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This report sumimarises key insights from reszarch undertaken % explore and understand the Crown Employee
Experience (EY). The Crown EX is explored through understanding key factoss that compase ard drive the
experience of working at Crown for employees and the impact n critical outcomes, including the Customer
Experience (C)). Importantly, insights are gleaned from employees across all business units (BUs) of both

About the Report

Crown Melboume and Crown Perth.

Preliminary qualitative insights end nm insights are ughout the repon, where
passible using the language of from survey questis and ised open
commentary.

Quantitative research findings are used to identify distinct segments ol &m employees, the Personal and
Situational Factors hat comprise the EX, a5 well a3 busin 1 P to these factors. It
isimportant tonote that oaly significant p are rep in these fincings.

Qualitative researchfindings are used to identify indicative ‘makers" bom: of delight) and ‘breakers’ (points
of pain) of empk ! typical i aswell as il nprove both the Crown EX ard Crosn
cxX.

Data analysis is conducted and fndings provided for b-samples: All employees (the Total Sample),
Crown Melboume enployees, and Crown Perth employees. Some statistically significart, gi

differences exist in the findings ecross Crown Melboume and Crown Perth,

The repart is ‘imnkeynnd insights, induding an appendix of fiadings by property, emphbyee
survey atani and suggested altsmative Crown EX segment names.
Additioral awendimnwvied ly, indluding an item catalogue and detailed content analysis
results.
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Crown Resortsengaged the Customer Experience and Insight (CXI) research group to better understand the working experience
of its employees.

The research is guided by three core research objectives:

1 3

IDENTIFY EXSEGMENTS |DENIIFY$I§ 3 . :kalﬂm
including the unique size, including the to track and
l?nmﬁlle' and any relative importance and improve EX, and
oW edge gaps impact on ulﬁmate!y CX,

CX Delivery overtime

Crown EXfesearch B}
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The project commenced in March 2018 and employed a multifaceted research approach

Project

Initiation (Phase)

and sit-up background
* Scheduled = Acidemic journalsand
lagtSto
reviewedte formthe basls

of the Iiterture summary.

= Idertified bey sarey
vorables
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literatere ndings snd key
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Sotey metics.

Scopingand Development
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—)
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Reporting

—)

March valldation insights
@roepa working Pparscipation 2018 ¥ .
groups fortlire. . . o further develop EX
i) random prize draw s
managers acress. 2 participaton *  Driveanalyss
"‘:’;z“""‘ Incentve = Contntanaiysts
un pre-
*  Meetings wits Crowr
test seveys) project team D 35555
progess anddeveloy
reposing structere
Chonges following . . .
initial feedback Resorts stoksholders
checkdats *  Propretary Crown EXmodel
* Findngs byBU in Excel
formot
* Findngsbysub-sanplein
PowsePointformat
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EECUTIVESUMMARY

EXsurvey measures Included Personal Factors and Situational Factors, as well as a number of Cognitive, Affective, and

Behavioural Responses to the experience of working at Crown

Value (? '%
%
Y &\
: +
< &
Balance Q@; 1‘,0"&

Personal Factorsare internal to the employee
and, as such, cannot be directly controlled by

Situational Factors are external to the employee and
directly within the control of Crown. These factors act

Crown. as ‘levers’ through which Crown can attempt to
generate desirable business cutcomes.

VALUE: Percelved value of employmentin terms of

benefits derived from working at Crown. CULTURE: F ions of icati it fons i
leadership style.

BALANCE: Perceived balance between Crown

L demands and the employee's personal RESOURCES: P ions of including ad
life.* trainiag and appropriate tools and technologies.

SPACES: Perceptions of the physical environment, including
physical space, fumiture and equipnent, and facilities and
amenities.

REWARDS: Perceptionsof the rewards and benefits that
employees receive in exchangs for their weork effort, induding
pay.

Notec! s e reg: s ok - 1t Balance See Appeadi C ist of sarvey Peasems aed ltees.

Employee Resp to the experience of
working at Crown. These responses drive
business outcomes such as profitability and

customer satisfaction.

COGNITIVE: Thoughts, belisfs and ideas.
AFFECTWVE: Feelings or emotione.

BEHAVIOURAL Acting a certain way.

Crown EXfesesrch
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The final EX survey sample comprised 5,032 Crown Melbourne employees and 2,553 Crown Perth employees, representing both
front-of-house and back-of-house roles and a cross-section of employee subgroups

CROWN MELBOURNE CROWN TOTAL
70% PERTH SAMPLE
Y 66%

COMPLETES 60 A

COMPLETES COMPLETES

5,032 completes out of

7,198 imvites 2,553 completes out of 7,585 completes outof

4,262 invites 11,458 invites

S o+ I - N o« N

[T 2o+ I - N o« N

Hote:Tre quedion to dstermi et of Bouse 318 back of Rouse (Q2.2: Whkh type of cusheress an you maatly ke contactwr?) gponses. with 3% of el Bath sptises. The fisal Figh
Ietanal (). o maeginof eaor {1/ -1 seds 33% corfidencs level. Tt is mests when 8O ol e ssny sanplhsgre stk mmunuvnm it gurs I the caege of 4% to 811, In ottacwords thera Isa veey ig level o
corfidcacs (hit@e suney saeple st Rsvesy clssely misorthat ol the pogsl ard removed; CrowBat, selected Crown Limid ard Sedecy ceployees.

Crown EXfesesrch s
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EXECUTIVE SUMMARY

Sample profile: Crown Business Units (BUs)

CROWN MELBOURNE

Invited!
7,198

7,585
3,805

2917 4,089

CROWN MELBOURNE

Invited!

6,804

rowe P

5,037

CROWN MELBOURNEBLU!
Capital Club 2

Capital Projects

Casino Cage
e Y N TR Crown Food & Beverage
Crown Food & Beverage

Crown Management

Crown Services.

s 160

GamingMachines

GamingMachines Tt e GamingProduct B
mnReoums 15 108 menResces T
Lplakeioy 25 31 LegiRepisoy

Marketing 70 .

203

Other Corporate @ 1 Lo ot S
T e K AT AN KA A Purchasing & Stores gt
B Securlty 191

Supply 23
s cearadescs Survelllance 42

1 39 . S
T 8 TableGames 827
g Jaar MM L v-oce @

VIP Gaming 221 118 VIP - International 17 27

th. Howvee, the reen
owe LisRed ard Syde.

v of this repod pea gspaoled acmss BUs. s for 2ach BU are provided sepacate to this mport. 'Final rumber of sarvey

ployees.

Crown EXResearch 9
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EXECUTIVE SUMMARY

Organisations typically focus on the experiences they create for employees by BU. However, Industry best practice and the
findings of this research suggest a more comprehensive perspective based on unique EX segments

a_ay

The ultimate aim of M

EXand CX at Crown
is ... “Togetherwe

create memorable
experiences”

Vi

organisations view
employees as they

have traditionally
viewed customers

Industry best
practice Is purpose-
led and follows a
holistic and
consistent view of
both customers and
employees

Crown EXResearch 10
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Crown employees are generally positive about the experience of working at Crown!

Employees generally view their experience of working at Crown as positive (79%) and are Proud (78%) to be employed by Crown. There are some small differences between Crown Melboume
and Crown Perth, with levels of Belonging and being Committed lower at Crown Perth.

TOTAL LIKELIHOOD TO RECOMMEND CROWN
SAMPLE? CROWN MELBOURNE AS A PLACETO VISIT(NPS)
% agree/strongly agree’
Positive Empioyse Experience 79% 81%t
{C’; owt T Promotors  SO% S0% 50%
. . e A R Passives 32% 33% 31%
Belonging 3% e7%t 56%) Detractors 17% 17% 19%
---------------------------------------------------- NPS +33 +33 +31
Proud 8% 80%1 5%}
w Happy % 8%t 74%| LIKELIHOOD TO RECOMMEND CROWN
------------------------------------------------------------ AS A PLACETO WORK (ENPS)
Committed 72% 75%1 86%)
Work Performance 94% 5% 93%
Adaptablity 94% 05%1 2%}
Discrationary Effort 85% 86% 84%
Job-seeking 17% 18% 17%

Benchmark!

Investigate reasoning for differences between Crown Perth and Crown Melboume. Where possible, leam from what works, whatdoesn't, and
translate across properties

Notes: " benchmark ENPS of 23 was obtalesd from @ e stioe al Austia Ban saevple of employees via the CX Omridas Sarvey (Mar3, 2
‘roegly agre’ ocam ‘satisfied"or ‘extremely satisfied'; Scoms sen ostof 100 ard sre roended 19 the rea st whole pees ectage; “NFS ae:
comparedtathe Total Sampl.

2l scores combine scores from Cromn Meloeree e d Cromn Perth: Peszeetages indicate @ ose emplojoes who stber 'agree’ or

scors ghvee B ere a0 meses oe an 11-poist scale; Arew i sige fic e pce (960 001) and bigher/ N ]

Crown EXResearch 1n
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Crown employees report poor Work-life Balance - a major pain point that requires attention

While Crown p in tenns of ions of Value and there is room to improve Work-life Balance, Rewards, Spaces, and Culture.
Personal Factors Situational Factors
% agree/strongly agree* % agree/strongly agree*
@ 4 > > €.
g2 A H 2
VALUE BALANCE? RESOURCES REWARDS SPACES CULTURE

39% 82% 1.1 Q— S Y. A— 60%
| I | ! |
s 42%1 84%1 57% e 54% e 62%1
o | | | | n
com YR 69%) - 34%) [, A — 60% i — 57%,

Improve work-life balance by senior management modelling of positive work-life balance or by implementing new policies (e.g. flexible work
schedules, provision of unpaid leave, etc.)

Note: 'Percertages b dicate those Rat eRbec agme’” or ‘strorgly sgree’ or 3w “satisfied o ‘extremvely satisfied; Scors are oetof 100 and are oeeded to the resmst whole percertage; "Balsrce Rews are ragatively worded s measaras paabed ok of work - i dalance, Motal
s5cores combine scones froe Both properties; Arme le icates statistica My sige ficart deree co (p<0.001) and highee/ lowerresult compared 1o the Tatal Sample,

Crown EXResearch 12

While Crown performs well in terms of employee perceptions of Value and Resources, there is room to improve on employee
perceptions of Work-life Balance, Rewards, Spaces, and Culture
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uz,u,n“,_cwm i RORATTINRI IR

The gap that exists between employee and customer perceptions signals room to improve CX

Employees rate their celivery of CX higher rate their ience of CX at Crown. There may also bea gapb what y d perceive to be ‘memorable
experiences’.
CXDELIVERY CX PERCEPTION
EMPLOYEE PERCEFTIONS CXDELIVERYGAP CUSTOMER PERCEPTIONS?
% agee/ stongly agree’ : % excallent/ rery good

Front-of-house Back-ofhouse

@ Q0% rreererer GI%T ewsenene BE| werens | @ |. .......
Mmm seinne QO%] reeseseen 92% eerennes 87%  ceeunn | @ | ,,,,,,,, ik

i
{
|

|

Investigate and understand how and why employees and customers differ in their perception of CX Delivery. Particular attention should be paid to
understanding the notion of ‘memorable experiences’ for both employees and customers

reerta g Total acomss conble € acorea feown Both praps rploes’ rokein Craws's CX Delvey wes saacase:
42 d fron Crown Custormes as padt of ®e orgoing Cowe CX vaching oy ow podod 1 Apdl 2

who ated® v overallped
Asrowindizatis statssealy

Crown EX fesearch 13

The majority of employees see their role as related to and impactful on CX Delivery at Crown, but a gap exists between
employees’ perceptions of CX Delivery at Crown and customers’ perceptions of the Crown CX
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Only four drivers have a direct impact on employee perceptions of CX Delivery at Crown

The four EX factors that drive CX Delivery are Adaptalility, it and Work F with Adaptabiity the most impactful.
CROWN EX FRAMEWORK
CROWN RESORTS — EMPLOYEE RESPONSES = CROWN RESORTS

EMPLOYEE EXPERIENCE - CUSTOMER EXPERIENCE

PERSONAL - Impactiul Drivers Non-impactful Drivers®

FACTORS .
&‘: _ 0011, 59 COGNTIE *  Overall Satistaction

Q‘b H S, . : - P Employee
< O o Belonging Egioice
Vaheaﬁ o
CX DELIVERY

AFFECTIVE *  Proud
M * Committed * Happy

On G
Y g BEHAVIOURAL « DiscretionaryEffort
H + = Adaptability King
SITUATIONAL * Work Perfonance ;
FACTORS

& Understand what drives Adaptabilityfor each EX segment, and foster Adaptability among all employees to significantly enhance CX Delivery

Note'Seven f the 12 zogritie, atizctie, sed b aviosn ] CORSnets 3 neasemd ke the driveras slysis to ditermiesthe impect of 832k 2e CXDeliverythe mminieg 2 s 5edinthe 2

legle 1o meamires.

Crown EXfesesrch 14
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EXECUTIVESUMMARY

Adopting a company-wide approach that centers on EX segments aligns Crown with best-practice, providinga holistic and
consistentview of employees

Fiveunique Crown EX

b

d on empk ivations exist, with some segmen's skewed towards particular Crown BUs.

@ & &0 © @

Diligent Contributors
Consdentious & Capable

Committed to doingtheir job
well, they putin theworkto
make it happen. They dor't

wantto letanyone down,
including theircustomers and
fellow team members, who
highlight and give theirwork
meaning.

Crown Melboume:
Size: 45%, BU shows: /A, Role
skowi:N/A

Crown Perth:
Stzn: 44%, BU skews: \/A, Rols
A

wm&w

Highly motivated with moving
up the career ladder, they are
inspired by excellence. They
are commltted to honlrg thelr
skils with opportunities to
leam andto leam from the
best everychance they get.

Crown Molboume:
Slzec26%, BU skawx: Hotels, Table
Games, Marksting, Role skews: N/A

Crowm Parth:
Slzec25%, BU siewc IT, Marketing,
Entatairmant, Role skews: N/A

Asplring Careerists

Mothated &

Krowledgeabie on how to get

the job done aad when given a

task, they do it well. However,
to them fife is abost much
more than work, and they
valuetheir job for what it

allows them to do after their

shift.

Crowm Melbewrre:
Stoac 147, BU shewx 1A, Row
skaws: Tesm member

Crown Perth:

Sizec 16%, BU skews: Tabie Gamres,
Role sows: [eam member

Eagertomaketheir mark in
the world, they also want to
enjoy thelr liveswhile doingit.
They haven't commitied to a
career at Crown, but they work
hard for opportunitiesto grow
bothpersonally and
prfessionally.

Crown Meboume:
Sioxc 14%, BU sionns: F&E, Hotels,
Progerty Senices, Role skewac Team
membder

Crown Parth:
Slrec 13%, BU skew: 733, Role
akows: Team meanber

% Bring the EX segments to Iife totransition from a BU or state-based approach to a company-wide mindset

NoteEX sepreateames dew s bo® quae St aad gpaltative findiegs.

Disenchanted Leaders
Unmothated & Entrorched

Seasoned with experience, they
truly believe in delivering a
world-class Crown customer
experience. However, when
faced with incompetence and
road blocks, it undermines their
motivation to succsed.

Crowm Melbourna:
Slza: 2%, BU akows: Table Games,
Relo skows: N/A

Crown Perth:
Stze:3%, BU skewx: Table Games,
Roloskows: (/A

Crown EX fesearch 1

Ordered from largest to smallest
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Employment motivations drive the EX segments

Aspiring ( ists are highly moti i Lead ot mot by ‘Planning how to get ahead’, ping new ige or skills’, ing new skills to cope
with changes in my field", or ‘Opportunities to socialise at work'.

DILIGENT RELIABLE DISENCHANTED
e e I e
v v

Findinga Job | am well sulted for

Finding a job that really Interests me. v

nu'::;ﬂ'um« X v X

<
x

Developing new knowledgs or skilis to & 7
hhelp me Improve In my work
g Developing new skilis
o copewith changss.
n my flold

Opportunitissto soclalise
atwork

S XS

<
N IPS S 4 SN

Flexible working amrangsments

Work-life Balance is a motivator for almost all EX segments, reinforcing the need to focus on this pain pointin orderto improve the EXand CX
Delivery

Crown EXResearch 16
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There Is a relationship between employee motivations and Crown employment tenure

EX segmeats with a shorter Crown employment tenure are nore highly motivated towork

Higher A
motivation ASPIRING
CAREERISTS
14%, 5 YRS
AMBITIOUS
ACHIEVERS
24%,6 YRS
RELIABLE
DILIGENT CO-WORKERS
CONTRIBUTORS 0 16%, 10 YRS
44%, 8YRS W
> Longer
tenure
DISENCHANTED
LEADERS
2%,11 YRS
Lower
motivation
Syears and under 610 10 years 11 years +
% Total Sample

Tap into these motivators, particularly Work-life Balance and developing knowledge and skills to encourage employees to deliver memorable
experiences

Crown EX fesearch
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Cognitive, Affective and Behavioural Responses are below the average for Disenchanted Leaders and Reliable Co-Workers

The perceived CX Delivery score is high for every EX segment, with Di Lead rting the lowest CX Delivery score.

TOTAL
: CONTRIBUTORS| AM CH DISENCHANTED LEADERS|
SAMPLE! DILIGENT IEVERS CO-WORKERS ASPIRING CAREERISTS

Belonging

g Posltive Employes Experiance’

Overall Sstisfuction’

Committed 72% 74%1 78%1 58%) 78%% 33%)

Disorationary Efort?

