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Please select a language 
first. 

Vui long ch<?n ngon ngu• 
tn.roc tien. 

0 0 

Select a language then 
cl ick here to begin. 



CRW.510.048.0218

Introduction 
Welcome to the Responsible Servi ce of Gaming module. 
What Is Responsible Service of Gaming (RSG)? Wh-V Is It lriponan and wha!'s your role? 
Use th e sl ider lo lulluw Dc.v=:; :;101v lo !-181 a ll uve1vi8w o f wh:d RS'3 i:; at.Juul. 

Daw i:;" Lle<d"' wurkll!-1 011 "Bla1;k1<£k Lalli<!. 
It's 10am on a Thu!Sday and Gerald has ""3.lked up to his table. 
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Introduction 
Welcome to the Responsible Service ot Gami ng module. 
W nat is Ri:>sponsihl<l SArvir.P. of \lamina (RS\l)'! Why is it important rinr1 whAT's yn11r rolP? 
Use the slider to fe llow Daves story to gee an oveJVlew of what RSG Is ab:iut. 

Gerald Is on a lostng Streak ancl as tile Clay progresses he cortlnually leaves tile table only to return a 
lliW 111u1111<11l:> ltil!ii. Daw :,u;pet;l~ h1<'~yui11y tu U1e ATM tu yet 111u1e 1110111,y. 
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Introduction 
Wel eome to the Re3pon3ib le Serviee o f Gami ng module. 
What is Responsible Service oi Gaming (RSGr Wh'f is it imponant and ·Nhat's yocr role? 
Use the slider to fo l ow Oa\'o;'s sto ry to gQI an ov~NiQ'N of 111hat RSG is about. 

I la"" c1AAIS iimthPJ' hanl'1 and ( iP.IBl<I loSP.S C><>ral<I !'ill llTlflS llllr<I mto his chair iin<I r1 rts his hAAc1 1n 

hlS hands. 
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Introduction 
V/elcome to the Responsib le Service of Gaming module. 
V/l'!Gt is Resi:onsible Servbe of Gaming (RSG)? V/hy is it important and what's you· role? 
U3e tne 3lider to b llow D:tve'5 5tory to get en overview o:>f what RSG o al:out. 

He composes himself and puts more chips on the table. He loses again and stares at the ceiling. 



CRW.510.048.0222

Introduction 
Welcome to the Responsib le Servi ce of Gaming module. 
What is nesponsible Service o1 Gaming (f1SG)? Why is it h1portant e.nd wliat's your role? 
Uce the elider lo fo llow Dave's sto ry to go; an o verview oi what RSG is ab::iut. 

DavQ is f"""1ing rnally uncomiortable now Gerald is obviously not cmjoying hi~f but SQQms 
c1P.t1:mnin00 tn l<!>!>p gn1ng H!> puts annth"r :;tack ot r.h1~ on th!> tahll' 

,.-----~~~~~~-~):::======================~ 
IA m BE B m R ~pt 111' ~r! IOA.t ~ Ja.t 
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Introduction 
Weleome to the Responsible Serviee of Gaming module. 
What is Responsible Sen.ice of Gamin;i (RSGj'? Why ie it mportant and wnat's your rol•)~ 
Ui:eth• ~lid•rto follow Davg's story to ggt an ovgrviswcfwha1 RSG is about . 

Should Dave keep deafmg to h1111. or talk to his Manager? 
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Introduction 
Welcome to the Re$ponsible Service of Gaming module. 
What ie Rceponsiolc Service of Gamirg (=tSG)'? Why is it important ;1nd 1Mlat'e your rob? 
Use th• ~lider to follow Davg's story to gst a1 ovgrviswofwhat RSG is about. 

0GV2 tal<s ·c his rvamger whc corie' over to ·re 
Bbl9 to obser;e 3e·ald Aner ':HlOtier r1an:J the 
MaMqe ffla'\~5 l;l.JI taL t VVJth c R~~.r;url:JJb e Ga1111rr~ 

AcV150r ~RGA) vttu 111 tu111 wct1.;he5 a f~w mu1~ 

rcirdo 

,-~~~~~~~~~-?,4•tJ::========~;::;::::::====>~ 

mm~ 1111 m & I'~•• ii~ ~ -~ ~.t 
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Introduction 
Welcome to the Re:ipon3ible Service of Gaming module. 
Wha: is R~soonsiblg SQ'\Acg of Gaming (RSG)? Why s it important and what's your rolQ? 
Ust> the slider to follow Daw's storv to ggt an ovqrviQW of what RSG is abou. 

The RGI\ 1n-roduces h1nstll to LiEral1j anj 
d:::>k~:o d h:C:V'I q Ut0 IU II~ 
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Introduction 
Weleome to the Responsib le Serviee of Gaming module. 
What is Responsible Scivicc of Gaming (RSG)? Why is it important a11d whc.t 's your role? 
u~e the slider to follow Davg's story to g~t an ovGrvisw of what RSG is about . 

ThG RGA ta<G~ GGra1c to thG RG:;pons1blG Garring 
C PntrP (H(-j( :) <ln<l t;:i 1ks to h n1 r1ho11t his sn r1t1on 

;:inrl nhJ1rt fhµ s11rpnr 011r1nrs 1---iPrr=irl 1P.C:lf1pc to 

ap::ily for Sel~El<cluslon 

,--~~~~~~~~~~~~----:T.i.t)::::::::;::;~~;;;;:::::~~ 

m m l'i.E m 111 a ll~ llrl' i!t~ '°~ .r111 .h.t 
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Introduction 
W.ilcome to the Respon~ibl .i Service of G3ming module. 
Whilt s Ht=s'.'lonsihlA SA'\Ac.P. ot ( oriming (HSC i)'? Why is it impn1ant ;inct whrit's your rolA'? 
Use the slider to follow Dave's story to get an over\/i ew of what RSG is about. 

