VCG.0001.0002.7024

 Victorian Commission for
Gambling and Liguor Regulation

Recommendation 5 of the Fifth Casino Review
TRIM ID: DB/16/36

Recommendation
1. That the Commission:

(a) notes Crown's response to the Commission's request for further information in relation to
Recommendation 5 (the Recommendation) of the Fifth Review of the Casino Operator (“Fifth
Casino Review”)

(b) determines that Recommendation 5 of the Fifth Casino Review is complete

{c) notes that Crown is required to update the Commission with regard to its proposed response
to question 9b in the letter to Crown dated 1 June 2016 (Attachment 7}

{d) notes that a standing agenda item will be included at the Licence Management Meetings
between Crown and the VCGLR to allow for ongoing discussion in relation to tools which may
assist in the identification of problem gamblers, including consideration of the response to
question 9b and options to increase capacity to use observable signs to detect problem
gamblers.

Background

2. The report of the Fifth Casino Review was provided to the then Minister for Liquor and Gaming
Regulation, Mr Edward O'Donchue MLC on 1 July 2013. The report contained 10
recommendations for Crown to improve its operations in a number of key areas.

3. Of the ten recommendations in the Fifth Casino Review report, there is only one recommendation
that the Commission has not deemed complete. This is Recommendation 5 that states the
following:

“To assess the effectiveness of the use of player data in refation to infensity, duration and frequency of play as a fool to
assist in identifying potential problem gamblers, the VCGLR recommends that:

e Within 18 months, Crown Melbourne Limited trial for a reasonable period the use of player data analysis as an
initial indicator to identify players who may be having problems with their gambling;

e The Crown Melbourne Limited Board and Crown Limited’s Responsible Gaming Commiftee consider the
effectiveness of the trial; and :

s Crown Melbourne Limited provide a copy of the report on the outcome of the frial to the VCGLR within 3 months of
the report being considered by Crown Limited’s Responsible Gaming Committee and the Crown Melbourne Limited

Board.”

4. On 25 February 2016, the Commission considered a paper in relation to Crown’s implementation
of Recommendation 5, including a report of the trial conducted by Crown (Attachment 1).

5. At the above meetling, the Commission queried aspects of the trial report and requested a
presentation from Crown in relation to the report (see extract from the Commission minutes at
Attachment 2}.

6. Prior to Crown providing its presentation, Crown was advised of the matters that the Commission
would like to explore as part of Crown’s presentation (Attachment 3).

vom

38



VCG.0001.0002.7024_0002

7. Crown's presentation took place on 28 April 2016. A copy of that presentation is provided at
(Attachments 4 and 5).

8. During the presentation, the Commission sought further information from Crown (see extract from
the Commission minutes at Attachment 6). This was further clarified in correspondence sent to
Crown on 1 June 2016 {Attachment 7).

9. The questions were:

(a) whether any conclusions could be drawn by analysing data concerning the 348 individuals not
contacted by Crown

(b) in relation to the 102 patrons who excluded themselves in the relevant period, whether
analysis could occur from that data set to determine whether there are any commeon
parameters/flags existing, and

(c) .whether further sensitivity analysis could occur, for example concerning the impact of
increasing or decreasing the existing parameters/flags by 10% on the number of customers
identified.

Comments

10. On 22 June 20186, Crown provided a response (Attachment 8). In summary, Crown’s response
was as follows: :

e [nrelation to question S(a) above, Crown is of the opinion that the data alone would be
insufficient to draw any further conclusions without customer contact. Crown stated that
operational and privacy issues prevented this contact at the relevant time.

e |nrelation to question 9(b), Crown agreed that review of the data in relation to the 102
excluded patrons would be beneficial and proposes to review this data to determine whether
any meaningful or common themes can be identified. Crown will consider this internally and
will update the Commission.

» |n relation to question 9(c), Crown advised that it had conducted sensitivity analysis in relation
to the defined parameters, which it applied against the latest player data. The results
concluded that “increasing the sensitivity by +10% resulted in a 15% decrease of individuals;
whereas decreasing the sensitivity by -10% resulted in a 2% increase of individuals’.

11. Given Crown has provided additional information it is recommended that Recommendation 5 be
determined complete noting that a standing agenda item be included at the Licence Management
Meetings between Crown and the VCGLR to allow for ongoing discussion in relation to tools which
may assist in the identification of problem gambilers, including consideration of the response to
question 9(b).

12. Consideration has been given to asking Crown to consider options to increase its capacity to use
observable signs to detect problem gambling, such as by increasing the number of Responsible
Gambling Liaison Officers (RGLOs) engaged by Crown. Whilst discussions can continue in this
regard, the following is observed:

e On 3 September 2014, the Casino and Gambling Legisiation Amendment Bill 2014 was
introduced to Parfiament. Among other things, the purpose of the Bill was to extend the
Melbourne Casino Licence until 18 November 2050, and ratify the Tenth Deed of Variation to
the Management Agreement for the Melbourne Casino.

TRIM: DB/16/36 Page 2 of 3
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5.2: Provision of further information from Crown Casino regarding recommendation 5

= In order to secure support for the Bill by the then Opposition Victorian Labor Party, Crown
agreed to increasing resources for its 24/7 Responsible Gaming Support Centre by an
additional two RGLOs (a 40% increase) and one additional Responsible Gaming Psychologist
(a 50% increase) (see Attachment 9 for a copy of a letter dated 16 September 2014 by the
then Shadow Treasurer).

e In a letter dated 13 October 2014 by Crown to the VCGLR, Crown advised that it had
increased its responsible gambling resources in accordance with its commitment to the
Victorian Labor Party (see Attachment 10 for a copy of a letter).

e On 21 October 2014, the Bill received Royal Assent.

