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NOVID 

I, SONJA BAUER of 8 Whiteman Street, Southbank, in the State of Victoria, MAKE OATH and 

say as follows: 

'I . I hold the position of Group General Manager Responsible Gaming at Crown Melbourne 

Limited (Crown). 

My experience and qualifications 

2. I obtained a Bachelor of Arts from the University of Mellbourne in 1991 . Since this time I 

have held a number of positions and have obtained various experience within the gaming 

industry, in particular: 
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(a) between 1992 -1993, I was the Gaming Manager of a gaming machine venue, 

The Grand Hotel, in Frankston; 

(b) between 1993-1994, I was employed at Tabcorp as a Gaming Training and 

Venue Set-up Officer and subsequently as a Co·-ordinator; 

(c) in 2006 I obtained a Certificate Ill in Security Operations; 

(d) in 2016 I completed the Williamson Community Leadership Program; and 

( e) I am a member of the National Association for Gambling Studies Australia, the 

International Think Tank on Gambling Research, Policy and Practice and a 

Leadership Victoria Alumni member. 

3. I commenced my employment at Crown in 1994 and have held a number of positions 

since this time, including: 

(a) from 1994, Gaming Machine Supervisor; 

(b) from 1995, Gaming Machines Shift/Operations Manager; 

(c) from 2002, Senior Gaming Machines Operations Manager; 

(d) from around June 2008, General Manager Community Affairs. Two restructures 

took place in 2009 and 2011 and my role was re-named General Manager 

Responsible Gaming & Community Affairs and t11en General Manager 

Responsible Gaming; and 

(e) from about 1 April 2017, I became the Group General Manager Responsible 

Gaming. This role encompasses responsible gaming at both the Melbourne 

casino (Casino) and Crown Perth. 

4. My current day to day responsibilities involve, amongst other things, ensuring Crown is 

compliant with all relevant government legislation pertaining to the responsible service of 

gaming and overseeing the operation of the Crown Responsible Gaming Support Centre 

(Centre). My role Includes overseeing the implementation of Crown's Responsible 

Service of Gaming Policy. The current policy [CRW.500.001.0708] is dated May 2016 

and was approved by me. 
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Crown Responsible Gaming Support Centre 

5. The Centre was established in 2002. At the time of establishment, it was the world's first 

responsible gaming centre operating in a casino. 

6. The purpose of the Centre is to ensure that gaming is dlelivered at Crown In a 

responsible manner in recognition of the small proportion of the community for which 

gambling can be a harmful activity. Centre services and programs are also aimed at 

customers who may feel they are at risk of developing problems with their gaming 

behaviour. The Responsible Service of Gaming Policy states that responsible gaming: 

(a) means each person exercising a rational and sensible choice based on his/ her 

ihdividual circumstances; 

(b) is in the interest of Crown's customers, employeies, the industry, government and 

the community; and 

(c) is a leisure activily consistent wilh community vailues whilst recognising customer 

rights and freedom of choice. 

7. Responsible gaming staff work from the Centre. The Centre is also where customers 

can seek support, which I depose to further below. The! Centre is located in the Crown 

complex, approximately 26 metres away from the nearest gaming floor entrance. It is on 

the 81 floor and is located off to the side, in a discrete c:1rea. The Centre has a subtle, 

discreet front window display, which is intended to prevent people feeling stigmatised or 

experiencing any embarrassment about attending. Photos of the Centre are at 

CRW.500.001.0146 of document CRW.500.001.0022. The location of the Centre is 

shown on the interactive Wayfinding kiosks which are tt1roughout the Casino. 

8. Under my supervision, the Centre undertakes the following functions, which I depose to 

in further detail below: 

(a) staff training about responsible service of gamin9; 

(b) providing support for people who may be experiHncing difficulties associated with 

their gaming behaviours; 
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(c) facilitation of referrals to problem gambling and financial counselling support 

services as well as welfare organisations and providing information about these 

bodies; 

(d) delivery of information regarding Self-Exclusion for customers who wish to ban 

themselves from the casino gaming floor and managing the Self-Exclusion 

Program; 

(e) providing the services of Responsible Gaming P:sychologists and the Chaplaincy 

Support Service; 

(f) raising awareness of 'YourPlay' and other responsible gaming information; and 

(g) participating in stakeholder engagement. 

9. Many of the services and programs Crown provides are, above those required under the 

State regulation, or were implemented by Crown before they became a regulatory 

requirement. For example: 

(a) the Centre itself is not a legislative requirement; 

(b) in 2003 Crown introduced a voluntaiy time and money limit setting program, Play 

Safe Limits (which I depose to in greater detail below at paragraph 34). In 2015. it 

was replaced by YourPlay, the State Government regulated pre-commitment 

scheme; 

(c) Crown introduced the Chaplaincy Support Servioe in 2007 (which I depose to in 

greater detail below at paragraphs 23 to 26), which is not a legislative 

requirement. 

Staff Training 

10. Crown requires all employees to complete responsible 9aming training and to abide by 

its responsible gaming policies. The on-line Responsibh~ Service of Gaming Training is 

approved by the VCGLR. This training is based on guidelines provided by the VCGLR 

and incorporates additional information about Crown 's responsible gaming practices. 

11. All employees undertake induction traihing that includes: a training program on 

responsible gaming followed by a group assessment. This initial training covers: 

ME_ 140547901_ 1 
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(a) what responsible gaming is; 

(b) what the Centre is and how it works; 

(c) the Crown Responsible Gambling Code of Conduct (Code); and 

( d) indicators of behaviour that may be related to problem gambling and how to 

respond to and refer these customers to the Responsible Gaming department. 

12. In the induction training, staff are provided with a copy of the Code [CRW.500.001.0696). 

13. Following this training, staff must then complete the VCGLR approved online training 

course. This course looks in more detail at the 13 'observable signs' (as described at 

paragraph 14) and what assistance is available to people who may be experiencing 

difficulties with their gaming behaviours. The 13 observable signs are drawn from the 

experience of Centre staff and research papers including: 

(a) C. Allcock (Ed.) (2002), 'Current issues related to identifying the problem gambler 

in the gambling venue', Australian Gaming Council [CRW.500.003.3736]; 

(b) Delfabbro, P.H., Osborn, A., McMillen, J., Neville, M., & Skelt, L. (2007), 'The 

identification of problem gamblers within gaming venues: Final report ', 

Melbourne, Victorian Department of Justice [CRW.500.003.0273]; and 

(c) Thomas A., Delfabbro, P. Armstrong, A. (2014), 'Validation study of in-venue 

problem gambler indicators', Gambling Research Australia [CRW.500.003.8236] . 

14. Observable signs occur in context and are seen or reported behaviours, or patterns of 

behaviours, displayed by customers that may indicate potential problems with gambling. 

Usually more than one is displayed to indicate a potential problem with gambling. The 

13 observable signs that Crown employees are trained to recognise are: 

(a) Self-disclosure by an individual of a problem with gaming or a request to self­

exclude; 

(b) Requests for assistance from family and/or friends concerned about an 

individual's gaming behaviours; 

(c) Children left unattended while their parent/guardian gambles; 

ME_140547901_1 
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(d) An individual becoming angry while gaming or sl1owing signs of distress during or 

after gaming; 

( e) An individual who gambles for long periods without a break; 

(f) Signs (for example, witnessing or hearing) that tlhat an individual was trying to 

borrow money for gaming; 

(g) Complaints by an individual to staff about losing or blaming the Casino or gaming 

product for losing; 

(h) Unrealistic remarks by an individual about garning; 

(i) Observed conflict over gaming between family members or friends; 

(j) Significant decline in an inqividual's personal grooming or appearance; 

(k) Secretive or embarrassed behaviour about bein9 at the Casino or staying on to 

gamble when friends leave the venue; 

(I) Gambling without the individual reacting to what is going on around him/her and 

avoiding contact or conversations with others; and 

(m) Frequent visits to the ATM. 

15. Senior managers complete more advanced training which further focuses on indicators 

that may relate to problem gambling. This training Is pr'Ovided to operational managers 

from Gaming Machines, Table Games, Food and Beverage, Hotels. Security Services 

and Surveillance and Customer Relations departments. It is developed and delivered by 

the Responsible Gaming department at Crown approximately every two years . The 

training incorporates further information in relation to observable signs, how to respond 

to a person who may be exhibiting the observable signs, Centre services , self and 

employee care. referral (where appropriate) and recording requirements. 

16. Crown also provides advanced training to RGLOs [CRVV.500.001 .0706]. 

17. Employees completing a nationally recognised and accredited Certificate Ill in Hospitality 

are required to complete a national unit of competency 'SITHGAM001 - Provide 

responsible gambling services'. The Australian Skills Quality Authority (ASQA) (the 

national regulator for the vocational education and training sector) ensures that Crown 
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College (which is a Registered Tra ining Organisation) delivers and assesses the 

nationally accredited unit of competency according to u1nit standards. 

18. Sections 58A and 588 of the Casino Control Act (Vic) require that gaming machine staff 

undertake the Respohsible Service of Gaming training course every three years. Crown 

requires that relevant employees complete the training every two years. 

Support to Customers 

19. Crown currently employs seven Responsible Gaming Liaison Officers (RGLOs). 

20. RGLOs are generally present on the Casino floor and atre visible and accessible to all 

customers and staff members 24 hours a day, seven days a week. At any time, there is 

at least one RGLO rostered on at Crown. RGLOs report to the Responsible Gaming 

Operations Manager, who in turn reports to me. 

21. Under the Code, if a staff member is concerned by a customer's behaviour, or they 

recognise that 'observable signs' are being exhibited by a customer, they are to contact 

their manager or the Centre directly and speak with on~~ of the RGLOs. The RGLO will 

observe the customer him or herself, and then decide whether to approach the customer 

and take steps to assist the customer. It is the responsibility of the RGLO to consider the 

most appropriate way to discreetly approach the customer, introduce themselves and 

ask them if they have a moment to have a chat. There is no set script for these 

conversations. The RGLOs may encourage the customer to attend the Centre for a more 

private conversation and may discuss various options including Gambler's Help. 

22. The services the Centre offers are not compulsory. RGLOs are trained to suggest the 

services of the Centre where appropriate. RGLOs do mot attempt to force or coerce 

customers into taking any particular steps. It is up to the customer to decide whether he 

or she wants to accept any of the services offered by the Centre. 

Responsible Gaming Psychologists and the Chaplaincy Support Service 

23. Crown currently employs three Responsible Gaming Psychologists and one religious 

counsellor. 