Job-seeking’

CXDelivery 90% 1% 2%t 82%] 69%)

Understand the drivers of CX Delivery for each EX segment to improve their employment experience

ombine scoms from otk praperties: “Percerts gos ke dicate thoss @ st sither agree’ or strongly sgree’; Scoms am outof 100 ard ave mandad 2 the rearestwhole parcantage; YNor-ipa ctful ddvorof CX Defiveey; oo grifcant

g s rsak compre Total Semple.

Note: 'Total sc

Crown EXResearch 18




DTT.010.0003.0040_0018

Work-life Balance Is the only Personal Factor rated similarly across all EX segments

Disencharted Leaders and Reliable Co-Workers rate the Personal and Situational Factors consistently lower compared to the other segments.

Personal Factors Situational Factors
% agree/strongly agree® % sgree/strongly agree?
o
e & & A €
i 1A ... 2
VALUE BALANCE? RESOURCES REWARDS SPACES CULTURE
TOTAL SAMPLE? 73% 39% 82% 58% 54% 80%
DILIGENT CONTRIBUTORS 74% 39% 83% 57% 54% 61%
AMBITIOUS ACHIEVERS 78%1 40% 84% 86%" B0%T 66%t
59%. 36% 74%. 42%| 37%L 39%]
ASPIRING CAREERISTS 81%7 41% 88%1 1% 88%1 5%t
DISENCHANTED LEADERS 35%) 39% 48%) 25%| 25%) 17%)

LEGEND:
. SIGNIFICANTLY . SIGNIFICANTLY
HIGHER LOWER

$ Understand what Work-life Balance looks like for each EX segmentto identify ways to improve

Note'Percenta gos ke dicate thuse @at eRher “Spos’ or ' Sson gy Bpme’ v are ‘Satisied or

y 53 Wt SC0vms 3re 01 o 100 a0 e erded L% € 1SS whok PEICRrBgE; "D nce RS 81¥ rega Bheh) worded 59 13 5ares PEaves nk ofwovt - ife batrnce, Tta|
scones comblie scoms from Both propesties; Arm le icates statitically sigrisicart diier 0

301) anchighe/bwe resdt compredto e Total Sample.

Crown EX fesearch 18

While Crown performs well in terms of employee perceptions of Value and Resources, there is room to improve on employee
perceptions of Work-life balance, Rewards, Spaces, and Culture
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EXECUTIVESUMMARY

The likelihood of employees recommending Crown as a place work is strong, with the exception of the largest EX segment,

Diligent Contributors
Most EX s2gmerts have a net positive empl score, with the f Disenchanted Leaders.
ENPS' SEGMENT
PROMOTERS PASSIVES DETRACTORS SCORE SIZE%
e Q 1 4%
+23 24%
AMBITIOUS ACHIEVERS 47% 29% 24%
RELIABLE +18 16%
CO-WORKERS
ASPIRING CAREERISTS 59% ® +39 14%
DISENCHANTED
LEADERS 29% ® 45 2%
ENPST % Pro Passhes,

what is driving the lower score and Identify opportunities to im prove their EX

é Deep-dive into Diligent Contrib identifyand

Note:Totsl sarple size~ 7,555 "Also kaomm 35 LiialR oed 10 recomm ved Crowe 21 2 plce 1o work

Crown EX fesearch
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Adaptability is the primary driver of CX Delivery across all EX segments

There is some variability in the drivers of CX Delivery acrossthe five EX segments; After Adaptability, this is either Committed or Belonging.

DEFINITIONS

2 solf.reported
response measuing employee
parcaptions of their ablity to adapt
senice delivery and prowde high quality
sanica to customers.

Adaptabliity
58%

CONTRIBUTORS

DILIGENT

AMBITIOUS
AcHIEVERS T 11

Committed is an affective behavoural

Adaptabliity
being partofa team at Crown and that %

RELIABLE
CO-WORKERS

Belonging!s o cognitiveresponse
messuring employee feelings that they
receive recognitien for ajob well done,
feelpart ofthe Cown cemmunity, and
haw @ sense of security/ stability in their

ASPIRING CAREERISTS

Job.
Adaptabliity
46%

Work Perfermance i5  scif-assessed
messure of employee productiAty, work
standard, snd wilingness to ‘get the job

DISENCHANTED LEADERS

done’.

Adaptabliity
100%

Review training and other methods that support and encourage Adaptability to focus on skills that help employees: adapt to meet unique customer

needs, provide high service levels, and encourage knowledge sharing

Crown EX fiesearch 21
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The Crown proprietary EX model developed from this research can be tracked and validated overtime, with comparisonsto CX
metrics

Ongoing measurement of core CX and EX metrics will enable direct comparisens and the ability to validate that these measures drive CX Delivery. Longitudinal data will zlso provide the
opportunity to futher snderstand how employees’ transition fron one EX segment to another.

‘ ‘.‘ COMMUNICATION =]
3 -
COLLABORATION 2
& a
PSYCHOLOGICAL
2 SAFETY e
2 a—
DIVERSTY
’ w i Committed
i
& oeLvERY
;3
b 4 -
o | =10
PERCEVED |
s & | €5 :;
'WORK-LFE o
‘ BALANCE
;3 —
PROCESSES iy ETTLBMENTS _J Belonging

% Track core EX metrics on an annual basis, compare to CXmetrics and implement more frequent ‘pulse’ checks

Crown EXfesearch 22
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R CXI

Aspects related to Culture and Rewards are frequently mentioned as areas for EXimprovement

The most frequently s EX stye benefits, whereas CX customer
CULTURE RESOURCES REWARDS [ SPACES

EXENHANGEMENT OPPORTUNITIES
ranvcemeT  BEOE snswy  WEOE LIFESTYLEBENERTS LL L] H
incleding Better H
treatment, b ", and stzble (eg. ¢ o E
werking heurs. insursnce H
rop HEE dacounty {
FLEXBILITY Betterfood, ncluging heakhier options. DIRECT BENEFITS [ 1] [ ] {
Impreved aciess (I e 2 rd Sesible working foed !
amal PARKING |
COMMUNICATION Improvedparkin i Mirecucad casts. H
RECOGNMON i
depatments Ircreasedrewards and Bl Minitens fe r staft '
Prymotios opporturities | | H

CX ENHANCEMENT OPPORTUNIES
Encosrage, sapport, andiprdll M. EETER Benefrs (e.g. parting), pror B M Ml 2 9veaways)and H
havehapplesstaft Infamation provison to Grstomens. senvices (e.5. i
REDUCE PRESSURE TRAINING 1
oEEN sanvice o H
and more petsonalized attertion wairing, develog B I coreerprogression H
FEEDBACK !
Encosrage resl-timecastomer feedback H
am i

H cessto rew
x | I |

& Otherquick-wins canbe identified by regularlyasking employees for suggestions

LEGEND: DIUGENT AMBITIOUS RELIABLE AS?IRING . DISENCHANTED
LEADERS

CONTRIBUTORS ACHIEVERS CO WORKERS CAREERISTS Crown EXResearch 23
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EXECUTIVE SUMMARY

Summary of Key Findings
Employee perceptions of working at Crown Focus areas to improve EX
= Crownemploy positive about working at Crown. However, . tin mpany-wide' nters on EX aligns
a major pain point that requires attention is poor Work-life Balance. Crown with best-practice, providing a holistic and consistent view of
= Otheraspects that require attention relate to culture and rewards, which swployees.
are i as areas forimp *  Bothcognitive and affective responses are below average for
Di: eaders iable Co-Workers, however, this does not
The relationship between EX and CX Epesto have a signtioant {mpact on GX Deftvesy;
. A‘,,‘ = < 2 tions of CX. - ‘Work-life Bal. e th ly ._.._‘--‘__M
reinforcing that there is room to improve CX. Acyoes o sopuonts.
" Four I W tions of CX *  Thelikelihood of dil rkis strong. That said, the
= SRR AR largest EX segment, Diligent Contributors, are less likely than average to
Delivery at Crown: Belonging, Committed, Adaptability, Work er] Coomn a2 a iAo AWt
Performance.
= Adaptability drives CX Delivery EX
*  The Crown prop ry EX model P is research oan be

time, with i CX metrics.

Crown EXResearch 24
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——— o

Summary of Recommendations

Shortterm (next 6 months)
*  Investigate the cause of differences between Perth and M Consider adopting some Melb ices to make immediate imp to Perth,

*  Develop gies to improve Work-life Bal. Crown, for instance with senior management modelling a positive work-life balance or by implementing new policies (e.g.
flexible work schedules, provision of unpaid leave, etc.). Lead this by understanding what work-life balance looks like for each EX segment to identify ways to improve.

= Otherquick wins can be identified by regularly asking employees for suggestions.

Medium term (6-12 months)

*  Bringthe Crown EX life i to transition from a BU or state-based approach to a ‘company-wide' mindset.

. tigate how and why employ d differ in their perception of CX Delivery. Particular attention should be paid to the notion of

. ring adaptability within employ vill significantly drive CX Delivery. Review training or other methods, to support adaptability, focusing on skills that help employees:
adapt to meet unique customer needs, provide high service levels, and encourage knowledge sharing

=  Deep-dive into the Dilige g i igate what is driving the lower score, and clarify op ities to improve their

*  Understand the drivers of CX Delivery for each EX segment to prioritise efforts to improve their employee experience.

Long term (12+ months)

» core EX metrics on an

frequent ‘pulse’ checks, comparing' cX.

Crown EXResearch 26




DTT.010.0003.0040_0025




DTT.010.0003.0040_0026
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The Crown EX research project commenced in March 2018 and employed a multifaceted approach

Project Scopingand Development Research Implementation Delivery
Initiation (Phasel) {Phase2) {Phase3)

and setup background research March validation insights
* Scheqied = Acicemnic jourmais and materle ©reupa vwerking partcipation 2018 . &
growps frortlire - . to further develop EX
staffaed random prize draw 3s
revewedte formthe basis managers across 2 perticipation * Driveranalyss
of the litersture summary, ":’L:x"""‘ incenthe = Contentanakrsis
= Idertified by survey :.‘mm *  Meetings wits Crowr
vatables project teamtto assess.
progmss and develo
reposing structere.
* Projectplan = Semmaey of relevent * Survey = Changesfollowing .- . .
literatere Sndings :nd key Initial feedback Resorts stokeholden
TAsY Chockdets *  Proprietary Crown EXmodel
* Developmantof Crown EX * Findngs byBU in Excel
soney metics formst
* Findngsbysub-sanplein
PowerPointformat
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Survey Procedures

the

A focus on suney design and
honest answers.

[~ ——
70 2 M S B o o B0 O o bl

e Fumone 1 o Ay 8¢ 8 8 ot e o b i 4
omgeos 4 G

AT ACAE S ERATIN
T i ] it o 7 v ) B s b

.
e e e e 0 0 el 14 201

Design

The suiveywas designed to be visually appealiag and engaging using aesthetic features (e.g.
colour, imagery), varying question response options fe.g. simple lists, matrix tables, and sliding
scale bare), and page breaks. In tenme of flow, the suvey was structured in sections using

blocks of similar questions.

rate and ensure that employ d ged to provid,
; IMPORTANT MESSAGE FROM
- BARRY FELSTEAD
ROVH

1 vy plaasad B Marenncs Tat we e LG
Cromes Cophoyes Expunence Suvey.

e puraeee of 5 revey 3 80 Yo s s
.

23 St aacan e emance e Bmsre meserece
APPROAH

5 @n st I 5007 91 Coown's bonalt

B i
oo, B v Sake apoauimater 1512 miuses 15 complete

WO WE WL USE YOUR FEEDRACK

s anparmce ot Coown s wha a5 b e
R e et k)
e

2L eremngs o201 gt Yor et ek

il ALERTS (0):

Endorsement

modn" lete the sunvey,

endorsement from Crown's CEO.

The B(squwns pmmed in advmee of fieldwork, including brief details of the research(i.e.

i bject { incznth la\mmmdosedateﬁ the importance of
and how rezults will
be shared. The survey was intemally promoted using posters, newsletters, and the Intranet, as
well as management ard team brieIngs. In addition, 2l corumunk:ations included

Crown EXfesesrch 20
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RESEARCH OVERVIEW

Survey Procedures cont

Pre-testing

The final survey was the resuit of previous versions developed
threugh the process of pre-testingwith asmall sample of
employees (n=40). The pre-test drew on the CX-EX Steering
groups, working groups, frortline staff and managers across
muttiple business units. The purpcse of pre-testing was to
optimise the suvey design, ormat, comprehersion, flow, and
logic.

Mode

Th, .

ywas self and ina
range of delivery modes to optimise sample coverage and allow
employees to choose their preferred option. Dedicated time
within employees’ workday was also offered.

Timing
The suivey period lasted one month from the launch date (16
April - 13" May) to ensure sufficient responsetime end coverage
of different times of the day and days of the week. A reminderwas
issued to all Crown Melboume and Crown Perth employees and

P by manager launch (30

Thank you for completing the Crown Emglayee Experience Servey.

To be entered into the prize draw, you will be asked 1o provide your contact details. Thess
detais will only be used for the prize draw and are not Inked 10 your resporses frem the
sunvey.

SNoUId you win the Prize draw, your contact detals wit be Provided 1o Crown
Melboune/Crown Perth for the purpose ef notifying you and providing the git canss. Orly
winner's information is passed on.

Incentive
An incentive was provided to empl 1o motivate heir ofthe research and survey participation. A
schedule of random prize d blish the y period, and winners were provided a

Crown giftcard between the value of $50-$200. Across the survey period 50 winners were awarded aprize for a
total prizevalue of $3,350. Winners were contacted by email and their names were not published to maintain
anosymity.

Crown EXfesesrch 29
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RESEARCH OVERVIEW

EXsurvey measurement included Personal Factors and Situational Factors, as well as Cognitive, Affective and Behavioural

responses to the experience of working at Crown

Value & '9%
5 %%
b A
L I
I3 > 4
7 S
Balance % £
"a W
Personal Factorsare internal to the employee Situational Factors are external to the employee and
and, as such, cannot be directly controlled by directly within the control of Crown. These factors act
Crown. as ‘levers’ through which Crown can attempt to
generate desirable business outcomes.
VALUE: Perceived value of employmentin tems of
benefits derived from working at Crown. CULTURE: F ions of icati Gl fone:s0d
leadership styles.
BALANCE: Perceived balance beween Crown
I d ds and the employee’s personal RESOURCES: P fions of including ad
life.* trainiag and appropriate tools and technologies.
SPACES: Perceptions of the physical environment, including
physical space, fumiture and equipnent, and facilitics and
amenities.
REWARDS: Perceptionsof the rewards anc benefits that
emplyees recelve In exchangs for thelr work effort, incuding
pay.
Note ! ] e reg ok -1 Do e See App C seney Peaiemsaed itens.

Employee Responsesto the experience of
working at Crown. These responses drive
business outcomes such as profitability and
customer satisfaction.

COGNITIVE Thoughts, beliefs and ideas.
AFFECTVE: Feelings or emotions.
BEHAVIOURAL: Acting a certain way.

Crown EXfesesrch 0
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RESEARCH OVERVIEW

Survey Data Analysis

Phase 1

Preliminary data cleaning &
validation

All self-reported suivey data was subject to
data cleaning (i.e. response outliers,
¥ » 4 jon) and

Self-reported demographic survey data were
validated with tagged Human Resources
demographic data.* The average accuracy
across these data sources was over 30%.
Therefore, employees’ self-reported
demographic data was deemed to be
sufficiently accurate to be used in the main
analysis and tagged HR data was not used.

90% of all surveys started were fully
completed and any partially completed survey
with >80% completed was retained. No
systemic survey drop out point was identified

Phase 2

Main data analysis

and the majority of surveys not
dropped outin the first 2-3 questions.

Four main data analysis steps analysis, analysis, driver analysis, and content analysis. These
analysis techniques were conducted across a number of employment characteristics (e.g. BU, location) to identify any unique EX subgroup
differences.
wm owmr > om0 =D
ANALYSIS ANALYSIS A
Descriptive analysis was Segmentation analysis was In orderto understand the Finally, content analysis of open
to draw g | using Latent Class drivers of CX Delivery foreach EX  qualitative responses was
survey insights, including Analysis (LCA). LCAis a segment, Structural Equation conduced using Leximancer
fikering results and identifying technique employed to identify, Modelling (SEM) was employed.  software.
::’b;'::mzm‘”;w Yorwiop :nd profil the £X SEMis .amelhod us'ed to I.u'ln.:ne.ev conducts ’
tenure, age, gender, work o gaNi 2 de'ﬁevmne Semiativ lnplct of quanm'a('m cogtont snalysisby
arangement, careerlevel, line of LCA Kentfiad vibh: .Ex o L e the and
businesa), the Crown Melboume and Crown  case role in CX Delivery for relationships of conceptsin a
d Perth i Crown dataset. Concepts are defined
In addition, comelation analysis based on key EX similarities and with the help of user input and
to describe the differences. fonm the basis of subsequent
strength of relationships thematic and relational
between key EX measures. automated analyses.

