
CRW.510.060.1466 

MGT Other Assistance 

27/0112017 MGT Revocation 

27101(2017 MGT Revocation 

2710112017 Counselling Services 

27/01/2017 MGT Rev'Ocatlon 

27/01/2017 MGT Self Barring 

27(0112017 Unknown Nature of Service 

27/0112017 Counselling Services 

2710112017 MGT Unknown Nature of Service 

Patron Welfare 

27/01/ 17 16:46 Responsible Gaming DOR Data Available DOR 

27/0112017 16:49 Responsible Gaming DOR DOR 



Change of Address 

Revocation Application 

Revocation Information 

Chaplaincy 

Revocation Application 

Self Exclusion 

GM & FATG focus 

Chaplaincy 

Revocation Papeiwork Received 

Welfare 

Operational Overview 

OperaUonal Overview 

Informed by Matthew at Main Cage that lprovided verbally) was 
complaining about his loses tonight to several staff at the Main Cage 
RGLO attended and conducted a welfare check on- He 
explalned that he had some winnings earfier but has lost It all. He 
does still have $100 with him. RG strategies e~plained. He admitted 
to be loner He claimed to have no gamif'lg Issues but is upset about 
losing his winnings. - appeared defensive and refused to accept 
RGSC business card. 

responded to previous email confirming address. Reva Appl[cation 
e tvfa emaiL 

Received a call from Central Crown Rewards re male wish· ·r 
Met and re!(>c;ate<I to the RGSC where th· as 
processed. 

canvassed theg.aming floor "round EGM and FATG areas with no 
issues. 

Staff 

attended the RGSC to inquire about revocation process and 
requirement for counselling report. All relevant details provided as was 
the tlrnefl'ame for the revocation to be pFocessed. Signed Appllca!lon 
paperwork handed In to us. 

No Referral 

No Referral 

No Referral 

No Referral 

No Referral 

No Referral 

No Referral 

No Referral 

No Referral 

Cornrns called re female in tears in the high lit EGM a.rea adjacent to No Referral 
Food Crt entry. Attended w1tn Securi1Y and female claimed it was the 
anniversary of her sisters death and thTs Is why she was upset. Asked 
to compose herself before coming back. Female complied With this 
request anc:l {eft via Western entry. 

Completed casino brochure audit No Referral 

Electronic signs at cage/cc audit completed. There are some that are No Referral 
not updated (still states Signature Club) which has been escalated to 
Cage Team. 

CRW.510.060.1466_0001 

)1380953 Self 

jt380953 Responsible Gaming 

]!380953 Responsible Gaming 

rim01B9'17 Self 

jt380953 Self 

fb000227 Crown Rewards 

jb000247 Responsible Gaming 

nm01B94'7 Self 

jb000227 Self 

jb000227 Security 

)1380953 Responsible Gaming 

jt380953 Responsible Gaming 



CRW.510.060.1 466_0002 

MGM Other Assistance 

MGM Other Assistance 

27/0112017 Unknown Nature of Service 

27/0112017 MGT Self Barring 

05103/2017 MGT Revocation 

05/0312017 MGT Unknown Nature of Service 



Breach of Self Exclusion 

Seeking other Assistance 

Seeking other Assistance 

GM & FATG focus 

Breach of Self Exclusion 

Revocation Information 

Self Harm I Suicide I Deceased 

Received a call from Surveillance re Attended Pit 16 
Where - was escorted 0ff the Gaming Floor. He did not 
want to engage 1n conversation with rne but VCGLR, Danny and 
Danny lndlcated they will send another Infringement notice. 

ReceiVed a call from GM AM asking for a welfa1e check on female RGSC 
patron who had been hitting the machine for 4 hours. I established that 
no one f rom GM had spoken 1o her yet about UB - I suggested that this 
occur first and I would be happy to follow up If she ignored direction 
from gam1ng staff. 

Advised by GM AM that female's behaviour and drawn cornplafnts from RGSC 
other patrons. Surveillance notified. I approached . who has a 
history of this sort of behavloiur She rudely shoved her card Into my 
hands and said "Good. I hate this place.' When I attempted to tall< to 
her about RG Issues she continually spoke over the top of me say 
thlngs like "I've lost $1000 and no free spins. It's criminal. Lookl 
Everyone hates it here. I am never coming back.• I lold her that if she 
required assistance with her gambling levels, I was here to speak with 
her. She was warned that any further instances ot bashing the EGMs 
and she would be directed to leave by security. She then stormed off. 
Surveillance advised. Given that our interactions With , had not 
changed since 2014, I would recommend an enrorced reak from the 
gaming noor. Email sont to GM managemont and RGSC. 

GM/Gold 

Canvassed !he gaming floor around EGM and FATG areas with n0 No Referral 
issues. 
Advised by Vinh in surveillance that was in pit 8. He called back 2 No Referral 
mlnules.later to say that she had left the gaming floor. Nil contact. 

Bauo (SUrv) acMsed that a male patron enquiring about rev~tion at No Referral 
Mings entry I attended and explainli!Jo- lhat he has to wait for 12 
months after applying for SE. I t0ld • not'io try to enter gaming near. 

Received a calf from Walley (Comms) advising a female was found in Vic Pol 
the garden area in front or Promenade Hotel threatening self ha. 
attended and met with Spiro (SSO) who provide patron's details. 
seemed to influenced by certain substancyd threatened to ju 
from ·level 11 to death. Vicpol was called . • was taken lo Alfred 
Hos~ital by Vicpol for a furttier examination. 