24. The Responsible Gaming Psychologists are registered with the Australian Health 

Practitioner Regulation Agency, the regulating body for psychologists in Australia. 
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25. The Responsible Gaming Psychologists collectively provide counselling, support to 

RGLOs, referrals to external support agencies, input info the development and delivery 

of training, self-exclusion revocation follow-up with counsellors, review of research, 

stakeholder engagement and comprise part of the day to day operation of the Centre. 

Responsible Gaming Psychologists are on site generallly Monday to Friday and are 

available on call 24 hours a day, seven days a week. 

26. A religious counsellor is available as well, to provide support to those patrons who may 

feel that they would be helped by a form of spiritual support. 

27. Counselling sessions undertaken by the Responsible Gaming Psychologists or the 

religious counsellor are provided on a confidential 'one on one' basis. The support 

offered can be for a range of emotional and psychological problems lncluding gambling 

problems, mental health, physical health, financial difficulties, depression, anxiety, 

relationship difficulties, social isolation, immigration difficulties, sexual assault and 

domestic violence. 

28. Patrons are generally only seen once by a Responsible Gaming Psychologist. If the 

psychologist considers It appropriate, they will then refe•r the patron to external health 

services or specialist support agencies. A person presenting with gambling related 

problems is usually referred io Gambler's Help services . 

29. In the calendar year 2016, approximately twenty persons formally participated in 

counselling services a t the Centre. 

30. On occasion. Responsible Gaming Psychologists will also attend self-exclusion 

applications at the request of the RGLO and offer courn5elling to patrons. The self­

exclusion applications take place in one of the counselling rooms in the Centre. These 

counselling sessions are generally conducted on an ad hoc and informal basis. 

31. The files and notes kept by the Responsible Gaming Psychologists and religious 

counsellor are strictly confidential. Apart from the System Administratorr no one. 

including me, has access to these records. 

YourPlay and Responsible Gaming Information 

32. Part of my responsibilities include ensuring that the Cocle is kept on display and available 

at the Casino at Crown Rewards information desks, the Casino gaming floor entry points 
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and in brochure stands located near Cage Cashier bcioths. Responsible gaming 

information is also variously available at these locations, which includes Victorian 

Government brochures such as 'Playing the Pokies Know the Facts', 'Play Your Way' 

and 'Keep track of your time and Money' as well as Crown brochures such as 

'Responsible Gaming Support Centre', 'Self-Exclusion', 'Chaplaincy Support Service' and 

the Code. Now produced and shown to me, marked 'SB-1 ', is a bundle containing copies 

of the information available at the Casino at Crown Rewards information desks, the 

Casino gaming floor entry points and in brochure star:1ds located near Cage Cashier 

booths. 

33. YourPlay is the Victorian State Government's state-wide voluntary money and time limit 

setting scheme for gaming machine customers. It aims to enable and encourage self­

monitoring of gaming. It was introduced in November 2015. 

34. From June 2003 until the introduction of the YourPlay scheme, Crown initiated and 

operated its own time and money limit setting program called "Play Safe Limits", 

available to gaming machine players who were a member of the loyalty scheme. 'Such 

players could voluntarily set limits on time or spend during a session with respect to 

gaming machines. Legislation introducing YourPlay plrohibited the operation of more than 

one pre-commitment scheme/program at a time for the operation of gaming machines. 

35. Crown has its own responsible gambling message, wlhich is 'Stay in Control' and is part 

of the Crown Responsible Gaming logo, which is on the bottom page 

CRW.500.001 .0140 of document CRW.500.001 .0022. The logo is displayed (amongst 

other places) on gaming machines, at table games, niear Automatic Teller Machines, 

Cage Cashier booths, at Casino gaming floor entrance points, Crown's responsible 

gaming webpage and on all gaming related advertising. The 'Stay in Control ' logo was 

introduced at Crown in June 2007 

36. In 201 1, a further responsible gaming message, "Have you had a break?", was 

introduced to gaming machines. The message displays on the machines at a regular 

Interval. 

Stakeholder engagement 

37. The Centre helps facilitate and maintain regular contact between Crown and problem 

gambling support services and stakeholders. In particular, Crown, through the Centre, 
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has developed relationships with Gambler's Help metropolitan and Geelong seri1ices, 

Gambler's Help Northern - Peer Connection. Chinese Peer Connection, Chinese 

Gambling Concern, Study Melbourne, Australian Vietnamese Women's Association and 

The Salvation Army 614 Project. Employees of the Centre, including myself, meet with or 

have telephone or email contact with these organisations. 

38. Customers attending the Centre . or who are assisted by RGLOs, if appropriate will be 

referred to Gambler's Help, whose details are printed on Crown's responsible gaming 

material. Customers may also be given information about relevant community 

organisations as required. 

39. Crown offers Gambler's Help the opportun ity to attend professional development 

sessions at the Centre, which includes an information session on the Crown responsible 

gaming services and programs, as well as a Casino tour. 

40. Employees of the Centre participate in a number of peak industry bodies (including the 

National Association of Gambling Studies) and consultative groups, if1 order to remain 

alert to relevant responsible gaming issues. 

41 . The Centre also works closely with the VCGLR in the development of its trainin9 

program, in conducting joint operations and in undertaking the annual review of the 

Code. 

42. A summary of the 1nitlatives undertaken by the Centre and a record of meetings and 

sessions attended/provided by the Centre is outlined on pages 60 - 63 and App!~ndix B 

of document CRW.500.001.0022. 

SWORN by Sonja Bauer at Melbourne in 
Victoria on Cf ~~ t' ')..o( r 
Before Me: 
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ANTHONY JAMES MIDDLETON 
of 525 Collins Street, Melbourne 
An Australian Legal Practitioner 
within the meaning of the Legal 

Profession Uniform Law (Victoria) 

) 
) 
) 
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PLAYING 
THE 
POKIES 
KNOW 
THE FACTS 

•WHO REALLY WINS ON THE POKIES? 

• HOW DO THE POKIES WORK? 

•WHAT ARE MY CHANCES OF WINNING? 



WHO REALLY WI S? 
Poker machines are a form of entertainment that you pay to use. 
The longer you play a poker machine, the more likely you are to 
lose all the money you have put in the machine. 

THIS BROCHURE PROVIDES THE FACTS ABOUT POKIES 
AND YOUR CHANCES OF WINNING. 

ICHO If~ Poker machines are more likely to pay out 
at particular times of the day 

FACT: The result of each game is entirely random and is not 
affected by anything going on around you. The game has no way 
of knowing the amount of money the machine contains. 

FICTION: Vou ciart cpnfusc poker niectunes 
into paving out by altering play patterns 

fACT: No matter what you do, the computer program 
determining the result does not change. The machine responds 
only to you pushing the button. 

r;ICTI 0 N: You can influence the outcome of a game by touching 
the poker machine or pushing buttons in a particular way 

f ACT: No matter what you do, the computer program 
determining the result does not change. The machine responds 
only to you pushing the button. 

ilCTID N: You can rnllue11ce the outcome ul 
a game through concentration or positive thought. 

FACT: No matter what you dO, the computer program 
determining the result does not change. The machine responds 
only to you pushing the button. 

nc11 a N: You can makP. up fut past losses 
by continuing to qamble. 

FACT: The result of your last game has no bearing on the result 
of your next game. It is illegal for poker machines in Victoria to 
base outcomes of games on previous outcomes. Poker machines 
cannot react to the frequency of wins or losses. The games 
operate randomly at all times no matter how manv wins or losses 
have occurred in the past. 

WHEN 'YOU'RE PLAYING THE POKIES, 
THE ONLY THING YOU CAN CONTROL IS YOU. 

ltOW ~ilO GAMING 
MACHINES WO~ ? 
IT'S ·~ANJOM, YOU CAN'T INFLUENCE THE MACHINES 
Most poker machines In Victoria have five ' reels' and three visible 
rows of symbols. Each time you play a poker machine, the computer 
program controls which symbols appear. Nothing you can do can 
influence the symbols that appear. 

The computer's choice of symbol is entirely random. The symbol 
chosen for each reel is also determined independently of each 
other reel, 

THE MACHINE IS "41:\#ct ' l!lUE' TD PAYOUT 
Poker machines cannot react to the frequency of wins or losses. 
The games operate randomly at all times no matter how many wins 
or losses have occurred in the past. 

A machine that has not paid out for some time has no higher 
chance of paying out in the future. 

Nothing you can do can influence the symbols that appear when 
the reels stop spinning. 

THE POK.Eil'. MACHINE IS THE WINNER 
The 'return to player' setting is the average amount won by players 
as a share of the cumulative amount staked. By law, Victorian 
poker machine venues and the casino must return to players at 
least 85 per cent of the total amount that is bet each calendar year. 

It takes millions of games for a machine to tend towards its 'return 
to player' setting. 

There is no indlvidual requirement for an individual poker machine 
actually to return the expected rate in any given period of play. 

WHAT ARE THE 11 I ' OF WINNING? 
Smaller value prizes are more common than larger prizes. However, 
the total value of prizes paid to all players will always be less than 
the total amount of money gambled on any machine. 

The table opposite contains the prizes and odds for a typical 
poker machine. 

IN THE ENllJ THE MACHINES WILL WIN. 
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THE REAL CliA CE 
OF WINNING. 

One chance in 

More than 500 credits 10, 198 

200 to 499 credits 2,669 

100 lo 199 credits 1,456 

50 to 99 credits 450 

20 to 49 credits 246 

10 to 10 credits 106 

5 to 9 credits 53 

1 to 4 credits 10 

One chance in 

5 ota kild 4,784 

4 ofa kild 490 

3 of a kind 45 

2 ofa kild 9 

AT THESE O~UJS YOO HAYE TO PLAY SEVEN 
GAMES IN A ~ow TO HAVE A 50:50 
CHANCE Of WINNING FOUR CREliJITS. 

BUT YOU HAYE TO PLAY MORE THAN 7,000 
GAMES IN A l(OW TO HAVE THE SAME 
CHANCE Of WINNING 500 CREliJITS. 



Gambler's 
Help 
1800858858 
gamblershelp.com.au 

Many ways to get support 

If you or someone you care about is 
experiencing problems with gambling, 
help is available. 