Note: 'Tagged Muman Resoumes sealtiesdata was able to bevaldstad for 25% of employees of Cevar Vizoume 2ed 30% of Crown Pedth

Crown EXResearch 3
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PP Sl

The final EX survey sample comprised 5,032 Crown Melbourne employees and 2,553 Crown Perth employees, representing both
front-of-house and back-of-house roles and a cross-section of employee subgroups

CROWN MELBOURNE CROWN TOTAL
7 0% PERTH SAMPLE
y 66%
COMPLETES 6 0 A
COMPLETES COMPLETES
5,032 oomvlms out of
(dSchwiie 2 7,585 completes out of
11,458 invites

EEE S oo I - N o N

[T S 2« N - W s N

Note:Tha queitie to etermis ot o4 ouse 219 back o ouse(Q22:Whieh tpe of custnecs o you mastly b cortact i) B 33 salecsieg bot oqti high
marge of e {4/ 394 3 993 coriderce b, This maa s whare 8O% o the s ey samals agreerith a satamart we cac be §9% <uﬁm|rnm.ualmwe popultioe fiurtis i thengs o T3 1 11%. ke s erworts. ther s 3 vory digh evelof cefideecathat o
;) nrowd;xcledes Betay, CrowB, selectd Cowe Linitedaed Sydiey empoyees.
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RESEARCH OVERVIEW

Sample profile: Crown Business Units (BUs)

Bt 2% 60 1w 8% 190 804 1%
SENIOR TEAM MEMBER/ SUPERVISCR

654 1% 2,463 £ 13% 1271 86 12%

3,654 73% 4065 197 %% 4065 5,631 4%

710

2063 69% 4,301 1380

CROWN MELBOURNE

%ot Iwvited®
100

CROWN MELBOURNE
L] Xofa lmvited!
5,082 100 7,19¢

a3% 2308 4223 67% 8,000

2895 1183 42% 4862
60 1% NA 40 % NA 100 1% N/A
wepsedart sraeymity. Oetaled datatables b each BU are previded separate t this ropost: Wieal rumbarof

Crown EXResesrch

The above tables present Total Sample and BU level data for Crown Melbourne and Crown Perth. However, the remainder of

this report presents findings pooled across BUs.
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EXECUTIVE SUMMARY

Sample profile: Crown Business Units (BUs)

CROWN MELBOURNE

Invited!

7,198 7,585 11,458

2917 4,089

CROWN MELBOURNE

n Imvited!
5,032

3,654 4,065 1,927 4,065 5,581 6,804

sed Crown Pedth. How
udes Betfaie, CroweBa

Capital Projects

3,805 5,037

CROWN MELBOURNEBLU!

Capital Club

Casino Cage

Crown Hotels

l mmmanWt o
ms«wmv T

. n,,,,.,.

 GamingMactines

Human Resources

w

Legal & Regulatory

Markating

Other Corporate
Security & Services

Supply

Surveillance

Table Games

VIP Gaming

Crown Food & Beverage

75

97

70

41

23

39

221

157

25

261
108
121

31

217 2,626

118

of bass th

Dot rparted i orderto cesr respoedeetaroeym Ry. Detalied dits tables for bach 6U e pravided sepacate tothis mpoet 'Firalum becof

Crown Food & Beverage 683 1,356

Crown Hotels 232 268

GamingMachines 128 160

Gaming Product 61 9
Human Resources 38 38
(A 45 57

Legal & Regulatory

Marketing

Property Services. 164 203
Purchasing & Stores 15 39
Suvﬂlllnu o 27 o 42
'llbltGll‘l!'Sv ' - ess. 827. B

VIP - Local 39 41

VIP - International 17 27
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RESEARCH OVERVIEW CX|
Sample profile: Crown Melbourne BUs
" ofn %otn ofn
CROWN MELBOU HOTELS
— 502 100 v 2108 100 100
Central MGF 310 16% Cromn Matropel - Bell Desk, 2 &%
oA A R R I e i Pool & Gym
East/West MGF 403 10% S ISk NS AN
Level1 129 &% Metropol Frort Desk, Metropol Rooms Admin 28 &%
PR = s SRR R N A TN ek i
W o A R SRR e O A B TR o e Crown Towess - Bell Senvices P 19%
"-mr,m ” % desiesmiianasiasntisintiiinininas .
WIP {0ps) 22 1% Crown Towers - Crown Spa, Gym & Pool,
460 % 592 SaaseVarERARRIaaassesnsnsonsas nentenanassbars dhadsrnenssntatain Health &Beauty “® 10%
........................... : Tek/Msple/Atiam 446 2% O P I S Y - i
2 <% s Poker/PartyPit 219 10% Crown Towers - Loundy, Valet EN) %
2 Othe . % Crown Towers - Villas Division incl. 20 %
49 GAMING MACHINES o %ofo Anods o SR Has AV S WESe U P TSN YT
b Ll 100 Crown Towers - FrontDesk, Conclerge, Rooms. p %
261 VIP - Teak/Mabogany 33 21% Aol
108 Riverside 4 ax Crown Towess - Crysta! Club 18 "
"""" ; MGF 82 52%
121 Promenade Frort Office, Promen ade Rooms ” -
I R SRS A I R B ‘ Other £ 24% Admin
Legal & Regulatory % <1% 31 ERSEANRE
P in; 21 4
Y i » Promena P 17 4%
n Kotn
FOOD & BEVERAGE
1,354 100 Reservation Sales & GroupReservations I 10%
Bars & Nightclubs. 1% R LI U0t e SO P gl
Events & Corferences % Call Certre Senvices 6 %
s el o o T R e, T
N AR VO R Room Sales, Catering Ssles. E 5%
Premiem Restserarts 4
9 1% 7% » ki
---------------- OtherCasual Restaurarts. 27 20% Crown Casual Staffing 6 1%
i e A e
---------------------------------------------- Ry O e D ;ORI DSy % Other - Finarce, Hoted Admi, Retsil, Crown 5t ]
21 4% 118 Other 107 8% Gifts ete.
wlo data s peas me 30d Crowe Perth. However, BU ymity. Octailed data tables for each BU are provided sepante 1o this repost "iesl ramberot
tioes aferduplcate o od; exchdes Betha i, CrowrBet, selecte
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Sample profile: Crown Perth BUs

Note: Total sample dats . However, BUs with 3 oo »

Crown EXResearch 36
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THE CROWN EMPLOYEE EXPERIENCE

Section Overview

Objective Insights

Present general findings on the Crown EX, factors that influence EX, and drivers = Crown performs well in terms of ions of Value and However,

that impact employees’ role in CX Delivery at Crown. there is room to improve perceptions of Work-life Balance, Rewards, Spaces, and Culture.
d = Four key Employee R drive perceptions of CX Delivery at Crown

Overview (Belonging, Committed, Adaptability, and Work Performance).

Following an extensive review of academic and industry-based EX literature, the = Belonging and Commitied mte tho lowest

Crown EX was defined as “an ions of, and to, = Agap bety loyee and customer percep of CX exists.

Situational and Personal Factors relating to their employment within Crown™. A

Key outcome of the Crown EX s the employee’s role in CX Delivery, which was a = Limited differences exist across BUs and Crown Melboume and Crown Perth.

self-assessed suivey measure. e
Implications
Methods s . 1
= [tis important for Crown to adopt a ‘whole-of-business’ mindset, rather than BUs, work
In profiling the Crown EX, iptive data analysis to provide location, or FOH/BOH.
an overview of the Crown EX.
w Analysis of differences between Crown Melboume and Crown Perth Opportunities
(provided in Appendix A) and BUs.
tions of Work-life Balance.
w Comelation analysis to describe the strength of the relationship between EX = EpHNE oph e porcoptone AR
Responses and the key outcome variable of CX Delivery. - igate how and why and differin their perception of CX Delivery,
in parti the creation of i

Crown EXResearch 38
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THECROWN EMPLOYEE EXPERIENCE

Crown generally performs well In terms of Value and Resources, with room to improve on employee perceptions of Work - life
Balance, Rewards, Spaces, and Culture

In tenms of Personal Factors, more than two-thirds (73%) of empk ive Value in their empl butmore than a third (33%) report having a low Work-life Bzlance. In temns of
Situational facters, employee ratings of Culture, Rewards, and Spaces have rom forimp Minimal diff b ! of Crown Melb. and Crown Perth exist, except
for Work-life Balance, with more Crown Melboume employees reporting a lack of Balance (see Appendix A).

Personal Factors Situational Factors

% agree/strongly agree* % agree/stronglyagree’

@ h N 3 A £
AN -4 =

VALUE BALANCE?

RESOURCES REWARDS SPACES CULTURE

3% 39%* 82% B8% Ba% 60%

Note:'Percertages iedcate thase @at ckber “agme’ or ‘syorgly siree” or am “satisfed” o ‘wtremebsatisfied: Scomsare ostof 100 ard are reeded tothe rosmstwhok percaetnge: Balsrce Roms 3o ragative hworded 5o mes sares pawabved bk of wort - e Salance. Total
Scores combirs scoresfrom Do properies; 275 ‘Asagae’ or toe gl duagree’ they have 1 lack of wodk - Balaece.

Crown EXfesesrch 39




DTT.010.0003.0040_0039

Employees share similar Cogn!tlve,Aﬂecﬁvc, and Behavioural Responses to the experience of working at Crown

view their ience of € at Crown as positive (79%) and are Proud (78%) to be emplayed by Crown. More than three quariers (77%) of ppy working
at Oum Hm only 63% report feelings of Bdordnr, Minimal differences exist across properties, althcugh levels of Belonging and Committed are lower for employzes of Crown Perth
(Bebnging = 56% and Comnitted = 66%) d with Crown Melb ging = 67% and itted = 75%).

M oy

o “ '
COGNITIVE AFFECTIVE BEHAVIOURAL
% agree/strongly agree* % agree/swongly agree* % agree/strongly agie*

B RECOMMEND CROWN AS A PLACE
N\ TOVIST(NPS)*
/ \ WORK PERFORMANCE
{ | POSITIVE EMPLOYEE
\ 9% ) Kot PROUD 94%

T ; ; RECOMMEND CROWN AS A PLACE

H H 10 WORK (ENPS?)
P DISCRETIONARY
( || OVERALLSATISFACTION EFFORT
\ N HAPPY 7 oy, §
: (40% ) promoroRs

H H _—

H H 94% ADAPTABILITY AN
N (32% ) Passives
| 83% | BELONGING COMMITIED . =)

e JOB-SEEKING (28% ) oermactors
\
a1 eior agmy gy agre’ or aresatistied or 5 9% outof 100 rosres wholo peecertage; "WPSand ENPS scomsives Rew 3 maans 06 an 11-port scake.

Note-Scores e or B
ENPSalso bnewn a5 d 54 ph vsmm-:n uunmbnmmutmnnp&amm
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S .
A gap exists between employees’ perceptions of CX Delivery and customers’ perceptions of theirexperience at Crown

Wp to self-assess theirindiddual il onmm:nmbﬁmat&m‘memlm of emplojees (30%) report that their role is impactful and contributes to creating
b for a1 Crown. However, ing customer percep f their ience at Crown shows a CX Delivery gap. Comparing these results more broadly,
Crown's G(Dei'ery gap is lower than the industry standard of 72%2. The CX Delivery gapis consistent across Crown Melboume (-25%) and Crown Perth (-26%).

CXDELIVERY CX PERCEPTION

EMPLOYEE PERCEFTIONS* CXDELIVERY GAP CUSTOMER PERCEPTIONS*
% agee/ stongly sgree’ % agres/strongly agree
Front-of-house Beck-of-house

. 91%1 anmenaran m ......i

Hote Percartiges Indeate
job his an ingacton e C
who ted® 2r owerallexp
Aorow indboates statsties By sigr iea et diffecence |

gres’; Scores ars 0wt of 100 sed are rove dod 10 1he es et wh ol percerts g Totsl scones comble © 3cares frow both prapartie; 'Employcea’ robein Ceows's CX Detivery
1 create memoable espederces vith Crowe custorons’. “Dits collected for Crowr (ustome s 35 partof the orgoirg Cowm CX8aching servey ovir® e pedad 1 ApE2018 %
o

cascd valeg § componlts of tws Bems,
21 Jure 2018. Percertiges indcate those

224 Hger/lovar msul compand o e Total Sampie.
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EMPLCYEE

Some significant, but marginal differences exist across Crown Melbourne and Crown Perth BUs

CXl

Several differences exist acmss Crown BUs in t2rms of ging Positive
Wployees of Property Services report higher scores, whil
Hotels (Crown Melboume and Crown Peth), and Property Services (Crown Perth).

T
Legal & Regulstory'
Purshasing & Supply’
vip
Cther
Casino Cage?
Crown Food & Beverage,

% TOTAL MELBOURNE

Experience

RESPONSE

CROWN MELBOURNE"

Security & Serdces

Mhbu Glrm reponlw«scom. Employees who are Promoters are most likely in Crown Food & Beverage and Crown

and ing Crown as a place to work (ENPS). For Crown Perth,

Survelliance
Table Games

VIP - Local'

Cage & Coun?
Cenventions?

Property Services

Crown Food & Beverage
Secwrity & Surveillance

Promotor

Passive

Detractor

LEGEND:
SIGNIFICANTLY SIGNIFICANTLY
HIGHER LOWER

peovided: “Samplo size <100 .w—u-mmtem- 3ppear sigrifcsntbitare rot due b sample wx Vnum

Notes: *Compared to Tota | Crowe: *Comparnnd toTotal Malbouma: ‘Compared to Tot I Parth: ' Samalesizs <30 {

speciic s Rifor Grovp BUs i svallable wheeall BUS b the grevp have 0+ 30 orhigher; ‘Risokacwe a5 Thsibascts meanered Goon {11 placets work - Asewlodeates tdMennze( p0.003) sed bigher/ P ampe.
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Ofthe 12 Employee Responsesto the experience of working at Crown, only four directly impact CX Delivery at Crown

The four EX factors that drive CX Delivery are Adaptalility, it and Work F with Adaptabiity the most impactful.
CROWN EX FRAMEWORK

CROWN RESORTS — EMPLOYEE RESPONSES — CROWN RESORTS

EMPLOYEE EXPERIENCE — CUSTOMEREXPERIENCE
PERSONAL pm— Impactful Drivers Non-impactful Drivers*
FAGTORS ¥

&" '99 S® COGNTIVE * Qverall Sat
[2) O § 5 AO' Belonging Positive Employe

Value ﬁ o

H
) (‘, CXDELIVERY
M AFFECTIVE * Proud
q“" = Committed = Happy
¥ ’ &"
BEHAVIOURAL = Discretionay Effor

= Adaptability
*  Work Performance

Note'Seven o the 12zogrithe, atizctie, sed Bedaviosn ] cOnstnets 3 neassmd ke the driver ae slysis to datermieathe impect of a2k 2e CXDeliverythe mmunieg I o 2 ssedinthe ®

legle it measires.
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CROWN EMPLOYEE EXPERIENCE SEGMENTS

Section Overview
Objective Insights
Profile the Crown EX Y i ploy ic and u  Five Crown EX exist and assistin ing Crown’ base.
diffe L ay nitiimd = EXsegments with a shorter Crown employment tenure are more highly motivated to work
= Some EXsegments skew toward specific BUs.
Overview S
Implications
Crown EX profiled in tenns of their unique si st e < g SRS
fsti i Each EX segment is represented = The ofEX fora view of all emp
BUs, with toward certain BUs. = The EX segments draw on quantitative data, which is limited in depthof understanding of
the unique perspective of each group.
Opportunities
= Align Crown with global best-practice, moving beyond BU orlocation as a lens for viewing
employees.
- ively developed EX will further the EX

their unique perspective and experience joumey.
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Adopting a company-wide approach that centers on EX segments aligns Crown with best-practice, providinga holistic and
consistentview of employees

Fi Crown EX

b

A4
on

Diligent Ambitious
Contributors Achievers
Consslentious & Capable Hard-working & Strategic
c‘:;mmmdum» Highy it
, they putin thework to the M' "' 'mln'
make It happon. They dor't ':'m:';"“"’l T
wantto let anyone down, itted: . 5
e |m»mm-:
highligita m‘u best—every chance they get.
Crown Meldours: Crown M slbsume:
Strw: 45%, BU skows: /A, Role Stze:25%, BU wkews Hoteds, Table
shw:N/A Games, Marketing, Role skews: N/A
Crown Perth.. Crown Perth.
Stzw: 44%, BU skows: /A, Role 8120:25%, BU siewc T, Marketing,
showwn:N/A

L 4

Reliable
Co-workers

exist, with some segmen's skewed towards particular Crown BUs.

Aspiring

Mothated &

Keowledgeable on how to get

the job done and when given a

task, they do it well, However,
to then life is abost much
more than work, and they
valuetheir job forwhat it

allows them to do after their
shift

Crown Melbourme:
Slzec 14%, BU skews: /A Ros
skows: Team member

Crown Porth:
Sivec 18%, BU skews: Toble Games,

Note-Sagment namesdrew on X segment quassitative 354 qualRaths findrgs.

Eagertomaketheirmark in
the world, they also want to
enjoy their liveswhile doingit.
They haven't commitiedto a
career at Crown, but they work
hard for opportunities to grow
bothpersonally and
professionally.

Crown Meboume
Strx 14%, BU sk FAE. Hotels,
Progerty Senices, Role skews Team
membder

Crown Perth:
Sirec 13%, BU skews: 53, Role
showws: Team member

road blocks, it undermines their
motivation to succeed.

Crown Mebourne:
Stzw: 2%, BU shows: Table Games,
Reloskows: N/A
Grown Porth:
Sloe:3%, BU shows: Table Games,
Rele skows: N/A

Crown EXfesesrch
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CROWN EMPLOYEE EXPERIENCE SEGMENTS

Employment motivations drive the EX segments

have no signi

Aspiring Careerists are highly motivated and driven by all listed motivations. In contrast, Di
Aspiring Careerist segment is motivated by opportunities to socialise at work.

