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.....,~Victorian Commission for 
~ Gambling and Liquor Regulation 

Recommendation 5 of the Fifth Casino Review 

Recommendation 

1. That the Commission: 

TRIM ID: DB/16/36 

(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'Donohue 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 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; 

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

Crown Melbourne Limited provide a copy of the report on the outcome of the trial 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 meeting, the Commission queried aspects of the trial report and requested a 
presentation from Crown in relation lo 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). 
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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 !he relevant period, whether 
analysis could occur from that data set to determine whether there are any common 
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 2016, Crown provided a response (Attachment 8). In summary, Crown's response 
was as follows: 

• In relation to question 9(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. 

• In relation 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 !his data to determine whether 
any meaningful or common themes can be identified. Crown will consider this internally and 
will update the Commission. 

• In 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 gamblers, 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: 

• On 3 September 2014, the Casino and Gambling Legislation Amendment Bi/12014 was 
introduced to Parliament. 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/16136 Page2 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 2417 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). 

• 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). 

• 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:-

TRIM: 08116136 Page3of 3 
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5 2 1 Attachment 1 

20 November 2015 • 
By email:··········· 

Mr Rowan Harris 

Victorian Commission for Gambling and liquor Regulation 

Level 3, 49 Elizabeth Street, North Melbourne VIC 3121 

Dear Rowan 

Section ZS Review - Recommendation S Report 

Recommendation S of the Section 25 Review stated: 

Attachment 1 

To assess the effectiveness of the use of player do to In relation to intensity, duration and frequency of 

play as a tool to assist In identifying problem gamblers, the VCGLR recommends that: 

• Within 18 months, Crown Melbourne Umited trial for a reasonable period the use of player 

data analysis os on initial indicator to identify players who may be having problems with 

their gambllng; and 

• The Crown Melbourne Limited Board and Crown Limlted's Responsible Gaming Committee 

consider the effectiveness of the trial; and 

• Crown Melbourne limited provides o copy of the report on the outcome of the trial to the 

VCGLR within 3 months of the report being considered by the Responslble Gaming 

Committee and the Crown Melbourne Limited Board. 

In accordance with Recommendation S, Crown Melbourne Limited has now completed the trial and 

'the report on the trial has been considered and endorsed by the Crown Melbourne limited Board and 

the Crown Resorts Limited Responsible Gaming Committee. 

A copy of that report and copies of the following are attached: 

• Written Circular Resolution of the directors of the Crown Melbourne Limited Board dated 4 

November 2015; and 

-• Minutes of the meeting of the Crown Resorts limited Responsible Gaming Committee dated 

12 November 2015. 

Crown Melbourne has now completed all Recommendations of the Section 25 Review. 

egoni 

Executive General Manager- Legal & Regulatory Services 

LEGAL_131850.1 Crown M elbo urn• Lim ited ABN 46 006 973 2 62 

8 Whi teman St re et Southba nk Victoria 3000 Austra l ia Telephone •61 3 9292 8880 Facsimile +61 3 92 92 6 600 

crownmelbourne.com.au 
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Crown Melbourne limited- Responsible Gaming 

RESPONSIBLE GAMING 
STAY IN CONTROL II 

September 2015 

Introduction 

Crown Melbourne's Commitment to the Responsible Serviee of Gaming 

Crown Melbourne (Crown) has been committed to the Responsible Service of Gaming (RSG) 

sirite inception. Crown has led the way in RSG initiatives, including the establishment ofthe 

Responsible Gaming Support Centre (RGSC) in 2.002, the introduction of Crown's voluntary 

time and loss limit setting program (in place since 2003) and its unique array of available 

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: 

• Offers support, assistance and referral and is available 24 hours a day, seven days a 

week; 

• Has available RGlOs; 

• Provides strategies to assist customers in managing their gambling behaviours to 

foster responsible gambling and prevent difficulties from arising; 

• 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; 

• Provides information regarding self-exclusion for customers who wish to exclude 

themselves from the casino anc! manages Crown's Self-Exclusion Program; 

• Is 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. 

Tralningfor 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 to RGLOs, 

either directly or via their manager. Further, senior managers in relevant departments, 

including gaming, participate in more advanced responsible gaming training. 

The establishment ofa Crown Resorts Board Committee dedicated to overseeing RSG at 

Crown Melbourne and Crown Perth; the continued development and delivery of extensive 

Confidential 
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September 2015 

RSG training programs for staff; the implementation of the Crown Responsible Gambling 

Code of Conduct 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 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 

e 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. 