Find the support that is right for 
you. 
Call 1800 858 858 
or visit: gamblinghelponline.org.au 

Interpreting 
services 
available 

If you are deaf, or have a 
hearing or speech impairment, 
contact us through the National 
Relay Service. For more 
information, visit: 
http://www. relayservice. gov. au 

Vlctonan 
Responsible 
Gambling 
FoJndalial -
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Keep track 
of yjou r ti me 
and money 

Press the 6 button 
on the pokie and it will 
help you keep track. 



This brochure was made w ith the assistance of 
the Scope Communication Resource Centre Easy 
English experts. scopevlc.org.au 

© Victorian Responsible Gambling Foundation 2014 

2 

Authorised by the Victorian Responsible Gambling 
Foundation, Melbourne. Printed by Print Dynamics, 
Mt Waverly. 
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Before you play 
the po~des, plan 
how m1uch you will 
spend •and how long 
you willl play. 

Also, find 0U1t your chances of 
winning and losing. 

The pokies have something to help you 
do this called the Player Information 
Display. 

Press the 6 1button on the machine 
and the PlayE!r Information Display will 
show you: 

• the rules o1f play for this machine 

• your chance of a win or loss 

• how to track the money you spend 
on this machine 

• how long you play on this machine 

3 



Where is the 0 button? 

Different machines have different 
looking buttons and screens. 

The 6 button is usually just 
beside, above or below the screen. 
Sometimes you press it on the screen. 

What happens when you 
press the () button? 
When you press the() button, look 
at the screen. The words and arrows 
on the screen will show you which 
buttons to press on the machine or 
screen. 

The picture above is an example 
of what you may see, but different 
screens will look different. 

You can look at all the information 
before you start playing. 

4 
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Find c•ut the rules 
and ycJur chances 
of winning or 
losing1. 
The Game Rules and Pay Table 
screens will show you how this 
machine works. 

The Electrcmic Game Information 
screen shows you: 

• how much money you can bet 
each time! you push the play 
button . This is called minimum 
and maxiimum bet. 

Minimum Bet might be 1 c 
Maximum Bet might be $5.00 

• the chance this game will let you 
get a credit. This is called 
Theoretic:al Return to Player of 
this Game. 

• how many times you push the play 
button be1fore you might get a 
credit. This is called Theoretical 
number e>f individual games 
played at minimum bet per win. 
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What 'Return to 
Player' means. 
In Victoria the law requires that each 
venue pay out at least 85% of the 
total amount wagered at that venue 
over a 12 month period. 

This means that over time you are 
more likely to win less money than 
you spend . 

Keep a diary of your spending on 
gambling to compare your wins to 
what you spend over time. 

6 
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Track tlhe time and 
money you spend 
on this machine. 
To start tracking: 

1. put your money in 

2. then press the 6 button 

3. look at the screen. It will show 
you which l:)utton to press to Start 
New Track:ing Sess ion. 

You can press the () button to go in 
and out of your game at any time. 

Press Stop Tracking when you 
want the machine to stop tracking. 

The machine will stop tracking by 
itself if you stop playing for more 
than 60 seconds or you run out of 
credits. 

The information is not stored 
anywhere aftEff you leave. 

7 
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Check how much 
you have wen ana 
lost. 

1. press the 6 button 

2. look at the screen. It will show 
you which button to press to br:ing 
up the Electronic Player 
Information for Curre tSession 
screen. 

This Electronic Play. 
Information for Cur.re 
screen will show you: 

• how much money you have put ln 
the machine. This is called Cash in 

• how much money you have 
played. This is called Credits 
Played 

• how much money you have won. 
This is called Credits Won 
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For example: 

You put $10 in a machine and over 
thirty minutes you win $10 and lose 
$10. When you check your session 
screen it will show Win or (Loss) $0. 
You still have your original $10 left, 
which you can spend or cash out. 

Now say you play on and lose 
another $5. When you check your 
sessicm screen again it will show a 
loss of $5 like this: Win or (Loss) 
($5). $0.now you only have $5 of 
your ori9Llilal $1 o 1ett which you can 
spenctior cash out. 

Check how long 
you have been 
playing. 
This same Electronic Player 
Information for Current Session 
screen shows you: 

• what time you started this game. 
This js called Session Started 

• how irnuch time you have played. 
This ts called Total Time Played. 

9 
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GAMBLE 
RESPONSIBLY. 
STAY IN 
CONTROL. 
The Victorian Responsible Gambling 
Foundation wants you to gamble 
responsibly, with knowledge of how 
much money you are spending and 
how much time you are spending. 

Player Information Displays are a way 
to help you stay informed and stay in 
control. 

To find out more about gambling 
responsibly visit: 
responsiblegambling.vic.gov.au 

To find out how gambling is 
regulated in Victoria visit: 
vcglr.vic.gov.au 
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If playing the 
pokies; stops being 
fun, it 1may be time 
to get thelp. 

Pokies are a way to spend time that 
costs you money. Pokies are not a 
way for you 1to make money. 

If playing the pokies stops being fun, 
there is help available. 

fGambler's 
IHelp 
11800 858 858 
uamb!ershelp.comav 

Many ways t:o get support 

Self-Exclusion is an industry-operated 
program for people who want to ban 
themselves 1'rom accessing electronic 
gaming machines. 

For more infiormation on 
Self-Exclusion please contact: 

• AHA (Vic):: Phone 03 9654 3491 

• Clubs VIC: Phone 1800 641 503 

• Crown Responsible Gambling 
Support Centre: 
Phone 1800 801 098 

11 
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Orn H in 

You've reached 70\ of your time limit 
·1r 1m ro ,, m 



You can register for 
YourPlay online at 
yourplay.com.au or 
via the kiosk at your 
local gaming venue. 
If you want to track 
your play without 
registering your details, 
ask for a casual YourPlay 
card in venues. If you 
need any assistance, 
ask a member of staff. 

You can set time and 
spending limits when 
you register. If you 
need time to think 
about it, you can 
always set them later. 
If you just want to 
track your play, simply 
choose 'no limit'. 

You need a card to 
access YourPlay. You 
can pick up your card 
at any gaming venue in 
Victoria. Insert your card 
into the card reader at 
thg gaming machine. 
enter your PIN and 
you're ready to go. 
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CONTA CT US 

Our Responsible Gaming Liaison Officers are 
available 24 hours a day, seven days a week 
to discuss any responsible gaming programs 
and services. They can be contacted on 
1800 801 098. Alternatively, you can email us at 
rgsc@crownmelbourne.com .au 

Some tips for responsible gambling include: 

• Stay 1n control (Crown Melbourne's 
responsible gaming message) 

• Setting money and time limits 

• Leaving your credit and debit cards at home 

• Gambling for fun , not because you need 
the money 

• Knowing the odds and chances of winning 

• Learning from past gambling experiences 

(adapted from 'Tips to avoid BetRegret' , Viaorian 

Responsible Gambling Foundation) 

CROWN MELB O URNE RESP O NSIBLE 
G AM I N G SUPP ORT CE N T RE 

The Crown Melbourne Responsiole Gaming 
Support Centre is located within the 
Crown Melbourne Complex. 

The Centre is open 24 hours a day, seven 
days a week and provides a range of free 
and confidential services including: 

• Responsible Gaming Information 

• Self-exclusion 

• Counselling 

• Chaplaincy Support Service 

• YourPlay and Play Safe Limits information 

• Referral to external support seNices Interpreters 
can be arranged if required. 

L OCAT I ON 

CROWN RIVERWALK 
CROuN!J F OOR 

Crown Melbourne Responsible Gaming 
Support Centre 

1800 801 098 
Email. rgsc@crownmelbourne.com.au 

www.crownmelbourne.eom.au/responsible-gaming 

Crown Melbourne Chaplaincy Support Service 
1800 456 228 

Gambler's Help 
1800 858 858 

www.gamblinghelponline.org.au 

I 
RESPONSIBLE GAMING 

STAY IN CONfROl 
Ciown Rc~blc Gomi"!) S\ippo<I C..n're 1800 80 I 098 

GorT1ble<s Help· 1800 858 858 
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CROWN MELBOURNE RESPONSIBLE 
GAMING S UP PORT C ENTRE 

For the majority ot people, gaming is an 
enjoyable form of entertainment. 

Some people may experience difficulties 
with their gaming behaviours, and the Crown 
Melbourne Responsible Gaming Support Centre 
has been established to offer assistance and 
support for those seeking information or help. 

The Crown Melbourne Responsible Gaming 
Support Centre is open 24 hours a day, seven 
days a week and provides a range of free and 
confidential services to assist customers. their 
family members and friends. Interpreters can 
be arranged. 

LOCATION 

The Crown Melbourne Responsible Gaming 
Support Centre is located at the Crown 
Melbourne Complex, Level B1 , directly below 
the main ground floor food court. Please refer 
to the map located on the back of this brochure. 

ARE YOU CO NCERNED ABOUT YO UR 
GAMING BEHAVIO U RS? 

Here is a quick check: 

• Do you think about gambling every day? 

• Do you hide your gambling from loved ones? 

• Do you ever borrow money to gamble? 

• Do you let bills go unpaid? 

• Is your gambling affecting your work or your 
role as a parent? 

• Do you think you can use skill lo win on 
a pokie machine? 

• Do you gamble lo forget your problems? 

11 you answered yes to any of these questions. you 
may have a problem with your gambling behaviour.* 
(':sourco: Gambler's Holp brochure 'Concerned •bout YO\l' gambling?·. 2014) 

WHO CAN I SPEAK TO IF I AM 
CONCERNED ABOUT M Y GAM I NG? 

Our Responsible Gaming Liaison Officers are 
available 24 hours a day, seven days a week to 
discuss any responsible gaming programs and 
seNices. They can be contacted on 1800 801 098. 

Counselling services are available via our 
Responsible Gaming Psychologists. For further 
information call 1800 801 098. 

Also available is Crown Melbourne's Chaplaincy 
Support Service. For further information call 
1800 456 228. 

Additionally, you can call Gambler's Help directly 
on 1800 858 858. 

C ROWN MELBOURNE RESPONSIBLE 

GAMING SUPPORT CENTRE 

• Responsible Gaming Information 
General information regarding responsible 
gaming in a range of languages. 

• Responsible Gaming Liaison Officers 
Responsible Gaming Liaison Officers are 
specially trained staff who can assist customers 
with responsible gaming infonnation, assistance 
and referral to help services. They are available 
24 hours a day, seven days a week and can be 
contacted on 1800 801 098. 