¢ Should the VCGLR ask Crown to consider an increase to its Responsible Gaming Support
Centre resources, it may submit that less than two years ago this took place, that its current
resources was deemed appropriate by Parliament, and that the gaming environment has not
markedly changed since then to warrant a further increase.

Recommended:

ALEX FITZPATRICK
DIRECTOR LICENSING

TRIM: DB/16/36 Page3of 3
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RESPONSIBLE GAMING
STAY IN'CONTROL

Crown Melbourne Limited — Responsible Gaming

September 2015

Introduction

Crown Melbourne’s Commitment to the Res‘ponsihle Service of Gaming

Crown Melbourne (Crown} has been committed to the Responsible Service of Gaming (RSG)
sirice inception. Crown has led the way in RSG Initiatives, including the establishment of the
Responsible Gaming Support Centre (RGSC) in 2002, the introduction of Crown’s voluntary
time and loss limit setting program (in place since 2003) and its unique array of av,aiiab_,le'
services comprising dedicated and specially trained staff of Responsible Gaming Liaison
Officers {(RGLOs}, Responsible Gaming Psychologists and the Chaplaincy Support service.

The Responsible Gaming Support Centre:

e Offers support, assistance and referral and is available 24 hours a day, seven days a
week;

e Has available RGLOs;

®  Provides strategies to assist customers in . managing their gambling behaviours to
foster responsible gambling and prevent difficulties from arising;

e Facilitates referrals to Government funded problem gambling and financial
counselling support services and welfare organisations and provides contact with,
and information about, these bodies;

# Has available Responsible Gaming Psychologists experienced in the field of problem
gambling to assist customers and others who may require support as a result of a
person experiencing difficulty with their gambling behaviours; )

s Provides information regarding self-exclusion for customers who wish to exclude
themselves from the casino and manages Crown’s Self-Exclusion Program;

e s able to access and provide information in selected community languages;

#  Provides a Chaplaincy Support Service for customers and staff; and

® Provides all services confidentially and free of charge.

Training for all staff in relation to responsible gaming, including observable signs that may
indicate a customer may be experiencing difficulties with their gambling behaviours,
commences at induction with a facilitated session. Further, staff complete the Victorian
Commission for Gambling and Liquor Regulation {VCGLR) approved RSG Training, which is
delivered as a refresher every two years for relevant staff, Staff are trained to refer
customers who seek assistance or who are displaying other observable signs ta RGLOs,
either directly or via their manager. Further, senior managersin relevant departments,
including gaming, participate in more.advanced respansible gaming training.

The establishment of a Crown Resorts Board Committee dedicated to overseeing RSG at
Crown Melbourne and Crown Perth; the continued development and delivery of extensive

Confidential 1
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Crown Melbourne Limited — Responsible Gaming
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RSG training programs for staff; the implementation of the Crown Responsible Gambling
Code of Canduct and the establishment of robust internal procedures for Crown’s self-
exclusion arrangements, all demonstrate Crown’s ongoing commitment to its customers and
employees and its continued dedication to responsible gaming.

Fifth Review of the Casino Operator and Licence

On 10 July 2013 the VCGLR wrote to Crown detailing 10 recommendations made as a result
of the VCGLR’s Fifth Review of the Casino Operator and Licence pursuant to Section 25 of
the Casino Control Act 1991 (Vic) (s 25 Review).

Recommendation 5 of the s 25 Review provided:

To assess the effectiveness of the use of player data in relation to intensity, duration and
frequency of play as a toof to assist in identifying potential problem gamblers, the VCGLR
recommends that:

¢ Within 18 months, Crown Melbourne Limited trial for a reasonabie period the use of
player dota analysis as an initial indicator to identify players who may be having
problems with their gambling, and

e The Crown Melbourne Limited Board and Crown Limited’s Responsible Gaming
Committee consider the effectiveness of the trial; and

e Crown Melbourne Limited provides a copy of the report on the cutcome of the trial to
the VCGLR within 3 months of the report being considered by the Responsible
Gaming Committee and the Crown Melbourne Limited Board.

Crown Trial

Crawn operates a property wide loyalty program known as the Crown Signature Club.
Members are able to earn points when playing gaming machines and table games (including
electronic versions) and when purchasing food and beverage, hotel roomsand cther goods
and services from participating Crown Complex retailers and outlets. These points can
subsequently be redeemed for hotel accommodation, food and beverage and other goods
and services (including gaming play).

Crown has recently completed a trial using member gaming data from the Crown Signature
Club. This data was assessed against certain playing characteristics/parameters that were
setected based upon Australian and international research, Crown’s own experience and the
publicly available Sky City Auckland model. Interviews with players that had gaming play
cansistent with a number of these selected parameters were then sought to ascertain
whether they did in fact have issues with their gambling behaviours.

Confidential 2
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STAY IN CONTROL

Crown Melbourne Limited - Responsible Gaming

September 2015

Determining Effectiveness

The purpose of the trial was to provide an indication of the effectiveness of using player data
in relation to intensity, duration and frequency of play as a toal to assist in identifying
potential problem gamblers.

it is believed that player data may provide initial indicators of problem gambling behaviour.
Therefore, to gauge effectiveness, player data that matched certain predetermined
parameters was used as a prompt to seek an interview, so as to interact with players, and
the information was recorded.

Limitations

Data for this trial was sourced from Crown Signature Club. Collection of member gaming
data activity relies on the member using their membership card when playing. Some
members may not use their card every time they play. Additionally, not all Crown customers -
are members of the Crown Signature Club.

Methodology

The trial period was from 9 lanuary 2015 to 17 April 2015 and was conducted by Responsible
Gaming department employees.