Crown Trial 

Crown 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 rooms and other 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 (induding 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 

selected 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 

consistent 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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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 tool to assist in identifying 
potential problem gamblers. 

It is believed that player data may provide initial indkators 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 January 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 
three month period. This represented approxiinatery 78,000 members. 

The parameters1 (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) 

1 These parameters have been c•refully considered. 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 limit> altogether may be 
experiencing difficulty. Parameter 3 seeks to identify behavioural change. Parameters 4 and 5 are research based. 

Confidential 3 
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4. Gambles for five or more hours without a break of 15 minutes or longer (duration) 

(one month) 

5. Gambles every of the week over a of time (frequency) (over one month) 

6. Levels of expenditure on gaming machines ($500+ lost per session} over a period of 

time (intensity) 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'.3 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 maintalning 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 

~~~:a~~:r;~~=;ent rieceives ;.,formation about a customer's potenti~I problem gambling behaviour from a 
v~rieru· nf<n111rce< When the customer themselves is not the informant, this is deemed a Third Party report. This Third Palty 
information comes from staff, other customers, famrly members, friends, other reporting data, problem gambling counselkirs 
et al. 
Re>ponsible Gaming Liaison Officers (llGlO) will act on this information received as best as appropriate. lfthe customer is a 
Crown Slgnature Club member, the member identifier is placed on a pager that wi!i alert when the customer next uses their 
Crown Signature Club card in a gaming device. The RGLO will then attend. 
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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 gambllng behaviour within 

the venue (eg. 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 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. 

5 
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• 
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: 

!ly Invitation: 

Apologies: 

Minutes of Meeting held on 10 
August 2015: 

Matters Arising: 

John Horvath (Chair) 
Rowena Danziger (by telephone) 
Rowen Craigie 

Michael Neilson (Secretary) 

Sonja Bauer (Crown Melbourne) 
Josh Preston (Crown Perth) (by telephone) 
Melanie Strelein {Crown Perth) (by telephone) 
Andrew Menz (Betfair/CrownBet) (by telepho11e) 
Mary Manos (Crown Resorts limited] 

Debra Tegoni (Crown Melbourne) 

BUSINESS 

It was resolved that the Minutes of the Responsible Gaming 
Committee Meeting held on 10 August 2015 be approved. 

Crown Melbourne Response to Recommendation 5 of VCGLR Section 
25 Review 

The draft Report for submission to the VCGLR on the trial co11ducted 
by Crown Melbourne in response to Recommendation 5 of the 
VCGLR Review was presented to the Committee, 

G:\<:rown Umited\Legal\MEETINGS\Crawn - Responslbl& G11mln; Ccmmittmi\:1:015\6.12 Novemb,gr\l. DMFr Mlnui.es c-f RSG M~e1iri;g (25 ~pt-ember 2015).doc Paga1of4 
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Crown Melbourne Responsible 
Gaming Report: 

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 Report for delivery to the 
VCGLR. 

Self Exclusion Revocation Procedures Comparison 

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

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

The Committee suggested this needed to be ;i more detailed review 
which tested the ;ippropriateness 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 revlew. 

The Crown Melbourne Responsible Gaming Report was taken as 
read. 

Sonja Bauer spoke to the Report noting the responsible gaming 
initiatives which have occurred at Crown Melbourne since the last 
update Jn 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-corrimitrrient system - YolirPlay; arid 

the proposed actiVities for Responsible Gambllng 
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 
Counsel of the VCGLR, at the Responsible Gaming Support Centre 
was also noted. 

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

G:\Cwwn Llmlted\llllg:al\MEETJNG5\CrCWn - Resi:ion~:bl-e Gar'niflg Commllte-e\Z01$\fi, 12 No11ember\1 DRAFT M!nµt~:> of.~SG M.eetl,.g{2:S S.!!p-t~mber 2015),dtJc 
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Crown Perth Responsible Gaming 
Report: 

Betfair I CrownBet Responsible 
Gaming Report 