• Self-Exclusion 
Self-Exclusion is a program where a person 
voluntarily bans themselves from gaming areas at 
the Crown Melbourne Complex. This prohibits you 
from entering or remaining in any gaming areas. 
The Self-Exclusion Order is a legal document. 
Applications for self-exclusion can be made at any 
time with a Responsible Gaming Liaison Officer. 

• Counselling 
Free, confidential counselling is provided by our 
Responsible Gaming Psychologists, in person 
at the Crown Melbourne Responsible Ga.ming 
Support Centre or over the telephone. 
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·Referral 
Staff at the Crown Melbourne Responsible 
Gaming Support Centre can provide information 
about Gambler's Help and other Government 
funded community based support services. 

• Chaplaincy Support Service 
The Crown Melbourne Responsible Gaming 
Support Centre hosts an inter-faith Chaplaincy 
Support Service. The Chaplain can be contacted 
on 1800 456 228. 

• Money and/or Time llmlt setting and 
tracking - YourPlay 

The Victorian State government has introduced 
a state-wide voluntary money and time limit 
setting scheme called YourPlay. YourPlay can 
also give you a running total of the money and 
time you are spending. This is available for 
gamlng machine customers. 

Information about YourPlay is available at the 
Responsible Gaming Support Centre, Crown 
Rewards information desks and on-line 
at yourplay.com.au 

• Play Safe Limits 
Play Safe Limits is Crown Melbourne's voluntary 
money and time limit setting program and allows 
Crown Rewards members to set money and 
time limits for their Fully Automated Table Game 
play (for example, 'Vegas Star', and 'Lucky Big 
l/v'heel'). To take advantage of Play Safe Limits you 
will need a Crown Rewards card. 

Information about Play Safe Limits is available 
at the Responsible Gaming Support Centre and 
Crown Rewards information desks. 

• Internet 
For rurLher information please visit the Crown 
Melbourne website Responsible Gaming page 
www.crownmelbourne.com.aU/responsible-gaming 



CROWN MELBOURN£ RESPONSIBLE 

GAMING S UPPORT CE NTRE 

The Crown Melbourne Responsible Gaming 
Support Centre is located within the 

Crown Melbourne Complex. 

The Centre is open 24 hours a day, seven 
days a week and provides a range of free 
and confidential seNices including: 

• Responsible Gaming Information 

• Self-exclusion 

• Counselling 

• Chaplaincy Support Service 

• YourPlay information 

• Referral to external support services 

Interpreters can be arranged 1f required. 

LOCATION 

CROWN RIVERWALK 
~ :nou• •. ) F u.n 

Crown Melbourne Responsible Gaming 
Support Centre 

1800 801 098 
Email: rgsc@crownmelbourne.com.au 

www crow nmelbourne.com.au/ responsible-gaming 

Crown Melbourne Chaplaincy Support Service 
1800 456 228 

Gambler's Help 
1800 858 858 

www.gamblinghelponline.org.au 

RESPONSIBLE GAMING 
S IAY IN CO NTROL 

Crown R6>p<>ll>•l>t Com ng 5..ppOtt Cenlrc 1800 SO l 090 
Gonblets I te'p 1800 858 858 
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WH AT IS A SELF-EXCL U SIO N ? 

Self-exclusion is a program where a person 
voluntarily bans themselves from gaming areas at 
the Croon Melbourne Complex. This prohibits you 
from entering or remaining In any gaming areas. 
The Se f-Exc1us1on Order is a legal document. 

H O W 00 I SEL F - EXCLUDE FROM 
T HE CASINO? 

Self-exclusion 1s undertaken at the Crown 
Melbourne Responsible Gaming Support 
Centre, which is located at the Crown Melbourne 

Complex, Level 81. directly below the main 
ground floor food court. Please refer to the map 
located on the back of this brochure. You will 

need to provide pl1oto identification to apply for 
selt-exclusion. No appoinlment is necessary. 

The Crown Melbourne Responsible Gaming 
Support Centre is open 24 hours a day, seven 
days a week and provides a range of free and 
confidential seNices to assist customers, their 
family members and friends. 

The self-exclusion process is facilitated by 
Responsible Gaming Liaison Officers who are 
available 24 hours a day, seven days a week. 

To contact a Responsible Gaming Liaison Officer, 

please call 1800 801 098 or you can speak to any 
Crown Melbourne employee. 

H O W LO NG IS A S ELF- E XCLUSION? 

II you apply for a self-exclusion, ii will be in place 
until you choose to revoke the Self-Exclusion 
Order. You can apply to revoke the Self-exclusion 

Order after 12 breach lree months. 
The Self-Exclusion Order is a legal document with 
significant penalties if breached. 

A R E YOU CO N CERNED A B OUT YOUR 
GA M B LING BEHAVIOURS? 

Here is a quick check: 

• Do you think about gambling every day? 

• Do you hide your gambling from loved ones? 

• Do you ever borrow money to gamble? 

• Do you let bills go unpaid? 

• Is your gambling affecting your work or your 
role as a parent? 

• Do you think you can use skill to win on a 
pokie machine? 

• Do you gamble to forget your problems? 

If you answered yes to any ol these questions, you 

may have a problem with your gambHng behaviour:" 

· :sou'Ce Gamblers Help brochure 'Coocerned aboul yoor gambing?' 20"4) 
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WHO C A N I SPEAK T O IF' I AM 
CO N CE RN ED AB OU T M Y GAMBLIN G ? 

Our Responsible Gaming Liaison Officers are 
available 24 hours a day, seven days a week to 

discuss any responsible gaming programs and 
services. They can be contacted on 1800801098. 

Alternatively, you can email us at 
rgsc@crownmelbourne.com.au 

Counselling services are available via our 
Responsible Gaming Psychologists. For further 

information call 1800 801 098. 

Also available is Crown Melbourne's Chaplaincy 
Support Service. For further information 

call 1800 456 228. 

You can also call Gambler's Help directly 

on 1800 858 858. 

OT HER S E L F'- E XC L USI O N PR O GRA M S 

For information about the Croon Perth 
Self-Exclusion Program you can speak with one 
of our Responsible Gaming Liaison Officers by 

telephoning 1aoo 801 098. 

For information about Self-Exclusion Programs 
for hotels and clubs in Victoria, speak to their 
venue staff or call 1800 641 503 or 
(03) 9654 3491 and Clubs Victoria or the 

Australian Hotels Association will assist you with 
their Self-Exclusion Program. 



CROWN MELBOURNE RESPONSIBLE 
GAMING SUPPORT CENTRE 

The Crown Melbourne Responsible Gaming 
Support Centre is located within the 

Crown Melbourne Complex. 

The Centre is open 24 hours a day, seven 
days a week and provides a range of free 
and confidential services including: 

• Responsible Gaming Information 

• Self-exclusion 

• Counselling 

• Chaplaincy Support Service 

• YourPlay information 

• Referral to external support services 

Interpreters can be arranged if required. 

LOCATION 

CROWN RIVERWALK 
GPOUNDrl.OOA 

Crown Melbourne Responsible Gaming 
Support Centre 

1800 801 098 
Email: rgsc@crownmelbourne.com.au 

www.crownmelbourne.eom.au/responsible-gaming 

Crown Melbourne Chaplaincy Support Service 
1800 456 228 

Gambler's Help 
1800 858 858 

www.gamblinghelponline.org.au 

RESPONSIBLE GAMING 
STAY tN CONTROL 

CrOlhn Responsible Gom1n9 Suppo~ Centre 1800 801 098 
Go,,.bte1's Help: 1 800 858 858 
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CHAPLAINCY SUPPORT SERVICE 

A Chaplaincy Support Service is available at 
the Crown Melbourne Complex through the 
Crown Melbourne Responsible Gaming Support 
Centre. For further information about available 
responsible gaming services and programs, refer 
to the section opposite. 

The Chaplaincy Support Service is available 
to customers and staff and remains faithful to 
the tradition of community seNice found in all 
religious teachings. 

This service at Crown Melbourne respects 
all religious beliefs and traditions. Whilst 
its foundation is Christian, people of other 
faiths have strong links to the chaplaincy and 
participate in the fullness of its activities. 

The Chaplaincy Support Service enables 
people to seek guidance and peace in their own 
way and aims to be relevant to the particular 
problems and life situations of the individual. 

The service is free and confidential. Appointments 
can be made by calling 1800 456 228. 

CHAPLAI NCY SUPPORT SERVI CES 
INCLU DE TH E FOLLOWI NG : 

• Pastoral services and assistance 
• Prayer and Meditation 
• Discussion of issues 
• Referral to other support services 

Information and support may also be provided 
in relation to personal relationships and pastoral 
services. 

All inter-faith enquiries welcome. 
To contact the Chaplaincy Support Service for an 
appointment. please phone 1800 456 228. 

CROWN MEL.BOURNE RESPONSIBLE 
GAMING SUPPORT CE:NTRE 

For the majority of people, gambling is an 
enjoyable form of entertainment. 

Some people may experience difficulties with 
their gambling behaviours, and the Crown 
Melbourne Responsible Gaming Support Centre 
has been estabflshed to offer assrstance and 
support for those seeking information or help. 

The Crown Melbourne Responsible Gaming 
Support Centre is open 24 hours a day, seven 
days a week and provides a range of free and 
confidential services to assist customers. their 
family members and lriends. Interpreters can 
be arranged. 
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LOCATION 

The Crown Melbourne Responsible Gaming 
Support Centre is located at the Crown 
Melbourne Complex, Level 81 , directly below the 
main ground floor food court. Please refer to the 
map located on the back of this brochure. 

CONTACT US 

Our Responsible Gaming Liaison Officers are 
available 24 hours a day, seven days a week to 
discuss any responsible gaming programs and 
services. They can be contacted on 1800 801 098. 
Alternatively, you can email us at 
rgsc@crownmelbourne.com.au 
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CROWN'S C OMMITM E N T TO 

RESPONSIBLE GAMBLING 
CODE OF CONDUCT - OVERVIEW 

This section provides an overview of the Crown Melbourne 
Limited (Crown) Responsible Gambling Code ol 
Conduct (Code). 

The full version of the Code follows and is avai I able 
at various locations throughout the Casino and on the 
Crown Melbourne website www.crownmelboume.com.au 

Chinese (Slmpllffed and Traditional), Vietnamese, Arabic, 
Greek, Italian, Cambodian and Hindi versions are also 
available online or on request at any Crown Rewards oesk. 

For further information. please contact any member of staff 
or phone the Responsible Gaming Support Centre on 
1800 801 098. 