The data source was full Crown Signature Club members with gaming activity in the prior
threa month period. This represented approximately 78,000 members.

The parameters’ {flags) used to identify players for interview and interaction were as
follows: :

1. Visitation frequency (five times per week up to daily) combined with levels of
expenditure on gaming machines ($500+ lost per session) over a period of time
(intensity) (over one month)

2. Multiple increases or disabling of pre-commitment limits (intensity) (over three
months)

3. Change in expenditure over six months {by a factor of three up or down) {intensity)

! These parameters have been carefully considered. Parameter 1 is drawn from the SkyCity Auckland madel, Parameter 6 is an
extrapolation of this, Parameter 2 is a hypothesis that a person frequently Increasing or disabling limits altogether may be
experiencing difficulty, Parameter 3 seeks to identify béhavioural change. Parameters 4 and 5 are research based.

Coh:ﬁdential 3
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4. Gambiles for five or more hours without a break of 15 minutes or longer {duration)
{one month)

5. Gambles every day of the week over a period of time {frequency} (over one monthj
Levels of expenditure on gaming machines {5500+ lost per session) over a period of
time (intensity} {one month)

7. Levels of expenditure on table games [$500+ lost per session) over a period of time
(intensity)* {one month}

The individual members identified were approached using an existing procedure, namely,
the ‘Third Party Information Process’* In order for a member to be identified, a minimum of
two of the parameters had to be met. Customer responses and interactions were recorded
and usual processes followed.

Findings

In total, 1,014 customers (100%} were identified as having reached two or more flags in the
trial period.

Of these customers, RGLOs were able to make personal contact on the casino floor with 666
customers (respondents) (66%). Operational difficulties included finding an appropriate
time for the interview and maintaining customer privacy in approaching and speaking to
respondents.

In general, respondents had no adverse reactions or concerns in being approached,

Of the 666 respondents contacted, 634 (95%) during the interview process maintained that
they were comfortable with their level of play and they did not require any responsible
gaming assistance.

Of the 666 contacted respondents, 32 {5%) indicated that they had some concerns with their
gambling behaviours. During the interview with the respondents, the RGLOs undertook the
usual wellbeing appraisals which they conduct when interacting with customers. These 32
respondents were provided with relevant responsible gaming information and contact
details for the RGSC. They undertook to contact the RGSC if they required assistance or had

* Added after the first month of three months of data

? Third Party Information Process:

The Responsible Gaming department receives information about a customer’s potential problem gambling behaviour from a
variety of sources. When the customer themselves is not the informant, this is deemed a Third Party repart. This Third Party
information comes from staff, other customers, family members, friends, other reporting data, problem gambling counsellors
etal,

Responsible Gaming Liaison Officers (RGLO) will act on this information received as best as appropriate. (f the customerisa
Crown Signature Club member, the member identifier is placed on a pager that will alert when the customer next uses their
Crown Signature Ciub card in 3 gaming device. The RGLO will then attend.

Confidential 4
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further concerns with their gambling behaviours. As at 30 June 2015, one respondent {0.2%)
subsequently contacted the RGSC for further information {which was provided). No other
respondent has come to notice since.

Separately, during the trial period, 102 customers (across the entire Crown customer base)
elected to self-exclude. Of these 102 customers, only four (4%) were among the 1,014
customers who had reached two or more flags during the trial. ‘

Conclusion

The objective of the trial was to provide an indication of the effectiveness of using player
data as a tool to assist in identifying potential problem gamblers.

The project was a useful exercise to determine whether the use of player data in relation to
intensity, duration and frequency of play is effective as a tool to assist in identifying potential
problem gamblers. Based on the trial conducted, it appears there is only limited value in this
tool.

Crown's view continues to be that the most effective means of identifying potential problem
gamblers is through the detection of observable signs of problem gambling behaviour within
the venue (eg. stress, aggréssion, etc.). Staff are trained to refer customers who seak
assistance or who are displaying other observable signs to RGLOs. This allows for the
personalised and individually focussed opportunity to connect with the customer and
discuss their gambling behaviours.

Accordingly, Crown will continue to use player data in conjunction with observable signs
when interacting with customers who may be experiencing difficulties with their gambling
behaviours.

. Conﬁa‘ential 5

VCG.0001.0002.7024_0010

47



VCG.0001.0002.7024_0011

Responsible Gaming Committee

Minutes of a Meeting of the Committee held at
Level 3, Crown Towers, 8 Whiteman Street, Southbank, Victoria on
25 September 2015 at 12.20pm

Members Present: John Horvath (Chair)
Rowena Danziger (by telephone)
Rowen Craigie

Michael Neilson (Secretary)

By Invitation: Sonja Bauer (Crown Melbourne)
Josh Preston {Crown Perth) {by telephone}
Melanie Strelein {Crown Perth) (by telephone)
Andrew Menz (Betfair/CrownBet) {by telephone)
Mary Manos {Crown Resorts Limited)

Apologies: Debra Tegoni {Crown Melbourne}
BUSINESS
Minutes of Meeting held on 10 it was resolved that the Minutes of the Responsible Gaming
August 2015: Commmittee Meeting held on 10 August 2015 be approved.
Matters Arising: Crown Melbourne Response to Recommendation 5 of VCGLR Section
25 Review

The draft Report for submission to the VCGLR on the trial conducted
by Crown Melbourne in response to Recommendation 5 of the
VCGLR Review was presented to the Committes.

Gh\Crown LimitediL \ INGS\Crown - ible Gaming Cc i 015\8. 12 L. DRAFT Minuies of RSG Meating {25 September 2015).doc Pegalofd
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It was noted that the VCGLR had recommended that both the Crown
Melbourne Limited Board and the Committee consider the
effectiveness of the trial.