— ]
v vaTs X
E v v

Finding a job that really interests me

Planning how to get ahead in my
established field of work

Developing new knowledge or skills J
g to help me improve in my work

Developing new skills to cope with
changes in my field

Opportunities to socialise at work
Work-life balance o

Flexible working arrangements

v

which drive them to work at Crown Resorts. Only the

<l

NS 1S | S

DISENCHANTED
LEADERS

Crown EXResearch
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There Is a relationship between employee motivations and Crown employment tenure

EX segmeats with a shorter Crown employment tenure are nore highly motivated towork

Higher
motivation
ASPIRING
CAREERISTS
14%, 5 YRS
AMBITIOUS
ACHIEVERS
24%, 6 YRS
DILIGENT
CONTRIBUTORS 3
44%, 8 YRS ’5’
o Longer
>
RELIABLE tenure
CO-WORKERS
16%, 10 YRS
DISENCHANTED
LEADERS
2%,11 YRS
Lower
motivaton 5 years and under 6 to 10 years 11 years +

% Total Sample

Crown EXfesesrch 40
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o CXl

About MOTIVATED BY:
AGE (AVERAGE) TENURE (AVERAGE) DEVELOPING NEW SKILISTO ®
36 yean 7.6yeare IMPROVE WORK .
STATUS (% SPREAD) §
Diligent Contributors 31% Fall time 38% Parttme 11% casual WORK-LIFE BALANOE .
SRR, N — ‘
NOT MOTIVATED BY:
“Even though it's shift work and the GENDER (% SPREAD)
Job itselfis tough, the amazing leam 57% Male 42% Famale 1% Oth :
environment and other rewards . s s 6 P i OPPORTUNIES T0 SOCULISE .
outweigh the negatives. | find i ATWORK :
providing customerexperiencesvery
rewarding. Nothing is perfect, but TOPS5 DELIGHTS? :
this is a place where I'd call my O
coleagues my family.” SOCUL f— CAREER I
ENTIRONMINT REWNIDS IHI -
) L) H
9% £
EXDrivers of CX* Q

ADAPTABILITY SOCML Jos
*Ahk kK 9% - o o
COMMITED
* dk A 4% TOPS COMMUNICATION CHANNELS TO PRIORTISE?
BELONGING O
opx: 4
PERFORMANCE % Oneto-onewith  Alets WaCrown Mebile Smalltsam  Croanstaffapp O
2 0. 2.8.8 nanager email notifications maetings

1¥082:'Poserta £os In0Ga% BC50 WRO IITE’ OF SUDREIErOs’ WER B0 1 Drivers:Pades ind doWgHs 3w Based 06 108 CoPt cls 58003 pRSSCINE In S2CtDE 4C; Yeswers k350 O FAIIEE KOS 3T0SS Crwe MeRowrme 2rd Povih b (3.3~ 3.5 Wist am your prefond meeods
of cormurication cwme tly svalka ble ot Coown,/ Wos Id yos B2 82 ncefve en ployee comm sricaBons £ os gh cther chatrals sech 3 5. Mo stive segment ramas are located in Appeedin ).

Crown EXResesrch 43
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CXI

About

MOTIVATED BY:
AcE TENURE (AYERAGE) DEVELOPING NEW SKILLSTO .
34yesn Gyesn IMPROVE WORK H
STATUS (% SPREAD)

Ambitious Achievers ;
Hard-working & Strategic 92% Rl ime 36% Parttme 12% casual DEVELOPING SKILLS TO COPE. .

“Crown is an organisation that :
constantly evolves and strives to be GENDER (% SPREAD) .
the best it can. It can provide unique 57% Male 42% Female 1% Oth HNNI:GMOITM"TERMV :

ities for moth . INTERESTS :
employees to find the right job and { .1

develop their skills to iadusty- :
leading standards. It's af) about the GHTS? FINDINGA JOB I'M WELL H
employee’s mindset. 1'd be silly not TOP5 DEL! SUITED FOR .
1o recommend it as a place 1o work P T caxezr |

orvisit” ENTIRONMENT REWADS e
@y o1 am i
'WORK-LIFE BALANCE .
EX Drivers of CX* TOPS PAINS? :
sociL BINEFTS & Jos
ADAPTABILITY - 99y INVIROMMENT o’::o‘:r?:::s REWARDS secumny NOT MOTIVATED BY:
n R K R (e (4% amw N

OPPORTUNESTOSOCULISE .
0% ATWORK ®
TOPS COMMUNCATION CHANNELS TO PRIORTISE? :

- @O0 O é

One-to-onewith Small tzam Crown staff app Mobile Alerts via Crown O
b, X R nanager meatings notificatioss email
DO 5 Whstam yar prtessd meetods
npioyee o

Crown EX Resesrch %0
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CXl

About MOTIVATED BY:

AGE (AVERAGE) TENURE (AVERAGE) WORK-LIFE BALANCE @
3Ryean 10 yaars H
STATUS (% SPREAD) NOT MOTIVATED BY:

Reliable Co-workers A —— m—
Comfortzble & Consistent DEVELOPING NEW SKILLSTO
e a— coRwmOWas W g

FIELD

“To me, myjob isjust ajod. It's a

goodway to pay the bilis without GENDER (% SPREAD)
requiring a qual¥ication and it 50% Male 37% Famale 2% 0th
les me to pursue my other AR i PLANNING HOW TO GET AHEAD ‘
it However, Crown does ¥
reward those willing to make the
effort. You can just come in, do your GHTS?
Job and feave, or there are options to TOPS DEM OPPORTUNIIES T SOCIALISE ,
learmn and meove forard ¥ you wamnt SOCUL BENEFTS & WORK-LFE 08 ATWORK
to” ONTIRONMONT REWADS BALNCE secunmy
Bo%) N s &%
EX Drivers of CX! O
CAREER
ADAPTABILITY — PRIGRESSIN
* * * x7 87% amm 0?!0;\:!;\[’15 ()
COMMITTED
*kk 6% TOP5 COMMUNCATION CHANNELS TO PRIORTISE?
BELONGING 49% ()
* %
O 87%
PERFORMANOE Oneto-onewith  ERI/ERIKA Kiosk Mebile Cowistaftipp  Smalltsam O
' 0. 0., manager notifications neatings

. ©250 W00 KIS’ OF SHDREaErOs’ WR B0 L1 Drivers:Pakes 1nd JoWgHs 2ee Based O 507 Cept <l SHVS HRSIAINE i1 SECLOE AC; HeSwRs k350 ONSWIIER SSOMS S0SS Ciowe M oRowTa 2rd Povih fr Q3.3 - 3.5 Wiat am your prefowed meehods.
of cormurication cwme Sy svalka ble ot Coown,/ Wos Id yos B2 82 ncefve en ployee comm ericaons ©ros gh cther chatrals seck 3 5. Utem ative segment ramas are located in Appeedin ).

Crown EXResesrch E2
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About
AGE (AVERAGE) TENURE (AVERAGE)
32 yean Syear
STATUS (% SPREAD)
Aspiring Careerists
i i 50% Fall me 41% Parttme 9% Casual
okl |
“Working at Crown is & lilestyle. In &
world-class company, you get to GENDER (% SPREAD)
meet people from ail different waiks 57% Male 42 Female 2ron
of life and have the ity to
engage with a vast network of
empiloyees who can help you grow
and become a better person. For me TOP5 DELIGHTS?
it'’s an experience that I'm not willing
to call quis yet" sNETIL e oML 108 WORK-LFE
ROWARDS PPORTUNMES. steurmy BALANCE
2% s ) 14%) )
EXDrivers of CX* TOP § PAINS®
ne 1TSS
wmum 95% SECURRY LEWARDS
* A KKk ™ o
COMMITTED
* ek % 9% TOPS COMMUNICATION CHANNELS TO PRIORTISE?
BELONGING
* %k *k 5%
e 96%
PERFORMANCE Oneto-onewlth Moble Cownstaffagp  ERIK/ERIKAMosk  Smalltsam
' . 0. 0.0, nanager rotificadons neetings

Mot

0eta §os INICa% B2 WO IEITE O SUOREHAPOS’ R B0 L1 Drivers:*Pates 1nd JoNGHS 6w Ba503 OF 100 COPE chSHMS HRSININE IN SECOR AT ¥

of cormurication cwme tly svalka ble at Coown/ Wos Id yos B2 82 ncefve en ployee comm sricaBons ®os gh cther chatrals sech 3 5. Ao stive segment ramas are located in Appeedin ).

215 13300 OSSR COMS 37055 Crwe MolowrTe 3rd Povth fr (3.3 -3.5: WEat 35 your profowed meods.

CXl

MOTIVATED BY:

FINDING A JOB I'M WELL o

SUITED FOR
WORK-LIFE BALANGE ®
FLEXIBLEWORKING .

ARRANGEMENTS

FINDING A JOB THAT REALLY .

INTERESTS ME

PLANNING HOW TO GET AHEAD .
INNYRELD

DEVELOPING NEWSKILLS TO .
IMPROVE WORK

DEVELOPING NEWSKILLSTO i
COPEWITHCHANGES INMY [ ]
FIELD :

ATWORK

Crown EXfesesrch o2
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CROWN ENPLOYEE EXPERIENCE SEGMENTS

Disenchanted Leaders
Unmotivated & Entrenched

“1 bore Crown, but the company
culture has changed for the worse.
Nowadays the focus fs on process
rather than relationships with our
valued customers, and there's no
rewaed for performing well. We're
teated like robots, not humans, and
gone are the days when we could talk

openly about issues.”

EX Drivers of CX*
ADAPTABILITY

7%
COMMITTED

! 33%

BELONGING

28%
WORK

PERFORMANCE 76%

About
AGE (AVERAGE) TENURE (AVERAGE)
t1yean 11 yaars
STATUS (% SPREAD)
55% Full ima 41% Part time
GENDER (% SPREAD)
67% Male 29% Femake
BENEFTS & CAREER CUSTOMER
REWATDS CUCR—— SEVICE
oPPORUNTES
o (1% o]
TOP5 PAINS?
WORK-LFE 108
BALANCE stcuTY
@ 28%)

TOP5 COMMUNICATION CHANNELS TO PRIORTISE?

®©00

Mobile
notifications

ERIK, ERIKAKIosk One-to-onewith

marager

Postars, Vs &
notizeboards

4% Cawal

cusToME
smwct
e%

# 3rd Porth 1 Q3.

NOT MOTIVATED BY:

OPPORTUNITIES TO SOCIALISE
ATWORK

DEVELOPING NEWSKILLS TO
IMPROVE WORK

DEVELOPING NEWSKILLSTO
COPEWITH CHANGES IN THER
RELD

PLANNING HOW TO GET AHEAD
INTHEIR FIELD

Crown EXResesrch

CXI

EX]




DTT.010.0003.0040_0053




DTT.010.0003.0040_0054

SEGMENT COMPARISONS

Section Overview
Objective
Provide Personal Factors (Value, Balance), Situational factors

(Culture, Resources, Spaces, Rewards), and Employee Responses (Cognitive,

Responses (Cognitive, Affective, the Crown EX

EX segments.

Overview

Each and their sub-dimensi atan aggregate level for all
aggregate level for all Crown ( ison of diffe atBU and

differences at BU and other sub-group levels are available as an additional
additional component to this report.

Method

In profiling iptive data analysis 1o provide
comparisons in tenms of Personal Factors (Value, Balance), Situational factors
(Culture, Resources, Spaces, Rewards), and Employee Responses (Cognitive,
Responses (Cognitive, Affective, Behavioural).

Insights

= Asimilar pattem of EX segment differences occurs across all variables (Personal,

Situational, with Reliable Co-Work i ypically
scoring lower than all other segments.

= Thereis a strong sense of Perceived Value among almost all Crown EX segments.

= All Crown EX port poor Work-life Balance, with atCro
reporting a greater lack of Work-life Bal. t at Crown Perth.

» Employees rate their Adaptability and Work Perfonmance highly.

Implications

= There is a need to encourage senior management to model positive Work-life Balance
and/or implement relevant policies (i.e. flexible work schedules, provision of unpaid
leave, etc.).

= A self-report biasmay exist for of ility and Work However,
paststudies have found self-report measures to present good validity, good reliability, and
low collinearity.*

Opportunities

= Improve Crown employee perceptions of Work-life Balance.

evaluatisns?

Crown EXResearch
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SEGMENT COMPARISONS

Cognitive, Affective and Behavioural Responses are below the average for Disenchanted Leaders and Reliable Co-Workers

The perceived CX Delivery score is high for every EX segment, with Di Lead rting the lowest CX Delivery score.
TOTAL DILIGENT RELIABLE DISENCHANTED
ag) rongl ee?

Belonging 83% 83% 68%1 49% ) 5%t

o i Positive Employee
Experience*

Overall Satisfaction®

Committed

Happy*

Work Performance
Adaptability

Discretionary Effort*

Job-seeking®

CX Delivery
LEGEND:
SIGNIFICANTLY SIGNIFICANTLY
HIGHER LOWER

Note: 'Tots| scorms combine scors from bott progerties: "Percecta gos i icate thosa @ teither agree’ o 'strongly sgree’; Scoms am outof 100 ard s manded 12 the earest whole parcertage; MNor-imps ctul déve rof CX Defiveey: Aerowr
jemece {p<0.001) sedbigh s @ssk compre

Crown EXResearch 56
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SEGMENT COMPARISONS
Work-life Balance s the only Personal Factorrated similarly across all EX segments
Disenchanted Leaders and Reliable Co-Workers rate the Personal and Situational Factors consistently lower compared to the other segments.
Personal Factors Situational Factors
% agree/strongly agree* % agree/strongly agree*
o
e & 3 ) €
bl A\ -l 2
VALUE BALANCE? RESOURCES REWARDS SPACES CULTURE
TOTAL SAMPLE® 73% 39% 82% 58% 54% 60%
DILIGENT
ONTRIBUTORS 74% 39% 83% 57% 54% 81%
AMBITIOUS ACHIEVERS 8%t 40% 84% 66%1 60%1 66%1
CO-WORKERS 59%) 36% 74%) 42%) 37%) 39%)
ASPIRING CAREERISTS 81%t 41% 88%1 71%1 88%1 75%1
DESNCHNTED 35%) 39% 8%, 25%) 25%) 17%}
LEGEND:
SIGNIFICANTLY SIGNIFICANTLY
HIGHER LOWER
Note: 'Percerta gos ie dicate those Bat ebec agroe’ or ‘steoegly agme” or are SatisSed or xtremely satisSied’. Scores am out of 100 and am roended ¥ the reamst whole percerta go; “Balsnce Rems sre pegativaly worded 5o messims pevcaied back of work - ife batance Totsl
Scones comBing scones froe Bath poperties; Asow Indic stes statistic ally sigriicant dMs monze (<0.001) 3nd highee/lowerresult compared 1o the Tots I Sample.
Crown EXResearch 57
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% agree/strongly agree!

SEGMENT COMPARISONS

Employee ratings of Value vary, with Reliable Co-Workers and Disenchanted Leaders comparatively lower. However, low employee

ratings of Balance® exist across segments

100

90

80

70

60

50

40

30

20

10

LEGEND:
DILIGENT

CONTRIBUTORS

B

Perceived Value

AMBITIOUS
ACHIEVERS

RELIABLE
CO-WORKERS

Notec!! an

ok - s B o

Value
“I havea strong connection to the valves of our
1 reel
Crown makes upon our visitors; | understand
the valve of my input as part of the Team effort;

lam allowed to 18"

with my Ifeel. iated by i
and external customers. I beliese in the valwe of
my contribution.”
[Ambitious Achievers]
Balance

“ Working at Crown is a lifestyle. | enjoy what | do
and the people | work with. | take pride in doing
what | do to benefit the compary. However, the
work-FKfe balance is why | would be hesitant to
recommend it as 3 place to werk. ™ [\spining

Careenists]
Work-life Balance
. ASPIRING DISENCHANTED
CAREERISTS LEADERS
who'agme’ or'strorgy agree’, mui g2 Segr padsacs atan fee hvel ace ppeesu B,

Crown EXfesesrch %0
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% agroe/strongly agreel

SEGMENT COMPARISONS

Service Climate and Autonomyrate somewhat higher than Collaboration and Diversity for all segments

100

90

80

D
o

o
o

30

20

10
Service Climate Auts Y Collab

LEGEND:

. DILIGENT - AMBITIOUS - RELIABLE
CONTR/IBUTORS ACHIEVERS CO WORKERS

. ASPIRING
CAREERISTS

Note: agreor g . o) o0 2 Satisfied or W

Diversity

Service Climate

“t ping servi it

be to intemal or cxternal customess, and ! feclwe

need torecruk staff who are passionate about

providing servive in e same way.”
[Ambitious Actievers]

Autonomy
“The level of autenomy and discretion is unclear. At
times | am eapected to act avtonomously and other
times, | am repioached for doing so.”

[Reliabie Co-workers|

Collaboration
“There ks a need forbettes planning and strong
S g nits withi

o

Porth).” [Folable
Co-workers]

“The work covirenment is vey diverse. Itallows you
to interact with many people outside of your
The staft are wrealing
everyone with respect as if we are one massie.
familyt” [Difgent Contrivutors]

£allabontioe, Dkersky), marded B the rei@st whsie prrzects ge; Sepreet comparisaes at 3z Mem kvl are bozated in Appen dix.

Crown EXfiesesrch

(0]
&

2
a

CULTURE

o
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% agree/strongly agree!