RESPONSJBIE GAMING 
SI AY IN COl'(UOl 

C"""'!"'flO".aile Gomh9S..ppo<0Ce<>1r•: 1800801 OQ8 
GomtAer'> Help: 18008588J8 

Crown's Commitment to Responsible Gambling 

Crown is committed to providing responsible gaming 
services by making available information, assistance 
and resources regarding responsib!e gaming matters. 

Crown's responsible gaming message is: 
'STAY IN CONTROL'. 

Gambling Product Information 

The rules of all Table Games and Electronic Gaming 
Machines (EGMs) offered at Crown are available upon 
requesl or by visiting the Crown website. Player 
lnformaticn Displays on all EGMs and Fully Automated 
Table Games (FATGs) can provide further inrormatlon 
including !he odds of winning. 
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Crown Rewards (Customer Loyalty 
Program) Information 

The Qown Rewards terms and condlllons (including 
Information about how to join, resign, account balances 
and the accrual and recjemptlon of benefits) 
are provided to all new members. 

Further information is available at any Crown Rewards 
desk or by calling the Crown Rewards Hotline on 1300 8 
CROWN (1300 827 69Ei). 

Pre-commitment - Voluntary Money 
and/or Time Limits 

The Victorian State Government has introduced a 
state-wide voluntaiy money and/or time limit setting 
and tracking scheme called YourPlay. This is available 
for EGM customers. Croown encourages and supports 
customers who play EGMs to set money and/or time 
limits. EGM customers can select to use a casual card, 
where limits can be set and changed at the Voucher 
Issuance Kiosk (VIK), or a registered card, where limits 
can be set and changed on-line at yourplay.com.au 
or at the Crown Revvarcls or the VIK. YourPlay brochures 
are available throughout the Casino and on request. 

Play Safe Limits is a separate and Crown operated 
money and/or time limit· setting program available only 
lor FATGs. Play Safe Limits allows Crown Rewards 
members to set volunta1ry money and/or time limits when 
playing FATGs and doe1s NOT integrate with the EGM 
money and/or time limit: setting scheme, YourPlay, Crown 
encourages and supports customers who play FATGs to 
set money and/or Ume llimits. Play Safe Limits B<ochures 
are available throughourt the Casino and on request. 
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Interaction with Customers 

All relevant Crown staff complete the approved 
Responsible Service of Gaming training. Training is 
regularly reviewed to ensure that customers can be 
provided with the most appropriate service(s) for their 
individual circumstances. 

Responsible Gaming seNices avarlable to customers 
include (but are not limited to): 

• Responsible Gaming Support Centre; 

• Responsible Gaming Liaison Officers; 

• Sell-Exclusion; 

• lnformaticn about YourPlay for EGMs; 

• Information about Play Safe Limtts for FATGs; 
• Information and assistance (including in Languages 

other than English); 

• Referral to other support providers; 
• Responsible Gaming Psychologists; 

• Chaplaincy Support Service; and 

• Brochures (including Languages other than English). 

All services are provided confidenttally and free of charge, 
24 hours a day, seven days a week. 

Interaction with Staff 

Crown employees are not permitted to gamble at 
the Casino at any time. A free, confidential Employee 
Assistance Program is available to any staff member 
requiring assistance. 

Problem Gambling Support Services 

Crown maintains regular contact with lhe principal 
problem gambling support services through attendance 
at meetings, professional development sessions, seminars 
and conferences. 

Iii 
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Customer Complaints 

Crown has a comprehensive complaint handling process. 
Complaints may be made in person, via telephone, fax, 
email, or by letter. All complaints will be acl<no'Nledged 
and responded to promptly. 

Complaints about the Code can be raised with a 
Responsible Gaming Liaison Officer on tel: 1800 801 098. 

Prohibition on Gambling by 
Minors/Persons undm 18 Years 

The Casino is an adult i?nvironment and as such, no person 
under the age of 18 is permitted entry to the Casino. If any 

doubt exists, appropriate identification will be requested. 
If appropriate idenlification cannot be provided, entry 
is refused. 

Any parent or guardian bringing a child to any part of the 
Complex must ensure that the child is not left unattended. 
If a child is unattended, the parent or guardian may be 
banned from entering t11e Complex and the matter may 
be referred to the poliw. 

The Gambling Envircinment 

A number of features exist within the Cas no which are 
aimed to encourage responsible gamlng These include 
(but are not limited to): 

• Responsible gaming information (brochures, posters etc.) 

• ClocKs 

• Adequate lighting 
• Responsible SeNice of Alcohol 
• Locating Automatic leller Machines (A1Ms) away from 

the Casino in accordance with relevant legislation 
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CROWN'S COMMITMENT TO 

Financial Transactions 

A number of restrictions apply to financial transactions. 

These restrictions include matters such as dleque cashing, 
payment of winnings and identification requirements, 

Full details are available by contacting staff at any 
Cashier's location. 

Responsible Advertising and Promotions 

Advertising and/or promotions will comply with all 
requirements described in the 'Responsible Advertising 
and Promotions' section in this Code, including the 
Australian Association of National Advertisers Code 
of Ethics and applicable laws. 

Implementation and Review of the Code 

The Code is reviewed regularly. All customers and staff 
are welcome to provide feedback at any Eime by writing to: 

General Manager 
Responsible Gaming 
Crown Melbourne Limited 
8 Whiteman Street 
SOUTHBANK, VIC 3006 
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CROWN·s COMMITMENT T 

FOREWORD 

Crown Melbourne Limited (Crown) Is the operator of 
the Crown Melbourne Integrated Resort Including the 
Casino at the Complex and Crown is the appointed 
Victorian CaS1no Licence holder. The Complex 1s one 
of the world's largest and most diverse integrated resorts 
and entertainment destinations. Crown is renowned 
for excellence in all aspects of its services and facilities. 
Our commitment to providing gaming services for our 
customers in a responsible manner Is no exception 
This Responsible Gambling Code of Conduct (Code) 
is an important reflection of that commitment. 

Our entertainment and gaming experiences are enjoyed by 
the vast majority of our customers. However, we recognise 
that some of our customers have difficulties with gaming 
responsibly and this may cause them personal and financial 
difficulties, and potentially their family, friends and the wider 
community may also be impacted. 

While the decision to gamble lies with the individual 
and represents a choice based on an 1ndlVidual's 
circumstances. we recognise that to make that choice 
responsibly, our customers need to be informed aboul ou 
gaming products and information regarding the seNices 
and support available to them should they need or seek 
help with their gaming behaviours. 

As the industry's and community's understanding of 
the causes of problem gambling and the appropriate 
responses further develop, our Code will be reviewed and 
updated over time. It is our goal to wol1< with all interested 
sections of the community including Government, 
counsellors and gaming customers themselves to ensure 
that there is app<opriate input in!o such dev~opments. 
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This Code represents 01ur commitment to our customers and 
employees regarding reisponsible gaming. We want you Lo 
enjcy your experiences with us. 

As always, we welcomB" your feedback on any issue at any 
lime and particularly with respect to our continued effcrts 
to ensure that our gaming services are enjoyed by all who 
choose to participate. 

Barry Felstead 
Chief Executive Officer 
Australian Resorts 
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CROWN'S COMMITMENT TO 
RESPONSIBLE GAMBLING 

Responsible Gaming 

Responsible gaming occurs in a regulated environment 
where the potential for harm associated with gaming Is 
minimised and customers can make informed decisions 
when they participate in gaming, based on their 
individual circumstances. 

Responsible gaming is the shared responsibility and 
actions of individuals, communities, the gaming industry 
and the Government, working in partnership to achieve 
socially responsible outcomes which are responsive to 
community concerns. 

Crown's responsible gaming initiatives are focused on 
minimising the potential for risks for the small number of 
customers who may develop difficulties associated w~h 
their gaming behaviours. 

Crown's Responsible Gaming Commitment 

Crown is committed to providing responsible gaming 
services by making available information, assistanoo 
and resources regarding responsible gaming mailers. 

Crown's Code describes and demonstrates how we 
execute this commitment. It is our objective to ensure 
that Crown remains a world leader in responsible 
gaming practices and. at a minimum, that we comply 
with the legal requirements regarding responsible 
gaming as contained in the Casino Control Act 1991 (V~ 
and the Gambling Regulation Act 2003 (Vic). 
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QtMn's commitment to, the responsible service of 
earning includes the Re!sponsible Gaming Support Centre 
~SC). a purpose built facility where responsible gaming 
prcQtams. services and resources are available. including 
"dedicated and speciaJ ly trained team of staff, managers 
~tld professionals. They deliver Crown's responsible 
service of gaming initiatives and provide a focal point for 
ifnltracting with cuslome!rs who may need support. 

Crown's Responsible Gaming Message 

Crown's responsible garning message is simple yet 
meaningful - 'STAY IN CONTROL'. The accompanying 
'tRlfflclights' logo reinfo:rces this message. Our message 
ltl iound otearly visible ttlroughout the Casino, including 
bei'tg placed on Electronic Gaming Machines (EGMs), 
'table games and near .A:Ltomatic Teller Machines (ATMs) 
ttvou!1Joul the Comple~:. 

.Crown's responsible ga1rlng message is printed on all 
gaming related advertising. 

RESPONSIBLE GAMING 
STAY IN CON TROL 

Crown Responsible Gc1ming Support Cen~e: 1800 80 I 098 
Gambler ~ Help: t 800 658 856 
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AVAILABILITY OF THE CODE 

The Code 1s available lo customers, in writ1en form 
on request. Copies are available al Crown Rewards 
brochure stands near Cashier locations and the RGSC' 
contacting a Responsible Gaming Liaison Officer ( 
1800 801 098. The Code is also available on Crown's 
at www.crownmelbourne.com.au 

Customers are notified about the Code and its av 
via signage placed at the RGSC and Crov.ri Rewards 
An example of that signage follows: 
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The Crown Responsible Gambling Code of C 
is available at the Crown Responsible Gam 

Support Centre, at Crown Rewards desks. 
upon request and via the Crown Melbourne 

at www.crownmelbourne.com.au 

• RESPONSIBLE GAMING 
STAY IN CONTROL 

Crown Responsible Gaming Supporl Centre: 1800 801 
Gomblcrs Help. 1800 858 858 
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1s also made available on our website (and in 
fcinn on request) In the following languages: 

(Tradtt0nal ar d S1mplllied) 

ib.ah~IS staff fro n linguistically diverse backgrounds 
d lfllef'pret1ng I 1is Code to assist customers. 

mmlUU',_ our cust 1mers to ask for this assistance if 
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RESPONSIBLE GAMBLING INFORMATION 

In addition to our own responsible gaming message. 
Crawn displays responsible gaming information 
throughout the Casino In a variety of forms including 
brochures, posters, in-house TV and on screen Player 
lnfoonarioo Displays (PJDs) on EGMs and Fully 
Automated Table Games (FATGs). 