Ceralj goe3 h)rn2 anj s ts jo rVTl v.1t1 his 
r:cirtner t:::) tal"< ubJ 1t 1,vhut h~ 0 don~ und the 
i::lar he has t1 addrw~~ h1~ c:an1tl1•1g 001a'V1nLr 

~~~~~~~~~~~~~~~~-~;;;;;;;;;;;;;;;;;;;;~~ 

m • ll!J m m a ~ • • ii~ IOAJJ iaiil J..t 
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Introduction 
Welcome to the Responsible Service of Gaming module. 
Whai is Responsible SelVice of Gaming (RSG)? Why is it importam and what's your role? 
Use the slider to follow Dave's Slory to get an ove"1ew of what RSG Is about. 

f-1::: pa1i1-e hu!j5 1115 I ia id a.nd 5d) 5 Wt:! r1;:; 111 

this cgetl er 

,----~~~~~~~~~~~~~~~~~--):::::~~ 

m•~•m•~••• ~~i1 J..t 
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Introduction 
Welcome to the Aesponslble Service of Gaming module. 
What is Aesi:onsiblE Se1vice of Gaming (RGG}? Why is it illlJOrt·:i.nt and what 's your role? 
Use the s lider to follow Dave's :itory to get an overvi ew of what nsc is about . 

RSG is about looking at1ir yow custoll'lQrs and acting rQSPOnsibly if - obs1irv1i bllhavioll'S that may 
mr11r.rit<> pot<>ntifll prnhll'l'Tl g;imhlmg A~ a st;itt m"mh<>r yni 1 play an 1mport;mt rnl<> m 1r1<>ntilymg lhn!'P. 

p<>npl<> Who may nl'l't1 IPJp Wh<>Jl you rto !hi> nght thing, ynu 1'.1m pli'ly a part m hqlpmg chanJ<> a 
custome(s l~e - and that Is a great outcome for LJS anel our communlry. 
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Introduction 
Roll over the numbers to learn more about the envi ronment we work in. 

Australian Casinos 

10.5 
Million 

I 
39o/o 

A.s at :J( l1 H-1 f tinanr.ial yAar t11qrA Ar P. 1 a< ;F!Rinns 1n At 1strali;i with a r.n-nhinAfl 
total o f 1645 - ab les and 13593 EGM's. Al l 13 of P.usiralla's casinos have self 
<,!Xt; u;iu11 r.;I OQ IC:!ll ~ C<Vdilcl.Jl "1 lot ~u:;lo111;;1 ,;. 

IAGA Bect PmctiGe:i ln5titute at G2E 2010 Nadine Grinblat - AGC 
(V>Mw.auscasinos.com) 
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Introduction 
Roll over the numbers to learn more about !he envi ronment we work in. 

10.5 
Million 39o/o 

Pr"-commitm"nt & R"~ponsi bl" Gambling m"uag"s 
Your Flay - a jurisdiction-\1\i de system commgnced in Victoria t·om 1 
December 20 · 5 which allows EGM p laye-s to tracK lime and money 
tiJJH t aUl :Jtiti all Yi•;tu1ia11 v~mU\!ti .~11tl lll(;8ive ·~111 i 11d1;1 ti dl 7C% .~11d 

90% ol their limit aet. 

As at 30 April 2018: 
Your f-'l~y hill' l'1AliVArP.l'1 fWP.r 10.h million rP.~j'lOn!lihlP. ()Am t l ing 

n ~titia;J8ti tu pldV~iti i:U1d Ila:; IJ"'"'" LJ:;<!U i 11 5.2 111illiu11 ::Gtv' ~iu11,,, 

IAGA Oest r racticea Institute at G2C 20 · 9 - N.:id ine Grinbla: . AGO 
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Introduction 
Rol l over the numbers to learn more about the environment we work In. 

Gambling Pa1ticipation 

10.5 
Million 

P.n eotimatEd 30% of Au:rtralian adul1o - 6.8 million people - gambled 
in a typical month of 2015 (i.e. regula~y). 
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Introduction 
Rol l over the numbers to learn more about the envi ronment we work in. 

39o/o 

Expenditure 

$8.6 
Bil'ion 

Typical monthly expenditure by the 6.0 million regular gamblers 
amounted to on ectimated $8.6 billion dollorn notiomlly b r 2015. 
Lott9riQS (42%), EGMs (21%) and racG bQting (15%) accountQd ior 
most of this. 

CNww.alfs.go\l.aU) 
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I ntrod ucti on 
Roll over the numbers to learn more about the envi ronment we work i n. 

1.1o/o 

Problem G3mblerc 

10.5 
Million 

$2.69 
Billion -- 51% 

1.1% or • 93,COO of Australian adults could be; classifigd a; ' problem gamblgrs" 
{PC i SI MorP.s nt 8+ j . thosP. with thP. mo,;t sP.vP.rP. rrnnlP.ms imr1 mo~t en risk ot 
tu11h8r problems. 

(www.a~.gov.aul 
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Introduction 
Roll over the numbefs to learn more about the environment we work In. 

51°/o 

Electronic Gaming Machine (EGM) Expenditure 

$4.7 
Billion 

On 26 July 2019. the Victorian Comrnissicn to· Gambl ing and 
liquu 1 Re!,Juoliu·11elea-1 f1!-Ju1e~ u11 EGM eJ<1J;,11di.u1e ·u1 lh1; 
2019-2019 financial year. In total , $2-.G9 billion was lo~t in 
Victoria on CGM'5 l:etween 1 July 2010 and JO JJne 2019 
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Introduction 
Roll over the numb ers to learn more about the environment we work in. 

51% 

High risk 93mblere 
Ho11AAholrls containino h (JhAr ri~ orimhl1=;rs AXpP.riP.nr.P.rl ri much highP.r 
raie of s:ress1\J 'inancial events than those of lower ris~: gamblers. 
!i1% of problem gamblers lived in housEholds Y'klere some:ine had 1o ask 
b · i nancial help; 27% were Jnable 1o pay t'le 11ortgage o r rent on time. 

MIMN.aifs.gov.aul 
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Introduction 
Roll ov@r the n umbers to learn mor@ about th@ environm@nt we work in. 

51o/o 

National Casino Gambling E.Apendit ure 

$4.7 
Billion 

Casino ga111b l i19 expend iture in Austral ia fo r the 2010-2017 period 
tota led over $ 4.7 billion. 

~<llJ'r.P.: GnvP.r1m~nt St.~ti~hiil1, Q11P.Affilil1c1 ~f)artmP.nt nf TrAAs11ry 
anel Trade (2018) Austrc.li3.n 
Gc.rnbl irl\.l Slal :;l ic~ 2016- 17, 34111 Ediliori 
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Introduction 
Crown i5 a word leader in responsible gamhg init iati'1es. Crown e.llocates signi1ican1 resources 
to r<.isin£ awarQnQSS of rgsponsiblg gaming, and to h~lping customgrs succQss1u ly manage 
and enjoy th~ir 9aming at Crown. 

Tiie '1et1111.Jli11'1 er vrum11e11l Wd'V8 t;1i;aletl i11cluu1;~ a 11urnl.Jl!I ul f;;atu1!!0 will1i11 the \.lctr11i11\.l CIJ~~ 
v.hich are ah1ed to encourage re~pomib e gaming. The~ inclJde (but are not limitec to): 

• rP.spnnsihlA QrllTinQ in'nirnrrt on (hrnr.hiln:lS, r nstArS P.lr..) 
• clocks 
• adequate ighting 
• nespon5ible Service of Abohol (nSA) 
• restrictions on ATMs 
• sgating c:.r'ilas 
• non-gaming entertainment optio rs. 

ror 1161Y people g.:i.moling is an enjoyable form of entertainment. r or those who m.:i.y 
cxpericocc dilficul:ies associated wt1 their gambling bchavours, staff at Crov.ns Responsible 
Gaming C<.>ntre (RGC) can assst. 

Click the forward arrow to continue. 
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I ntrod ucti on 
By tre end of this module you Will !le 3.llle to: 

• dentitf 5igns I behaviours t,at may indicate potential pro:>lem 
gambling 

• dQscribQ th~ function of the RGC 
• ·efEr customers d isi;laying potential problem gam::iling 

::iehavlours to tne RG8 
dentitf ,,,.,at ce.n potentially hapr:en if we don't refer. 

At thQ Qnd :>' th~ modt.fa you will m>Qd :o complQte an 
BAAP.SM'lP.nt f1!'i (j t t~st o ns). Yo11 nAArl to ad i f'V'l rt ,;r.nrP. of 100%. 

Click the forward arrow to continue. 
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Responsible Gaming Centre 
In Ma·ch 2002, CroVITT l\1QlbournQ inlr:iducQd a world lirst in rgsponsiblg 
gnmino init intivP.S hy P.1'!nhl ishino thA HCiC. I his \WlS lilt~ '"flli•~nlA<l in PP.nil 
in 2009 wiih the creation ol tha Ftesponsible Ga.11bling lrfornarion Cantre. 

The AGO includes a dedicated team ol st:iff, mai-agers and prof3~ionals 

who implement Orov,,.-'5 re:;poro ble 5er1ice o1 gaming initiative~ and 
p ro\i dc a local point b· interacting with customcrs who Tay need support. 

These staf interact With custome·s on tha casino floor ar d are specialty 
l1cti1~:J i11 all ct~i.;~.:; ul C1 uw11·~ ·.,,:;:.iu11~ible ~l:tll il'!-1 p1u41a111,; <:UK.I ~~rvic~. 

They are available 24 hour:; a day, 7 day:; a week to provide immedia:e 
assistance. 



CRW.510.048.0241

Responsible Gaming Centre 
In March 2002, Crown \Aelboum e htroduced a wo r d fi rst in respor 
g aming ini;iatives by estab lish r g the RGC. This was later rep licate 
n 2009 with tile creat lo r of the Respor slble Gambling ln'o rmatton 

The no:J includes a dedicated team of ataff, managers and p -cfes 
·Nf'lo iriplcmcnt Crown's rcsponsib c service of gaming initiatives a 
orcvid9 a fo~al pcint fo r interact ing with customers who may 'lQSd 

These staff lnterac: with customers on t'le casino noor and are spe 
trained n all aspects of Orcwn's responsible gamirlJ i:rog rams an< 

They arc availaolc 2'1 hours a d ay, 7 days a week to i:rovidc immc 
assistance. 

Our tsam includes Responsible G;imir g Advisers (RGAs), psycho log ists w t, 0 
<=X'.'l~ri<=n~A in proh Am gamhlir (J tnr c11RlnmArs Fnc1 A ron-clP.nn minAtinnal 
Chaplaircy :5L.PPort Service for customers ~nd staff. 

We can a~st customers and third parties who may require support as a result 
of a i:erson who may be experiencing difficulties. 

Our services include 
• pro viding strateg es to assist customers in managir1;i t hei r gambling 

behaviours. to foster responsltle •Jam1r1;i an:l i:revent d lmcultles Mslng 
• 11,i f~11<1I:; lo ;io·1~111111811l-fu11tlw, u1ul.Jl~111 ;Jdllll.J i r~ anti firiar1•Jial GU Lllti€11ill!-I 

s<.pp ort services and •Nelle.re organis:l.tio r s 
• en:;urirg our o:;:;i5t;:ince and re'erral 5er.ice:; ore conducted on a ;;trb11y 

confidsntial basis 
• pro viding information n~garding self-exclLson for customers who 111• sh to 

exclu :le themselves from the ~aslno and manag ing :Jrown·s Sell-Exclusion 
P1usi1a1 11~ 

• TI-ird Pa11y Exclusion 
• the ability to acce:;:; and provide info rmation in ~elected 

ccmmunity languages. 
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Responsible Gaming Centre 
The RGO io located a d io•) rete diotance 'rem t'le 
casino floor. It is closg to tM casino 'or gasg of 
acco;ss yet at a distancg and with a fa9ad9 that 
ensures prvacy. 

The R'30 ccmprise5 a wait 1-g area, i:rivate 
counselling rooms and an oiice area 

The RGO stocks c. wide range of information 
"l'lalgria s c.nd contact datai ls lor problgm 
gamhling anrl nthP.r s11ppnrt AA'Vir.P. pro·Jir1P.rs. 

Many of <hese are availatle in langLages omer 
man Ergllsh. 

Roll over the information material to leam more. 

Selt-Exclu slon 
Program 

Your Play 

,-~~~~~~~~~~~~~~~~~~~~~~~'""' 

Soll ·: xclueion is avai able to CLs:cmers 1Mshing to tan t hemselves frorr th~ 
casino. Ths riay bi;. a Lset.11 strat<.>gy b r tho5" customers ex:ierien:: I'd 
rt ttir.11 tiP.s as a rP.s1 it ntthP.ir g;imhlifl(J ~•P.havinurs. 

Self-~clubiori~ ere fur <:1111i11i111ur ·1 12-111011ltlb wilh ult.-1 uµliu1 ~ cM:tile:d.>le, 
and apply to all gaming areas of the casino ffoor. renalties may apply to 
:myone enterin;i the ca5ino in breach of thei r Self-ExclLoon. 

No c.ppoirtmgnt is ngcgssary to apply fo r a Sglf.Exclusion. Anyone wishhg 
tn apply 11'.ill hP. fP.(jll rP.c1 to r rnvir1P. r hntn i<1P.ntitir.atinn. 

Rci•1otJ<:1liu11 uf a ~lf-Excl..i:;iurr i~ µu:;oil.Jlci uµc11111eel 1 !-I tJ<:r lai11 
requirements. Ou&omer5 wi5hing to apply for re\/Ocation mu5t de w in 
wiling. 

Player Activity 

Statements 
Pl:ay Sat~ 

Limits 
Third Party Exclusion 

Program 

O@ O 
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Responsible Gaming Centre 
Tha TI 1<1 Cruw11 fa•wu1 i:;il> e Gar·1uli1 ·~ Cu<.Je u f Cur rt.lwl µ1ulhtl!iti 
casi info·Mation on Crown'~ rE:ipon~ible gam n;i progr:uru;, ~ervice:; 
accg and assi31ancc and dcmons:ratcs Srcwn's ccmmitricnt to 
ersu rAspnnsihl" gr.ming. 

The TI 1<1 Cruw11 R;,~pu1 i:;il> e Gar · 1lJli11~ Cu<.Je u f Cu11t.lwl i~ ava laUe 
coun at the nee. at Crown loyalty program information deaks, upon 

request and on :iurwcbstc. 
lhA 
materta s anc cor ac ei s ;or p·o em 
gambling a id ot~er support service i:rovider&. 
Many of thE:i= are available in lan£u:ige~ other 
than English. 

Roll over the information material to learn more. 

Self-Exelu3ion 
Program 

YourPlay 

Responsible Gambling 
Code of Conduct 

Player Activity 
Statements 

Responsible Gaming 
Centre 

Play Safe 
Limits 

Chaplaincy Support 
Service 

Third Party Exclusion 
Program 

O@ O 
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Responsible Gaming Centre 
The nee is located a d 
casino ftoor. It is close 
a~cQss ygt at a dis1an~ 
l'lnSllrP.S [lrillB~y. 

Tile RGC co 1111ni~:; <:1 

c:>un;;elling rooms and 

The AGO GtockG a •Nid 
m;;.tcriale and co r tact 
gambling and oth;or ; u 
M r.ny nt thAsP. B'<" ilVBil 
thc.n English. 

The Respcnslble Gaming Cernre Is 1oc:11ed or Lewi B ' , dlrec1ly below tne 
main food court and albove clle Poke· Room. 11 Is open 24 hours a day. 
seven days a weeK and provides a range ol free and confldentlal seivlces 
lrx:IUdlrg: 

RQsponsiblg i;; aming nformation 

Self-ex.:;lusio 1 

I hirrt f'Brty l-x~l11'i'.'ln 

Counsell ing 

Cllaplaincy Sui:port Service 

YourPl:w and Play Sate LilTits information 

Roll over the information material to learn more. 

YourPlay PI ayer Activity 
Statements 

Responsi ble Gaming 
Centre 

Pl3y $3fe 
limits 

Chaplaincy Support 
Service 

Third Party Exclusion 
Program e@ o 
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Responsible Gaming Centre 
~~~~~~~~~~~~~~~~~~~~~~ ...... 