A similar pattem of responses exists for Communication, Processes, Leadership, and Psychological Safety

100
Communication Kh
“There is room for improvement with
a0 interdepartmental communication and a need for
pathy roles. "
[Ambitious Achievers]
80 2
a

70 Processes

“When you needto geta job done, there are way too CULTURE
maiy processes and layers you have to go through,

and they are way o indirect. "
60 Mspiring Carensts|
50
e R
40 “Theres too much politics and a disconnect
and othe.
Senior leaders have a siloed mentality, only looking
30 after theirown interests and areas.™ b |
[biligent Contributoss] —
= &
Psychological Safety
10 “The one change | would make is for managers to
c icati P Leadership Psychological Safety hearus, nat tell us we don't kave a voice, opinion, or M
tonot buck th " [Dis Leaders]
LEGEND:
DILIGENT AMBITIOUS RELIABLE . ASPIRING DISENCHANTED FES
CONTRIBUTORS ACHIEVERS CO-WORKERS CAREERISTS LEADERS @,
Note: ‘agre’ o stmegypre’ Leadersip, jorare Sitisfied’ s’ Extren iy satidied’ (Commueication, Processes) ouededto theezam st wdole pe meetage; Sepmestcomparions 3t as Ree Jevel am [

Crown EXfiesesrch 0
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SEGMENT COMPARISONS

There Is room to improve interms of employee perceptions of Entitlements and Physical Spaces

20

10

LEGEND:
DILIGENT

Resources

|
CONTRIBUTORS ACHEVERS

Note:

agme’ o

Entitlements

RELIASLE
CO WORKERS

" Resoerces) o 3@ “Satistied or Btremely stisfied Resoveses, Eetitements Fysical Spaces;, munded 98¢ reamst whole pereets ge;Segmeet compadsons 3t iz Mem keved are heated i AppendiB,

ASPIRING
CAREERISTS

Physical Spaces

Resources

“The amenities and condiions alone outweigh
i ison. /am

unaware of any other workplace that offers the

fiexibility of working arrargemeats that Crown
docs. The company has an abundasce of
resources at theirdisposal and can provide

cenified training on-site W different roies.”
[Ambitious Achievess]

Entitiements
“ They usedto have good perks like cheap

went overseas. They

slowly taken them away from us." [Disenchanted
Loadors]

*Demotivating work environment-no natural light,
old office space and (acilities, bad lighting, dated
meeting moms.” [Diligent Contributors]

Crown £X

Researc o1
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% agroe/strongly agree’

SEGMENT COMPARISONS

Ascan be expected, employees rate their own Work Performance and Adaptability highly

100

90

[=2]
o

(4
(=}

30

20

10
Adaptability Work Perf c itted Belonging

DILIGENT AMBITIOUS RELIABLE ASPIRING DISENCHANTED
CONTRIBUTORS ACHIEVERS CO-WORKERS CAREERISTS LEADERS

Note-Parcertiges infcats thoe who ‘sgiee” or Redegly pae’, runded B he seamst whsle pemedta §e; Segment comparisoe s 3t 30 Rem level are lozted in Appedix 5.

Adaptabliity
“There needs to be slightly more freedom to perform
outside procedure. Nothing that changes the
Zaming results, but things that customers request; it
Is their money ater 3" [Digent Contributors]

Work Performance
“I believe that Crown delivers a great customer
experience. Ther are always going to beplaces for
mistakes but most of the employees try their best to

ietake and sseis

[Diligent Contabutors]

Committed
“Every day when | come to werk | den't feel like I'm
working—! foel like | am helping to build ateam and
ageat " [Aspiring C:

Belonging
“1would love to work with fke-minded people:
peopke who are engaged and want to do the best
they can for Crown; those wito want to improve the
1o and alike.”
[Ambitious Achievers]

@
\ 4
R

L

Crown EXResesrch o2
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POINTS OF PAIN AND DELIGHT

Section Overview
Objective Insights
Points of pain and delight for the Crown EX were identified. Traditionally, points = Three of the five Crown EX highly on ling Crown as a place to work
of pain and delight are derived from the voice of employees through qualitative (ENPS). Aspiring Careerists report the highest ENPS score (+39).
i derived fro and
i = Analysis of points of pain and delight reveal that Work-life Balance, Social Environment
usedas s proya thie oecarch. and Benefits & Rewards are polarising, in that they occur as pains for some employees and
delights forothers.

Overview = Work-life Balance and the Social Environment are the largest points of pain recorded
Qualitative insights are drawn out of open commentary survey data. This data v s et

i classified as p orthose highly i
likely to recommend Crown as a place to work (a proxy for delights) and open Implications

orth ly Crown as a place

towork (a proxy for pain points). L lating to the Social envi were most prominent among Diligent

Contributors, also Crown's largest EX segment.
Method
Opportunities
Content analysis of open qualitative responses was conducted using
P P i WA

software. | Y = Thereis a need to deep-dive into Diligent Contributors to further investigate key pain
the tionships of concepts in a dataset. Concepts pobits: partl i &

dataset. Concep fined with the help of userinput and form the basis of

the basis of tic and relatic analyses.

Crown EXResearch 64
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POINTS OF PAIN AND DELIGHT

The likelihood of recommending Crown as a place work|s strong, with the exception of the largest EX segment, Diligent
Contributors

Employee willingness to recommead Crown asa place to work (ENPS) varies by EX segment, with Aspiring Careerists (55%) and Ambitious Achi (47%) having the highest ion of
In contrast, Disench Leaders (58% )} have the highest proportion of detractors.

PROMOTERS PASSIVES DETRACTORS ENPS* SEGMENT
SCORE SIZE%

DILIGENT +11 4%

CONTRIBUTORS

s - o (® - -
avs, I ® - =
— < D © - -

ENFS 1 Distribution (% Promoters, Passives, Detractors)

37% 37% 26%

Note:Totsl sample size = 7,382 %o Rowe a3 Likeilhoad to mesmeres SCrown 2 2 placeto wark',

Crown EXResesrch o5
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POINTS OF PAIN AND DELIGHT

Promoters: Points of Delight as Concept Clusters

slides. Social

A sunmay of all delights is presented below, with detailed analysis p
employees.

J‘"’;"J

LEGEND:
DILIGENT AMBITIOUS RELIABLE
CONTRIBUTORS ACHIEVERS CO-WORKERS
Note: The sizes o are relative to the relative frequency of
impartance fluu. the EX sagmen

06

. ASHNN(‘i“

mentions; Chister score:

are calculated o

=)

‘ar

DISENCHANTED
LEADERS

the 1um of relative frecuencies cross segments;

and Benefits & Rewards are the two main delights mentioned by

Numbers wit

thin each duster ndicats the

(,..;

Qe

Crown EXResesrch 3
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POINTS OF PAIN AND DELIGHT

Detractors: Pain Points as Concept Clusters

A sunmayy of all pain points is presented below, with details provided on subsequent slides. Work-lifz Balance and Social Environment are the two main pain points mentioned by employees.

Work-life

Balance

<

Social
Environment

Benefits
& Rewards

L — 4

LEGEND:
. DILIGENT AMBITIOUS RELIABLE ASPIRING . DISENCHANTED
CONTRIBUTORS ACHIEVERS CO-WORKERS CAREERISTS LEADERS

Note: T e siees of ach coecepletusteram miatho 1o the i the tequencyof meetor s Cls 2 s © 2 50m of rIxke requeecios 10ss Sepmaets; s mberswithle ich chstirie Scate the by Be concopt tothe EXgmeet

Crown EXfesesrch o7
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POINTS OF PAIN AND DEUIGHT

Top 5 Pains & Delights: Diligent Contributors

*  Emdronment
Friendly

'You moat different people, all friendly. You Suff (support)

will slways be a part of the team in this
workplace.”

*  Management

* Fre
“Great benafits for staffin tarms of IDs ¢ Food
accss, laundered uniforms and staff *  Benefits
discounts, &5 well as the higher pay and * Uniform
flexibiity that the job offers.” * Py
* Hours

*“Crown provides emplopees with the *  Opportueities
oppertunityto devslop their carser and *  Safftaining
apand their skills/ experience.” *  Career

“Ibelieve Crown is 2 very fexibleplace to

work In regards towork-ife balance.” S tinlie

“It's 2 stable job with good job security.” *  Security

Note-Numberofraspoeses = 338
Fercents

1; tad by clusiedeg risted ¢
3¢5 npeserttmquarsy of o paet)

a5t freguert

Cluster

(% rolatioe Smquency]

(43%)

DETRACTORS: PAINS
Cluster Conospts Quets
& mlsSvetresees)
. ST mRaL “It's alsavery Cear thit Crown hasbred an
anvirosment where hospitality staff are
Wmh:ﬂﬂ z ;‘:u expected to acceptbeing veatedlike
T garbage by customers.”
- Team
: ::::"y “Operating envinnmert doesnot entourags
g s 2 work-life balance i.e. noapprogriate
x 100isto ercourage workng tron
« Faible mme/collaboration, no casaal Fridays).'
. B “The benefits are very goodbut it s very
- Pay common to ba required to work regular
overtime withno reward.”
“There ks no opporturity for promotion or
+  Career career development within Crown. People in
*  Opportunides managementwere reade redundant or
demoted withoutreplacement”
8 “No job securky and 5o full-ime jebs on
SECURMTY *  Security .
offer.
&%)
7 (% 3 frwwords could s tell uswhy you have Bis scom intenms ofrecommeedieg Crown Pocatioe] 53 placeto wok ¥
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POINTS OF PAIN AND DELIGHT CX|
Top 5 Prominent Pains & Delights: Ambitious Achievers
PROMOTERS: DELIGHTS DETRACTORS: PAINS
Conospt L3 Conoapt
Quots Conoepts Cluster Cluster Concapts Quota
(% relthe equancy hnlsveinqeeea)
- Hours “
*  Saff (friendty) ‘Not everyons is suited to shift work and
Team Leaders am kindand heipful 5 oo wons:-Ure L Shebe aoatensMany wae W
T d ';m * Team ENVIRONMENT BALANCE 5 i affactively
earmwork s encowage f"dm“ Management 2% ) Famly (e} balancs working at Crown with family and
HOPH O + Femiy (Crown) oG rierds.”
. * Friends (tima)
& * Manzsgemest
Weaig ot v Ik iy rin. Tiew. Bmalts + Depatment “Hard-line authoritarian styles of
are flaxible hours, good pay, work perks * Py BENEATS & SOCIAL
suck as fras laundry, fra buffetmeals « Moals REWARDS 2 ENVIRONMENT * Tam managsmentcan bedkficutto deal with,
Defors asd e 5 el O + Pakin E1% @33%) * Cultwe andthe culture inthe department is
disconts .+ Food & *  Support (lack of) incredibly poor and hostile.”
= Frients (favountism)
“Crownmanagemen: allowthe staffto grow CARER
and develop their skills by working. * Opportuities PROGRESSION PROGRESSION * Career -
autonomously and offer the knowldgeand  *+  Carear OPPORTUNMES OPPORTUNITES «  Opportunities T:xf:;m::;;:::;‘_m
ity toleam within = Training 25%) 17%) * Job :
the organisatien.”
“Crown hasgiven me an spportunity to
work 1ocording to my |ifesle (family with * Hours WORK-UFE * Pay “The pay is not the best at all.On a salary
Kids). They ghe me fexiblityintem ofmy ~ * Time BAUNCE *+ Benelts and always siaringearly, Inishinglate,
rostor amangemant, which I'm very *  Family (Ife) {13%) working woskendswith no axtra pay.”
thankful for.”
“Thereisverylittie job security at Crown,
“Thereare great benefits warking here, and 08 JoB You y th
my roks especially isgreat. There seemsto = Jao SECURTY 6 SECURITY = Job point of harassment. and gven viclations
be a good ded of jobsecuriy.” 1 (&%) andbreact of rules for the smallest
detsll.”
52510 06.7 (% 3 fow words could yos tell uswhy you have Bis scom intenms ol
Crown EXfiesearch o
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POINTS OF PAIN AND DELIGHT

Top 5 Prominent Pains & Delights: Reliable Co-workers

“The ality towork it peoplefommany Lo
differant waks of IFeis revarding. lhave < Witkiaea
met nany people vho I cill friends from s

Crown.”
*  Family
* Py
“Crown ofiers tonnes ofbonusas and . fit

services such as free food, laundering,
entenainment deais, parking, and more. .
The payls alsoquite generous.” .

“Crownisa geat phce towork as It offers {i:‘m
flexible, and consistent hours of work.” o Y
“Crown is a great place to work if you're
looking fora pushinto a certain career *  Opporturities
pathvay as Crown is full of oppodunities * Career

andtere ar many doparmaents to move «  Trining

into.”

“Asa company Crown ks great to work fer.
The job security and the added staff *  Security
senvicesare great.”

NoteNumberofraspoeses = 3381; Corcopt clisters wem croated by clustedeg
Parcentages npreserttaquendy of e32 coecept lathato @ e mast reguaet ¢

0 corsepts rom 199 20 rarked coe captsin ope
2p1 ke the dataset aed Beredore de rat 3ddup 1o 1

DETRACTORS: PAINS

CXI

“Stift work is notideal if you have family with

=i ids. Even though Crewn says they's all
R aboutwork-|ife balance, it rerely happens

because of business demands’.”
Job *“There is no consistency at Crown, no job
Hours socurity, and | wouldn' twish tha rosteding on
Secufty anybody.”

where
Managemest uptoyoerleaders andleamed fromthem,
aven
Customers charisma and no idea about custemer
servics or satistaction.”

Beneits “Minimal parksand benefits, aside from a
Pay canteen which has junk food the majority of
Food the tine, makingthe nation's heslth

epidemic even worse than it is.”

ess! Sanzed
Career

e sponss 10 06.7 (e 3 frw words could ws tell uswhy you have ®is scom interms
0%

Is tfair?
Nowit's no longer a career, just anotherjob.”

recom meedie  Cown Bocatioe] 352
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POINTS OF PAIN AND DELIGHT CX|
Top 5 Prominent Pains & Delights: Aspiring Careerists
DETRACTORS: PAINS
Quots Concapts Cluster Cluster Concepts Quets
(% reothe Amqusecy rlsveinqered)
“Crown has a great work eavironment and *  Benefits *  Hours *“The corporate culture and environnent is »
pays you well to bo honest. Food and . Py owems & - Shitt vory strainis and
laundry is anether add-on.| have been with *  Free REWARDS * Life physically, Thare isnt much flexibility or
Crownfor threa years and ssa mysalfgolsg  +  Food o8 *  Emvinnmant focus en amployaa work-ifa balasca or
for masy more.” + Shft *  Famiy (Iife) happiness.”
“Working st Crown is unike any other + Best D —
‘ - SOCIAL £00d place to work bet some ofthe
" o ::?:"::..... it . ?f:::“ — mm"' ENVIRCNMENT * Managemest managementteam members mabe life
be though trainingorjolsinga dflerert  +  Silis @ am T m-wm ':::(:Mu‘?cmmm
depatment” + Tnining you L)
- - " t SOCIAL J0B “1am happy with the job but f1e hours thatl
Good woidng emironment, fien dly Eavironmant BMRONSET SECURTY get are uncertain, After working almost twe
people and strong management taam who * Friendly 1% ™) *  Time(part/f2ll) ‘years | am stillon part-time band two and
ok afier the weifare of stafl ¢ Tam there isno hepe to becoms full-time.
“For hospitality, the contracts they have for 08 “Recogrition for long term work is lncking
staff weverygood comparadto the restof  *+  Joo SECURTY + Job
ard caresr progression |svery hard even for
the market. f.e. annual leave, sick leave, * Hours (14%) *  Cammer -
5 tha bost workers.
guamnteed hours, etc.)’
e ke tiows e & " *The howrly rate for regular momingte night
. WORK. ENERTS shiftsare goad. However, there ae no
though ERIK in srder ts maintain a * Balance BALANCE REWARDS . Pay Ndad rates od ik
somawhat bealthy work-life balance.” (%) % e O BT o
reduces the incentive t work.”
e 3 frw words could s ell sy you have s scom intenms ofrecom msedie g Crown Bocation] 353 placeto wod ¥
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POINTS OF PAIN AND DELIGHT

Top 5 Prominent Pains & Delights: Disenchanted Leaders

PROMOTERS: DELIGHTS

DETRACTORS: PAINS

is vory flaxitio
ahigh level of autonomy for me to
cemplata my work.”

“Crown isa good place 10 work at—it
providas good working conditions as wdl
asgoad pay.”

“Crown has alot of epportunities for youto
progress and trassfer.”

“Crown doesmore than what's expected—

they ty to exceed eectations to provide
batter customor send 00"

“Thehours are awkward but sultcertain
typos of peoplo such as students.”

Envronmant

Benefits

Pay

Career

Customer

Hours (laxibility)

(% relsthe fmquancy)

SOCIAL
EMVIRONWENT
25%)

(S mlstvefequera)

WORK-UIE
BALINCE
(29%)

Shift (work)
Hours
Famiy (life)
Time (off)

Job
Secuity
Full (ime)
Time

E

“As a career itis quite hardif you have a
family. Shift work can be difficult for social
reasors as wll beciuse there’s alot of
weekend work.”

“No job security and no full-tme work—just
used and abused.”

Managemest

y negative and

hostle towards patrons and staft.”

“Pigeontoling yourselfinto an industry with
fev marketable or transferatie skilis would
be o lssucif looking fora carssr.”

“It's notan easy job, with customersenvice
it's hardto jugg e providing the bestservics
and gambling.”

evevtedie g Crovam Pocatioe] 3
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CXDRIVERS BY EX SEGMENTS

Section Overview

Objective

Identify the factors that drive Crown EX segment perceptions of CX Delivery,
including their relative importance and impact.

