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CROWN 

Contact: 

Direct Line: 
E-mail: 

Document No: COMPLIANCE_541410.12 

30 December 2019 

Ms Catherine Myers 
Chief Executive Officer 
Victorian Commission for Gambling and Liquor Regulation 
Level 3, 12 Shelley Street 
RICHMOND VIC 3121 

By Email 

Dear Ms Myers 

Sixth Review of the Casino Operator and Licence (Sixth Review} - Recommendations 7 and 8 

I refer to Recommendation 7 and 8 of the Sixth Review and our response dated 2 July 2018. 

Recommendation 7 provides: 

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

Recommendation 8 provides: 

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 should look to models in other jurisdictions, and consult with external 
data analytics experts, with a view to implementing world-class, proactive 
approaches with real-time (or near-real time) operational effectiveness. In 
particular-

(a) for carded play (that is, player activity which can be systematically 
tracked}, Crown Melbourne will have in operation a comprehensive 
real-time player data analytics tool by 1 Janu'Dfy 2020, and 
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Recommendation - Key Aspects 

Recommendation 8{a) 

Implement a real time player data analytics tool 
for carded play by 1January2020 

Recommendation B{b} 

CRW.510.029.3257 

Crown's Response 

Real time monitoring is current ly conducted on 
member Play Periods, as described above. This 
complements t he operation of the Crown Model 
which, given the need to run algorithms based 
on historical data in order to identify a member 
at risk, is not real t ime. 

1. Commence a comprehensive study of all 1. 
practical options for real time player data 
analyt ics tools for uncarded players by 1 
January 2019. 

The study of options for real t ime play data 
analytics tools for uncarded players 
commenced by 1 January 2019, as outlined 
in Crown's letter to the VCGLR dated 24 

December 2018. 2. Report outcomes of the study by 1 January 
20ZO. 

3. Implement tool(s) by 1July2022. 

2. Outcomes to date are included in 
Attachment C. A suitable tool has not yet 
been identified. Crown will continue to 
monitor this. 

3. The implementation of tool(s) by 1 July 2022 
will be dependent on the ability to source an 
appropr iate and effective tool prior to this 
date. 

Please note that our response and the deta il contained within it (including the attachments) 
(Material) contains confidential and commercially sensitive information. The Material is provided to 
the VCGLR in strict confidence for its sole and exclusive use in connection with Recommendation 7 
and 8. It is the view of Crown that the Material provided is exempt from disclosure under the 
Freedom of Information Act 1982 (Vic) under various sections of that Act. As such the Material must 
not be placed on any file, register website or database that is (or possibly is) available to the 
public. Please also note that Crown does not consent to the Material being disclosed to any third 
party whatsoever .- whether under the Freedom of Information Act or otherwise - and the Material 
is made available strictly on this basis, and on the basis that no disclosure of the Materia l or any part 
of it be made without either receiving prior written consent from Crown or giving adequate prior 
notice to Crown in order that it may object to such disclosure. 

Please do not hesitate to contact me or Joshua Preston, if you have any queries. 

Yours sincerely 

Barry Felstead 
Chief Executive Officer -Australian Resorts 

cc: Rowan Harris 

Encl 
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