits) 

Potentia lly sensitive or controversial decisions related to RSG 

rova l of Ca ita l Ex enditure 

• Non-Gaming Complimentary budget 

• RGC Ex enditure incl . Food and Severa e 
• Responsible Gaming department budget 
• Capita l Expenditure 

Responsible Gaming 

Psychologist (3) 

Responsible Gaming 

Advisor (12) 
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Chief Legal Officer 

Group General Manager 

Responsible Gaming 

General Manager 

Responsible Gaming 

Responsible Gaming 

Office Coordinator (1) 

Chaplain (contract) 
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