Subject to approval by the Crown Melbourne Limited Board, the
Committee resolved to approve the Repart for delivery to the
VCGER.

Self Exclusion Revocation Procedures Comparison

The infarmation reégarding Self-exclusion, Revocation and Third Party
Programs across Crown's businesses was noted.

Mr Neilson reported that Crown Melbourne and-Crown Perth
Responsible Gaming teams were reviewing the comparison table
with a view to further aligning their programs.

The Committee suggested this needed to be 2 more detailed review
which tested the appropriatengss of those elements of each
-program which were different to the other businesses.

Management undertook to come back to the Committee with the
results of that review.

Crown Melbourné Résponsible “The Crown Melbourne Responsible Gaming Report was taken as
Gaming Report: read,

Sonja Bauer spoke to the Report noting the responsible gaming
initiatives which have occurred at'Crown Melbourne since the last
update in August 2015. In particular, the following items were

noted:

- the continued delivery of updated Senior Manager
refresher training;

. the implementation of the Victorian State Government's
voluntary pre-comimitiment systerm —YolirPlay,; and

. the proposed activities for Responsible Gambling

Awareness Week including a Q&A forum to be held at the
Melbourne Cricket Ground.

It was noted that following implementation of YourPlay, Crown’s
PlaySafe program would be retired.

The attendance of Bruce Cohen and Alan Stone, Chair and General
Cotinsel of the VCGLR, at the Responsible Gaming Support Centre
was also noted.:

It was resalved that the Crown Melbourne Responsible Gaming
Report be noted.

Giidrown Limitéd\Legal M EETINGS\Crawi - Respiorisible Gaming Committee)\2015\6. 12 ber\1. DRAFT Minsites 6f RSG Meating (25 Septembar 2015).doc PageLof &
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Crown Perth Responsible Gaming The Crown Perth Responsible Gaming Report was taken as read.

Report:

Melanie Strelein spoke 1o the Report noting the responsible gaming

initiatives which had occurred at Crown Perth since the last update

in August 2015,

in particular, the following items were noted:.

" the summary of key issuas presented to the Responsible
Gambling Management Committee including the
completion mental health first aid training and the
potential for rolling this training out to senior employees
across the business;

- the various stakeholder engagement initiatives focussing
on people at risk of homelessness; and

v the involvement of Créwn Perth in Responsible Gambling
Awareness Week working group meetings.

it was noted that Crown Perth had engaged with the DRGL in

relation to the patron feedback received noting that a number of the

suggestions are already addressed in various ways by Crown Perth.

1t was resolved that the Crown Perth Responsible Gaming Report be

noted.

Betfair / CrownBet Responsible The Betfair and CrownBet Reports were takén as read.
Gaming Report

Betfoir

Andrew Menz spoke to the Report noting the responsible gaming

initiatives which have occurred at Betfair and CrownBet since the

last update in August 2015. in particular, the following items were

noted:

E the discussions and co-operation between Betfair and
CrownBet to advance responsible gaming initiatives across
both businesses;

. the participation of Betfair in Responsible Gambling
Awareness Week via online and social media
communications; and

- the launch of new consumer help website called “The
Hub” to improve access to information on Betfair’s
website.

Gi\Crown Limited\Legal\VEETINGS\Crown - Re ble Garding < itta g\2015\5. 12 \1. DRAFT Ml f RSG Maeting {25 ber 2015),dac Fags 30f4
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Crown Melbourne Limited
{ACN 006 973 262}

Written Resolution of the Committee made in accordance with the Crown Resorts
Limited Constitution

We, baing ali the directors of the Company at the date of this circulating resotution, entitled to receive notice
of @ meeting of directors and to vote on the resolutions contained in this circulating resolution, by signing
this document each state that we are in favour of the resolutions set out in this document.

The resolutions are passed by the director without a directors meeting on the date and at the time when the
last member signs. Separate copies of this document may be used for signing by any one or mare of the
diractors. : )
Background:
On 10 July 2013 as a result of the Fifth Review of the Casino Operator and Licence pursuant to Section 25 of
the Casino Cantrqi Act 1991 {Vic) (s 25 Review), the Victorian Commission for Gambling and Liquor
Regulation {VCGLR) recommended that:
s Within 18 maenths, the Company trial for a reasonable period, the use of player data to assess the
effectiveness of the use of player data as a too! to assist in identifying potential problem gamblers;
& The Board and the Crown Resorts Limited’s Responsible Gaming Committee consider the
effectiveness of the trial; and
s The Company provide a copy of the report on the outcome of the trial {Section 25 Review Report] to
the VCGLR within 3 months of the report being considered by the Responsible Gaming Commitiee
and the Company. )
The Directors acknowledge having received a draft Section 25 Review Report and acknowledge that a copy of
the report has been reviewed and approved by the Crown Resorts Limited Responsible Gaming Committee
for lodgement, subject to the approval of the Company.

Resolutions:

Having reviewed the Sectiuh 25 Review Report, each director resolves to approve the Section 25 Review
Report for delivery to the VCGLR accordance with Recommendation 5 of the s 25 Review.

Fage 1of2
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4.3

Fifth Casino Review - the outcomes of outstanding recommendations 5 and 8

Members noted the receipt of reports on the outcomes of recommendations 5 and 8, being the
last two outstanding items from the Fifth Casino Review.