The Crown Perth Responsible Gaming Report was taken as read. 

Melanie Strelein spoke to 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 summarv of key issues 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 

the involvement of Crown 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. 

It was resolved that the Crown Perth Responsible Gaming Report be 

noted. 

The Betfair and Crown Bet Reports were taken as read. 

Bet/air 

Andrew Mem spoke to the Report noting the responsible gaming 

initiatives which have occurred at Betfair and Crown Bet since the 

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

noted: 

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. 

G:~\Cr.own Llmlted\L,..g.il\f0EETlNGS\Cww11 • R.~iporislb!!l Ganiirig Comrnittsi.\2:015\5, 12 Nov.irnber\1, OA:AFf Mli',lJt!!.s of R5(i Meetl'lR iis S~1-1t~mber 2015),dae Paoe-3of4 
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Gaming Emlironment Scan: 

Future Meetings: 

Closure: 

5 2 I Attachment l 

It was also noted that It is intended that a link to the AFL's 
responsible gambling video be placed on the Betfalr website. 

The 2015/16 first Quarter Statistics were presented to the 
Committee, It being noted that there has been a reduction In 
account re·actlvatlon requests following closure as a result of self· 
exclusion. 

CrownBet 

In relation to CrownBet, the following Items were noted: 

the roll out of the Responsible Gaming e·module training; 
and 

the participation of CrownBet In the Federal Government's 
review into illegal offshore wagering. 

It was noted that the Northern TerritOJY Racing Commission is due 
to release Its Responsible Gambling Code of Practice for on line 
sports operators which Is expecteCl to largely formalise the existing 
responsible gambling measures 0-ownBet has ln place. 

The Committee requested that it be provided with 11 copy of the 
Code of Practice once released. 

It was resolved that the Betfair I CrownBet Responsible Gaming 
Report be noted. 

The Gaming Environment Scan papers were taken as read. 

The Committee noted the on line focus of much of the commentary. 

It was resolved that the Gaming Environment Scan Report be noted. 

2015 Meeting Dat~s 

The 2015 Committee meetiqg da.tes were noted. 

There being no further business, the meetlllg was declared dosed at 
1.0Spm. . . 
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Crown Melbourne limited 
(ACN 006 973 262) 

Written Resolution of the Committee made in accordance 
limited Constitution 

the Crown Resorts 

We, being a!I the directors of the Comp~ny at the date of this elm.dating resolution, entitled to receive notice 
of a meeting of directors and to vote on the resolutions contained in this drculating 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 more of the 
directors. 

Backgroond: 

on 10 Juiy 2013 as a rewlt of the Fifth Review of the casino Operator and Licence pursuant to Section 25 of 
the Casino Control Act 1991 (Vic) {s 25 Review), the Victorian Commission for Gambling and liquor 
Regulation (VCGl.R) recommended that: 

., Within 18 months, the Company trial for a reasonable period, the use of player data to assess the 
effectiveness of the use of player data as a tool to assist in Identifying potential problem gamblers; 

" The Board and the Crown Resorts Llmlted's Responsible Gaming Committee consider the 
effectiveness of the trial; and 

" The Company provide a copy of the report on the outcome of the trial (Section 2S Review Report) to 
the VCGlR within 3. months of the report beins considered by the Responsible Gaming Committee 
and the Company. 

The Directors acknowledge having recelved 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. 

Resoluilons: 

Having reviewed the Section 25 Re11lew Report, each director resolves to approve the Section 25 Review 
Report for delflrery to the VCGLR accordance with Recommendation 5 of the s 25 Review .. 

VCG.0001.0002.7024_0015 
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Signed: 

·;N·~~-~i'j~t,·,;-HcN~~~~····' · · · · '~;; ...... 
Date: 

Sisned: 

............ ................................. .......... 
Nam!'.:ifowen.scra1g1e · · 

...... . ......... •_! .•_..:!- • .,,! . ; ......... · ~· ....... ~ .. 
Na~e: Rowena.Dani.iger 

·pate: Date: 

Signed: Signed: 

·-;. ~ ; .• ·~ .•. ,•,;, i•• '•' ~ .......... ·••·••··• ..•.....••.. 
Name: .Rij;J)ard Kevan Gosper · 

. ............ .............. · ........ ~ ..................... ~ 
Name: John S liorvath 

Date: Date: 

Signed: Signed: 
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0

M
0

Sa
0

rt~r.---- · -- ·-· ·--.· . 
........................... ··.l -... ~-:-~ ·¥···· .. "'II'" •••• • 

Name: Barry J Felstead 

Date: Date: 

-------~--------
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Signed: 

. . . . . . . . ...... -.. -............. .. .. ~ . . . . . . . . 
Name: James D Packer 

Date: 

Signed: 

Name: Rowen B Cralgle 

Date: 

Signed: 