Crcmn complies with current and future signage 
requirements 

For further information or assistance, rustomers are 
encouraged to contact the RGSC or a RGLO on 
1800 801 098. 

Information and some examples of key Crown respons1t> e 
gaming messages found at the Casino follow. 

a) Availability of gaming 
support services and 
Crown's AGSC 

II[!) 

. 
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b) Payment of winnings, credit and lending 

Except tor lawful exceptions, EGM winnings or 
accumulated credits above $2,000 must be paid 
hy cheque and not macle out to cash. Crown will not 
prOVtde cred1l or lend money to Australian customers 
for the purpose of gam ng. 

Crown may provide chips on credit to non-Australian 
residents 1'1 c.rcumstances prescribed by legislation 
and in accordance with controls and procedures 
approved by :he Victorian Commission for Gambling 
and Liquor Regulation (VCGLR). 

Customers have the opportunity to take large winnings 
payments in part or full by cheque. 

More cieta1led Information is available on request. 

c) Crown's Self-Exclusion Program 

In addition to observing its existing legislative 
requirements regarding Exclusion orders, Crown has 
a Self-Exclusion Program. Self-Exclusion is a process 
available to customers 110 voluntarily ban themselves 
from the Casino. This may be an option useful to those 
customers wtto may be experiencing difficult es as a 
result of their gaming bcehaViours. 

Self.Exclusions are: 

• tac1111a1ed by trained staff In the AGSC; 

• available 24 hours a 1jay, seven days per week; and 

• p•ovlded free of charge. 

Crown will not disclose information galhered during the 
lacihtation of a Self-Exclusion lo any third party unless 
legally obUged to do so or with the customer's consent. 

Crown will not knowingly send any advertising or other 
prorno11onal material relating to gaming to Self-Excluded 
or excluded customers. 
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Brochures containing information about Self-Exclusion are 
provided to customers on request. and made available at 
various locations throughout the Complex and at the RGSC. 

Additional Information 

Crown's responsible gaming programs include: 

• The establishment of the Crown RGSC as a world first 
responsible gamng initiatrve, whch operates 24 hOLrS 
a day, seven days a week; 

• A Self-Exclusion Program ava~able for customers 
to ban themselves from the Casino, that informs and 
encourages appficants to seek counsel1ing 
and assistance; 

• Information about YourPlay. The Victorian State 
Government has introduced a state-wide voluntary 
money and/or time limit setting and tracking scheme 
called YourPlay. This is available for EGM customers. 
Crown encourages and supports customers who play 
EGMs to set money and/or time limits. EGM customers 
can select to use a casual card, where limits can be set 
and changed at the Voucher Issuance Kiosk (VIK) or a 
registered card, whe<e limits can be set and changed 
on-line at yourplay.com.au or at the Crown Rewards 
desks °' the VlK. YourPlay brochures are available 
throughout the Casino and on request; 

• Information about Crown's Play Safe Limits. Play Safe 
Limits is a separate and Crown operated money and/or 
time lfmlt setting program available only for FATGs. Play 
Safe Limits allows Crown Rewards members to set 
voluntary money and/or time limits when playing FATGs 
and does NOT integrate with the EGM money and/or time 
limit setting scheme, YourPlay. Crown encourages and 
supports customers who play FATGs to set money and/cr 
time limits. Play Safe Limits Brochures are available 
throughout the Casino and on request; 
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• The provision of Play1ar Activity Statements for EGM 
play or FATG play (soe 'Customer loyalty Program' 
lnfOl'Tnation in this Code); 

• The availability or Psychologists el<\perienced in the 
lield or problem gamlbllng to assist customers and 
family members; 

• A robust process that applies to the application by 
a customer for the te'Vocation of their Self-Exdusion. 
This process include:~ satisfying criteria whereby the 
applicant demonstrates the ways in wtich they have 
addressed their gaming behaviours (such that they 
are back 'in control) ; 

• A Gaming Resumption Information Program (GRIP), 
designed for customers who are successful in satisfying 
the criteria for revoking their Self-Exclusion, to assist 
them in developing strategies when resuming gaming 
at Crown: and 

• A Chaplaincy Suppo11 Servico. 

Additionally, customers may attend the RGSC in person 
or free call 1800 801 0£18 to speak to our experienced staff 
or obtain more informa1tion about any of the se!Vices or 
information contained i1n this Code. 

Crown complies with all relevant government legislation 
pertaining to the Respc1nsible Service of Gaming. 

Crown wants its customers to enjoy their gaming in 
a responsible mamer and encourages customers to 
gamble within their means and budget. 

customers can obtain tree Information on household 
bUdgetlng from websltE3S such as the Commonwealth 
Government's website 'Understanding Money' 
www.moneysmart.gov.a1u 

The State Government's problem gambling support 
webstte can be found cit ww.v.problemgambling.vic.gov.au 
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GAMBLING PRODUCT INFORMATION 

Signs are displayed In the Casino at Crown Rewards desks 
advising customers that, upon request, Crown will provide 
information on the Rules of all Table Garnes and EGMs 
offered lor play at the Casino. 

Those Rules are also available on Crown's website at 
www.crownmelboome.com au 

PLAViNG 
THE 
POKIES 
KNOW 
THE FACTS 
• no llUU't\lnlts tJ1 Tltt '°"" 
• MOW 00 T>tlltOXJE!WOi.K? 

e WW&l • 1111 '" Clf.AAr[S Of\'rNOil!ll01 

6 
Keep track 
of your time 
and money 

Pr~u tM- 0 buuon 
o•uttc pok1t ~nd it ..... iu 
!l<lp you ~••p lf<ck. 

The following Brochure 
explains the chances of 
winning on EGMs and is 
available at the Casino. 

EGM and FATG game information, 
Including the chances of winning, 
is accessible via PIO screens on 
each EGM and FATG, which allows 
players to keep informed about lhetr 
EGM and FATG play. lnformatioo 
on how to access and Vif!N the PlO 
screens is available from a member 
of staff or PIO txochures ~or EGMs). 
at Crown Rewards desks and the 
RGSC. Left is an example of ihe kind 
of brochure that is available. 

COM.0013.0001.1045 

ONSIBLE GAMBLING 

CUSTOMER LOYALJY PROGRAM INFORMATION 

Crown operates a Complex wide Loyalty Program called 
Crown Rewards that entitles Its members to certain benefits 
and privileges. The EGM Loyalty Scheme that forms part of 
the Crown Rewards pre>gram is provided to customers in 
accordance with relevant legislation. 

Customers can obtain information on how to join or resign 
from the Crown Rewarcls program, benefits they may 
accrue, account balances and the manner in which points 
may be redeemed for rewards: 

• at any Crown Rewards desk: 

• by contacting the Crown Rewards Information Hotline on 
1300 8 CROWN (1300 827 696); and 

• in the terms and conc::litions available on application 
for membership (or O•n request). 

When joining Crown Re•wards, EGM customers are supplied 
with the required information and are given the opportunity 
to set YourPlay Limits, relevant lo EGMs and separatety, 
Crown's Play Safe Limits, relevant to FATG play. 

The Victorian State Government has introduced a state­
wide voluntary money and/or time lim t setting and tracking 
scheme called YourPlay. This is available for EGM 
customers. Crown encourages and supports customers 
who play EGMs to set money and/or lime limits. EGM 
customers can select !<) use a casual card, where limits can 
be set and changed at the VIK, or a registered card, where 
limits can be set and changed on- ine al yourplay.com.au or 
at the Crown Rewards desk or the VIK. YourPlay brochures 
are available throughout the Casino arid on request. 
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Play Safe Limits is a separate and Crown operated money 
and/or time limit setting program available only for FATGs. 
Play Safe Limits allows Crown Rewards members to sel 
voluntary money and/or time limfts when playing FATGs and 
does NOT in:egrate with the EGM money and/or time limit 
setting scheme, YourP!ay. Crown encoura.ges and supports 

customers 'lvtlo play FATGs to set money and/or time limits. 
Play Safe Limits Brochures are available throuohout the 
Casino and on request. 

Further information regarding YourPlay and Play Safe Limits 
is provided In this Code under 'Pre-commitment - Voluntary 
Money and/or Time limits. 

Crown will not knowingly send or direct any advertising or 

other promotional material relating to gaming to any parson 
who is excluded or Sell-Excluded from the Casino. 

Player Act1vfty Statements provide information on each 
member's EGM or FATG play, including all wins and losses 
for the period of the statement and are available for EGM 
play and/or FATG play, these are separate statements. 
Crown's responsible gaming message 'Stay in Control', as 
well as Information regarding the availability of the Code, is 
incorporated in and forms part of Player Activity Statements. 

At least once a year, Player Activity Statements are made 
avaaable to EGM Crown Rewards members. 

Members who play FATGs are able to collect their Player 
Activity Statement on request, at any Crown Rewards desk. 

14 

f 
l 

COM.0013.0001 .1046 

SPO NSI 8LE: GAMBLING 

PRE-COMMITMEN'T - VOLUNTARY MONEY 
AND/OR TIME LJMllTS 

The Victorian State Government has introduced a 

state-Wide volmtary money and/or tlme limit setting and 
tracking scheme called YourPlay. This Is avallable for EGM 
customers. Crown encourages and supports customers 
who play EGMs to set money andJor time limits. 

EGM customers can sHlect to use a casual card. where 
limits can be set and changed at the VIK or a registered 
card, where limits can be set and changed on-line at 
yourplaycom.au, at the1 Crown Rewards desks or the VIK. 
YourPlay brochures are available throughoul the Casino 
and on request. 

Additionally, YoorP\ay is a card-based personal gaming 
tracker that provides a running total of money and time . 
spent playing EGMs across all gaming venues In Victoria, 
including the casino. 

Customers can also seit personal reminder messages 
as encouragement to stick to their sel limit. 

Crown cannot advise customers on the quantum of 
their personal money and lime limns. This is a choice 
an indMdual shou1d make according to their own 
circumstances. Crown does not have access to an 
individual's YourPlay data. 