Members discussed and queried aspects of the reports provided by Crown in particular the
methodology used in the frial to assess the effectiveness of the use of player data. Members
requested a presentation from Grown in relation to the report prepared in response to
Recommendation 5.
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49 Elizabeth Streef, Richmend VIC 312
H . ice: GPO Boy, 1988, Melbourmne VIC 3001
Victorian Commission for L PO Box 178 M

Gambling and Liquor Regulation wglivicgoviau

Atfachment 3

11 April 2016
i Our ref.
| CD/16/8136CD/16/8136%

Ms Debra Tegoni

Executive General Manager
_Legal & Regulatory Seérvices

Crown Melbourne Limited

8 Whiternan Street

SOUTHBANK VIC 3006

\yeen
Dear Ms Tegutii

' F:fth Casinc Review Recommeﬁdation 5 — Effectiveness of the use of player data
analytics

lreferto Crown’s upcoming presentation on their assessment of the effectiveness of the use
| of player data o assist in identifying problem gamblers to the Victorian Commission for
! Gambﬁng and Liguor Regulation {the Commission} at its meeting on 28 April 2016

To assist in your preparation, | have set out matters that the Commission would fike to
! explore, noting however that issuss thatmay be ralsad are not limited to the matters set out

below.
Generally, they relate to the following:
s the methodology that was adopted and the research bases upon which it was

| founded;
! ¢ the manner in which the methodology was implemented;

I o further analysis of results; and _ 7
j o what you consider to be the implications of the study for future activity.-

Methodology and sensitivity analysis

I
i . .
j Potential parameters to define problem gambling will depend on a range of factors including
| demographics and environment. The Commission would like to understand how the

| parameters were chosen for this study.

= Noting the reference to the SkyCity model, what other Australian and international
| research was used to set the parameters (ﬁags)’? For example, what was the basis

for setting the limits of :
- - $B00+ per session
- five times a week {(up to dally)’?

+ Did the selected parameters for this study fit with Crown’s own parameters which it
‘might use in the identification of problem gamblers under usual circumstances?

e Why was it determined that a minimum of two criteria needed to be met (ratherfhan
in certain circumstances, just one)?

« Do EGMs and table garhes represent similar levels of potential harm? The identified
parameters are the same for both (that is, $500 loss per session)

voﬁm
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VCGLR’s Fifth Review of the Casino
Operator and Licence pursuant to Section
25 of the Casino Control Act 1991 (Vic)
Recommendation 5

Sonja Bauer and Joseph Bufalino
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BLE GAMING .

To assess the effectiveness of the use of player data in relation to intensity,
duration and frequency of play as a tool to assist in identifying potential
problem gamblers, the VCGLR recommends that:

« Within 18 months, Crown Melbourne Limited trial for a reasonable period
the use of player data analysis as an initial indicator to identify players who
may be having problems with their gambling; and

* The Crown Melbourne Limited Board and Crown Limited’'s Responsible
Gaming Committee consider the effectiveness of the trial; and

« Crown Melbourne Limited provides a copy of the report on the outcome of
the trial to the VCGLR within 3 months of the report being considered by the
Responsible Gaming Committee and the Crown Melbourne Limited Board.

I’_‘
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Objective

» Using information from a trial for a reasonable period, provide an indication
of the effectiveness of using player data as a tool to assist in identifying
potential problem gamblers

RESPONSIBLE GAMING
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Limitations

Loyalty Program data
Reliance on card use

Not all Crown customers are members

NSIBLE GAMING
AY IN CONTROL
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Methodology

* Literature Review

» Selection of parameters

« Trial period was from 9 January 2015 to 17 April 2015 and was conducted
by Responsible Gaming department employees

RESPONSIBLE GAMING
STAY IN CONTROL

7

PE00” 20272000 1000 DDA



Parameters

1.

3.

Visitation frequency (five times per week up to daily) combined with levels of expenditure
on gaming machines ($500+ lost per session) over a period of time (intensity) (over one
month)

Multiple increases or disabling of pre-commitment limits (intensity) (over three months)
Change in expenditure over six months (by a factor of three up or down) (intensity)

Gambles for five or more hours without a break of 15 minutes or longer (duration) (one
month)

Gambles every day of the week over a period of time (frequency) (over one month)

Levels of expenditure on gaming machines ($500+ lost per session) over a period of time
(intensity) (one month)

Levels of expenditure on table games ($500+ lost per session) over a period of time
(intensity) (one month)

RESPONSIBLE GAMING
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Parameters contd.

« Parameter 1 is drawn from the SkyCity Auckland model, Parameter 6 is an

extrapolation of this

« Parameter 2 is a hypothesis that a person frequently increasing or disabling

limits altogether may be experiencing difficulty
« Parameter 3 seeks to identify behavioural change
« Parameters 4 and 5 are research based

« Parameter 7 was added after one month of the trial

RESPONSIBLE GAMING
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Parameters contd.

‘.... while frequency and intensity of gambling was a good warning
sign of potential problem gambling (as these behaviours were
commonly shown by problem gamblers), by themselves they were
not good at identifying a problem gambler as they did not
differentiate very well between problem and nonproblem
gamblers....

Thomas, A., Delfabbro, P. and Armstrong, A. (2014) Validation study of In-Venue Problem
Gambler Indicators, Gambling Research Australia
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Findings

In total, 1,014 customers were identified as having reached two or more
flags in the trial period (1.3% of 78,000 in the data source)

Of these customers, RGLOs were able to make personal contact on the
casino floor with 666 customers (respondents)

Of the 666 respondents contacted, 634 (95%) during the interview process
maintained that they were comfortable with their level of play and they did
not require any responsible gaming assistance

RESPONSIBLE GAMING .
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F

Indings
Of the 666 contacted respondents, 32 (5%) indicated that they had some
concerns with their gaming behaviours (0.04% of 78,000 in the data source)

These 32 respondents were provided with relevant responsible gaming
information and contact details for the RGSC

They undertook to contact the RGSC if they required assistance or had
further concerns with their gambling behaviours

As at 30 June 2015, one respondent (0.2%) subsequently contacted the
RGSC for further information (which was provided)

.’_‘
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Findings

« Separately, during the trial period, 102 customers (across the entire Crown
customer base) elected to self-exclude. Of these 102 customers, only four
(4%) were among the 1,014 customers who had reached two or more flags
during the trial

RESPONSIBLE GAMING
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Conclusion

The objective of the trial was to provide an indication of the effectiveness of
usin Iplayer data as a tool to assist in identifying potential problem
gamblers

The project was a useful exercise to determine whether the use of player
data in relation to intensity, duration and frequency of play is effective as a
tool to assist in identifying potential problem gamblers

Ba?ed on the trial conducted, it appears there is only limited value in this
too

.’_‘
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Conclusion contd.