ThQ RGC is located a dis·~rgtg distancg 1rom thG 
r.asino nonr. ~ is r.loSA tn tnP. r.aRinn nr ~aSA ot 
access yet at a distance and with a fc.caae that 
~ll~UI ~::: µr V.:tC\'. 

The RGC ccmprioe~ a wait ng area, private 
counsc l ing rooms and an office area. 

The RGC stocks c. Wide range of information 
mate~aJs c.rd contact detai ls tor p·otlem 
gambling and other 5uppo1t service provider5. 
Many of theae are availal:le in lani;ua9e3 other 
than Engli~h. 

Roll over the information material to learn mor!.'. 

The Chaplaincy Suppon Ser1lce Is available throLgh the 
R;;~µurn;illl<= Gct111ir !'..! C<=11l1<=. ll 11,i :;<;rvit;~ i~ cVet lcU<= ·u1 
(;U~IUlll~fti alltl i11dutl<;:;: 

Self-Exel u 3ion 
Progr3m 

YourPlay 

Pastoral sarvicgs and assistancg 

Prayer and medita1ion 

DlscLsslon ol Issues 

HP.tP.rrF.I tn nthP.r stJppnrt SP.rvir.P.s 

Responsible Gambling 
Code of Conduet 

Responsible Gaming 
Centre 

PI eyer Activity 
StatemQnts 

Flay Safe 
Li mite 

Chc.ploincy Support 
Service 

Third Party Exclu3ion 
Program 

Of> OO 



CRW.510.048.0246

Responsible Gaming Centre 
Tl 1~ RGC i:; lucal<;t.l a tl i:;c1 ~l"1 tli:;la11c1< ·rum t ·"'1 
c asho floor. It is c lose to the ca5ino 1or ease of 

a:;Gees yet a: a dietance and with a fa<18de that 
ensures :>riVE.cy 

ThQ RGC ~ompri!>4s a wa~ing arP.a, privatQ 
c :iunsell rg ro:ims ard ar o1ticP. arP.a. 

The RGC >tocks a Wide ran;ie of Information 
matMals and ~ontaGt details br :i-ot lem 
gambling ard other supp ort se1Vce pro'liders. Self·Exolu3ion 
M any of these are availab e i i lani;uages other 
than Cng lish. 

t=lol l over the information m3teri31 to le3rn more. 

YourPlay 

Responsi ble Gambling Re$pon:si ble Gaming ChQplaincy Support 
Servioe 

YoJJrPlay s ThP. Vimoriar STFITP f 'HwP.rnmAnr's STilTA-wi'.1~ vnh nray mnnA;r 
an:l t ime limit sening scheme for gaming madl ne oUSlomers. Gaming 
macl i11"1 cL:;Lumer:; t;a·1 al>jj l1ac:I<. l1"'1 lol:tl o f t ·I<! mc r 1"1V arrJ l im1< :;µ1;11l. 
Be th t;a111.J=i tlu11i,i vie a t;ctrc.J llldl car !Je u:;1;c.J al a11v Vit;Lu1id114 a11 ill\l 
macline \'alUe, includ ing the Casino. 

Information al:oul Y:iurFlay i::; available at the Re::;porK•ible Gomhg Cen:re, 
Crown L:iy ally Program infonnation dc;is~s and o n.l inQ at yourplay.ccm.a J 
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Responsible Gaming Centre 
Tue RGC is located a discrEte dis1ame from the 
casirn floor. It is close tc ttB casino for ease of 
acce3s yEt at a d s:ance and with a fa~.ade that 
ensures p·ivacy. 

Tl1e RGC compises a waiting area. private 
ccunselll ng rooms and an office a·ea. 

Tl1e AGO otocko a iMde range of inform'2tion 
matorials and •)Ontact dctsi ls for problem 
g;imhfina ;mrt othAr suppnrt sArvic!' pmvir1P.rs. 
Many of these are available in languages othe' 

Self-Exel u sion 
Program 

Playc;r Activity Statamgnts provide CroVITT loyalty club mQmbQrs who 
play g amino mar.hinAs Rnrl 1-11 1<.;s 11sing thA r m!'mh!'rslir r.ar<l, with a 
slJTlmar1 o f their actMty. 

A Player Activity Statement can be viewed on a VIK (gaming machines 
only) or can bo collected lrom any o f the property's loyalty program 
inbrmation di;sks. A m9mb<.>r can also ef<.>et to nave it m;tiled to th<.>m. 

YourPlay 

Responsibl e Gambling 
Code of Conduct 

Player Activ ity 
Statemen!3 

Responsible Gaming 
Centre 

Play Safe 
L imits 

Chaplaincy Support 
Service 

Third Party Exclusion 
Program 

0@) 00 
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Responsible Gaming Centre 
The nee is located a d screte distance from the 
casir>:> flo or. It is clo se to tM casino for gaSQ of 
accQss yQ! at a distanc<.> and with a fa9ad<.> :hat 
ersures ::iri\acy. 

The AGO ~ompri~.e:; a wcit ng area, pri'mte 
counsel! ng rooms and a.n o iice area. 

The AGO stocks a 'Nide rani;e of info1111ation 
111ale1ial~ all() cu r laul tli=lai l~ fur µ·ul.Jl~m 
gambling a'ld ott-er support aervice i:roviders. 
Many of thcs0 arc available in lan£uages other 
than English. 

Self·Exelueion 
Program 

Responsi ble Gambling 
Code of Conduct 

Roll over the lnformatl 
Play Safe LimitG i:; Oown Melbourne':; vo luntary money and time limit 

setting p~gram and allo'WS Crovm Loyalty P·cgram members to set 
mo1cy and t ime limits lor ihcir l=ully Automated Table Game play (for 
gxampl<d, 'VQgas S:ar', and 'Lucky Big \11/hQQ '). To takg ad11antag g of 
Play Safe Limits customGrs n<.>ed a Crown loyal:y Program 
mAmhflrshir> <'.<'lrci. ( :rown I oyrilty 1-'rng rrim m"mhAr~ c ?.n SP.1 1-'IAy S~IA 
I imits hV v srting ri1y ( :rown I nyAlty 1-'rOQrr.m intr.rm;ition c1!lsk. 

our ~ 
Statements 

Reapon3i bl e Gaming 
C9ntr" 

Play Safe 
Limits 

Chaplaincy Support 
Seirviee 

Third Party Exclusion 
Program 

Q@ OO 
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Responsible Gaming Centre 
The RGC Is locate:l a dlscreie distance from the 
casirn floor. It is dose to the casino 'or ease of 
ac;;ess yet at a distance ard with a fa9ade that 
en:;ure::; p'i·r.:1.cy. 

Tha RGC c::>mprisgs a wa ting an~a. f:rivate 
counsglling rooms and an office area 

The RGC siocks a wide rarge of information 
matertals and contac1 details tor problem 
'-1C:!l lll.Jl i11!~ cul.l ul11~r ~'-'"'µu1l ~rviu~ pruvil.1'11:. 
Mar 1y of ll ie~~ ar8 ctveti ctl>I<: ir 1 lall'-ILCIJ.l~'5 ull""r 
than English. 