··N·~~~-:.iii~h·~;ci·K:~~~G~spe;· ......... . 

Date: 

S111ned: 

...................... ........... ... .. .... -... ... 
Name: Kenneth M Barton 

Date: 
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Name: John H Alexander 

Date: 

Signed: 

Name: Rowena Danziger 

Date: 

Signed: 

Name: John S Horvath 

Cate: 

Signed; 

··N"a;,:.e~-s~·,;; ;·;:ei;teti···· · ··· .. ....... ·· 
Date: 
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Signed: 

-· -····· ... --·-·-------:--.... -.. --· -·. ·· ·.~··· · .. 
Name: James D Packer 

Date: 

Date: 

Signed: 

··N~~~TRi~ii~·;ci·i<~:;;~·6~p~;:········· ·· 

Date: 

Signed: 

.. , - . 
. ......... ..... .. .......... .... .. ... 9 ... ., . ..... . . .. ..... . . - . 

Name:· Kenneth M Barton 

Date: 
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Signed: 

Na.me: John H Alexander 

Date; 

Signed: 

..................................... .... .. ; ...... :.: ...... ~ ..... 
Name: Rowena Danzlger 

Date: 

Signed: 

'·N;~;'j~i;~·s·H;~~rt,'·· ··· · ·····'-'·· ·· ~' 

Date: : 

Signed: 

Date~ 

PIQt2012 

55 



Signed: 
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4.3 Fifth Casino Review . the outc(lm&s Qf outstanding recommendations 5 and 8 

Members noted the receipt of reports on the. outcomes of ~eoommendations 5 and 8, being the 
last two outstanding iitems from the· Fifth Casino Review. 

Members discussed and queried aspects of ~he reports provided by Crown in particular !tie 
metl\odology used In the .trial to assess the· effeotiveness of the use of player data_ Members 
requested a presentation fmm Crown in relation to the report prepar,e-d in response to 
Recommendation 5. 
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Victorian Commission for 
Gambling and liquor Regulation 

49 EllZ!1befh Street, Richmond VIC .3121 
GPO Box J 988, Melbourne VIC 3001 
T: 1300 182 457 
www.vcglr.vk.gov.au 

At~achment 3 
11 April 2016 

Ms Debra Tegoni 
Executive General Manager 
Legal & Regulatory Services 
Crown Melbourne Limited 
8 Whiteman Street 

' SOUTHBANK VIC 3006 

~\j\O\._ 
Dear Ms J@§Orii 

/'-· 

Our ref: 
CD/16/8136CDl16/8136* 

Fifth Casino Review Recommendation 5 - Effectiveness of the use of player data 
analytics 

I refer to Crown's upcoming presentation on their assessment of the effectiveness of the use 
of player data to assist in identifying problem gamblers to the Victorian Commission for 
Gambling and Liquor Regulation (the Commission) at its meeting on 28 April 2016. 

To assist in your preparation, l have set out matters that the Commission would llke to 
explore, noting however that issues thatmay be raised are not limited to the matters s.et out 
~~ . . I 

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

founded; 
• the manner in which the methodology was implemented; 

.. further analysis of results; and 

.. what you consider to l::Je the implications of the study for future activity.· 

Methodology and sensitivity analysis 

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 mode[, what other Australian and international 

research was used to set the parameters (flags)? For example, what was the basis 

for setting the limlts of : 
$500+ per session 
five times a week (up to daily)? 

• 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? 

Why. was it determined that a minimum of two criteria needed to be met (rather than, 

in certain circumstances, just one)? 

.. Do EGM.s and table games represent similar levels of potential harm? The identified 

parameters are the same for both (that is, $500 loss per session) 
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5 2 3 · /\ttachment 3 

ff different limits were considE;!red for some of thEl_ parameters used to indicate problem 
gambling, how would this affibqt'the .. resi.tltS.?: . .. ;: t; ·,, 

'i' . ·i . '• .:~· .. : '?-~./; ! 

• What would be the impact on the size of the contact field if there had been a change 
in criter'la - for example, relaxing the Hmlt to $100 per session instead of $50()? Or 
gambling 'twice (or more) per .week' instead of 'five (or more) times per week'? 

Implementation 

Contact was made with 666 of the 1014 patrons meeting a minimum of two criteria. 

• What were the main reasons for not being able to make contact with the.other 348 
identified? · 

,• 

• Were there any common characteristics in the group 666 that were able to be 
contacted? That is, are those 666 in some way distinct .from the 348 that could not 
be? 

• Do the 666 contacted people provide a suitable cross-section of respondents? 

• In contact with the 666 identified persons, what measures wer.e employed to ensure 
the reduction of 'false negatives' regarding self-identification of problem gambling? 

Analysis of results 

The Commission would like to understand the results of this study in the context of othet 
responsible gatribling initiatives. · 

• Do we 1<now the reasons for the 102 self-exclusions during the same period? While 