Crown's view continues to be that the most effective means of identifying
potential problem gamblers is through the detection of observable signs of
problem gambling behaviour within the venue (e.g. stress, aggression, etc.)

Staff are trained to refer customers who seek assistance or who are
displaying other observable signs to RGLOs

This allows for the personalised and individually focused opportunity to
connect with the customer and discuss their gambling behaviours

RESPONSIBLE GAMING .
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6.1

Crown presentation — Trial to assess the eflecfiveness of the use of player data

The Chair welcomed Ms Debra Tegoni, Ms Sonja Bauer and Mr Joe Bufaline, from Crown
Melbourne Limited (Crown) o the meeting.

Members viewed a powsr point presentation and heard from Ms Bauer regarding Crown's
repart on the outcome of recommendation 5 from the Fifth Casine Review to assess the
effectiveness of the use of player data in relation to intensity, duration and frequency of play
as a tool to assist in identifying potential problem gamblers.

Members queried a number of matters from the presentation and were advised:

There were limitations to the trial as not all Crown customers are members of the
Lovyalty program. '

Setting the parameters for the triaf was very difficult and a literature review was
congjucted fo assist in selecting the parameters {flags). There was no research
idenfified that produced better parameters.

A total of 1,014 customers were identified as having reached two or more flags; of
which, 666 cusiomers were approached by a Responsibie Gambiing Liaison Officer
(RGLO); of which, 32 indicated they had concerns with thelr gaming behaviours; and
of which, one customer subsequently contacted staff for further information,
Separately, during the trial period, 102 customers across the entire Crown customer
base elected to self-exclude. Of these, four customers were among the 1,014
identified customers.

If custorners were net alone, they were not approached dus to privacy reasons.
Crown's view continues to be that the most effective means of identifying potential
problem gamblers is through the-detection of obiservable signs of problem gambling
behaviour within the venue. These signs include stress, aggressive behavior, visits {o
tha ATM, nof taking care of themselves and not engaging with their surroundings,
Every interaction is recorded and experience shows that customers are more likely to

engage when stressed.
Attachment 6
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Crown saw only fimited value in using player data as a means for identifying someone
as a problem gambler. It is considered that using the data to initiate interaction was
questionable. However they noted that affer the customer has been observed
exhibiting signs, there could be benefit in staff referring to such data to reinforce
observations and inform the subsequent interaction. It is a complex issue as not all
problem gamblers exhibit observable signs.

There are over B50 interactions par month and follow up is labour intensive with only
14 staff on the team. It is a balance to achieve the best outcorne with the resources
available. There are careful watching products avallable and Crown is using a -
combination of approaching customers and staff refetrals from the fioor.

In the course of the discussion, the Commission indicated to Crown that further information
would be beneficial in relation to:

L

whether any conclusions could be drawn by analysing data concerning the 348
individuais not contacted by Crown

in relation to the 102 patrons who excluded themselves in the relevant period,
whether analysis could oceur from that data set to determine whether there are any
common parameters/flags existing .

whether further sensitivity analysis could occur, for example concerning the impact of
increasing or decreasing the existing parameters/flags by 10% on the number of
customers identified.

Members also noted that there is further work which could be done to continue to assess how
player data could be useful in identifying problem gambling and to keep the dialogue cngoing,
the matter should be put on the agenda for the next regular mesting with the Crown Executive.

The Chair thanked the Ms Debra Tegoni, Ms Sonja Bauer and Mr Joe Bufalino for attending
and presenting to the meeting.

Upon receipt-of the further information (see above), the Commission will consider Crown's
progress with respect to Recommendation 5.
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Victorion Commission for
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1 June 2016
. Qur ref:CD/16/13067

Ms Debra Tegoni

Executive General Manager
Legal & Regulatory Services
Crown Melbourne Limited

8 Whiteman Street
SOUTHBANK VIC 3006

Deloron
Dear Ms oni

Presentation to6 the Commission — Fifth Casine Review Recommendation 5 —
Effectiveness of the use of player data analytics

On behalf of the VCGLR Executive and Commissioners, | would like to personally thank you,
Ms Sonja Bauer and Mr Joe Bufalino for your presentation and subsequent discussion on the
Fifth Casino Review Recommendation 5 at the April Commission meeting.

The Commission remains committed to exploring the use of player data to identify problem
gambling. This will build on Crown’s already strong delivery of responsible gaming, and
potentially provide alternative avenues for proactive intervention.

In my letter of 11 April (our reference CD/16/81386) | outlined some questions around the

methodology of the study undertaken by Crown on the use of player data, and whether

tweaking the criteria might broaden the potential number of parties subject to contact by
- Crown under the trial.