Roll over the information material to learn more. 

The Third Pany Exclusion Progran is where a fanily member. 
lriP.nrt or '."lihAr r>P.rsr11 wiTh a cl'."ISP. r>P. r~nal inTP.rP..si in ThP. 
welfare of another individual has concerns aboJt 1he effects the 
person's ga11bling may be ha~ing on themselves andior others. 
thP. l hirrl 1-'arty 1-xr.ltrsion f'mg ram ITIFIY h P. An option. l hircl 
Party e <clusion is a process where Crown MEibourne [Crown) 
can prnvirtP. 5rJf"ln'."lrt to cnno~P.rnP.rt thirrt partiP.s who P.rl' 

aciVArSP.ly aff,::c tP.11 hy somP.nnP.'S Q~mhling hP.haViorrr. I h"111(Jh 
thP. prnc:P.AA. Crciwn will r.onsic1~r P.xr.l11C:ino a r.t rsromP.r 
invol11ntarily As 2 r1irP.cot cnnsP.C)IJP.ncP. ot thP.ir ryimr.ting 
bQhavioll', a I hird Party exclusion . . ,,.,..,. _______________________ hird Party Exclu~ion 

Statement~ Lirntc Program 

0900 



CRW.510.048.0250

Providing information 
Crow1's responsible gaming message. 'Awareness Assistance 
Support', and the loc:t1ior of the RGC and Ganbler'~ Help 
ccnte.ct numbers are disp layed throughout each re50rt and ir> 
places such as: 

• on gaming machines 
• at table games (Including =ATGs} 
·at f>.TMs 
• on relevant odverti5ing materia 
• on Crown loyalty clul: nGwsetters 
• ~t loyF.lty r.h.h infnm~t on r.ASk!< 
• at ca5hier desl<s 
• Cll t.:ct'Sil IU 0UUI E::! l lll i::tl K:~::S 

• on Ti~ke1 nedempiion Ter-ninals and printed on the reve~e of 
1ickc1s. 

Click ttie forward arrow to oontinue. 

OCD responsiblegaming 
AW.~RENESS. ASSISTANCE. SUPPORT 

Gambler 's/Gamb ling Help 1800 858 858 
Responsible Gaming Centre 1800 801 098 



CRW.510.048.0251

Providing information 

Rol I over eacn icon to learn more. 

I • --·~-
D . "- tit 
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Providing information 
We also u~e t 1e fcllow·ng to provide ·esponsible gaming information: 

Roll over each icon to I earn more. 

I • --l-=aM 

Cl . "-

lllere Is lr forrratlon and brochures available on res:ionslble gamin~ at the RGC. 
foyc.lly t;fut; i11'u 1111dlio11 lle~k:; a11ll al t;a~i 11u flour e11l1<:u1c~. Example~ i11duue: 
• "'okie&: Krcw the Fact&' 
• ' "layer lnforrlation DiGplav:;' 
• 'Cnaplaincy Suppor. Scrvic•) ' 
• Cro1M1's Codg of Conduct 
• Cro1M1's 'Y ourPlay' brochtxQS 
• '=tespcnsiblE Gaming Cemre 
• 'Self-ExcluSlon· 
• 'j lay Safe Units' 

tlT 
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Providing information 
We also use the fol owing 10 provide re~pon;ib e gamhg infom1ation: 

Rol I over each icon to I e3rn more. 

I • ---i~A 

D . "-

We also haVe a 'Responsible Gamlll;l' butcor on VIKs, making lnfo llllc.tlon 
ava !able to print fo r any customer (loyalty membeis an:! non-loyalty mem:iers 
al ike), aoout the nee, Yourrlay and the Code. 

tit 
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Providing information 
We also use the follow n;r to provide responsible gaming Information: 

Roll over each icon to I earn more. 

I • ·-· Cl 
• I._,. 

Crow11 u~eo i.o<;Xler·ov'1 r!kllv1urk uf ,;i<;<;lronic $18'111~ <1l 111ctclii11~ bank eritfo 
lo c.;01111 11u1 icct.h::! =t5'3 i11fu· 111ctli<.H1 ar U 11 1B::>l:ctJ..1'=!:>. 

Thio include:; l i:;tingG of :;e'\;ice:;, information about Crown':; RSG progmm5 
and at 0-own Mell:oume, a reminder Have you 
had a bl'Qak?'. 

tit 



CRW.510.048.0255

Providing information 
We also usa t he tollowing to orovide responsib e gaming nformation: 

Roll over eacn icon to learn more. 

I • --·~-
D --·-·'"-

."Ill G·ovm's RSG brochure5 can b e downloaded from our 
'N9bsite . 

Th9 Cod 9 is also e.vailab l9 via th9 W91:sil9 inc ucl n.;i in 
r.omminity lring•l<lQAS: ChinAAA (tr;iclitio nril Bncl simf)litiAcl), 
Vle:namese. Arabic. Greak. Ital ian and Hindi. 

tit 
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Providing information 
We a s:i usa the 'ollow rg t:i pro•Ji.je reeponsib e gaming information: 

Rol 1 over each icon to I earn more. 

I • -- Cl . \,.. 

·~-
The rules oi all Table Games and EGM5 offered at Crown are 
Q\/Qilal:le upon reque~t or by vfoi1ing the Crown wet::;ite. Player 
lnformat'on Displays (PIDs) on all EGMs an:l FJ\TGs can provid•) 
furthgr info011ation including your odds of winnhg and trackin;i 
thQ !im;> and thQ nQ1 loss o r w'n during a SQssion of plB.y. 

tlT 
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Providing information 
Vie also use 11-e following to orovide responsible gamin9 information 

Flol 1 over ooeh icon to I earn more. 

I • ·-· 1-=-• 
D 

• Iva tit 
And yes, P.SG infc rmation is also ava !able in casino 
'loor bathroom;. 



CRW.510.048.0258

Identifying problems 
Responsible Gaming: rl<P.rr.ising r.o ntrol 11nr1 inb rmP.c1 r.ho ir.P. to ~ns1.rP. !~Rt 

gambling is kept within affordable limits o f 11oney and t ime. is enjoyable. in 
bala~e With ether actM!les. and aVJlds gamblln;i rela:ed harm. 

Frofe&.c.or l\ertlee Hing 20 16 

Gambling Harm: Ha011 'rom gambling isn't just atcut lcsir g mo~ey. Gambling 
can affect set este9m. relatlonshlps. physical and men:aJ healih. work 
µ<=1!01 111a11~ a11tJ ~uc al Iii<=. ll c:m ti:u111 110l onlv lhe µe1:;o11wl 10 sie:u11bleti, l;u\ 
alro f.:i.inily, fi ends, work place~ and commu1itie;. 

Click here to learn more about our 
regulated environment. 



CRW.510.048.0259

Identifying problems 
RespoMible Gaming: :.xerciaing cont·ol and informed c,o ice to 
gambling is k~pt within affo rdable l imits of mo:>ney and t ime, is enj 
balance 111ith oth9< activities, and e.vo ids gambling relateo ham. 

Pro1e&.<or Nerilee Hing 2016 

Gambling Harm: Harm fro11 gambllnoJ Isn't JUSI about lcElng mo111 
can affect self esteem, relationa,~s. physical and mental heali h, ·~ 
perfoTnance and :;ocial life. It can harm not ony the per:ion "'10 g 
also family, friends, wor< placQs and communities. 

In Melboume's case it's covere::l l:y The Casino Control Act 1991 (Vic} and 
f-if'lmh•ing Hi;,g1:/Rti<>n Ar:t :.>nm (Vir.). 

The purposes of these ,0,cts inclLde: 

• ensuring that iha managamant c.nd opa·ation of casinos remains r Ga from 
r:rimirn'll inn1.A'1CP. o r P.l<ploiti'ltion; 

• ensuing that gaining in casinos is condu~ted honestly, 

• p romot ng tourism, a11ployman:, and aconcmic development generally in the 
Str.I P.; 

• to ioster responsible gamblir g il order to · 
• minimise harn caUBed by problem ;iamb ling; and 
• accommodate trose who gamoki without harmin::J t hemselves or others. 

Ciiek the forward arrow 10 continue. 



CRW.510.048.0260

Identifying problems 
Ge how do vve identify signs / beha~iours tha: may indicate potential problem ganblirg? 

Lgt's taka a look at a couplg of sc9n&rios and ;gg what c;o.I you would m&k9 - ~wn 

Without knov.i ng what to look tor. Vlake a judgment call and see how you go - you won't 
lose marks. 

Click the forward arrow to conti nue. 



CRW.510.048.0261

Identifying problems 
Scenario 1 

You notice this customer 'las been continucll-v feeding notes in:c an EGM for a 
tii!~11iicC111l u"1iu<.J u l l i 111!! <111<.J aJJJJl!alti lu I>~ l>!!cu 111i11!-1 im;1i;<1di1'!-llY a\Jikdi;<.J. 

Wateh the video to observe her behaviour. 

Is this oortn referri1g? 

Select one correct answer then click 'SUBMIT'. 

0 Y<o>;; 



CRW.510.048.0262

Identifying problems 
Scenario 1 

You roti~Q :tis CLS 

si~ nificant i:eriod o 

IS '.his WO r:h re'eT1ng? 

Select one eo•reet an 

·~ Yee 

0 No, &neo not 

SUBMIT 

The potential indicators t1at this person may be ha·..ing problems are: 
• often gGmbles for long perio:ls wit hout a proper break 
• gets angiy while gambling or shows signs of d stress durin;i or after g am'.>i ng. 