Overview

Driver analysis provides a roadmap of factors that are most important for each

Crown EX segment in their perceptions of CX Delivery. This infonnation assists
Crown in identifying the Tevers’ that can be used to improve CX Delivery, which

in terms of self-reported of two aspects
(‘My job has an impact on the Crown customer experience’ and 'l create
i vith Crown ).

Method

Structural Equation Modelling (SEM) was employed to identify the drivers of CX
Delivery for each EX segment. SEM is thod used to iine the relati
impact of the drivers on CX Delivery.

The data in this section should be interpreted in tenms of each variable's overall
impact on CX Delivery.

Insights
o o
employees.

\ging are the top drivers of CX Delivery for Crown

= Adaptability is influenced by allowing employees to adapt to meet the unique needs of
each customer and encouraging employees toshare new skills and knowledge with co-
workers, and is i p i providing a high level of service to
customers and receiving positive feedback from customers.

= Employees are Committed when they feel part of a team at Crown and believe that Crown
provides a great opportunity to develop a career (not just a job).

- gingisi by Crown empl iving for a job well done,
feeli of the Crown ity, and having a sense of security and stabiity.

Implications

= Crown employees should be encouraged to foster Adaptability in their service delivery.
= Culture is important in driving CX Delivery across all Crown EX segments.
Opportunities

= Enhance the Crown culture, as culture can directly impact the key drivers of CX Delivery for
Crown employees.

Crown EXResearch
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Adaptability is the primary driver of CX Delivery across all Crown EX segments

There is some variability in the drivers of CX Delivery acrossthe five EX segments; After Adaptability, this is either Committed or Belonging.

ouenT
CONTRIBUTORS
Adaptabliity is a seif-reported behavioural
response neasufng employee
perceptions of thair ability to adapt
senice delivery and prode high qualty
senice to customers.

Adaptabliity
58%

AMEITIOUS

ACHIEVERS f o> 4
Committed is an affective behavioural

pein Committed Adaptabliity
ullm“lml(mll?'mk 40% §0%

op

career,
RELABLE

CO-WORKERS

Belongingls a cognitiveresponse
messuring employee feelings that they
raceive racognitien for ajob well done,
feel part ofthe Cown communty, and
haw a sense of sacurity/ stability in their
Job.

ASPIRING CAREERISTS

Work Performance is a salf-assessed
messure of employea productiity, work
standard, and wilingness to ‘gt the job
done’.

Adaptability
46%

DISENCHANTED LEADERS

Adaptabliity
100%

Crown EXfesesrch 7%
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———— X

Crown EX Framework definitions
CROWN EX FRAMEWORK
CROWN
____ CROWNRESORTS m== EMPLOVEERESPONSES = mm= _ RESORTS

EMPLOYEE DPERIENCE - - CUSTOMER

PERSONAL FACTORS EMPLOYEE RESPONSES

Baiance 4 Value &3 cognitive {35 -

hmmlm--m\"d-uemrh;n emplayment st Crowr -nwmlmlmmmlmr DELVERY

receive recognition for ajob welldone, el

partef the Crows commanity, ard haves
SITUATIONAL FACTORS sense of security/sta bilty In theirjob.

i
o colegal reevanee frecu ,
organisiSon ‘commuricaton CommItisd is & afTective bed avowral
resporise measering employee teelingsof
[ P being part of o tasen 3¢ Crown ardthat
| Inchesion, and
o work in general beyond their personal diversity within the wortplace exective. mana gerial and saperdsary level career
experiences/role
v = i Bshavioural &
responise measering employee percapthng.
o thedr ability toada ot sarvice delivery snd
provide N gh quality senice to cestomers.
tools, drewards. mumﬁnwﬂnm&o
training, —* thevemplofment workenvironmert (i cheding spaces,
stmeosphere and equipment ‘Work Podformance is o saif-assessed
expected measureof employee productivty, work

stenderd, and wilingness to ‘gerthe job
done’
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Understanding the Crown EX Framework for each EX segment

o Sonpeions ndlcatewkich Factsy/ {5, Fallowing the directon of he amows,
FuplosesResponmadine ofur. jmeed each Factor/Employee Respoase leads to
Factors/Employee Responses in the model, in impact the final outcone of €X Delivery
the direction of the anows i
1. Crown EX Framework H :
Factor/ R name H
and icon H @
i ® 2 =
o ekt = 2 —)
2, Relative inportance of each RESOURCES ;—) cX
Factor = L ensssssmmansind) 38% ‘ DEINERY

the percentage ard relative colour gradiert

S .

PERCEIVED VALUE

v

29%
4
: 3. Use the legend a: the bottom of the pageto sy
RELIABLE CO-WORKERS Ln”m;“m’ ..... €.R-Square the .. > of
p— — the madel. An R-Square of 100% indicates that

the model can perfectly predict the data®

[ T

PERSONAL FACTORS SITUATIONAL FACTORS EMPLOYEE RESPONSES

Balance Vatue Gulture Resources Rewaras Spaces Cognitive Affactive Behavioural
8 & 9 & I 88 @

Note:'Vabses < 0.3 areconsidered a5 0 orwary veak etiact size, 0.3 10 . 5ar weakof kow eect siee, 0.5 (08,7 aroamodenate effectsice, > 0.7 am 3 stroeg el size: See Moo, . 5. Notr. W. 1. & Fliegac M. A, 2013). The basic o ctico of statistis (6h o). New¥ork. NEW.
H. Freeman 319 Compery, p. 538

2
o
9
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Detailed Driver Analysis: Diligent Contributors

Diligent Contributors

4. PSYCHOLOGICAL
SAFETY

= S | R-Square = 46% |

A PROCESSES
2 %

__ EMPLOYEEBRAND 1
3%

PSYCHOLOGICAL 2
SAFETY

LEADERSHIP 3
6%

PERSONAL FACTORS

LEGEND

Noto-Percectages ropoted 3rothe impact on find) EX maasere. CADolivery R-Sanare is the )mmrﬂumr 0 (%)) r'r:ll‘ﬁrﬁﬂumuelnl lt»llﬁar(dhtrlrﬂawdm viroblats. \ll.u(tmeﬂldmdunmmulnﬂxl s20.03 10 0.5 am wesh or
fow elizct sire 0.9 80C.7 are a roderats efect siee, > 0.7 s 3 stong effect sire; See Moo, 0,5, Notz, W.L& Fleger, N A, (20 13). The Basic practice of statistcs (6th ed). New fodk, NY:W. H. Fresmae ard Compary, p. 131
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CXCRIVERS BY EXSEGMENTS

Detailed Driver Analysis: Ambitious Achievers

AUTONOMY
60%

Adaptability
60%

“ SMPLOTEEBRAND _ COMMUNICATION L
ENGAGEMENT S19% 2

@ PERCEVED WALUE =

6 Ambitious Achievers
EMPLOYEE Committed
BRAND 19% 40% R-Square = 53%
PERSDNAL PACTORS SITUATIONAL FACTORS EMPLOYEE RESPONSES
% Balance Vale Cultura Resources Rewards Spaces Cognitive Affective Behavioural
) o - S
§ @ 2 * ey ) U/ i@
z 2 2 " ] 7 @
Noto-P poted s the impacton 12 . CADokiveny R-Sanare is the %) pharad by Ce i wVakes<03 i s20.03 10 0.5 am weshor
fowelectske 09007 22 >Qlmma Woore, 0.5, Notz, W.LE Fllnger, ML A, (20 13). The Basic practice of statistis (6th od). Now fodk, NY:W. K. Freemae ard Company, p. 138,
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Detailed Driver Analysis: Reliable Co-workers

-
2 ©

Reliable Co-workers

[ R-Square = 51%J

; §
Belonging PROCESSES A
24% % 2
PERSONAL FACTORS EMPLOYEE RESPONSES
Balance Value Culture Resoarces Rewards Spaces Cognitive Affective Behavioural

LEGEND
=3
@

ol
4
]
ol

G & ®

poted srthe impacton . CiDolivery R-Sanare is the si20.03 10 0.5 am weshor
2

Noto:P (%)) 0 be axplained by Se i & L Vales< 03 il
fow elizct skre 0.3 820.7 3re >0.33m 3 storg Mooee, 0,5, Notz, W.L& Flngar, ML A, (30 33). The Basic practice of statistes (6th ed ). Now fodk, NY:W. H.Famae ard Compary. p.138,
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CXCRIVERS BY EXSEGMENTS

Detailed Driver Analysis: Aspiring Careerists

Aspiring Careerists

[ R-Square=67% nn::m
AUTONOMY
45% @
PERCEIVED VALUE
14%
Belonging
41%
RESOURCES
%
RESOURCES
@ wu.ul pe AuTONOMY PERCEIVED VALUE
13% L]
PERSONAL FACTORS EMPLOYEE RESPONSES
Balance Vaiue Culture Resodrces Rewards Spaces Cognitive Affective Behavioural

=}
z
W
o
w
=

t @ 2 9 K I G @ @

Note-Percectages ropoted srthe impact o find| EX measure. CXDolivery R-Sauare is the yropocticn of sadinco (%) ie ®o depandactracis blo hat car be explaed by Be indepredert viroblels. Valios< 0.3 3m corsidired a5 ) orvery vaa k effect size. £3 to 0.5 am weshor
fow eltact size. 0.3 80C.7 are a roderats etect see, > 0.7 2 3 stong effect siee; See Moore, 0,5, Notz, WL Finger, ML A, {20 13). The Basic pactice of statisties (6th od). New fock, NY:W. . Freemae a¢d Comparry. p. 138,
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A CXI

Detailed Driver Analysis: Disenchanted Leaders

[+
- DELIVERY
AUTONOMY
100% Adaptability
100%
Disenchanted Leaders
| R-Square = 75% |
PERSONAL FACTORS SITUATIONAL FACTORS EMPLOYEE RESPONSES
Balal Culturs Rescurces Rewards Cognitive Behavioural

LEGEND

* @ A 9 a

Note-Percectages ropoed sre the impact o find) EX measere. CXDolivery R-Sauare is the proporticn of sadince (%) ie ®o dependect racis ble Ihat car be explaired by Be indepredert viroblels. Vakios< 0.3 3m corsidred a5 r) orvery waa k offect size. £3 1o 0.5 s wesh or
fow eliact size. 0.3 80C.7 3re a maderats eact see, > 0.7 2 3 stong effect siee; See Moore, 0,5, Notz, WL Flnger, ML A. {20 13). The Basic practice of statisties (6th ed). New fock, NY:W. . Fresmae a¢d Comparry. p.138,
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EX & CXIMPROVEMENT OPPORTUNTIES

Section Overview

Objective

Highlight opportunities for Crown EX and CX improvements.
These opportunities were identified by employees in the Crown
EX Suvey.

Overview

Employees provided suggestions on how Crown might be able
to leverage opportunities to improve EX and CX. Analysis of
these opportunities is profiled in terms of opportunities related
to Resources, Rewards, Culture, and Spaces across Crown
Melboume and Crown Perth.

Method

Content analysis of open qualitative responses was conduced
using Leximancer software. Leximancer conducts quantitative
¥ aciateeds b ining the SRR

f ptsina dataset. pts are defined with the help of
put and form the basis of sub: thematic and
relational automated analyses.

Insights

= Commonly cited EX opportunities include:

o Changes to time p including i
working hours, and providing more stable working hours
Offering better food, including healthier options

access to leave, implementing flexible

o

o Providing better and/ormore flexible benefits, including intemal benefits (e.g. access to 24-hour
gym) and fits (e.g. health i i widerrange of i
n cited CX opp ities include improving food offerings (in tenms of quality, novelty, and price)

and improving communication (both within Crown and between Crown and customers in the form of
improved infonmation provision and real-time feedback mechanisms).

Implications

= Common themes in enhancing the Crown EX are directly related to aspects of Work-life Balance (time
management and flexible working hours).

s Cro k anis need for Crown to f ication with dthe
food offering to improve Crown's CX Delivery.

Opportunities

= Develop a regular EX Pulse to draw on the Voice of in identifying EX and CXii
opportunities.

u Being on the frontline, employees provide a land i i of i ion on CX and EX
improvement opportunities.

Crown EXResearch
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EX & CXIMPROVEMENT OPPORTUNITES CX|

Below is a summary of all EX and CX improvement opportunities identified by employees

The most i PP ity to enh Crown'’s EXincludes management style and lifestyle benefits, wh CX can be through customer ication and the
food offering.
CULTURE RESOURCES REWARDS | SPACES
EXENHANCEMENT OPPORTUNMES
MANAGEMENT  EEIM sTABLTY MENE UFESTYLEBENEFTTS ERrEm
" incleding Better/ i
treatment, and stable (eg om) g H
BALANCE working bours insurance {
Improved wors Bl Malirce foop WEE et i
FLEOBILTY Betterfood, including heaRhier options DIRECT BENEFTTS | L] ]| i
Improved access (B e s nd Sexible working Rod: 3
omangements. PARKING H
COMMUNICATION Improved parkin Il Mirecuc:d costs i
L RECOGNION
departments Ircreased rewards and B Mlsivon: e r statt i
| Promotion opporturities | i
i i
CX ENHANCEMENT OPPORTUNIMES
STAFFATTITUDES COMMUNICATION DIRECT BENEFITS | Foon
Encourage, sepport, and prill I EEIEE Benetrs (e.g. parking), proc MM, ¢ wi/eaways)and i improved I s (better quakty, diferertiated from
have happler staff Iirformation provision to cestomers. i H cheapen
REDUCE PRESSURE TRAINING
L] 1] h\mﬂ:ﬂmlnlimdlnmnomnmum
and more persoralized attention wairing, develos B MM 1 coreerprogression
FEEDBACK
Encourage real-time cestomes feedback
-- ervices snd
LEGEND: . DILIGENT . AMBITIOUS RELIABLE ASPIRING . DISENCHANTED
CONTRIBUTORS ACHIEVERS CO-WORKERS CAREERISTS LEADERS

Note: EX & CX opporturities identified by Cevam Melboume 24 Covam Ped poperties 1 beated ie Appeedi A,
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EX & CXIMPROVEMENT OPPORTUNITIES Cxl
Employees identified several common EX enhancement opportunities
Employees were asked to provide suggestions on potential opportunities to improve the Crown EX. Common themes are outlined below, including an indication of how common each identified

ity is across EX anda ive quote to highlight th ity in the words of

ity Segment i Representative Quotes
“mhen
p % Team, and the business anit
batter
‘suppor, and Increased recognition) X X X X " bustand empowermentto to
e {Aspiring Careerists]
Communication x % Ampx . ~DEgent Cortributors)
[Oliigent Contribetors}
Work-ife balance X X '
getoneweekend of? a month. ” [011igert Contribetors] 10 Denefits. “Aspiring Careerists]
An Belng
x x be. “J0sIgent g
Conwibutors] project work |Aspiring Coreerists]
LEGEND: DILIGENT AMBITIOUS RELIABLE ASPIRING . DISENCHANTED
CONTRIBUTORS ACHIEVERS CO-WORKERS CAREERISTS LEADERS
Note: Based oe corcept clusters tar overall dataset by qu estioe and Indikids 3l e hed coe cepts for datasets by EX segmeet and quastioe ea ryksss o6 wees mised withle 38 of the segments Batonly those most mievart 1o eack EX sepment o ledicated.
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£X & CXIMPROVEMENT OPPORTUNITIES CXl
Employees identified several common EX enhancement opportunities cont.
Improvement Opportunity Segment Mentions Representative Quotes
Banefits. #53 MuSL “[Reliatie Co-workes]
tood X X X X a Loy days) gt ——
Coenibutors) 2
parking options, areas or free carparking " Aspiing Camerists]
“There sfow'd be more and easler accessto .,
Pomotion and skil-sullcing opportunttes X =
Mlm»uwi,. ng,'l “Amditions Jambitous b
ers]
~ pen
sccess, 2 atter hours:
X X T Staft. "{Fakabie Co-woskars)
Doesn thave tede
Su'frowards and recogrition x x or would  waldlist Thosemix
be great o ) JAbitous
Achievers]
finanding Alse, o
[O¥gert Corributon] > N
o
Dbeneftts (a.g. ki i
R wider X X X X X {tanbitions Achisvers]
range of Insurance dlacoints)
empiyees -such. r
don 't the rates competiohe. ” g ent Contributees] “Raves toe Doy, soul”
[Aspiing Careedsts]
LEGEND: DILIGENT AMBITIOUS RELIABLE ASPIRING . DISENCHANTED
CONTRIBUTORS ACHIEVERS €O-WORKERS CAREERISTS LEADERS
Note-Based o« concept custenifor sveall d 3 308 InSkids et X segrest and ge estioe; maey kiss &5 wem misedwithie al of the segmantsdut onlythase mest relevart 1o ach EX segreet amisdicated.
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nsalmmM\(n’mv ' CXI

Employees identified several common EX enhancement opportunities cont.