just f.<;>ur of tho\)e people electing for self-exclusion would have been flagged by this 
study (meeting two or more criteria), i.s there anything:that could be drawn from the 
remaining 98 in respect of the parameters/flags used for this study? 

• Are there any differences between the rates of self-identified problem gambling 
following standard R$G intervention (observation alon~) and those following contact 
made under this study? · · 

Jmplicafio.ns for furtf)r;1r activity 

.Can Crowl) outline how they will continue to Lise player data in conjunction with · 
qpservable signs to detect customers who may be experienCing difficulties? 

If you wish to discuss any matter relating to Crown's attendance at the Commission meeting, 
please feel free to contact me on 

Regards 

Catherine Myers 
CEO 
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Direct Line: 
Direct Fax: 
E-mail: 

By Email and post -

3 May 2016 

Ms Catherine Myers 
Chief Executive Office 

5 2 4 Attachment 4 

• 

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

Dear Ms Myers 

Section 25 Recommendation 5 

Attachment 4 

I refer to our meeting on Thursday, 28 April 2016 at your offices in Richmond where Sonja 

Bauer, Joseph Bufalino and I presented on Section 25, Recommendation 5. As requested, 
please find attached a copy of the slides presented. 

As you would be aware, this information Is commercially confidential to Crown Melbourne 

and it is provided to the Commission in the performance of their regulatory functions. Crown 
anticipates that it will be treated in .the usual confidential manner and not disclosed to any 

third parties, pursuant to the secrecy provisions of the Gambling Regulation Act 2003 (Vic) 
including the following: 

10.1.30 General duty of confidentiality 

(1) A regulated person must not, directly or indirectly, make a record of, or 
disclose to someone else, any protected information acquired by the person in 
the performance of functions under a gaming Act or gaming regulations. 

Should you require al nl yl al dl dlitlio
1
nal information regarding this matter, please don't hesitate to 

contact my office on 1 

Debra T egoni 
Executive General Manager - Legal and Regulatory Services 

LEGAL_165136.l crown MOlbourno Llmlt"d ABN 46 006 073 2152 

8 Whiteman Stroot Sou lh bonk Victoria 30015 Auatralla Telephone +151 3 0292 BBBB FacsimilC> ~61 3 9292 6600 

crownmelbourne.com.au 
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5.2.5: Attachment 5 

VCGLR's Fifth Review of the Casino 
Operator and Licence pursuant to Section 
25 o·f the Casino Control Act 1991 (Vic) 
Recommendation 5 

Sonja Bauer and Joseph Bufalino 
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5.2.5: Attachment 5 

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. 
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5.2.5: Attachment 5 

Objective 
• Using1 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 
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5.2.5: Attachment 5 

Limitations 
• Loyalty Program data 

• Reliance on card use 

• Not all Crown customers are members 

70 

< 
0 
(j) 
0 
0 
0 _. 
0 
0 
0 
I\) 

'....J 
0 
I\) 

.~ 
0 
0 w w 



5.2.5: Attachment 5 

Methodology 
• Literature Review 

• Sel'ection of parameters 

• Trial period was from 9 January 2015 to 17 April 2015 and was conducted 
by Responsible Gami1ng department employees 
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5.2.5: Attachment 5 

Parameters 
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) 

4. Gambles 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 month) 

6. Levels of expenditure on gaming machines ($500+ 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) 
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5.2.5: Attachment 5 

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 
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5.2.5: Attachment 5 

Parameters contd. 
' .... while frequency and intensity of gambling was a good warn ing 
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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5.2.5: Attachment 5 

Findings 
• In total, 1,014 customers were identified as having reached two or more 

flags in the trial period (1.3o/o 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 
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5.2.5: Attachment 5 

Findings 
• Of the 666 contacted respondents, 32 (5o/o) indicated that they had some 

concerns with their gaming behaviours (0.04°/o 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°/o) subsequently contacted the 
RGSC for further information (which was provided) 
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5.2.5: Attachment 5 

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°/o) were among the 1,014 customers who had reached two or more flags 
during the trial 
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5.2.5: Attachment 5 

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 