CLICK HERE FOR 
MORE EXAMPLES 



CRW.510.048.0263

Identifying problems 
Scenario 1 

You rotbe :~is ct..S:omcr has be 
,;icnifir.;mt p~rind of timA Rnd ~r 

Watch the video to observe he 

Is ihis wor.h n~'1;ning? 

Select one correct answer then 

<~ Yet 

0 No, shas rot ootharin -

SUBMIT 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

Other obcerv3ble cignc m3y include (but •>re not limited to): 

sell-disclosure of a problem wi1h gambling or a recuest to self-e>:ciude 
requests for assistance from f3.m IV and j or friends concerned atouc an 
indvidual's gambling behaviour 
children loft unattended whi st paront / guardio.n gambles 
g<.>ts angry vvhil<.> g ;1mbling or sh::iws ; igns of d istr= during or 
alter gambling 
u rre11 \jcUllUle~ fu· IUllj.j µeriodti Wil! IUUI (1 l..r<di:I~ 

is witn~d or overheard trying to oorrow money for gambling 
significant decline in personal groorring or app:)aranoc 
is c bsi;.rv<.>d in conflict oV<.>r gambling b.;tw<.>~n family m" mb"rs 
nr 1riP.nc1s 
ll lC:i~eti u111ec.l iolit; re111C1rk~ al.Juul \ja1111.Jl i11si 
complains lo staff :tbout losing or blanes the casino or gambling product for 
losing 
is SQ•~r9t ivQ or QmbamtsSQd about b~ing at thQ casir .o or stays on to gamb Q 
w1en t iends leave the venue 
qambles WltMLt reaclln!'.l io what Is \'.lO lll\'.l on around him 1 ner 
and a\'oids cc ntact or conversation with otners 
'reqt.ent vfoito to the ATM. 

Cl ick the forward arrow to continue. 



CRW.510.048.0264

Identifying problems 
Scenario 2 

- his customer has b een on a losi rg streak; watch his reac1ion :o loaing this next spin. 

Walch th e- v ide-o to ob se-ivt> his b@haviour. 

Is this worth ·eterrlng? 

Select one correct an3wer t hen click 'SUBMIT'. 

0 Yfls, ~.P.'s losing ~ lot nt rronfly 

0 l\b, ne seems to be in c:Jntrol 

SUBMIT 



CRW.510.048.0265

Identifying problems 
Scenario 2 

Tri:J ct..o:cmer hew 

Select one correct 3n 

0 Yes. he s losi 

@ No heseem 

SUBMIT 

Yes he's lost a few hands, but he seerrs happy :o accept that the oc:lc:ls weren'! in his la1<Jur 
l1 1i~ l i111e ;;1ou1K.I. He's t1<:1>i11u a uootl lime dllU i11.eracli11u with everyone <:rr oc11t.I him. 

CLICK HERE FOR MORE EXAlllPLES 
OF RESPONSIBLE GAMING 



CRW.510.048.0266

Identifying problems 
Scena1io 2 

This custorrQf ha~ bgQn on a lo>iii=-""="'-'-"'""°_,,..~=""-""-"o....l<'-~~-==<~""'----------------. 

Watch the video to observe his 

15 :hiG worth re'erring? 

Select one correct answer then 

0 
@ 

Ye~. h~'s lo5ing e. lot o 

'Jo, he soc'TIS to b:) in 

SUBMIT 

The responsible gambler: 
• is in control 
• sees gam:iling as entertainment, not a jol: 
• dogsn': takg gam:iling too SQriously 
• only aamhlAs with thf:> monAY AAt asirtR tor P.ntP.rtainm,:mt, not tortn1is,::_tnlrl 

essentials 
• never borrows morey to gamble 
• scte- limits on tho) amount of tirrc and money t hey will spend 
• sticks to thQsQ limits and walks awaf w~n tl-Qy arg rQachQCI 
• doesn·: chase losses 
• takes f·e::iuent breaks. 

C l ick the forward arrow to conti nue. 



CRW.510.048.0267

Identifying problems 
Scenario 3 

A custom9r bQComas angry a'ld makas rgpgatad unrgaJ stic rQm&rks to you aboJt 
gambling . 

Watch the video to observe llis behaviour. 

Is triis worth relerring? 

Select one correct on3wer then click 'SUBMIT'. 

() Y·~s, this may be worth mbrring 

() No. you shou d just ignorQ comlllQnts likQ this 

SUBMIT 



CRW.510.048.0268

Identifying problems 
Scenario J 

l\ cust:>me· becom 
gamblirg. 

Is this w:>rt'l n~forring~ 

Select one correct an 

O No, you shou 

SUBMIT 

We recommend ~cu refer. 

This customer is ha,i ng difficulty with ~er ;iambi ng beha'liours. She is repeatedly rrak ng 
unrcali>lic rcmmt.:; about gambling and 5 getting an;,ry and sh~wing 5 gns o' distrc55 du~ng 
or after gambling. 

Ciiek the forward arrow to continue. 



CRW.510.048.0269

Identifying problems 
Scenario J 

l\ cust:>me· becom 
gamblirg. 

Is this w:>rt'l n~forring~ 

Select one correct an 

O No, you shou 

SUBMIT 

We recommend ~cu refer. 

This customer is ha,i ng difficulty with ~er ;iambi ng beha'liours. She is repeatedly rrak ng 
unrcali>lic rcmmt.:; about gambling and 5 getting an;,ry and sh~wing 5 gns o' distrc55 du~ng 
or after gambling. 

Ciiek the forward arrow to continue. 



CRW.510.048.0270

Identifying problems 
Scenario 4 

This custorrQ< walk 

I:; :hiG worth re'errirg? 

Select one correct an 

@ 

0 

Ye~ 

\Jo 

SUBMIT 

You don't real y ~a-..e to n ake a decision her e as the cu.s.tomer has made it for t~emsel-..es. 

Your role is to cont<ict th.: RC3poro1blc Gaming team a:; socn as possible. 

HP. ;iw.:irP. tnouryi !M t thF. r.ustnmP.r m';ly ';lSk tnr this 1r 111t1<rP.nt w-;iys - in t;ir.t th?. l r.st 
phrase they may use is ·self exclude'. 

Click the forw~rd ~n'OW to continue. 

CLICK HERE FOR 
MORE EXAMPLES 



CRW.510.048.0271

Identifying problems 
Scenario 4 

f1j5 CUatomer walks Lp to you inr~'-"·-~-=-~-------------------------------

Walch thl? vidi?O to obsl?rvl? his What people may say w hen they mea,~ self exelude: 
• Can I be banned? 

Is this worth ·eferrlng? • I n9Qd to stop gamblirg. 
• I n<!P.ci hP.lp. 

Select one correct an3wer then • l 'Ve had erou;ih. 
• Huw tlu I bc.11 111·1~ f? 
• I 'lever want to come back. 

@ Yes • I want t.:> exclude myself. 

0 Cl ick the forward arrow to continu e. 

SUBMIT 



CRW.510.048.0272

ldentifyi ng problems 
Code of Conduct que3tion 1. 

U1>11 the Code of Conduct to an1>w"r tha following qu1a1>tion. 

,0.. cus1omer comes lP to you and cc mplains that the game h:ls 10t beEn dealt fai1y or that an EGl\1 has not paid 
uul con;clly. Whet! i11·or111ctlio11 cctn you µo inl !Ilk! cu;tu1111<r lo? 

Select the three correct an3wer3 then cl ick 'SUBMIT'. 

D R<.>~r th~m to tn<.> complc.i nts d&>partm<.>nt 

0 Rcbr them to ! 'le RGC 

D Refer them to tne Rules of the Game 

D RQ!Qr th~m to thQ PID scrgQns 

SUBllllT 

Responsible Gambling 
Code of Conduct 

Click on the brochure 
to launch the code 



CRW.510.048.0273

Identifying problems 
Code of Co,duct question 1. 

U$e the Code of 

·• Welldone! A custom~r comc~s 
oLt corr~ctly. Whc.t info 

Select toe three corre 

0 refer them to 

D F.efer them to 

refer them to 

Note : S igns are displayed in the ::::rown lo"fal:y club irforrnation desks ad.,;sing customers that, 
1.4'0n request, Crown will pro'lide information on The Rules of All Table Carnes ard COMs 
offered for play at the casino. Trese rules are also 3•,;;i l3ble oo Crown's website at 
www.crownmelbourne.eom.au. 

~<3M game 1n1o'TTlat1cn, inclulrg the chances of wmring, 1s access.ble 1.1a 1-'lll screens ~n 
A'lr.h 1-hM lhlS kP.P.fS play~rs 1nformP.'.1 ::ihnuf lhP.11 gamirg m::ir.hlllP. 

lnfomiaion on how to access and •iiew the PID screens is available t om a riem:>er of staff (fer 
gamin£ machines) or PIO brochures are availal:Ae at the Crown oyalty club infom1ation desks 
and the RGC. 

Click the forwoird ;in-ow to continue. 1sible Gambling 
~-!"l"l!!'l!'l'_l!"'"" ______________________________ .,~ot Conduct 

Fefer them co 11 

SUBMIT 

Click on the brochure 
to I au nch tht> codt> 



CRW.510.048.0274

Identifying problems 
Code of Conduct qua~tion 2. 

Use the Code of Conduct to answer the following q uestion. 

A customer i~ unhappy and wart s to make ar official oomi:laint. How can they do i~is? 

Seleet the eorreet answer ihen eliek 'SUBMIT'. 

