
26 May 20::>1 

By email: 

M~ Cather ne Myers 
Ch er ~ Xl'Cutive Officer 

• 
Victorian Comm S'>·On for Gambling and L quor Rpgulation 
Level 3, 12 Shl'llcy Street 
RICHMOND VIC 312J 

Dear Ms Myers, 

Re: Crown Resorts Limited - Responsible Gaming Enhancements 

Crown R('~orts L1m1ted and its domestic subs1d1ar·es (co 1f>ct·vcly, "Crown") recogni~r that responsible 

gilming ("RGN) ''> " er 11ccll cornerstone or its social license to operate a g.iminr. bus ness in Austral ia. 

Accordingly, Crown is committed to providing services, programs ano initiatives to min misc harri ard 

probh~m gaming beh.iv ours through 1he prov11.1on of tlmC'ly and effective a~~ist ancr for customers 

10 <-nhance Crown''> RG SNv1ccs, on 2i: May JO:>l thr Board of D1rectorc. of Crown Resorts L m·1ed 

cndorseo a poan proposed by Steven Blackburn, Crown's nl:!'.v Chief Financial Cnme dnd Complian::e 

Ort1cP', to ·ncrease opcrc1t1onal, c i..-ca. management .:ind ~upport staff for the RG function across Crown. 

14.25 add1t onal 1-u Time Cquivalent ("FrE .. ) ro1cs w1 I be adoed to Crown's eXISt ng complemcnl of 38.55 

iTE roles, brnging Crown's total I- E- roles ·n the RG function to 52.8. 

This 3/f. inur.asc 1n FTf role> will provide the direct outcome of greater v1s10111ty or, ;ind cngagcmenl by, 

op<>ra:.ona l stari on the casino gaming 'loor n add t1on to prov ding greater vis lbil ty, these resourc.Ps 

wall ass,~l w •th thP collection and evaluation of critical ddld, ead·ng lo a maleridl uplift in Crown's 

conlnbution to Austral1d'> broadPr aporoacn to respon~iblp gaming. Supporti>d by a new Data An<1lvlics 

team, the RG function will be empowered to improve the identification of patterns and typologic-s, which 

will lhPn be- usco to furtner hone Crown's approach lo addressing prob cm edm '1g. 

In add lion to increasing FTf n thP RG funct on, the Board has endor>ed " number of proposeo 

enhancements to support Crown's approdch to rPc;ponsiblc gaming WP r<'cogn•sc t i at so,..,e of th<' 

proposed enhi!OCPMC'nts wil l requ re d scuc;s.on with, and dpproval from, the Victor c1n Govcrnrrc"lt. 

Ttie>e f>nhanccmcnts are attached at Appendix A to this letter. We would be happy 10 meet \'l •th you at 

your convenience to d1c;cuc;s these enhancem.-ntc; to Crown's respon>ibl<' gam1n1t program 

Xavier Walsh 
Cher El<CCUtivc Officer 
Crown Melbour ne I 11nitPd 

Copy· Ross Kennrdy, Chairperson, VCGLR 

"'"lcn Coonan, Ex1;.>cut1ve Chair, Crown Resorh Lim ted 

Stl!vcn 13 ackburn, C.luel Compliance & Financ1ri l Crime Officer, Crown Resorts limited 

Cro."n l-.t1chon1.mu 1m1~t:O AbN <lb OOG fl71 ;>6;> 
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Appendix A 

Responsible Gaming Enhancements 

• Crown will irtiodvcc the following time limits on playing at Gaming Ma~hines, Table 

Games and Electronic Table Games· 

c Domestic Plavcrs -12 rours in a 711 hour prriod wi:h 
obsc.>rvat1on/intervent1on at eight and 10 hours. Customers w1 I not br able 

Time limits on play to olay ror more than 118 hours in a week. 

State wide Exclusion 

c> lnternat onal Premivm Program Players - ~tc1ying less than scve~ di!ys · 18 
hours in a 74 hour pNiod wim intervert1om ell hours 1J, 14 and 16. Pldyers 

~tayirg tor longer than 7 days woulo align with Domestic Player limits (oat 

applicable to Crown l'e•th). 

• Crown will support a sta te-wide exc1vsion register lfl t'le 1.tc1te~ in which it operat es. 

as applicable This would nc.udc. 

Seif Exclusion 

Register T'lird Party ~xctus1on 

Bingo 

BUS/Red Carpet 
Program 

Diversity of RG staff 

• -his wil l be depe'ldent on agreement wi th other industry p;irticipants ard pri•1ac:y 

considerations, among other complex1t irs. 