At the Commission meeting three points in particular were raised:
« whether any conclusions could be drawn by analysing data concerning the 348

individuals not contacted by Crown

s in relation to the 102 patrons who excluded themselves in the relevant period, whether
analysis could occur from that data set to determine whether there are any common
parameters/flags existing

¢ whether further sensitivity analysis could oceur, for example concerning the impact of
increasing or decreasing the existing parameters/flags by 10% on the number of
customers identified.
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“VACTORIAN COMMISSION TOR
22 June 2016 : : GAMBIING AND 1EGUOR REGULATION
RECEIVED

Ms Catherin‘e Myer:s. ’ ‘ ] 23 JUN 2016

Chief Executive Officer

Victorian Commission for Gambling and Liguor Regulation
49 Elizabeth Street

NORTH RICHMOND VIC 3121 ) REC BY vt ecsinercoasine oo e

2l :

Dear Ms Myers”
Presentation to the Commission - Fifth Casino Review Recommendation 5 — Report on irial to assess the
effectiveness of the use of player data analysis {“Report”} :

| refer to your letter dated 1 june 2016, seeking further information about three points raised at the
Commission meeting at which Crown presented its Report and its methodology in response to the
Commission’s Recommendation 5 of the Fifth Cosino Licence Review,

Each query you have raised is responded to in turn:

1. Whether any conclusions could be drawn by analysing data concerning the 348 individuals not
contacted by Crown. :

The triol identified 1,014 customers whose recorded activity reached two or more flags’ (as detailed
in the Report). As we confirmed with you ot the meeting, Crown’s goal was to make contact with all
identified customers, however, due to operational ond privacy reasons, 348 were unable to be
contacted. For example, ‘where identified customers were with fnends/fam:ly, staff would not
approach and attempt to do so ot a later date. Further, as identified customers were located via an
active page to Responsible Gaming Liaison Officers (“RGLOS”), once RGLOs attended the identified
location, the identified customers were sometimes no longer present. On occasion, RGLOs may also
have been required or occupied in other activities such as performing self-exclusions etc. We confirm
that all contacts were indiscriminate, with the limitation only of operational and privacy matters, and
were not due to any partlcuiar flags or other restrictions. No individual patron wos excluded from the
trial. :

Accordingly, we consider that the data afane would be insufficient to draw any further conclusions
w:thout customer contact. :

2. In relation to the 102 patrons who exéluded themselves in the relevant period, whether analysis

coutd occur from that data set to determine whether there are any cammon parameters/féags
existing. N

LEGAL_176538.3

Crown Melgourng Limited ABN 46 006 G73 262
8 Whiteman Street Southbank Victoria 3006 Australia Telephone +61 3 9292 8888 Facsimile +61 3 9292 6600
crownmelbourne. com.ad
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TIM PALLAS MP STATE MEMBER FOR TARNEIT

Shadow Treasurer | Shadow Minister for Employment

¢: NG - R \\: timpalias.com.au

1 Duncans Road Werribee VIC 3030 | PO Box 836 Werribee 3030

ATIACHAMeAT T

Mr Rowen Craigie

Chief Executive Officer and Managing Director
Crown Resorts

Level 3, Crown Towers

8 Whiteman Street

Southbank VIC 3006

16 September 2014

Dear Mr Craigie,

| write regarding the Casino and Gambling Legislation Amendment Bill 2014 (the Bill) and Labor’s
recent discussions on the Bill,

Please see below commitments from Crown Melbourne (Crown) essential to securing the Victorian
Parliamentary Labor Party's support for the Bill.

RETRENCHED WORKERS RETRAINING PACKAGE (Four years)

Crown will offer accredited training places to 500 retrenched Victorian workers over the next 4
years. After the completion of their training, these workers will receive a certificate of qualification
and will have the opportunity to apply for jobs at Crown or elsewhere within the hospitality and
related industries.

INCREASED RESPONSIBLE GAMBLING RESOURCES (Duration of the licence)

Crown will increase resources for its 24/7 Responsible Gaming Support Centre (RGSC). The Centre
will be resourced by an additional two Responsible Gaming Liaison Officers (RGLOs) (a 40% increase)
and one additional Responsible Gaming Psychologist (RGP) (a 50% increase). RGLOs are specially
trained in all aspects of Crown’s RSG programs and are supported in Melbourne by Responsible
Gaming Psychologists and a Chaplain to assist those customers who may be experiencing difficulties
with their gambling behaviours. This increase will have a focus on automated tables.
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JICTORIAN COMMISSION FOR
(mk:nlf !Lfr?j\:\'{) LIQUOR REGULATION
RECEIVED
Rowen Craigie 18 OCT 201
Chief Executive Officor
EC BY e 2

By Mail and Email ATiA UAMENT |

13 October 2014

Mr Bruce Thompson

Chairman

Victorian Commission for Gambling and Liquor Regulation
49 Elizabeth Street
NORTH RICHMOND VIC 3121

Dear Mr Thompson

Agreement between Crown Melbourne Limited and the State of Victoria — Application to the Victorian
Commission for Gambling and Liquor Regulation (“Commission”),

I refer to your letter dated 24 September 2014 inviting Crown Melbourne Limited (“Crown”) to make a
submission as to how, if application under section 16 of the Casino Control Act 1991 (Vic) (“Act”) is
granted, Crown will foster responsible gambling in order to minimise harm caused by problem gambling
and accommodate those who gamble without harming themselves or others.

1. Background

Crown has demonstrated a consistent and ongoing commitment to the responsible service of
gaming since its inception. Several of Crown’s responsible gaming initiatives and programs have
been in place since the Melbourne casino’s opening in 1994. In March 2002, Crown introduced
a world first in responsible gaming initiatives by establishing a Responsible Gaming Support
Centre at Crown.