0 OJ11lCK;J Ciuwn by l1;l~µl 1u11~ 

0 Send a let1a- or email 

0 DJ EO h person 

0 All of the above 

SUBMIT 

Responsible Gambling 
Code of Conduct 

Cl ick on the brochure 
to I au neh the code 



CRW.510.048.0275

Identifying problems 
Code of Conduct 

Use tne Code of C .• Well done! I 
I'. customQr is untap')'f 

Select the correct ans 

0 Contact Cro• 

0 SAnr1 ii IAllP.r 

0 t..Jo s::> in :>er 

@ All ::>' the a::io 

SUBMIT 

Crown has a comprehens1\€ complain: handling process. In the firs: instaice we should refer them 
lo I.tie Ga111i11~ Vlana~er . Huwe~r cu1111-"ici 11ls may ol~u be rrrathe by leleµlrorre, fax errrdil , u lt:ller. 

Any compla nt received is: 
• managed and responded to io at mely anc appropriate manne· 
• m~st10<1tP.r1 ~ffisrt1l.f'!ly 

• reccrc!ed in t~e Cr::>wn Cu>to11er Relations sys:em anc the Responsible Gam::>ling Incident 
Rt;!li:;ler (if il relates It; 1e;µu11sil.lle ~0111i11~) 

• managed and resolved in acccrdance witn Austral ian S tandards. 

All customer complaints are ackrowled~ed, where poss ibe, within 48 hours of ·eceipt of the 
r.nmnla nt ;inrt 1.,,,;nl.lt1on will h?. att2mntP.r1 at firs· roint ot r.ontac.t or 1Mfo1n 10 wmtnno rtays 

Note: The cu5tomer can refer any decision to the Regulat:ir f Onsite Inspectorate. 

Click the iorward arrow to continue. 

,3ible Gambling 
~of Conduct 

n the brochure 
...,..,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,...,. .. "'"llll"'l!a"unchtnecode 



CRW.510.048.0276

Identifying problems 
Cede of Conduct quection 3. 

Use the Code of Conduct to answer the following question. 

A local customer co11es up to you c.rd c.s~s ·Miere they Gan go to ge1 credit? 

Select the correct ans'Ner then click 'SUBMIT'. 

O It 's in :re same place ihcy purct-aS() chips 

C Crown doeE not provide c ·edit to A.us1ralian residents 

0 l\1• ii "' RGC 

C Tel 1hem to go oisite 

SUBllllT 
Responsi ble Gambl ing 

Code o f Conduct 

Click on the brochure 
to J3unch the eocle 



CRW.510.048.0277

Identifying problems 
Cocle of Conduc1 question 3. 

Use tne Code of 

·• Welldonel 

Selec1 the correct 3nc 

0 t'sm the sa1 

@! Crowndces 

0 !\I thq HC ;c: 

() Tell them to 

C·cwn will not prol.ide credit or lend money to Australian resident cust~mers for tne 
purooEe of gambling . 

Non-Australian resident cus;omers may be approled to operate a credit faci liW alter the 
1;0111pletio11 of a n .l\µplicctlio11 fut Credit = aci li l y fu1111 and :;ul>~eque11l aµpruvdl uf ll 1al 
'acil ily in accordance with p·ocedLres appro-.ed by t~e Regulatcr. 

Click the forward arrow to continue. 

sible Ga11blin9 
SUBMIT 

.................................................................................................................................... --~~~_... of Conduct 

Click on the brochure 
to launch the code 



CRW.510.048.0278

Identifying problems 
Code of Conduct question 4. 

Use the Code of Con duet to an1Swer the following question. 

A customer has just wor S15,00C from an EGM in a ch•)quc. Can th•) custorrcr cash trc ct-cquc at Crcwr? 

Select the eorreet answer then eliek 'SUBMIT'. 

0 

0 

Yes. we can hand overt-ie casr1 Immediately 

No. Crown MEibourne iMll not cash a gaming machine cheque triat 
I ICI~ l.J;;.,11 ;J w11 lo a t;u;lo111e1 

SUBMIT Responsible Gambling 
Code of Conduct 

Cl ick on the brochure 
to I au nch the code 



CRW.510.048.0279

Identifying problems 
Code of Conduct question 4 . 

... Welldone! 
A customer h;;.s jJ 

Seleet the eorreet an~ 

0 Yes. we can I 

Ne. CrownM 
l klo IJ;;;m ;.i 

SUBMIT 

/lny cheques issued by Crown for a payout won fro'!' an EGM play will not be cashe·j by 
Crown. Ary ccstomer attempting to cash EGM paycut cheques will :>e advised of 
c :rown's pnllry hy st~tt ,.; thP. C~shrFr's lor.;;t1n1 ;it i hP. t1mF thFy <itlP.mpt to [lfP.S?.nt th;it 

r.hF<Jl.P. 

Click the forward arrow to continue. 

ible Gambling 
of Conduct 

;he brochure 
.................................................................................................................................... --~"""l!!llf.,nchthecode 



CRW.510.048.0280

Do the right thing 
U3e the 3lider to follow the 3toryline below. 

H you identify behaviours that may indicate potential problem gamMng - refer to your Supervisor/ 
r.Aareger or directly to an RGA 

9.1..-~~~~~~~~~~~~~~~~~~~~---

~ 



CRW.510.048.0281

Do the right thing 
Use the sl ider to follow the storyline below. 

They'll observe the cU3tomer and if they identify a potertial problem they'll talk to our customer to 
determine an appropriate cour:;e of action. 

---~~•ft::==================================:>-1 • • • 



CRW.510.048.0282

Do the right thing 
Us~ the sl ider to follow the story1 int> below. 

The 1rit1al assistance offered may take the form ot 
• interaction with the customer and enco11aging them to take a break from gambling 
• offering the customer non alcoholic refreshments such as a cup of tea or coffee in a qt.ieter and more 

privato ama such as our loungo amas or tho RGC. 



CRW.510.048.0283

Do the right thing 
Use 1he slider to fol low me storyline below. 

The RGI\ talks to the customer about the behaviour:; they're displaying and then tak:; about the 
support options available 

• • 



CRW.510.048.0284

Do the right thing 
Use the slider to follow the storyline below. 

R~onsiblQ gaming intQractions an> recordoo This register and all pQISOnal information record9d by 
C:mwn i,; hl>lc1 1n Rr.r.orc1cine1> with A1srafiRn pnvar.y laws 



CRW.510.048.0285

Do the right thing 
Use the sl ider to follow the storyl ine below. 

~the customer comes directly to you requesting Self Exclusion - use your paging button (if 
appl1cabla) or rabr tham diractly to tha Rasponsiblo Gaming taam or call your Managar. 



CRW.510.048.0286

Do the right thing 
Use the slider to follow the storyl i ne below. 

On a customer's successful application to self exclude, Responsible Gaming stalf\'dll provide the 
C1L<>lnmPr1A'1tl ii !-i<>lt-l-Xcl1Js10n K~. which cnntam,; 1n1nrmllt1nn ta1\nrP.<1 to thi> mrnw111ii1 pr=rtmg tnr 
asslS!ance or referral 



CRW.510.048.0287

Do the right thing 
Uce the cl ider to follow the c1oryl ine below. 

Whi151 the oru3 i:i on the :ielf~clooed pel50n to 31ay away from the casino in accordance with their 
Self-EKclLJSion, Cro'M1 and ~:;:tall will offer o.:;:;1:;tonce by way of detection where po:;:;ible and 
assistance in the event of a breach. 



CRW.510.048.0288

Do the right thing 
Use the s l ider to follow the storyline below. 

When a per:;on 1:; detected breaching their Setl-Exclu:;ion. a Re:;pon:;ible Gaming :;toff member v.ill 
attQl1d to offor assistanco and support. ThG staff mgmbQr W111 discuss wilh thG ('.>QISOn thg 19asons for 
hr<>ar.hing th<>ir Slllt-1-xr.ll isinn, thP. F1ss1stan= F11r.11IF!hlP. thro111Jh thP. 1P.sp<1rn1hlP. !Jammg ~ntrP. imr1 <lthllr 
external support services. 



CRW.510.048.0289

Do the right thing 
Use the sl ider to follow the storyline below. 

Wh1>rP. a r.1fllomllr W..n h~ hMn tM !'!1hj1>r.t of Sl>lf-Fxr.his1on AA<>ks tn r1>vok1> that nrc1<>r, Cmwn tms a 
ngorous process m place 10 appro\le the revocauon. 

!.<=====~~======~~==~======~· 
~ 



CRW.510.048.0290

Do the right thing 
We have tha folloW1ng coma: t options for you should you wish to raise a maner with the 
Responsible Gariing tean: 

• Eriail: rgc@crownmelbourne.c::>m.au 

• TQIQphon~: 1800 801 098 or intgrnally #5766 o· *88271 

• In p<;>rson: approach a Responsible Gamin9 team member 

• Visit the RGC: staff are welcome to discuss customer conce11s at the Centre with the te:tm 

• ATOM: µ11;:;:; RSG IJullurr b r i111111eo i1:1l1; RSG re:;r.;urr:;e 

• Via y::>ur Supervisor I Manage· 

Click th"forw3rd 2rrow to eontinu". 



CRW.510.048.0291

Do the right thing 
What about you? De you or ~rieone you know (friend~ I fami y) Ghow problem gambl ing 
ogha\4ours? 

• 111e E111µlovc"' k>oi~l<:<r o:;~ Ptu!Jr.:1111 - B811e,;t<11 
TC!l<,!IJ' IUllC!: 1300 360 364 

• The Chapb'ncy Suoport Se"<ice 
Tclcp1onc: 1800 ~ 56 228 

• GamblQr'S HQlp 
Telep1one: 1800 858 858 

• 111e RGC: Ri,;~:.>oriti i ll l= Garni11y learu 1mm11.Jc1ti Goll µ1uvc.Jci r;iknal i11uir-1atiuri 
Telep1one: 1800 801 098 (er i nt~rnally # G7GG or ' 88271) 

Click t h• forward arrow to eont in1.111. 