• /\ staged approach starling wi11 an Australasian Ca~ino Sel' 1-xclus on P·ogrilm to be 

proposed. 

• Prior lo lockdown, Crown Melbou·ne has prrviously offered 61ngo for Crown 

Rewards members.. This program will cc~se. 

• Prior to lockllown, Crown Melbourne offered th(' 'RC!d Carpet Program', where 

community groups organise a group of membp•s and a"ange transport (by Bus) to 

Crown M t>lbournc. Participants are oHercd 'ood and beverage and potentially 

funds toward tne bu~ hire. 1 his prog·am will cea~e . 

• Prior to oc<down, C"rown PNth opcriltec 'ine run' and offcr('d a program allowing 
comriun·ty group~ to arrange a group visil to Crown Perth (bus o·g;inised by Crown 

Pc· th). Participants would purchase a Bus Pac of offNs This program has not 

opera~e<l ~inC!' the! initi il l CQV•0-19 lockdown, rnasi1g on 'vlarch 23, 2020 ll will rot 

ope~~le going forward. 

• Crown wi ll recruit add t onal Rcspon!>ible G<1ming Advisers, wi!ll priority given to 
those rrorn Culturally ano Lrngu1sl1cc1lly [)iverse (CAlD) bac<grounds ncluding 

language s~· 11s that are underiepresf'nt cd in tnc staff profile but overrei;rrscntcd in 

persons expenenc111g 'lar m from gamb 'lg. 



VCG.0001 .0002.8318_0003 

• Ms (;ltherinc Myers 

Victorian Commi~\lon for Gamblir~ and Liquor Regu lal1011 

P;:ige 3 

2& M ay 70?1 

• Subject to : ne direclio'l of ttie respective Stat c governments, i : ·~Crown's intPntion 

:o mc11e to cashles~ gaming over t ime. The main way lo f.ind gaming activity woulo 

be vi;i the inlroductiol'I of a digital wallet for all game~ which woulo include 

enhanced RG funct1onalt ty. For casual earring mach1rt> pl;iypr~ t his could be via a 

t1ckPt that can be purchased ill the case or t ckN machines. 

• ATMs will still be placed no closer th an Som from t l"e 6dm1rg fl oo1 for C•ow n 

Cashless M elbourne nnd 40m for Crow n Perth. 

• Nole accep tor~ w ill not allow for mo·e tran $~00 cash to be> inserted at any one t1nw 

n respcr.c of uncarded play. With the ei1ception of one o der game theme, note 

acceptors for gam1.,g mach nPs at Crown Pe•t h are cur•enlly restrictpd to 5100. 

• An enlerpmP approach wou.d be contemplated by :"'tC' Crown Resorts Digital 

Payment Steer ng Comrr llee in consultation with re evant parties. 

• Controls havP been puc in pl;ice lo ensure thdl d1rec\ to mc>mber o tters do not 

Marketing Offers 
require cus tomNs to CJCceed historn:;al behaviours (~pend or visit frequency) 1n order 

to get •heir fu st benef.t. No offers outside of this cont rol have been )ent to 

customers srnce reopening. 

• Operational: Crow n w ill replace gaming vouc"lers on sigr1'lg up to rne Crown 

Rewa·ds :>rogram wuh a non-eam ng/promotional voucher insteJd. 

• Rcvicw/Research of the Loyd ty Program: The ob;ect ive of this resl'arch w ill be to 

determine 1f there are any a~pects ot the Loyalty Program that nl<lV bP causing ha•m 

and what rne11surcs cnn. be put mto place control those •isks. Considerations are: 

0 EngagE'mPnt of ;in <'Xtern;:il independent re~et11ChPr 

Crown Rewards 0 ReleasP of cuscomet oat J - to be anonym1sed 

0 A reh<1ble read on the extent of the caus<1I d•rectron betwPPn the 

association of <'lcmcnts of t he Loyalty r>rog• .in .ind problem gambling. Thi!> 

s comolcx as been noted rn de<ldem:c research 

0 ~~ tablist> a way to ensure the r~e<l'Ch can prov1dc- direction on any cau)al 

relationship to problem gambrng 

0 A consulta tive orocess wi th the researcher in the design and methodology 

Gaming Sales staff 
• C.i rrMtiy, no Garn ng Safe) Sld'r participate in a Sales Incentive Plan wh ich i nvolvP~ 

turnover based incentive!>. Thi) w ill not change. Al' fL ture employee incenttve plane; 
incentives 

wilt consider RG mpl icai t' on~. 


