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29. What is the total revenue and profit generated from loyalty program members in each of the
last financial or calendar years? What is that revenue and profit as a percentage of the total revenue
and profit derived from casino gambling in each of those years?

Profitability of the Rewards program is not measured directly due to its integration with all elements
of the business and the resulting difficulty in accurately assigning costs. As such we are only able to
reliably answer the question in terms of revenue and how that compares with total gaming revenue.

Within this | will answer revenue within the Rewards program in terms of theoretical revenue (theo).
Theoretical revenue is the expected revenue based on a long term theoretical win of any given gaming
product, calculated from the turnover on that product and the theoretical win rate. Actual win (i.e.
actual revenue) moves around significantly based on win/loss by individual players (especially high
value ones) and hence provides a less objective view of the amount of revenue contributed over time
by the Rewards Program members. Revenue is calculated based on a member using their rewards
card, if they do not use their card while playing this does not get included in the revenue number.
While | don’t know the exact proportion of members who use their cards when they play, historical
research has indicated customers use their cards about 80% of the time they are playing.

Theoretical revenue (win) within the rewards program over the five years to end FY20 was $2.9B. This
equates to 54% of local (Victorian customers) revenue of $5.374B and 36% of total revenue of $8.1B
including VIP domestic (interstate) and VIP international customers.

This is split 6% member tier, 11% silver, 22% gold, 36% platinum and 26% black tier.

Theoretical revenue by rewards tier can be found in CRW.512.042.0074.

30. What research (if any) has been undertaken by Crown Melbourne or Crown Resorts to ascertain
the effect the loyalty program has on problem gambling?

To the best of my knowledge the business has not undertaken any research into the effect the Crown
Rewards program has on problem gambling. The responsible gaming team do however keep abreast
of academic research into problem gambling and this also includes academic research on the above
topic.

Signed:

Date: 5 May 2021
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