I pportunity gment Mentions Representative Quotes

ey

W3 & mrek and oOvers getone. N ble Cowathens

needed.
[ligent Centribatrs]

mwile: FNCIEXE X AXU BX o

workinghours
5, Maving
my oo A long I ahowid be ab) P
4
doesit
matter? | Aspisng Carerizts] extra heurs. “isenchartad Leaders]
"
m cemoralsing.”
TDiigenCx [Asgiring Careeristy]
Tk X X X
‘task railsdle. they
sats of questions on thephone. JAmbitious Ackievers] willfeave [Ambitioss
Achiewrs)
appealing food chokes.” 13
Refiable Co-worhers; asmel
Idea'teatmest
ortions X X X X whichis.
o anaplylactie shock.™
varfedyday to day. " [Disenchented Leaders) Ditigert Contributors]
LEGEND: DILIGENT AMBIT OUS RELIABLE ASPIRING . DISENCHANTED
CONTRIBUTORS ACHIEVERS €O WORKERS CAREERISTS LEADERS
Note-Based ot concept csteaifor aveal qustioe 308 inskids coecey! X segrestand gu estior; maeykiss &5 wee miseduithie ol ofthe segments St ealyhose mest relevart to each EX segreet amiadicated
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EX & CXIMPROVEMENT OPPORTUNTIES

Employees identified several common CX enhancement opportunities

how common each identified opportunity was across segments and a representative quote to highlight the

Improvement Opportunity

CULTURE

‘Reduce staff preasures to allow batter service
and more personalised atisntion

Improve conslstancy ard delivery of
‘commu nication and Information provision

Employees were also asked to provide suggestions on potential opportunities to improve the customer experience at Crown. Common themes are outlined below, along with an indication as to
ity in the words of
Segment Mentions Representative Quotes
“Spend money & have more staffon
“Friendier, eschshie fe
- becauseltwillonlylead to unhapy,
. workfoad, more happy s, and
x x x [Ambitious Achbevers] M‘mﬂm bettercustomersemice!
g | [Disenchanted Leaders)
por
Maybe with the Crown app?” R <
x x [Aspiring Careerists] 1 iLsscen)
X x e = a2
H Improve service quailty.” producovity. ™
recommendations
Uil | Adpylog Camsets) [Ddigert Contributors] [Disenchanted Lesders]
“Improve customer service within the gaming v
x x FAT they're up © the standad of making
. . services that they provide to the customer. ™
Zaining modies. ” [Diigert Contributors) asbltious Ackivers [Disenchanted Leaders)
S b a2 confidant
workoads. ™ feeonhowto play.”
[Oisigent Contributors} Ambitions Achievers]
X X X X
around Information given to each gvest ~ 3 cand. [ 38
[Aspiring Careerists) (Reliable Co-workee
DILIGENT AMBITIOUS RELIABLE ASPIRING . DISENCHANTED
CONTRIBUTORS ACHIEVERS CO-WORKERS CAREERISTS LEADERS
Note: Based oe corcept clusters tar overall dataset by qu estioe and Indikids 3l e hed coe cepts for datasets by EX segmeet and questioe; ea ryksss es wees mised withle 38 of the segments Batonly those most mievart 1o eack EXsepment o ledicated.
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EX & CXIMPROVEMENT OPPORTUNITES CX|
Employees identified several common CX enhancement opportunities cont.
Improvement Opportunity SegmentMentions Representative Quotes
@ Browkk
2
=3 Benets, prometiors and senvices X X EE e i dghe getitback and
H Ohedr stay time wil Increase. T Asplring Careerists]
“The il P
tin stall - at
open
Access 1o rewands and Information booths X EXd X
hatareon " event nights. “TAmbitious Achievers]
[Diligest Contributors]
buars, etc. have better
cot effective) X X X X sorchagges. /s apacat
[Diligent Contribetors] can wear the charge and Crown cannot " Aspring
» Careerists)
W
S
b
a
%
"p “To keep things fresh and well
around the complex such as pools and maintained some areas of Crown
vervcen and faclltes, pdstad avethecis) X X X 0 frai needto be ghenanewookoran
[Diligert Contribtors) Doty [Ambaioss Ackevers]
‘member”rooms
X X X s ;
heycan have the best experience passible. *|D Wigert Cortributors]
LEGEND: DILIGENT AMBITIOUS RELIABLE ASPIRING . DISENCHANTED
CONTRIBUTORS ACHIEVERS CO-WORKERS CAREERISTS LEADERS
Note:Based on cancept chustecsfor svea | dataset By questios 3nd indikids 3] me ke d concepts for datasets by EX segmest and gu estioe: maey sss &5 ween mised withie all of the segments Sutonly thase most relevart 1o eack EXsegmeet am indicated
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-

The Crown EX can be enhanced on the basis of three types of initiatives

1 | 2

3

INNOVATIONS
SRRCICTES GAME CHANGERS
y Initiatives that are
Im:'aézv: ithat at:,e planned for Initiatives that demand
< atvelysey 2 intermediate investments of time and
implement and achieve - ‘i d
immediate mp lementation an resources
St o toc'lmes' are designed for and aim for longer-term,
,I:ow_hm i Y medium-term sustained
fruit initiatives. outcomes; New outcomes; New and

initiatives.

different initiatives.

4 e T
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Quick-win: Deep dive into Diligent Contributors

This research has identified that Diligent Contributors is an underperforming segment in tenns The quick-win of ing and ing the Diligent
of promoting Crown as a place to work (ENPS*) compared to other segments with positive ENPS work experience at Crown imvolves the following steps:
scores.

1. Discovery & Recruitment: The Diligent Contributor segment profile
Diligent Contributors is the largest EX segment at Crown and warrants further attention to should be leveraged to invite participants to a series of focus group
detennine potential drivers of the segment’s relatively low ENPS. iscussions across Crown and Crown Perth.
The current project provides some initial qualitative insights derived from survey data; however, 2. Listen & Leam: After recruitment, employees should be given an

this is limited. We propose a series of qualitative deep dives with this segment in order to

uncover any potential triggers that might be influencing ENPS levels and to identify strategies to Opes anC knpaittal eiviromnent e which to thek:

rectify any identified issues. experiences and reflections on working at Crown.
These deep dives would also allow Crown the ity to gain a deeper ing of the
points of pain and delight that exist for this segment (such as Social Environment), providing a
ion for further i insights across all
Note: 'ENPS e estioe 3sks hxh(&u:tlh:nb:hn:w—rvr:(:nwfmn»rllush:uanM"-"xrustmawnbuklra': (ot 312l 10 10 Cestromely Moty Ratiegs sre o ers (3 - 10), Passives (6-7) ard Detractors (0-5) in oo with @o NPS

methadolegy. A posiie ENPS rafieg b cates mare Promators’ exist ke 2 populatios thae Detaactsey

Crown EXResearch 3




DTT.010.0003.0040_0093

-

Innovation: Align Crown EXand CX programs by Identifying and understanding Crown EX personas and joumeys

The EX suwey provides an initial shp in identifying the EX segments that existin Crown. as well as their Drawing on EX Iiterature, the ience joumeyis
and b However, 2n in-cepth znalysis of employzes’ entire EXpumey of cynamic decsion points, not static p Th isi
is not possible with curvoydnh. Hence, mlmwlmmmntcx"eurehpmgsm s series of mark ges within a 0 i
ions (e.¢ groups, interviews) across all This would allow for the
identification ard understanding of E)(]ouneyu and m-depth touchpoiats and moments of truth. 1. JOIN: Discavery & Recruitment. The employee joumey begins when

they ‘discover’ arole within an orgznisation and are recruited intoit.

Detailed employee joumey maps can aiso be ped, tracking and Itis important to note that this can be though intemal recritment
induction to exit. The psychalogy behind Crows EX personas and lhelrmpeme journeys can also be oretemalrscnuitment.
brought te life through this process.

2. LEARN: Induction & ding i p are
inducted into the orgarisation’s culture and processes through
onbearding, inchiding initial training.

3. CONVRIBUTE: Participation & Contribution. The majority of an
's i jill be spert participating in the
ion's celture and contributing to its hrough their
perfonmance at work.

4. GROW: Development & Growth. As employees participate and
contribute at work, ther develop their skills thrcugh multiple stages
of gowth.

5. PROGRESS: Recommitting & Transitioning. As they davelop their
skills, employees will either recommnit 1o their current role to
continue on their curent growth curve or transifion into a new role
within or outside of the orgarisation.

Note:The Cosee empioyee expieece fie sta e nodel s Sodved fom s revew of academk ird Induitry based Beratie relaSh g to the employes axperioecs.
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Game changer: Track the Crown EXmodel over time and match Voice of Employee with Voice of Customerto close the CX
Delivery gap
The bel delis the iety EXmoded for Crown. Ongoing tracking of thesz core EX metrics is recommended on an asnual basis, with more fiequert ‘pulse’ updates in line with CX

measures. Longtudinel data would allow for asalysis that could identify how employees nove between EX segments over time. This data could also assist with identifying and undentanding how
employees move from lowerto higher levels of Belonging and Adaptabiity, the key drivers of CXDelivery.

2 l"‘ COMMUNICATION =]
A -
F 3
A
2 PSYCHOLOGICAL |
2 i Lo e Adaptability
L.l ’ W AUTONOMY
Committed
2 RESOURCES
&
LEADERSHIP
a
2 -
SERVICE
& | ms e
'ﬂ' f EMPLOYEE Work
ul BRAND performance
2 WORK-LIFE
b 3 =
PROCESSES R ENTITLEMENTS | Belonging
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Crown Melboume and Crown Perth both perform very well on the Personal and Situational factors that shape the employee
experience

Crown employees in Melboume and Perth have similar ratiags of Personal and Situstional Factors. However, Crown rforms slightly b all f: Rewards and
Spaces.
Personal Factors Situational Factors
% agree/stongly agree* % agree/strongly agree*
O] ' ¥ (i 'y £
‘F (4 o : §
VALUE BALANCE?

1 1 ]
1 H H i
i ! ! | i
i ! | | {
i | | i ! i
{ i { i i

... L A 42%1 84%1 57%| e 54% o 82%1

MELBOURNE

ﬂﬁ: ........ ml “%i ........................... 73%l 80%T .......... 55% 57*1

LEGEND:
SIGNIFICANTLY . SIGNIFICANTLY
HIGHER LOWER

Note: 'Overa Bscores combine scoves from ath wropedior; Perceetages indicato thise that ibar agme’ or ‘trongly agres’ orare ‘satished or ‘stramelysstisiof : Scoms 3 outaf 100 and am rmunded Bathe reamst whok pewseetage: Sigrificasct msslts (9<0.001) s based
6 Coun M eRsurme vi. Crowe Perth, wid cating a bighe/ e ;

Crown EXfiesesrch
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The majority of Crown employees see theirrole as related to and impactful on CX Delivery, but a gap exists between employees’
perceptions of CX Delivery and customers’ perceptions of Crown’s CX

Crown employees were asked to self-assess their individual impact on and role in CX Delivery at Crowa. * The majority (30%) mpomm lhumlels impactful and contributes to creating
experiences for customers at Crown. However, comparing customer perceptions of Crown's CX shows a CX dalivery gap. i broadly, Crown’s CX Delvery gap is bwer
thar the industyy standard of a 72% delirery gap.?

CXDELIVERY CXPERCEPTION

EMPLOYEE PERCEPTIONS* CXDELIVERY GAP CUSTOMER PERCEPTIONS?
% agee/stngly sgree’ : % agres/ strorgly agee

Ovenll Front-of-house Beck-of-house
| i
1
|

M:f&m“ e GO% T reenes GO wasennn BT I I,

"’;'m' ml ......... m ......... 85% - l -26% } ..........

LEGEND:
SIGNIFICANTLY SIGNIFICANTLY
HIGHER LOWER

Note: '(l‘,b,eei mn- c;y.ncxowu, wai assessed urg: serpaie of two Rems, vy,;am animpact or Be Crows chstomar experkace’ aed | crmats memonble expiries zos with Crowe customeny”: Owal scows comblee scores fom bt properties: Perzerta s
percertige: *Bar & Corpany (20%). Clasing the Solivary (a5 Howts ackizve twe castomer growsh: Vita colected from Crowr Customars a3 pad of the s godeg Crowe Cltrachingsuvay, iollectadowr
the peiod £ Aol 201 to 2 hee 2018 Signcaecare as | ;r 0%) st b sedon Crows MEoue v GouT Feeh. wEE amrowes le Acatie g4 higher/ lowsr stitistic a3k sigeificict dfemsece.
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o e
Melbourne employees exhibit slightly more positive Responses to the experience of working at Crown
The primary differences across Melboume and Perth are sen in Cognitive and Affective ics: Melboume employ poit higher levels of Belonging and repart being more
Committed whea compared to Perth employees.
.".".;...'-
COGNITIVE BEHAVIOURAL
VELBOURNE
I sogeysengyagne' - I %ageo/srongyagre! I wageestongyagee!
o - H WORK
(81%1 ) M iemee | 75% ) 80%1 PROUD
ey : DISCRETIONARY
f OVERALL ( \
: 76% | SATISFACTION | 2% 78%1 Harey - -
e - ;
N N ADAPTABILTY
|67%1) emoname | 56%) ) @ COMMITTED :
JOB-SEEXING
LEGEND:
SIGNIFICANTLY . SIGNIFICANTLY
HIGHER LOWER
MNote O 522005 40 btk pogay 0 ekber agne’ or ' orare “Satisfed or of 100 sed am @arded toR e roanst whok percantige: Sigeificar co rosults 190,001 are Bosed
o2 Covwn Malbssme w, Coowe Peh, 53 2ighae/ low e 3
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.

The overall employee promotion of Crown as a place to visit(NPS) and as a place to work (ENPS)is positive
Two advocacy questions were asked of siaff, advocacy of Crown &s a place tovisit (NPS) and adrocacy of Crown as a place to work (ENPS). Both scores rate highly for Crown owerall and acoss
each propaity, with mere Promotors than Detractors across the Crown business.

RECOMMEND CROWN RECOMMEND CROWN AS A PLACE TO WORK (ENPS?)

ASAPLACETO VISIT (NPSY)
Overall Promotors Passives Detractors

SROWH +33 e .,.141. B Y | NI 34T zel

MELBOURNE

LEGEND:
. SIGNIFICANTLY . SIGNIFICANTLY
HIGHER LOWER

Note: 4150 keown 35 1l~l!>oslom:\-l-ns(o-4 uzm Bk’ NPS :'. stice 3sks How Bka lywaekd you be 13 meamm erd Crown [1ceatioe] 25 3 plice towerh?' 2ed s ted 203 seale fom (et a4 2 © 10 (extreenely Beely). Rasiegs forboth NFS 20 4 DWS are
NPS mat® odolagy. A posiive NPS/ENPS nur('é—ﬂn e P oton’ sistin 2 popelation than Dutracton’s A bN’PPM OWPS of 23 was obtaie adfrom 2 raSiora lAsstralisn

Bicare resuds (02 0.201) 31 1352 on Crowe Nefbacs s, Crown Pecth,
Crown EXfiesesrch 100

4 06-T)
i of emplogees 48 the CF onaints Sunayiarh, 2
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THECROWN EMPLOYEE EXPERIENCE: MELBOURNEVS. PERTH CX|

Enhancement Opportunities by Property: Crown Melbourne

CULTURE RESOURCES REWARDS
EX ENHANCEMENT OPPORTUNITIES
MANAGEMENT STABILITY : DIRECT BENEFTTS AIRQUALITY
preony = et "
recogrition progressing from part-time to full time) . CAREERPROGRESSION i
BALANCE & FLEGBILTY FooD i promotion
o " sddmtionsl | Betterfood, H
© e © PARKING
(eg night shift H
allowarces) i parking
‘COMMUN ICATION i RECOGNTION

Increase rewards and recognition for staff (e.g. rewarding

201035 departments and teams at all levels of

maragement i
S UFESTYLE BENEFITS
! g hesls
i insarance)
CX ENHANCEMENT OPPORTUNITIES
HAPPINESS TRAINING . FREEBIES | RULES
Encourage, sepport, I
resultin happler staff senice g free drinks, entertainment passes, gaming both staff and other players
| credits)
'VALUING THE CUSTOMER i FACILES
patience,  DIRECT BENEFTTS
consideration (e.g makingthe costomer’s ‘dollar’ last a bit parking), £ areas(e.g 3ir qualty, more seating, better sccessto
longed giveaways) and services (e.g. toer guides) jervices
wayfinding
FEEDBACK SIMPLIFY REWARDS
feedback cogris i
‘CUSTOMER INTERACTION

‘with customers (.. greetings and small talk)

Note: Segmert dMrarces am snavailsdle.
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THECROWN EMPLOYEE EXPERIENCE: MELBOURNEVS. PERTH

Enhancement Opportunities by Property: Crown Perth

CULTURE

RESOURCES

REWARDS

CXI

EX ENHANCEMENT OPPORTUNITIES

MANAGEMENT STABILITY | UFESTVLE BENEFTS
Imgrove accountabilty, communication, support, and g
acknowledgement shifts,’ H DM access,

progressing from part-time to full time) © benefits (e.g. beslth insarsnce)
BALANCE & FLEXBILITY i

P 2ddtioral FOOD DIRECT BENEFTTS
ty g
amangements (e.g working from home, rightshift oMl work
allowarces) e, day and right shiftemployees) options,
'COMMUN ICATION RECOGNITION
2cr03s departments and teams at all levels of '3
maragement
FAIRNESS 'CAREER PROGRESSION
Fair
burden of dssigring promotion
capable ard krowledgesble staf
CX ENHANCEMENT OPPORTUNITIES

HAPPINESS COMMUNICATION DIRECT BENEFTTS ENTERTAINMENT
Encourage, sepport, parking),
resultin happler staff o motions [( guides) 0|

customers. casino areas (e.g roving promotions)
FEEDBACK SIMPLIFY REWARDS

TRAINING RULES
feecback £

senice perty d
VALUING THE CUSTOMER goests! and other
§ free drinks on FREEBIES playenss
positive interactions, patience, consideration playersard
i reward thean more frequently (.4 free drinks, food, wi)) FACILIES