CRW.510.048.0292

Summary 
1-i<'Rponsihlf'l Qrlffiill{J S lhP. Shill?Cl rP.sron.~ihil ~y o· in;1iV'(1llrl S, 

communitigs, thg gaming industry and thg g::wgmrngnt, V.'Orking in 

part,erehip to achieve socially responsible outcomes which are 

re~µu11oiw lo ~oru rturily t;:mce111~. 

Crown's responsib le gaMing initiati11Cs arc focused on '11inimising the 

potentia ior ris~a b r the small number of customers who may 

tli=vek>µ tlifficullie,; C1:;ouci:tl litl willt Liiii r y<:rnU i11y 1.Ji=ltaviour,;. 

If you obsctv0 customers c:<hibiting signs that may ind catc they arc 
experien::ing difficul:ies w~h their gambling, ~r are approached v~th 

requesis for assistance, refer them to the RGC and / or your 
Supqrvisor ! VlrinagP.r. 

r amilie.rise youl'8elf w~h the supf:ort services pro·Jidgd by Cro ......... and 

your role In assls:lng custome-s. Do not atte1Tpt to counsel 
r.ustomP.rs nr r rovi<1P. ;;ssistrirl~ tor which you ilrP. not trriinP.<1. 

Click the forward arrow to start the asse$$ment. 

0 responsiblegaming 
AWARENESS. ASSISTANCE. SUPPORT 

Gambler's/Gam b ling Help 1800 858 858 
Responsible Gaming Centre 1800 801 098 

Code of Conduct 

Self·Exclusion brochure 

Third P:irtv Exclusion 

YourPl3y 

Chaplalncv Suppon Service 

Play Safe Limits 

Further Assistance (from our website I 



CRW.510.048.0293

Assessment 
Hgrg is what you nggd to <now about this assgssmwnt : 

• You have to answer all 15 questione. 

• You have to answer the cur·ent question bebre yo1. can move on to the next one. 

• One<.> you'v.; submitt<.>d your answ.;r, it .:anrnt OQ changed. 

• The pa55 mark is 100%. 

• If you answer one QJestlon \l\Tang you will need to restall the aSS8ssmern. 

O ick 'Start AssQssm9n:' wh;>n you'"~ rgady. 

GOOD LUCK! 



CRW.510.048.0294

Assessment 
Cl11r lnclw;tr; is a =.or tffiin ru proV!c1P.r Amploymo how rrMjl A11strr.ll~ns a jlP.F.r'' 

Si>lect one corr<>e 
• Welldone! 

0 1 00'.layear 

@ 25,0:lO et yo;a1 Our lncuslry is a major : rai1ing prOIAder, employing 25,000 Austr<.lians a year. 

0 300,)00 a ye 

0 15,0:lO a year 
Click the forward arrow to continue, 



CRW.510.048.0295

Assessment 
- hese orovide Crown loyalty prog ram memt•ers \Vho p lay gaming macr1inEs and FAT3s using thEir membership card. ·Nit n a sJmmary 
of their activity. 

- hey can b c vowed on a VI< (gaming machincs only) or can be coll•)C\•)d from any cf the property's loyal:y program in'ormaticn 
dQsks. 

Whlc• respo'lSlble g a1Tlng sErvlcE Is this? 

Select one correct answer then click 'SUBMIT'. 

0 
0 
0 

0 

Seit E:<clllSion Program 

Reopomible G'1moling Code of Corduct 

YoJrrlay 8Cheme 

!-'layer ActiVity Statements 

SUBMIT 



CRW.510.048.0296

Assessment 
The:;e p1ovid9 Crown loyal:y pr:>gmir memb=ro vlho play gomhg machine: and FATGo t..o:ng their memberohip card, with a 0Jm1-ary 
of thQir e.c!ivity. 

The'{ can be vlewe 
do=s~s. •• Welldone! 

Which rc;spoll10iblG 9"- Thi:; rcGpon5iblc g~m ng :;c!Yicc iG the Flayer Acti-.ity S tatcmcnt5. 

Select one correct an 
Click the forward arrow to condnue. 

0 3elf-Excic;s 01 

0 Ri:::>pt.:11:;il> ~ 

0 YourPav s~h 

·'.!> PlayGr Acti-Ji: 

SUBMIT 



CRW.510.048.0297

Assessment 
This allows gam ng machine custorie-s to vo un1ari ly set money and time imits, as wall as :rack their p lay. Thie scheme ie availab le throughout 
t'lC state of Victoria. 

lhe availab ility otthis sc~ierne is advertised via t rocllures at ~asino entrances. at Loyalty Program intormation desks and electronic advertising. 

What is the n:tme of this resporeible gaming fea;Lre? 

SQleet on11 eor~t ans:wer th11n eliek 'SUBMIT'. 

0 Self-Exclusion Program 

0 f'lay Sale Lil"1its f'~gram 

0 PlayQr ,Activity Sta!QmQnts 

SUBMIT 



CRW.510.048.0298

Assessment 
-hio allows gaming macrine cuslomera to voluntarily set Toney 3nd ~ime limits, 85 well a5 track the r play This scheme is available throu£hoU1 
thQ state of \"ictoria 

• Welldonel ne availabiltty oft c adveltlsirg. 

This is the You·rla) Scheme. 

Select one correct ans 

Click the forward arrow to continue. 

0 Sett-Cxclu5ic n 

0 Play Sole Lim 

<!l Y:-i irPl;iySm1 

0 PleyP.r Arlivity 

SUB'AIT 



CRW.510.048.0299

Assessment 
This IS avallab e to customers wishing co ban 1hemse1·1es from :re casino, T~ls may be a useful strategy for those customers 
ex.periencing diiiculties as e. result of their gambling behaviours, 

Thgy arQ io r a mhi1n..m 12-month; 111i th othsr options availablQ ano apply to all gaming a·Gas o f the; casino. PQnaltiQs 'llay ap:ily to 
anyonA A11Aring ihA r.r1sino in h rAar.h ot this prngram 

Select one correct an$wer then click 'SUBMIT'. 

@ SAlt-l-xr.111.<>ion Prog<Am 

O Responsit le Gamb'ing Code ot Condu~1 

0 YourPlay scheme 

0 A cy!;I Acl ivly Slale111er ·1~ 

SUBMIT 



CRW.510.048.0300

Assessment 
Thi:; i:; ctvoildl.>11; l•J cu;lu1111;1:; JVi:;l 11!-1 tu l.Jcu 1 ll 1e111:;<!l·1eo f1u111 l11e •JctoirKJ. TI 1~111cty IJ~ d u~·u1 ;trat;,qy fur llru:;e ~u:;tw11e1:; 
experien~in~ cifficu 

• Welldone! They 3.rc fo· a minin 
anyone cnt•)ring the 

Which •gsponsiblg gam Thi> res ~onsible g~ming serl.ice is l~e Self Exclusion " rogram. 

Select one correct an 
Click the forward arrow to continue. 

@: Self-Exch.JSIO 

c Responsrtle · 

c YourPlc.y SCh 

c -' r1yP.r Actv ty 

SUBMIT 

c 



CRW.510.048.0301

Assessment 
The nee services include: 

Seleet the correet an$wer then click 'SUBMIT'. 

0 

0 

0 

0 

0 
0 

Providing stratgg QS to assist customgrs in managing thair gamb ing b9haviours, to fostgr rgsponsib lg gaming and prgvgrt 
d ifficultiP.s ars ng 

neterrals 10 gove-nment-funded , f:roblem gambling and financial cot11selling wpport serticea and welfare organisation~ 

Cnauring our assista1ce ard re'erral se"vices are conducted 01 a strictly confidential basis 

Providing information regarding Self-Exclus.on for customers who wsh to exclude tnemselves from the casinc and 
managing Crown·s Self-ExclJslon i"rograms 

Ace~ to information in selected co11111unity language& 

."JI oi the abo,·e 

SUBllllT 



CRW.510.048.0302

Assessment 
Tha RGC seJVices irclude: 

Select the correct 
• Welldone! 

0 

0 
0 

0 

0 
@ 

Pro\/1dl'1g Slf 

<.Jifflu..lli~,;ari 

Referrals t:> g 

Crnunng OLr 

1-'ro\lidi•g irto 
mr.rlFlg no c: 

k:o~P.f.S I o i nt 

All nt thP Rhn 

SUBMIT 

These are all RGC sel'.ice>. 

Clicl< the forward arrow to continue. 

nt 



CRW.510.048.0303

Assessment 
Which of me fol owing ,jo we also use to provide responsible gaming infornarion. 

Select the correct answer then click 'SUBMIT. 

0 A 'Rssponsible Gami1g ' channel in al Crown totels 

0 A 'R~µu11tiil.Jli; Ga111i 1y' bul1u11 u11 VIKti 

0 All Crown's RSG brochures can te downloaded fn:>m our web sites 

0 Dectro1b 5Greens at riaclire ban~ ends to communicate responsible service of gamin;i information and messa£es 

0 All of the above 

SUBMIT 



CRW.510.048.0304

Assessment 

Select the correct 
• Welldone! 

0 A 'Responslbl 

0 A 'HP.S[lOOSihl We use all these o~tions (and more) to pro•.ide ·esponsible gaming in!c.-matior. 

0 All Crown R H, 

0 
Click the forward arrow to continue. 

@ All of thQ ~bo 

SUBMIT 



CRW.510.048.0305

Assessment 
Player lnfolllation Displays on all EGMs can provide funher in'ormation. incluclirg yoLr :idds of winning, and tracKing thE time and trie 
11el 10:;:;01 win :.luiiq .J a :;e,;:;iu·1ul µlay. 