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5.2.5: Attachment 5 

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 
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6.1 . Crown presentation - Trial to assess the effectiveness of the use of player data 

The Chair welcomed Ms Debra Tegoni, Ms Sonja Bauer and Mr Joe Bufalino, from Crown 
Melbourne Limited (Crown} to the meeting. 

Members viewed a power point presentation and heard from Ms Bauer regarding Crown's 
report on the outcome of recommendation 5 from the Fifth Casino 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 !imitations lo the trial a;;; not all Crown customers are members of the 
Loyalty program. 
Selling the parameters for the trial was very difficult and a literature review was 
conaucted to assist in selecting the parameters (flags). There was no research 
identified that produced better parameters. 

• A total of 1,014 customers were identified as having reached two or more flags; of 
which, 666 customers were approached by a Responsible Gambling Liaison Officer 
(RGLO); of which, 32 indicated they had concerns with their gaming behaviours; and 
of which, one customer subsequentry 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 customers were not alone, they were ncl approached due to privacy reasons. 
Crown's view continues to be !hat the most effective means of identifying potential 
problem gamblers is through the detection of observable signs of problem gambling 
behaviour within the venue. These signs include stress, aggressive behavior, visits to 
the ATM, not taking care of themselves and not engaging with their surroundings. 
Every inieraction is recorded and experience shows that customers are more likely to 
engage when stressed. 
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Crown saw oniy limited value in using player data as a means for identifying someone 
as a problem gambler. It is considered that using the da!a to initiate interaction was 
questionable. However they noted that after the customer has been obseived 
exhibiting signs, there could be benefit in staff referring lo such data to reinforce 
observations and inform the subsequent interaction. II is a complex issue as not all 
problem gamblers exhibit observable signs. 
There are over 650 interactions per month and follow up is labour intensive with only 
14 staff on the team. It is a balance lo achieve the best outcome with the resources 
available. There are careful watching products available and Crown is using a 
combination of approaching customers and staff referrals from the floor. 

Jn the coL1rse of the discussion, the Commission indicated to Crown that fu1iher.inforrnation 
would be beneficial in relation to: · 

• whether any conclusions could be ,drawn by analysing data concerning the 348 
individuals not contacted by Crown 
in relation to the 102 patrons who excluded themselves in the relevant period, 
whether analysis could occur from that data se! to determine whether there are any 
common parameters/flags existing 
whether further sensitivity analysis could occL1r, for example concerning the impact of 
increasing or decreasing the existing parametersfflags 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 da!a could be useful in identifying problem gambling and to keep the dialogue ongoing, 
the matter should be put on the agenda for the next regular meeting 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 
prog~ess with respect to Recommendation 5. 
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Victorian Commission for 
Gambling and Liquor Regulation 

49 Elizabeth Stmel, Richmond VIC 3121 
GPO Box 1988, Melbourne VIC 3001 
T: 1300 182 457 
www.vcgfr.vic.gov.ou 

Attachment 7 

1 June 2016 

Ms Debra Tegoni 
Executive General Manager 
Legal & Regulatory Services 
Crown Melbourne Limited 
8 Whiteman Street 
SOUTHBANK V!C 3006 

,[).ebr~ 
Dear Ms ~oni 

Our ref:CD/16!13067 

Presentation to the Commission - Fifth Casino Review Recommendation 5 -
Effectiveness of the use of player data analytics 

On behalf of the VCGLR Executive and Commissioners, I 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/16/8136) I 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 

.. in relation to the 102 patrons who excluded themseives 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 occur, for example concerning the impact of 
increasing or decreasing the existing parameters/flags by 10% on the number of 
customers identified. 

ORIA 
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5 2 ?· /\ttachment 7 

The Commission looks forward to receiving further information from Crown in relation to the 
above points. 

If you have any questions or wi.sh to discu~s any matters <!rising out 9f the COJJ11J1i:?sion 
meeting, please feel free to contact me directly on•••• 

Catherine Myers 
CEO . 

TRIM 1n · r.n/1fl/1 ~Ofl7 P;iae 2 of 2 
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22 June 2016 

Ms Catherine Myers 