Play Safe Limits Is a separate and Crown operated money 
and/or time limit settinn program available only for FATGs. 
Play Sate Limits allows Crown Rewards members lo set 
voluntary money and/o.r time limits when playing ~ATG~ ';'ld 
does NOT integrate wit:h the EGM money and/or time lrnt 
setting scheme, YourPlay. Crown encourages and supports 
customers who play FATGs to set money 
and/or time limits. Play Safe Limits Broct"ures are availab!e 
throughout the Casino and on request. 
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The YourP1ay brochure is provided 
to all customers joining the CrO'Ml 
Rewards scheme. The Play Safe 
Limits brochure is provided to 
customers joining the Crown 
Rewards program who indicate 
they will play Table Games. Staff 
are also available to provide 
information regarding YourPlay 
and Play Safe Limits at locations 
throughout the Casino. including 
at the Crown Rewards desks and 
the RGSC. 

Crown cannot advise customers on the quantum of their 
personal money and time limits. This is a choice an individual 
should make according to their own circumstances. 

AGLOs are available on request to assist and support a 
customer with strategies for keeping within their YourPlay 
and Play Safe Limits or any other pre-commitment strategy. 

In addition, all EGMs and FATGs enable a player to use the 
PIO to track the time and the net loss or win during a sesSion 
of play. Information on how to activate session tracking is 
available from staff and the PIO brochure (for EGMs) is 
available on request. 

Example PIO screen information follows: 

16 
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INTERACTION WITH CUSTOMERS 

Crown is committed to providing a wor1d·class entertainment 
experience for our customers and exceptional levels of 
customer service in all areas. This includes being aware of 
our customers and our responsibirity to foster responsible 
gaming. All relevant staff, including Crown management, 
are trained in the responsible service of gaming when they 
are inducted into the business and on an ongoing basis. 
Crown's staff training meets national competency standards 
and is approved by the: VCGLR. Training is subject to 
ongoing review so that any proven initiatives or programs 
in the responsible service of gaming are incuded, ensuring 
relevant staff, are at the forefront of responsible gaming. 

Crown employees are instructed that, when approached 
by customers who request information or assistance with a 
gaming problem; request information on Sett-Exclusion; or 
display other observable signs that may be related to their 
gaming behaviours, to refer them, as soon as practicable, 
to Crown specialist assistance via their supervisor/manager 
to the RGSC. 

Crown's RGSC, located within the Complex but away from 
the Casino, provides a range of services to customers 
and others. 

The RGSC is staffed by RGLOs who are specially trained 
in all aspects of Crown's responsible gaming programs, 
including recognising observable signs which may be 
related to potential prolblem gaming behaviour. The RGLOs 
are supported by Psyclhofogists and a Chaplain to assist 
those customers who may be experiencing difficulties with 
their gaming behaviours. 
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The RGSC· 

• provides strategies io assist customers in managing 
their gaming behaviours, to foster responsible gamlr 
and prevent difficulties rrom arising; 

• otters professional support, assistance and referral, 
which is available 24 hours a day, seven days a week. 
tree or charge; 

• facilitates referrals to problem gambling and financial 
counselling support services and welfare organisatkn 
and provides contact with and information about 
these bodies; 

• ensures rts assistance and referral services are 
conducted on a strictly confidential basis; 

• has available Psychologists experienced In the 
field of problem gambling to assist cuscomers and 
family members; 

• provides information regarding Self-Exclusion for 
customers who wish to exclude themselves from the 
Casino and manages Crown's Self-Exclusion Program; 

• provides information about YourPlay for EGMs; 

• provides information about Play Safe lJrnits for FATGs; 
• is able to access and provide information in selected 

community languages; and 

• provides a Chaplaincy Support Service for customers 
and stall. 

As part of delivering exceptional customer service, our staff 
are encouraged to engage with our customers. A customer 
displaying observable signs that may be related to potential 
problem gaming behaviours or unacceptable behaviour iMn 
be approached by a staff member who will otter assistanra 
and referrals to specia'ist support as required 

Observable Signs are seen or reported behaviours or 
patterns of behaviours which are potential indicators that 
a person may be experiencing problems with their gaming 
behaviours. These are seen or reported in context and 
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usually more than one is displayed to indicate potential 
problems with gaming. Observable signs are included in 
Crown's Responsible Srnvlce of Gaming training and may 
inck.ide but are not limited to•: 

• Sell-disclosure of a problem with gaming or request 
to self-exclude 

• Requests for assistance from family and/or friends 
concerned about an individual's gaming behaviour 

• Children left unattendled whilst parent/guardian gambles 
• Gets angry while gaming or shows slgns of distress during 

Of alter gaming 
• Olten gambles for long periods without a break 

• Witnessed or heard that a customer was trying to borrow 
money tor gaming 

• Significant decline in personal grooming a appearance 

• Observed conflict over gaming between family members 

or friends 
• Unrealistic remarks about gaming 
• Complains to staff about losing or blames the casino 

or gamng product for losing 
• Secretive or embarrassed about belng at the casino 

or stays on to gamble when friends leave the venue 

• Gambles without reacting to what is going on around 
him/her and avoids contact or conversation with others 

• Frequent visits to thH ATM 

The assistance ottered by staff may take the form of: 

• interaction with the customer and encouraging them to 
take a break from gaming; 

• offering the customer non-alcoholic refreshments such as 
a cup of tea or coffE!e in a quieter and more private area 
such as our lounge areas or the RGSC. 

Persons displaying these types of behaviours will be referred 
10 AGLOS or senior management who have undergone 
advanced responsiblB gaming training. 
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Responsible gaming interactions are recorded in the 
Responsible Gambling Register. This register and all 
personal information recorded by CrOMl is held in 
accordance with Australian privacy laws. 

•niese signs are adapted from 'Va!idauon stUdy on in-venue 
problem gambler Indicators', Thomas, A., Dellabbro, P. and 
Armstrong. A. (2014), Gambling Research Australia; 'Identifying 
Problem Gamblers In Gambling Venues', Dellabb<o e1 al, 
2007 and 'Current Issues related to identifying the problem 
gambler in the gambling venue' various authors, Australian 
Gaming Council, 2002. 

INTERACTION WITH STAFF 

Crown employees are not permitted to gamble at the 
Casino at any time. Crown also has polietes in place which 
restnct certain staff from gaming at affiliated properties. 

Crown recognises that some employees (like other 
members of the community) may develop dlfflcultles 
associated with their gaming behaviours. outside ot their 
employment at Crown. Crown employees so aftecled are 
encot.raged to seek profess'Onal assistance through 
Crown's Employee Assistance Program. This is a free 
service r°' au employees and their immediate fami¥, which 
is run by n dependently employed professional counsellors 
and detans of al discussions are treated confidentially. 

Where appropriate, employees are also encouraged to 
seek professional assistance from external support services 
and RGSC staff can provide relevant information. 

PROBLEM GAMBLING SUPPORT SERVICES 

As a major stakeholder in the gaming industry, Crown is a 
member of alld participates in industry peak bodies and 
consultative groups to enable it to ma111taln awareness of 
responsible gaming issues. practices and prooedures. 

Crown maintains regular contact with principal problem 
gambling support services. This is achieved through 
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professional development sessions and meetings, 
in addition to attending seminars and/or conferences 
with support service staff. 

Examples of these may include: 

• participation in meetings with Gamb er's Help Services 
occurring when Gambler's Help staff agree and at 
mutually convenient times; 

• various Gambler's Help Services meetings arranged 
and held as required;; 

• National Association for Gambling Studies 
annual conference; 

• ttie Victorian Responsible Gambling Foundation; and 
• telephone contact with Gambler's Help and other support 

agencies as required!. 

Details of all meetings with p<0blem gambling support 
services are retained in the Responsible Gambling Register 
located In the RGSC and attendance details indude: 

• time and date of the meeting; 

• attendees at the meoting: 

• topics discussed; 
• outcomes/action items from the meeting 

(where applicable); and 
• next meeting/attendance date (Where applicable). 

The Gambler's Help contact number is 1800 858 858 and online 
assistance Is available at www.gamblinghelponline.org.au 

Gc1mbler's 
Ht:!lp 
1800 858858 
gani blersrelp.com.au 

Many ways to iget support 
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CUSTOMER COMPLAINTS 

Crown has comprehensive processes in place for 
managing and resolving issues relating to customer 
complaints received by Crown, including complaints 
related to the provision of gaming and this Coce. 

All re evant staff are trained to manage and resolve 
customer complaints. 

Complaints from customers may be received by Crown's 
Customer Relations Department, other Crown Departments 
directly, or frontline staff. 

To register a complaint, customers may: 

• contact Crown by telephone; 
• send a fax, letter or email; or 

• do so in person. 

Any complaint received is: 

• managed and responded to in a timely and appropriate 
manner; 

• investigated sensitively; 

• recorded in the Crown Customer Relations system 
and the Responsible Gambling Register; and 

• managed and resolved in accordance with 
Australian Standards. 

All customer complaints are acknowledged, where 
possible, within 48 hours of receipt of the complaint and 
resolution will be attempted at first point of contact or within 
1 O working days. 

During the investigation of a complaint, a Crown manager 
may seek infonnation from the staff member concerned 
on the subject matter of the complaint. 

The appointed Crown manager will seek to establish 
whether the customer has been treated reasonably. 
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Where contact details have been provided to Crown, 
the customer will be informed of the outcome of 
their complaint. 

In the management ancl resolution of customer 
complaints, Crown will comply with relevant legal 
obrigations, 1ncludmg our obligations to pmtect the 
customer's pnvacy 

Complainants in all unmsolved gaming disputes will 
be advised of the presence of and their right to consult, 
a VCGLR Inspector. 

Information about complaints Will be provided to the 
VCGLR if requested. Customer oomplaints relating to 
gaming matters will also be received and investigated 
by the VCGLR as an inclependent body for investigations 
and resolution. 

COMPLIANCE WITIH THE PROHIBITION ON 
GAMBLING BY MINIORS/PERSONS UNDER 
18YEARS 

Gaming by persons unc:fer 18 years is prohibited by 
law. Signs are located ait every entry point to the Casino 
prohibiting minors from entering. Casino entry JX>int 
staff are located at all e1ntrances 24 hours a day, 
seven days a week and are vigilant and resJX>nsible for 
monitoring Casino customers and will request appropriate 
proof of age documentation if they are uncertain whether 
a customer is al least 1 :S years. Entry is refused if 
appropriate Identification Is not produced upon request. 