REDUCE PRESSURE i H g
and more persoralised attention ' wpdated sesthetics)

Note: Segmert dMemoces e snavailible
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SEGMENT COMPARISONS BY ITEM CX|

Item results for Value and Balance

Q2.1 Crownl
employees

Q2.1 Crownl

T
1 levels, butfeel agree +
; xf 30% 30% 26% 33% 33%
have no control over the current situation strongly agree
LEGEND:
SIGNIFICANTLY SIGNIFICANTLY Nots: eate those who agae’ or Stiorgly agree’, murdad o 1he nearestudsle perertage: Asvw ingicates sttsSesllysigrifeant
HIGHER LOWER 2 304 bigher/lower ross R compared > the Tots] Sample. Crown EXResearch 104
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SEGMENT COMPARISONS BY ITEM CX|

Item results for Culture

agroe +
Interactions with support staff 5% 84% 1 40% | 2% 1 26% )
) S
S Lamingnewtings Aghoe £ 6% 67%1 0% | 75% 1 7%
% 5 % Working collaboratively within my team APROE 71% 76% 1 s2% ) 81% 1 2%
8 3 W’! f
Working collaboratively across the business 55% 80% 1 3% Ti% 1 20% )

agroo +
Ease of access to communication 60% 85% 1 43% ) 73%1® 27% )
strongly agree
LEGEND:
Note:: Perceetages ledicate thase wh o ‘2 pe’” or 'strorgly 2 20y or 3 “satisfied” or ‘extemely satisfied (Callsboration sed
SIGNIFICANTLY SIGNIFICANTLY com marded 1a B nearest whols parcsntage; Aevwlndicstes statistially sgeficant diismoze (p<0.001) and highee/lower

tioe:
HIGHER LOWER rsultconpared s the Total Samphe. Crown EXResearch 106
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SEGMENT COMPARISONS BY ITEM CX|
Item results for Culture cont.
Diligert Rellable Dissncharrted
Rating . Ambitious Achiovers | 80 Aspling Careetists
& Reward and recognition Appot 4% s0% 1 30% | 82% 1 14% |
g B
2 Diversity of workforce 4% 78%1 58% | 83% 1 1%
Inclusivity of working emvironment Ao ea% 71% 5%, %t 28% |
strongly agroe
) 8 agree +
support, sustainability, etc.) s genuine strongty agree 1% 74% 1 54% | 0%
at[Q2.1 agree + PY
FsoRintt 6 Sedansauonts &% 8% 1 4% 76% 1 3%
G- e oo SRR NN e TIRER, ot DO
atg2.1 agreo + 3
2 [ 49% 56% 30% | 6% 1 18% |
g 5 i Leaders are very welfare of AP L 52% s7%1 3% eT% 1 24% |
Bl B 8 e A i PR T SO ot S
Leaders have a strong sense of faimess a0t 52% 57%1 5% | 85% 1 2%
strongly agree :
Other care about my wellbeing et ea% s7%1t 50% | 73%1 2%
strongly agroe
Management style of my direct manager 2PPo% 8% 72%1 57% ) 5% 1 0% |
strongly agree

Performance management processes. Agoa s 50% 54% 1 32% ) 88% 1 19% |
Complaint and grievance processes s 4% 49% 31% ) 2% 1 2% )

LEGEND:
SIGNIFICANTLY SIGNIFICANTLY 7. mended tothe ecarest whoie peeetagy; Ao irdiates sty tsica by sigrifant dBfomnc ecrenn
HIGHER LOWER 10 the Tots | Sampls. Crown EXResearch 106
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SEGMENT COMPARISONS BY ITEM CX|

Item results for Culture and Resources

S Ifeel that | can express my true feelings atwork et 52% 57%1 37T% . 86% 1 2%
& strongly agree

g Ifeel respected in the workplace e 9% 74% 1 54% ) 8% 1 38% )
i strongly agree . 2

Access to training and development 20008 % 5% 1 4] 3% 1 20% |

LEGEND:
ercoetages ledicate thase wha ‘2 ee’ on 'storgly agree’ (Payek sbogieal satety ard Rescurces)or s ‘satisfied o ‘atremely satisied
SIGNIFICANTLY SIGNIFICANTLY 505, rou £ 4 tothe coamat whole prvzoetage; Aarow in heates s i Ngheo/lowecsah
HIGHER LOWER 4 1o the Tots| Sample. Crown EXResearch 107
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SEGMENT COMPARISONS BY ITEM

Item results for Rewards and Spaces

Items

Parking benefits or discounts

Meal benefits while at work

Food and meal discounts at restaurants

=
S
g

Heaith benefits or discounts

Leave entitements

Physical work environment

Noise level
Amenities and shared spaces
Canteen
LEGEND:
SIGNIFICANTLY SIGNIFICANTLY
HIGHER LOWER

Dioss Ambitious Achlevers i

Rating o

m";;";” 46% 53% 1 32% | 81% 1 15% |
m';,”‘;” 76% 78% 1 4% 82% 1 52% |
m‘g’;” 6% 73%1 50% | 6% 36% |
m";’;” 4% s2% 1 20%) s2%1 25%

61% sT%1 an% ]
8% s2% 1 0%
m‘;,";p” 5% 8% 1 51%)
m‘,;;';” 61% 6% e

Nate:: Peszeetag)
sigeificaet dfe e

sewh s are ‘satisfled or ‘extmealy satisfied’, roanded 13 the eamstwhols peezeetage; Amow ledicates statistically
sedbigher/lower resait comparad to e Total Sample.

Coworten | AsPidngCarserists

CXI

Disenchanted
Lsaders

2% 34% |
57%1 23% |
76% 1 35% |
2% t 4%
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SEGMENT COMPARISONS BY ITEM CX|

Item results for Cognitive, Affective, and Behavioural Employee Responses

Irecelve recognition for a job well done

1eel 1ampart of a team at [Q2.1 Crown Location] Agpeo 79% 81% 1 66% | 84% 1 50% |

Ifeel [Q2.1 Crown a
career, notjust a job

lusually adapt the typ:

Iwork hard to get the job done on time ‘ﬂ ¥ 9% 96% 1 83% ) 5% 1 3%
agroo +
| completa work to a high standard 968% 1 7%t 88% | 7% 82% |
LEGEND:
SIGNIFICANTLY SIGNIFICANTLY Note:: IPercestages indicate 350 who ‘sgree”or stroe gl s gree’, mueded o the ecacest whole percects ge: Areow b icates staistcay sge ficart

HIGHER LOWER diarence (p<0.001) and higher/lower rosa R compared s the Totsl Sample. Crown EXResearch 109
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CATALOGUE OF SURVEY TEMS

Employee Perceptions: Measures for Value and Balance

is a Per Factor
in their 0

otion, quality, social and

§ each of four
> prise (Sweanay & Soutar, 2001).

Work-lifs Personal Factor

employees’ percaived talance betwesn their work and
personal ives (Dex & Band, 2005).

m.«v:ng 81, 3%-368, )-.‘sxAs:u s
maasere of & humar wokplace ard ks impuct TN paped be
segagemert ard dieegagemeet at
Paesarl A 201%), W
Joumal of

meo-,m'mxzper sl 33,652

{2047).Tha efiect of work
S-309; bews, . P & L. T.W

BV lnMKHP:ﬂ"lndrﬁ‘v Whtsgapea. et
; Kem

V. & Piesad, & (2014
¢ v

Measures employees’ ageemeatwith each
itamon a Spoint scale.

Measures employees’ agreementwith each
Itemon a Spoint ale.
Note: items are negatively worded, ao

Items Mcasurement

Agresmentwith ...

.

| enjoy working at Crywn [lecation]

Ifeel gaod obaut wordng at Crows [locaton]

At Crown [location] you get well pzid for what you are asked to do
My jobis good for what | am paid

CXl

VALUE

Working at iy omer me BALANCE
Other ofme at
Crown [location]
8 farits
amployoos 2
22

- R

| worry about fhe effect of work stress on my heslith
for or

scores for
Jackof work-Nife balance.

eeuozment on job satisty cise

soey comnce /s

evkdeece from e Barklng sect ke G2
1996, A rew ol 3t pryetologica
€27-537; BN Smanter Worktoe

@2, B Ash, S, Fisder, M. &Haddad A, (2013), ToBeee gaged or zokts be engaged:
2rt1o empkyae pedimarcas,

ificult
levels, butfeel |

have na control overthe curent situation

» art, afhd, 30 partom fﬂﬂﬂ»\!v e
estiste, & Wodura ). The Employes Exped ol 4@
bie/s3a8as Mg~ L0 ISUSEN; Gabe, WA s Poyc! »lm.al o'dm:rso' peasesl =S
Gagemeeta madafieg permectie. Customay Nee: Soltions, 1(1), 52-67; Kamac V. &
tecedzets andeonsequeeces ol senvice inployes :«p;»m

customer loalty: Be medistior of serice chete. Jounsl of Applied Pschology, 90(6), 1217

Crown EXfiesesrch m
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CATALOGUE OF SURVEYITEMS CX|

Employee Perceptions: Measures for Culture

Definition Items Measurement :
Autonouny s a Cultural Situatisnal Fector that reflects oot uith
employees’ peroaived zbility ta make dedisions and exercise m:w each .i owii peconsl Ndghetin canying sik myjob 5'3
forsenvice empieyees in creating high-qualky custamer : fam ~ L
experiences (Menguo et ol., 2013). Lt
Satisfactionwith .. 2
*  Interactions wth management
Collaboration s 3 Cultiral Sitvations! Factar that s Ticasies ¥ 2
«@achitem on a 5-point scale. *  Interactions with support staff
*  leamirgnow hings
CULTURE
Deamston * Workingcollasorativly wittinmy team
Satsfactionwith..
cu-muncuu'nl Situational Factor that ks s . 2 o ’
8 s 9ach item o1 a 5-point scale. *  Relevance of commanication
*+  Fraquescy of communication
g 5 rolavanca froquency, and oass of actess. ol b b o
Py estertint - Measures employees’ each |
plac sy item on a Spointscale. % Crown & S j -
aexperiances/rols (scale from Kumar & Pansari, 2014). Bt
5
Diversity s a Cutral Stuational Factor that measures.
4 3 Sausfactionwith ...
STRIE e L2
Atshorah, 2017, i1 via Seoliten) 0 4 S oitaotie: = Diversity of warkforce
diversity *  Inclushity of workingenvironment

and inclusion.

Crown EXResesrch 12
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CATALOGUE OF SURVEY TEMS

Employee Perceptions: Measures for Culture

Constructs

Items Mcasurcment

Agreement with ...
+ Crown (acation)'s commitmant to toclal meponsbility 6.8,
ate)
- . . até inpadeit
Loy iy e i Measures employees’ agresment with tethe company's sucsess
i il toveL @ach itam on a 5-point seale. . vision that
motivates me
. the walfare of
* Leadershave astrongsenseof faimess
+ Other wenuinely wellbeing
Satsetionwith ...
Prooesses s o Cultural Situotional Factor measured via - Monagement xyle of my direct manager
% and M . 9. when applying for a role within
eachitem on o 5-point seale. Cown)

a Cubtural

*  Parformance management processas
+  Complantandgrevasce processes

F ty actor that Agreement with ...
g relates te Measures employaes’ with * leel that | canexpress my true feelings atwork
1830; each item on a S-point scale. *  lieel respectedin theworkpace
Brown &Leigh, 1986). ¢ leel work
g :rrmuaalmmlﬂmlﬂ:ml Factor thit y AgvenentMS ..
g ™ . supsrior sevice
g work environment to provision of a high-quality customer Sac¥tam on e B-pobit eale. . % 7% ..::.-

experience (Salanova,Agut and Peird 2005).

Crown EXResesrch
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CATALOGUE OF SURVEY TEMS

Employee Perceptions: Measures for Resources, Rewards, and Spaces

Construct Details

Meazures employees’ agimement or

each item on a 5-point

tothe
thar workas
eoted, 1 ool and
traning/ i ofjob
mestjob £ scale.
Passarl, 2014, 2015).
g
g Entitiementsis g thatrels thi
their

employment agreement or in fie course oftheir

via employ

(Agbozo, Owusu, Hoedoafia, & Atakorah, 2017).

SPACES
Physical spaces

Moasuras employces’ satisfaction with
each tem oa a 5-pointscale.

Measures employees’ satsfaction with
eachtem on a 5-point scale.

Items Mcasurement

B
i
2
Agreament with ... 2
*  Crown i
* lam s, and other |
resources
*  Ihaveth gh-qualty customer
experiences
Satisfactionwith .. *
*  Accesstotralzingand development
RESOURCES

Satisfactionwith ..

*  Parking benefts or dscounts

*  Maeal banefitswhile st work

* Foodand meal discounts atrestaurants
*  Health benefits or discounts

*  leave entitlements

Sausfactionwith ..

*  StaffRestaursnt - 1Ds
Canteen

Furniture and equipment
Physicel work envirosment
Tiolse level

Amenities and shared spaces

Crown EXfesesrch 114
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CATALOGUE OF SURVEY TEMS

Self-Assessed Measures: Cognitive and Affective Employee Responses

Constructs

Definition

Items Mcasurement

1 for 2 job well done
| feel part of the Crown community
I hava & sersa of sacurity/stabilty in my job

My eperierce as an employee kas been positive

1 am satisfied withmy job

M. .
sanse at Crown (Kumar
! & Pansarl, 2015). items on 2 5-point scala. :
R
! i measuing employees' overall pmmommﬁrmmc M ]
axparience atCrown as postive, {isnorag pot sule: 5
i a M the
} ovarall Crown., itam on a5-poirt scale. O
Proudisan sense M the
of pride In their employment at Crewn. item on a5-point scale. s
Affective Response M. the o
affective and career commitment to Crown. Item on a5-point scale. G |
caresr, not just a job
Happy - 'senss M. the
of happiness in their employment st Grown. itam on 8 5-poirt scale. <

1 am proud 10 work for Crown [location]

1eel1 am part of ateam at Crown [locition]

®

- lr-

\
L]

1 feel happyworking at Crown [lecation]

Crown EXfesearch 18
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CATALOGUE OF SURVEYTEMS

Self-Assessed Measures: Behavioural Employee Responses

Constructs
BEHAVIOURAL

ofthelr sbility o adapt

Mea:

items on a 5-pointscale.

v QU semice (o
Gustomers (Barnes & Coflier, 2013).
i Resporsa
i work (IEM items on a 5-pointscale.
& Workhuman, 2017).
o W
i for pt of-mouthin relation ”
to Crown a3 an employer usinga
netpromoter scere) item. 11-point scale.
Job-aeaking!s a self-
o wpectad Maasures employees' kellhoodto job-
ko baw sockona 5
the next 3, 6 and 12 months.
NPSIs s por

to Crown ss & leisure

Measures enployees’ lkslthood to

Items Mcasurement

Agreementwith ...

oustomer

= lreceive positive feedback lrom cestomers

.. sHlls

Agreamantwith .
554

* lanjoydevoting extra affortto my work
5 e

* lusuallyadaptthe type of sarvice 1o meet the unique needs of each ,+=
2
a
ng te give more eflort to l

member 03a place to werk?

Howlikaly are youto recemmend [Crown Location] t a friend or family |

ty are you tolook for Il
3 months?
o 8 months?
©  12moaths?

o

—_— W

*  How likely areyou

‘ employees’ propansity for positive ward-of-mouthin relation
[
premoter score) tem.

work (IBN & Wokhuman, 2017).

an 4
1 y visit’
Agreementwith ...
* lamvery productiveat work
items on a 3-pointscale. * Iworkhardtogetthe job deneontime

*  |completa work to ahigh standard

Crown EX fesearch 116




DTT.010.0003.0040_0116




DTT.010.0003.0040_0117

ALTERNATIVE SEGMENT NAMES

Idiomatic altematives to EX segment names and further descriptors have been developed for possible wider dissemination

These are some suggested attemative names and further descriptors for each EX segment. Please nots thatnone of the segments ar inherently negative as they all have positive qualities that

actirely contribute to and/or have the potential to contribute positivelyto Crown’s It

| Workhorses/
‘ Team Players

Rising Stars/
Trailblazers

Steady Ships,

Easy-goers
Firzcrackers/
Pocket Rockets
Disenchanted Critics/
Leaders Veterans

culture and p

i Desoription

The largest employee segment, this group of employees are dedicated team players
who are hardworking. They are active contibutors to the workplace and leok for
skill-building oppertunisies asa wayto deliver better costomer experiences.

Whether it's a big orsmall change, these employees want to make their markin the
workplace. They ar committed 1o honing Meir skills with opportunties to leam,
and they are always looking forward and moving up in their chosen career paths.

Adapting well to changes in the workplace, th yees tend to roll with the
puncres. Aslong s it's within their working houss, justask and they will get the job
done, To make the mosteffective use of their time, they will always find a rter
way to complete their tasks.

Dynanic and energetic, these go-getters will taks any and every opporturity to
leam, improve themselves, and do a good job. Enthusiasm fuels their work ethic,
but they're conscious of the impact of their working lives on their personal and
sociallives.

Anned with s wealth of knowledge and experience, they just need some cnvindng
to getthem on board. Equipped with the right toels, resources and opportunities,
they will be 10 deliver the superior Xp ey
believ in.

“aim to plosse. ™

“Climbing the ladder.”

“Dream big!*

“lust doing what | can. ™

Crown EXfesesrch
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