Select the oorrect answer then click 'SUBMIT'. 

@ True 

O False 

SUBMIT 



CRW.510.048.0306

Assessment 
Player lnformati:n Display; on a l EGMs can i:rovidc further information, including your odds of winnhg, and trac<ing the tiMc 3.nd the 
nQt loss or lhin duri 

Select the correct • Welldone! 

True This statement is true. 

O Falsa 

Ciiek the forward arrow to continue. 

SUBMIT 



CRW.510.048.0307

Assessment 
A cJst,:>iner approachas you anc i5 c:> -.cernec abcut 1is v.ife's gamblin~. 

Watch tha followi 

SUBMIT 

You· job is to refer this custan::r as soon as possible. We are not to offer support or 
counselling. 

Ciiek the forward arrow to condnue. 



CRW.510.048.0308

Assessment 
You hav.; not ic<->d that this customQr has b""-'1 on thP. same machinP. for most oi your 10-ho_ir shift, and has not 
taKen a breaK. The :;asino seems to te gening busier. however the custome· is cb livious 10 her surroundings. 

Watch the following video. 

Select the correei answl'r thl'n c lick 'SUBMIT'. 

@ Yqs 

0 No 

SUBMIT 



CRW.510.048.0309

Assessment 
You have noticed that this ~ustomer has been on t~e saTe rnachire for most of your 10-hour shit. and has not 
taki;n c. break. Thg gsms t:> be getti~g bLsier, howsvi;r ths cLs:cmi;r is oblivious :c hsr SiJffOLnci.1'9> . 

. ~ 
Watch the lollow1n 

Is :his wo 1th re'eiTirg? 

$ Ql eet the correct an~ 

@ 

0 N:> 

SUBMIT 

The potential indicators t1at this person may be ha".ing problems are: 

• often gambles for long periojs withoLt a proper break 

• y~111~les wit·1uLl 1eacli 11\j lu wlial is yui 11y en a lUL IU t1i111 I l1e1 ;;rnJ avui<.b cunlacl u1 
c:>n\Crsations with others 

• s gnificant d2cl in~ in personal grooming or appearance 01er se1eral days. 

Click the forward an-ow to continue. 



CRW.510.048.0310

Assessment 
These cus1omcrs have been on a losing streak; wale, their reaction to losing this next epin. 

Watch the followi ng video. 

I~ l11,; V/Ullh 1:1!;·1i1r.i? 

Select the correct ancwer then cli ck 'SUBMIT'. 

C Ygs 

C No 

SUBMIT 



CRW.510.048.0311

Assessment 
Theae customer5 ha'!e been en a losing s: reak; watch their reaction to lc8irg t,is next sp n. 

Watch t'le followi 

Select the correct an3 

0 
@ 

ygs 

No 

SUBMIT 

The potential ir dicators ihat th s couple is gambling resp~nsibly are: 

• They' •e not takirg the ;,ambling too seriously - ha"4n£ a good time. 

• Tt1ey aµpeal lu ho~ d :Sel liruil. 011 U1e <:IHIUUlll or mc11ey lt ey will :;pernJ. 

• Thcy'·..c st uck to tois l imit rnd w<llkc:I uwr>.y when tl-.:::y rcuchcd thilt I mi: . 

Click the forward arrow to continue. 



CRW.510.048.0312

Assessment 
Retiµuri:;il> e Gamin!~ iti e>.!llGi:;in!-J c;o11l1ul a 11<.J i11!011 111d<..1 duice Lu e11:;u1e Ll1<:1l !-)a11Jl.Jli11j.j ~ keµ. within a llonJctble li111il:; u l 11iu11,;y :mu 
lime, is enjoyable, in balance wilh otha- activities, and a\/Oids gambling related rarn . 

Select the oorrect answ11r then c l ick 'SUBMIT'. 

0 TruQ 

0 Falsg 

SUBMIT 



CRW.510.048.0313

Assessment 
Re~µurbil>le Gdrrri11~ i:; ~erui,;irr~ <:ur lrul :!JIU i11fu1111r:tl t:lrui<:r: tu er WI<= U1:11 \jcurrl>lirll-l i:; keµ. wilhh ctffurtlal>le I 111il, uf 1 1uuey arrc 
li111e, i,; <=rriuy:tl>le, 

Select the correct • Welldone! 

True Tlis sto:cmcnt is true. 

O False 
Click the forward arrow to cont inue. 

SUBMIT 

0 



CRW.510.048.0314

Assessment 
Which Victorian /'c:o hove the purpo~ oi io~terin£ reoponoible g~mbli ng in order to: 

• mh imis.; harm cau;ed by problem gamblh g; ard 

• accomToela:e tl'lose who gamble Wlthcut harming triemselves or others 

Select the two correct an~wers then cl ick 'SUBMIT'. 

::::J < :Om[\A! itir.n Rr<1 <:OnsrnrP.f Ar.I /!110 (Vir.) 

~ Ca~i11u OJ11llo l f>.u 1991 (Viu} 

1i1J Gamb Ing Regulation Act 2003 (Vic} 

_J Liquor Control Reform Act 1988 (Vic) 

SUBMIT 



CRW.510.048.0315

Assessment 
Wt-for Vic:cria1 kte hc.v~ the purp:isc :i' bstcri1g responsible gc.mblin;i in order to: 

• minin-iSG harm cc 

• accomToda:e Ill 
• Correct 

Select the two correct Our responsible gaming measJres are gui,jed by ere: 

• Casino Control Act 1391 (Vic) 

0 < :Omf)'llilinr • Gambling Regulation Act ~-003 (Vi'::j 

RI casino C:i1tr Click the forward arrow to continue. 

0 Gamb ing =ta 

0 liquor Oontr 

SUBMIT 



CRW.510.048.0316

Assessment 
Whic1 of ihe following opt ions .3re available for you and other eriployees who may be di.5playin;i pc tent al gambling behaviours: 

Select the correct answer then cllck 'SUBllllT'. 

0 Employee Assistance Pr:>gram (EP.P) 

0 Gcu111.Jle1·~ Helµ 

O Chap aincy Support Serlice 

0 Th~ F\QSponsi bl~ Gaming tQari 

0 Your Supcr.iisor / Manager o r Human Resources Maragcr 

0 All of the above 

SUBMIT 



CRW.510.048.0317

Assessment 
Which o• th:> fof,owing options arc availab c fy you and :i:~cr ~mplcyc~s iMlo may be :lisolay ng pctcnt al ;iamb ing bchavicurs: 

Select the correct 
• Welldone! 

0 ErrployQQ Ass 

0 Garrblcr's Hcl 

O Olaplain:y Su 

0 The "laspons b 

0 Y::ur SupErvlSO 

@ Allul .t110al;uv 

SUBMIT 

All o' these answers are correct. 

Click the forw:.rd :.rrow to continue. 



CRW.510.048.0318

Assessment 

Select one correct answer then click 'SUBMIT'. 

c 

c 

c 

Tiiey are lijecletl frum ll re 1J1 e111i~eti 

They are remo·1ed 'ram 11e casino gaming ffoor and a Respcnslble G:tmlnQ st:tff member v.111 offer assistance and support and w II discuss 
wil lr lire µer:;(.>rr l118 1e.:<~11~ fur b1e:<chi11j.j l1 1~i1 Self-Excl u~iu11 lire a~i~lc.1 0:.:8 avai'al>l1< llrruu~lr U r8 RGC arru ullrlir 8Xl8111al tiuµµur l tier·1k;eti 

The police are ea led 

SUBllllT 



CRW.510.048.0319

Assessment 
Whl::1 of :he following haopens wher a parson Is ojetected breaching t~elr Self-Elcluslon? 

Select one corree 

·• Well done! 
Cl Thay arE eJ 

Thay arE reJTc 
1111th 11e perso 

Ocr Rc:;3onGible Goming ; toff will 3ffcr suppor. one work throu~h this wit1 the customer. 

Click the forward arrow to continue. 

t and will discuss 
11 su::ipo rt services 



CRW.510.048.0320

Assessment 
If the customer Gomes directly to you requestin;i Self-Exclusion - V'klat should you de? 

Select the correct answer then clicl< 'SUBMIT. 

0 Use your paging button (If applicable) 

0 Refer them directly to the Re:;poncible Gaming team 

0 Call your Super.bar ! Manager 

0 Any of the above 

SUBMIT 



CRW.510.048.0321

Assessment 
If the ru5tomer c:> Te5 directly tc vou ·equesting Sel!-ExclLsicn - Nhat 5hould vou do" 

Select tne correct 
• Welldone! 

0 U:;e your .:iag1 

0 Fi:fer then di 

0 Call VUUI Suµe 

•'Ji! An/ et th& abo 

SUBMIT 

You can use any of :hese op:ions to refer. 

Click the forward arrow to continue. 



CRW.510.048.0322

Score 
Score: 100% 

V/el l done! You've passed this assessment. Your score and complostion llave b~en roscorded. 

Now ~·s t ime to put \'\>hat you'·1c lea-rt into practice. R•)mcn-ber ihat RSG ie everyone'c reeponeibility 
and you play an important rolg in :irovicing t . 



CRW.510.048.0323

Score 
Score: 100% 

Well clone! Ycu',e p~o:;ed t~i 

Now its tiTP. t'.'l p1.t ""11~1 you'· 
an.j you play an impor.an: rol 

Glossary: 

EGM = Electronic Gaming Machine 

FATG =Fully A1..tomated Table Game 

PIO = Player Information Display 

RGA - Responsible Gaming Advisor 

RGC =Responsible Gaming Centre 

RSG - Responsible Service of Gaming 

VCGLR = Victorian Commission tor Gambling and _iquor 
Regulation (the Regulator) 

VIK - Voucher Issuance Kiosk 