In addition. all staff share the responsibility of asking for 
proof of age when they are uncertain whether a customer 
is a minor and all staff members are trained to alert a 
Security Services Repre!sentative in these circumstances. 
If the relevant identification cannot be produced. the 
customer will be asked to leave the Casino, or removed 
as the situation requires:. 
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Unattended Children 

A parent or guardian who brings a child or young person 
to the Complex must not leave the child or young person 
unattended In or around the Complex. 

Crown's staff and tenants are instructed to mooitor and 
report the presence of any unaccompanied child or young 
person in or around the Complex to a Security 
Services Representative 

Where a parenr or guardian leaves a child or young person 
unattended (particularly 1n order to participate 'n gaming 
actMties) Crown may ban lhe customer from the Complex. 

The AGLO with the support of a Security Services 
Representative will attempt to: 

• ascertain the identity of the child or young person; 

• establish the Whereabouts of the parent or guardian 
In order to reunite them: and 

• require proof that the located adult is the parent/guardian 
of the child. 

The RGLO may also refer the matter to the police. 
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THE GAMBLING El\IVIRONMENT 

Breaks in Play 

Customers are encouraged to take regular breaks 
from gaming. This may take various forms including: 

• announcing a draw, including those relating to a 
trade promotion; 

• the announcement of any entertainment occurring; 

• verbal encouragement by staff for customers to take 
refreshment breaks; 

• 'Have you had a break?' reminders on the displays 
of EGMs, FATGs and EGM bank end advertising; 

• the opportunity to takie large winnings payments in 
part or full by cheque; 

• lounge racllitles, avall.able throughout the Casino and 
Complex; and 

• the availability of the l~GSC localed away from the Casino. 

Clocks 

Clocks are displayed on individual EGMs so that customers 
can be aware of the paBsage of time. Staff will mention the 
time when making announcements about entertainment 
activities occurring 1n the Casino. 

Lighting 

Adequate lighting is prc1vided in the Casino and complies 
with relevant gambling legislation. 

Responsible Service of Alcohol 

Crown is oommitted to i!he responsible service of alcohol 
and will not knowingly allow a person who is 1n a state of 
intoxication to gamble or bet in the Casino. Under relevant 
legislation, a person is intoxicated if his or her speech, 
balance, co-ordination or behaviour is nobceably affected 
and there are reasonable grounds for believing that this is 
the result of the consumption of alcohol. 
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ATMs 
ATMs are located away from the Casino and are positioned 
and/or restricted in accordance with relevant legislation. 

Credit 

Crown wi I not provide credit or lend money to 
Australian resident customers for the purpose ol gaming. 
Non Australian resident customers may be approved 
to operate a credit facility after the completion of an 
Application for Credit Faclllty form and subsequent 
approval of that facility in accordance With procedures 
approved by the VCGLR. 

Agencies 

Crown has a TAB agency (and TAB Electronic Betting 
Terminals) in the Casino, and the TAB is required to adhere 
to its own Tabcorp Wagering Responsible Gambling Code 
of Conduct. Customers can ask the TAB agency about 
accessing Tabcorp Wagering's Responsible Gambling 
Code of Conduct. 
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FINANCIAL TRANSIACTIONS 

Cheque Cashing Facilities 

A Cheque Cashing Facility may be made available to 
customers who have completed an Application for Cheque 
Cashing Facility form and are approved to operate such a 
facility in accordance with Crown's internal processes and 

the relevant Regulatory F\Jles. 

A summary of the rules that apply to Cheque Cashing 
Facilities can be found on the relevant Application Form. 
CLstomers can enquire about applying for a Cheque 
Cashing Facility with Crown Staff at any Cashier's location. 

Accepting Cheques t::>ther than through a Cheque 
Cashing Facll tty 

Customers of Crown may cash negotiable instruments 
including, but not limited to, Bank Cheques, Bank Drafts 
and personal cheques (collectively referred to as cheques) 
under certain circumsti:1nces. Customers who wish to cash 
cheques at Crown may open their own Casino deposit 
account. The following (for example) can be credited as 
a deposit to that account: 

• cash (or cash equivalent); 
• a cheque payable to Crown; or 

• Traveller's cheques. 

Customers may withdmw from their deposit account by way 

of Crown issued Chip Purchase Vouchers or withdrawals of 
cash (or cash equivalent) up to the value of the amount in 
the customer's deposit account. 

Customers can enquire about opening a depoot 
account and cashing cheques with Crown staff, at the 
Cashier's location. 
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Customer cheques are cashed in accordance with Casino 
legislative requirements. Customers attempting to cash 
such cheques will be advised of Crown's policy by staff 
at the Cashier's location, at the 1ime they present the 
relevant cheque. 

Any cheques issued by Crown tor a payout won from EGM 
play will not be cashed by Crown. Any customer attempting 
to cash EGM payout cheques will be advised of Crown's 
policy by staff at the Cashier's location at the time they 
present that cheque. 

All cheques cashed by Crown are recorded against the 
customer's name in Cro'Ml's confidential and secure 
customer database and/or a copy of the cheque is retaii e 
by Crown. 

Payment of Winnings 

Customers who are the recipient of wins may take payment 
in part or full by: 

• cash (or cash equivalent): 

• cheque: 

• chips; or 

• credits. 

Staff can provide information on the options for payment 
of winnings that are available. 

By law, all winnings or accumulated credits exceeding 
$2,000 from EGMs at Crown must be paid by cheque 
(unless the relevant EGM is legally operated in an area 
specified with the consent of the VCGLR) . 
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RESPONSIBLE ADVERTISING 
AND PROMOTIONS 

The advertising or promotion of EGMs to the general public 
outside the Casino Is prohibited by law in Victoria. 

All permitted gaming advertising and promotions will: 

• Comply with the Advenising Code of Ethics, (as adopted 
by the Australian Association of National Advertisers 
(AANA)) and all applicable laws; 

• Not give unrealistic ex1Pectations of the prospects of 
V\iinning or encourage irresponsible gambling behaviour: 

• Not give the impression that gambling is a reasonable 
strategy for financial betterment; 

• Not be false, misleading or dec.eptive about odds. 
prizes or the chances of winninQi 

• Have the consent of any person identified as winning 
a prize, prior to any pL1blication of the result; 

• Not be offensive or indecent in nature; 

• Not promote the irresponsible consumption of alcohol 
while gambllng; 

• Be in good taste and not offend prevailing community 
standards 

• Not intentionally be directed at or expressed indirectly 
at minors or vulnerable or disadvantaged groups. 

Advert1slng or other prornotlonal material relating to 
gaming will not knowinglly be sent to excluded customers 
or customers suspendecj or removed from Crown Rewards. 

Each prospective advertisement and promotion Is checked 
by relevant marketing staff against a checklist based upon 
the AANA Advertising Code of Ethics and also checked 
against relevant legal requirements, including compliance 
with the Australian Cons1umer Law by Crown's 
Legal department. 
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IMPLEMENTATION AND REVIEW OF THE coee 
The Code is provided to all new gaming staff when 1hey 
commence employment at Crown. 

Staff members who effectively implement and adopt 
the practices in the Code will be recognised by Crown 
management as part of our ongoing assessment of our 
staff in providing excellent customer seNice in all areas. 

The Code will be internally reviewed, at least annually, 
to ensure that it complies with relevant legislation and any 
other relevant Ministerial Directions and Guidelines as they 
exist from time to time. 

The content, operation and effectiveness of the Code for 
the preceding 12 months will also be reviewed at this time. 

This review will involve seeking feedback from all 
relevant stakeholders, including Crown staff, customers 
and problem gambling support services. The Crown 
Responsible Gaming Department will obtain that feedback, 
collate and report on the data collected and where relevant, 
that report will include recommendations for improvement 
of the Code and/or its operation, 

Within three months of the commencement of the relevant 
review, a meeting of the Crown Responsible Gambling 
Management Committee (RGMC) will be held to consider 
and review the report, and where relevant, agree to 
recommendations for change and/or improvement. 
The RGMC will also make a plan for actioning accepted 
recommendations. If the Code is updated it will be provided 
to the VCGLR. 
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The report and recomm<3ndations and all actions are 
recorded by the Chair of the RGMC. 

Customers and staff are encouraged to provide feedback 
at any lime and tor inclusion into lhts annual review by 
writing to: 

General Manager 
Responsible Gaming 
Level 6 
8 Whiteman Street 
Southbank Vic 3006 
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GLOSSARY 

Complex 

Casino 

Gaming 

Loyalty 
Program 

Loyalty 
Scheme 

Problem 
gambling 

Regulatory 
Rules 

32 

means the Crown entertainment complex 
and integrated resort and Casino and all 
parts of it including gaming and non 
gaming areas, hotels and retail tenancies, 
all located at the site known as 8 Whiteman 
Street, Southbank In the State of Victoria 

means the area in the Complex licensed 
by the VCGLR to conduct gaming, known 
as the Casino gaming floor 

means all legal forms of gaming permitted 
at the Casino and operated by Crown and 
gambling has the same meaning 

means Crown Rewards, which 
Is a membership program that entitles 
members to certain benefits and privileges 

means the Crown operated EGM 

component of Crown Rewards1 operated in 
accordance with relevant legislation 

exists when a gambling activity results in a 
range of adverse consequences including, 
where the safety and well-being of gaming 
customers, or their friends and families, 
Is placed at risk and/or negative lmpacis 
extend to the broader community 

means those rules agreed lo or imposed 
by the VCGLR with respect to Casino 
operations and processes 
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Responsible 
Gambling 
Management 
Committee 

RGLOs 

Unacceptable 
Behaviour 

is an Internal committee comprising 
Crown senior management, including 
the Chief Operating Officer, Executive 
General Manager Legal and Regulatory 
SeNices; Executive General Manager 
Gaming Machines, Executive General 
Manag1er Table Games, General Manager 
Respo1nsible Gaming, Responsible 
Gaming Operations Manager and 
Responsible Gaming Psychologist(s) 

Responsible Gaming Liaison Officers are 
Crown staff members who have undergone 
specific and advanced responsible gaming 
trainino and are expenenced in the 
provisbn of responsible gaming services 
and 1demtifylng and dealing with obseNable 
signs that may be related to potential 
problem gaming behaviour. RGLOs are 
directly involved and trained in Crown's 
Self-Exclusion process 

means any customer behaviour that 
endanners the safety of any customer, 
themselves or others, or affects the 
enjoyment of others at Crown 
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