Chief Executive Officer 

Victorian Commission for Gambling and Liquor Regulation 

49 Elizabeth Street 
NORTH RICHMOND VIC 3121 

Dear Ms My~f 
/' 

Attachment 8 

VIC IClRl,\N Ul'vll\llS~iO'J I()!/ 
GAMflLINCi A 'JI) Li(JUO!< l<l'.CiliL1\l'lON 

RECEIVED 

2 3 JUN 2016 

REC HY ................. "."'"··"· .............. _ ........ . 

Presentation to the Commission - Fifth Casino Review Recommendation 5 - Report on trial to assess the 

effectiveness of the use of player data analysis ("Report"! 

I 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 Casino 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 trial identified 1,014 customers whose recorded activity reached two or more Jlags' (as detailed 

in the Report). As we confirmed with you at the meeting, Crown's goal was to make contact with all 

identified customers, however, due to operational and privacy reasons, 348 were unable to be 

contacted. For example, where identified customers were with friends/family, staff would not 

approach and attempt ta do so at 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 particular flags or other restrictions. No individual patron was excluded from the 

trial. 

Accordingly, we consider that the data atone would be insufficient to draw any further conclusions 

without customer contact. 

2. 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. 

LEGAl_176538.3 

Crown Melbourne Limited ABN 46 006 973 262 

8 Whiteman Street Southbank Victoria 3006 Australia Telephone +m ~l 9292 8888 Facsimile +61 3 9292 6600 

crownrnelbourne.com.au 
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5 2 S Attachment S 

::. 

Crown Intends to review the ability to analyse player data for ·persons who self-exclude, to determine 
whether any meaningful or i:ammon themes can be ldenHfied. As we discussed with the Cammissian 
tl1is is an important.process an.d Crown w/11 undertake this in o considered "manner. Once we have 
considered this internally, inciJGing. with our Crown Resorts Responsible Gaming Commit.tee Bpard, 
we Intend to come bock to. the Commission on this morcer. · ... ·.· 

:·: 3. Whether furthef sensitivity analysis could occur, for example concerning th~ Impact ~f lnc~easing or 
decreasing the exisling parameters/flag~ by 10% on the number of customers identified. :: 

Crown hos conducted analysis using the rome parameters (wiih the exception of Flag 2 'Multiple 
Increases or disabling of pre-commitment limits' os this data. is no longer available due to the 

. Introduction of the YaurPlay Scheme). This data was run i~ th~'-sarri'e manner as month one of the ·.· 
trial using the latest data (16 lune 2016), with the data sour.ce befng full Crown Signature Club 
members with gaming .activity in the prior three month period,· l'l!hich represented approximately 
100,000 mem.bers. · The findings were within an accep"table range when compared with month one oj 
the original dote set. Increasing the sensitivity by +1096 re$ulted in a 15% decrease 0/ lndividuciis; -:: 
d~reaslng the sen;itivity by -10% resulted in o 296 Increase of individuals .. :· . ·: :·. . , 

·:· 

Please let me know if you have any further queries or conceri:is. 

Yours sincerely 

Debra Tegonl 
EKecutlve General Man~ger :- legal & Regulatory Services 

·:. 

: 

··: .• : : 

; : ; .· ... 

: ·= ; : ·. 

176538_3.dooc 

..... 
C rown Melbour.no Llmltod ABN 46 006 973 262 

::;: 8 vJhitern'an Sirce t.Southbank Victoria 3b06 Aus trnllt\ Tofophonc +61 3;:9292;.8888 Facslmlle +61 S 9292 6600 . . . . ' .. .. 
crownmeJbourne.com.au 

··: 

:-. 

"·. 

.,.; 
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TIM PALLAS MP STATE MEMBER FOR TARNEIT 
Shadow Treasurer I Shadow Minister for Employment 

P: E: 
l Duncans Road Werribee VIC 3030 

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 Craigle, 

W: timpallas.com.au 
PO Box 836 Wernbee 3030 

I write regarding the Cosmo ond Gambling Le9islotion Amendment Bill 2014 (the Bill) and la bot' 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 hospitdhly 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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It is my intention to ask the Victorian Commission for Gambling and Liquor Regulation to hold on file 

this letter and your favourable response. Moreover if Victorian Labor forms Government after the 

29th of November 2014, Crown's full delivery of these commitments will be a specific Term of 

Reference for the next regular Section 25 Licence Review to be held by 2018. 

In light of these undertakings from Crown, the Victorian Parliamentary Labor Party will not oppose 

the passage of the Bill. 

Yours sincerely, 

Shadow Treasurer 

Shadow Minister for Employment 

VCG.0001.0002.7024_0050 
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VIC'll kl\'-' COMMISSION FOR 
c .... ,1m IMil\1\01.IQIJOR RE.Gl:l.ATION 

RECEIVED 

Rowen Craigie \ 6 OCT 20\li 
Chlol EUCU1lve Of-

REC .. I ....... ~-- -·····-··· ·-

By Mail and Email 