The Responsible Gaming Support Centre, which operates 24 hours a day, seven days a week, is a
facility which includes a dedicated team of Responsible Gaming Liaison Officers, Responsible
Gaming Psychologists, a Chaplaincy Support Service, support staff and managers who are tasked
with implementing Crown's responsible gaming initiatives and providing a focal point for
interacting with customers who may need support. In addition to implementing responsible
gaming programs and services, the Responsible Gaming Support Centre (“Centre”) employees
also develop, implement and deliver responsible gaming training to relevant Crown staff.

In light of the proposed variations to the Casino Licence which would enable Crown to install
more gaming product, Crown considers that the most effective way to assist in minimising any
harm caused by problem gambling is to increase its resources that are already expert in and
targeted to this area at Crown, together with leveraging those resources to assist both

customers and staff alike. Crown Rosorts Umftod
ABN 39 125 704 953

Crown Towers

8 Whiterngn Stree!

Southbank 3006

Victoria Australia

Tol: +613 D292 8866
Fax: +6139292 8815
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Casino and Gambling Legislation Amendment Bill 2014 (“Bill”} and Crown’s Increased
Responsible Gambling Resources Commitment

As an autcome of the discussions to secure the Victorian Parliamentary Labor Party’s support for
the Bill, Crown has committed to increase its responsible gambling resources available at the
Centre. These commitments include increased responsible gambling resources namely:

& a40% increase in the Centre’s resources with an additional two Responsible Gaming Liaisan
Qfficers; and

e a 50% increase in the Centre’s resources with an additional Responsible Gaming
Psychologist.

2.1 Responsible Gaming Liaison Officers

Crown currently employs five full time Responsible Gaming Liaison Officers who operate
from the Centre and are specially trained in all aspects of Crown’s responsible gaming
programs. The Responsible Gaming Liaison Officers provide dedicated responsible
gaming services and are supported by Responsible Gaming Psychologists and a
Chaplaincy Support Service to assist customers who may be experiencing difficulties
with their gambling behaviours. Crown will increase these services by 40%, employing
two additional full time Responsible Gaming Liaison Officers.

2.2 Responsible Gaming Psychologists

Crown currently employs two highly skilled and casino experienced Responsible Gaming
Psychologists who operate as part of and in the Centre. They provide a number of
responsible gaming services including counselling and referral for customers. Both are
currently engaged in a part time capacity, with the combined hours equalling one full
time employed position. In addition to extensive experience in the responsible gaming
field, they are highly experienced in other complementary areas. Their skills and
expertise are highly specialised and valued as part of Crown’s responsible gaming suite
of services. Crown will increase these services by 50% and so endeavour to employ one
additional part time Responsible Gaming Psychologist with relevant skills, expertise and
experience. Depending on the outcome of the search for this person, Crown can
increase the services provided by its current two Psychologists to ensure appropriate
support and specialisation of experience. Accordingly, Crown will employ an additional
apiropriately qualified part-time resource or alternatively increase the resources
provided by the current Responsible Gaming Psychologists by increasing their respective
hours werking at and from the Centre by an additional 50% by the end of June 2015.

Discussions with the Labor Party aiso resulted in Crown needing to ensure that the increase in
responsible gambling resources would have a focus on automated tables. We also note the
Commission’s statement that problem gambling is very often associated with the playing of
electronic gaming machines. Accordingly, Crown has considered how its increased responsible
gambling resources as now committed may most effectively be implemented.

89



VCG.0001.0002.7024_0053

Page 3
13 October 2014

3. Additional Resources Focus — Electronic Gaming Machines and Fully Automated Table Games
3.1 Responsikle Gaming Psychologists

The 50% increase in resources provided by the Responsible Gaming Psychologists will
provide for the foliowing additions to their services:

e The design and delivery of an ongoing and specialised training program for
Responsible Gaming Liaison Officers. This training will focus on electronic gaming
machines and fully automated table games products and wiil be created with the
benefit of the expertise of, and facilitated by, the Responsible Gaming
Psychologists.

s The creation, design and co-delivery of an electronic gaming machines focussed
ongoing training program to Crown’s Gaming Machines operational management
{some 30 managers). Crown submits that a focus on managers is important as it
aligns with Crown’s Responsible Gaming “referral model” which recognises that not
all staff have the skills, nor can they be expected to deal with or have expertise to
recognise and deal with matters relating to the responsible service of gambling.
Accordingly, they are trained and encouraged to refer any concerns to those who
do have expertise and appropriate training, namely their individual managers and
the Centre staff including the Responsible Gaming Liaison Officers. Using the
Productivity Commission 2010, Gambling, Report no. 50, Canbherra, and publications
available from the Victorian Responsible Gambling Foundation as a guiding source
for the training information and content, where key concepts on which the training
will focus will include observable signs, odds of winning, common gambling myths,
Player Information Displays and pre-commitment features (cnce finalised).

e The creation, design and co-delivery of a fully automated table games focussed
ongoing training program for Crown’s Table Games operational management (some
65 managers). The training will include observable signs, odds of winning, common
gambling myths and Player Information Displays.

e Expanded contact with relevant community based services.

s Increased hours that extend the Responsible Gaming Psychologists’ on-site
availability and provide additional service hours and flexibility, including additional
support hours for staff working with responsible gaming matters and face-to-face
customer counselling.

The increased services and resources will take effect before 30 june 2015.

3.2 Responsible Gaming Liaison Officers
The 40% additional resources of two additional full time employed Respensible Gaming
Liaison Officers will also provide the following increases and additions to the current
duties of Responsible Gaming Liaison Officers:

e Participation in Responsible Gaming Psychologists designed staff training with a
focus on electronic gaming machines and fully automated table games.

s Co-delivery of a fully automated table games focussed ongeing training program for
Crown’s Table Games operational management (see relevant comments and
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