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 - Appllcatlon to the Victorian 
Commission for Gambling and Uquor 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 1.991 (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. 

Ctawn Resorts U..ltod 

ABN 3!1125109 QS3 

erownr ....... 
8 M11emen Si,... 

Soucno.i< 3006 
v.ctn~ 

Tel +1131121128688 
F••· •61311m sa1s 
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2. Casino and Gambling Legislation Amendment Bill 2014 ("Bill1'} and Crown's Increased 
Responsible Gambling Resources Commitment 

As an outcome 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: 

• a 40% increase ln the Centre's resources with an additional two Responsible Gaming Liaison 

Officers; and 

• 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 Ser<!ice 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 pa1t of Crown's responsible gaming suite 
of services. Crown wm 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 

appropriately qualified part-time resource or alternativeiy increase the resources 
provided by the current Responsible Gaming Psychologists by increasing their respective 

hours working at and from the Centre by an additional 50% by the end of June 2015. 

Discussions with the Labor Party also 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. 
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Additional Resources Focus - Electronic Gaming Machines and Automated Table Games 

3.1 Responsible Gaming Psychologists 

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

Iii 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 will be created with the 
benefit of the expertise of, and facilitated by, the Responsible Gaming 
Psychologists. 

'" 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, Canberra, 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 (once finalised) . 

., 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, i:ommon 
gambling myths and Player Information Displays. 

" Expanded contact with relevant community based services. 

.. 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 3.0 June 2015. 

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

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

"' Co-delivery of a fully automated table games focussed ongoing training program for 
Crown's Table Games operational management relevant comments and 
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numbers above) and ensuring that pertinent parts of that training are incorporated 
in training for new Table Games staff. 

• Co-delivery of an electronic gaming machines focussed ongoing training program 
for Crown's Gaming Machines operational management (see relevant comments 
and numbers above) and ensuring that pertinent parts of that training are 
incorporated in training for new Gaming Machines staff. 

• Additional focus on electronic gaming machines, for example, additional time 
during the rosters required to be spent within the areas on the casino floor where 
elet:Lronic gaming machines are predominant with a view to ensuring that players 
of those products are appropriately supported. 

• Additional focus on casino floor areas where fully automated table games are 
located, for example, additional time during the rosters required to be spent within 
areas on the casino floor where fully automated table games are predominant with 
a view to ensuring that players of those products are appropriately supported. 

• Formalising Crown's current Gaming Machines Department operational 
management contact by establishment of regular meetings to discuss any 
responsible gaming concerns. 

• Formalising Crown's current Table Games Department operational management 
contact by establishment of regular meetings to discuss any responsible gaming 
concerns. 

Regular participation in Gaming Machines Department employee briefings and 
additional support for gaming machines employees working with responsible 
gaming matters on the casino floor. 

• Expanded contact with relevant community based services. 

The recruitment process for the additional Responsible Gaming Liaison Officers w ill 
occur in two stages, with the first Responsible Gaming Liaison Officer appointment 
effective no later than 31 December 2014. The second Responsible Gaming Liaison 
Officer will be recruited and operational before the end of June 2015. 

We trust that the above submission provides the Commission sufficient information as to how Crown 
will further enhance its responsible gambling programs and resources in order to minimise harm caused 
by problem gambling and accommodate those who gamble without harming themselves or others, and 
so secure an expeditious approval from the Commission to Crown's application. 

Please fee l free to Ms Debra Tegoni on ••••J... ith regard to the matters of this letter or if you have 
any questions. 

Yours sincerely 

Rowen Craigie 
Chief Executive Officer 
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