CRW.510.060.1466_0003 

km003968 Gaming Machines 

km003968 Gaming Machines 

km003968 Responsible Gaming 

km003968 Surveillance 

g)014394 Surveillance 

g/014394 Surveillance 



CRW.51 0.060.1 466_0004 

05/03/2017 MGT Self Barring 

05/03/2017 Unknown Nature of Service 

05(0312017 MGT Self Barring 

05/0312017 MGT Unknown Nature of Service 

05/0312017 MGM Patron Welfare 

05/03/2017 MGT Self Barring 

0510312017 Unknown Nature of Service 

05/03/2017 MRT Self Barring 

MGT Self Barring 

Other Assistance 



Nature of Service Comments Referral Location RGLO ReferredByDesc 

Breach of Self Exclusion 

Breach of Self Exclusion 

GM & FATG focus 

Breach of Self Exclusion 

Illegal Act 

Welfare 

Breach of Self Exel usion 

GM & FATG focus 

Qi014394 Surveillance Maria (Surv) adVised tllat!il"'as playihg at BA0807. I attended aod No Referral 
met with VCGLR Peter and Alan . • eaimped via Atrium entry before 
being approached. Nil conatct. 
Marfa (Surv) advised that -wa-s-pl-ay-i-ng_a_t_B_A_0_8_2_4_-l_a_tte_n_d_e_d_a_n_d-1-N-o-R~e-f-emi-. -_ l---------+g- j-01_4_3_9_4---1"'s_u_rv_eT-lla_n_ce------1 

met with VCGLR Peter and Alan-..,as esconed out off !;Jamfog floor 
vla Atrium entry.He refused to tarand walked away. 

Canvassed the gamln.g floor around EGM and FA TG areas with no No Referral gj014394 Responsible Gaming 
issues. 

Joel (Surv) advised that was removed from Poker Room by No Referral gj014394 Survelllance 
security after ldentifing by staff. 
Andy (Surv) advised that -a-d:-:t-oo""'.k:-:::-$ ':":10::-:0:-c-:h"':'ip-:-f~-om--:A:-:R::-1:-l:-:0:-:5:-:a-n-.Cl-=!jj:-:5-;-:::S-e-cu-n-..ty-----------1"g--:j-::-01:-4:-::3:::::9:-:4-t:S:-u-rv-e--;il::-la-n-ce-----; 

chip from AR1103. He was removed from Complex by security. 

Received emafl from Teak Rm ManagerNioole 
claimed "she was having some personal issues and s e 
tot of money and h(!r pension was always gofng to Crown• 
on RGLO mobffe pager for a welfare check. 

ing a 

. put 

S!gh1ed 
RGLO. 

eading 1,1p the escalator towards pit 12, Once spotted 
ecamped thru Minas entry. Steve in surv informed. 

No Referral 

No Referral 

Canvassed fhe gaming floor around EGM and FATG areas with no No Referral 
jssues. 

jc017687 Teak Service Executive 

jc017687 Responsible Gaming 

jc017687 Responsible Gaming 

~s-e_lf_E_x_c_ru-s-10-n-ln_fi_o-rm_a_t_lo_n____ called RGSC to enquire about :SE. Boundaries and oonditions of RGSC fc0176S7 Self 

Self ExclusTen 

Seeking ofher Assistance 

explained, . aid her gambllng has brought herfinaneial 
difficulties and she does not want to gamble anymore. She said she 
v.~11 t:>e In either today or tomorrow1o apply for SE. Email sent to 
George, Joseph and Nina who will be on duty in the next two days. 
Location and opening hours of RGSC informed. 

RGSC, accompanted by his son YCO Ch'inese Peer Connectin (East) 
9'9!11!!_!1 requested to apply for S/E. Apphca ion successfully 

processed. 

Recei\led call from Tuak Service Exec Richard lo check for any stop RGSC 
code on• Confirmed that there js no stop code from RGSC. • dld 
display UBTn the past RGLO attended and talked to . She mainly 
cemplained about the difficulty 1n obtalning eash adv.ances from Velvet 
Bar. Suggestm> withdraw from ATM as an alternative Advised 
Teal'< Service ~Richard to check with Room Manager and monitor 
. behaviour in future. RGSC business card issued. Photo updated. 

fcO 17687 Self 

jc017687 Teak Service Executive 

CRW.510.06G.1466_0005 



CRW.510.060.1 466_0006 

05/0312017 MGT Patron Welfare 

0510312017 Other Assistance 

05/0312017 19:25 Unknown Other Assistance 

05/0312017 19'.56 Unknown Other Assistance 

MGT Self Barring 

05/0312017 MGT Revocation 

05/0312017 MGT Self Barring 



Play Periods 

Seeking other Assistance 

Other 

Other 

Breach of Self Exclusion 

Revocation Information 

13reach of Self Exclusion 

Syco alert. RGLO dlrecte GM Plat) to lake a 24 hrs bfealc., not to 

ret1.1rn before 5:15pm 06/ . . Riverside Rm Manager Sam 
informed. • claimed to have no gaming issue&. RGSC business 
card issue~omment updated. 

In response to SYCO, RGLO reminde T Plat), to take a break. RGSC 
ACM Haig iriformed. 

Received a call from Miohael (AM) fn pit 12 se.eking RGLO tor Northam 

assistance. I attended and met With Michael (AM) and Andrew (ACM) 
who informed that a Vietnamese Female had won a jackpot ol $12,686 
at ?pm. Her behaviour had brou.ght staff attention. because the patron 
claimed she. did not have any ldentiflcatlon. after trying to make few 

calls, this -atron rovidedhername as···· 
then she walked· away from pit 

r made a call to Natasha (Sl.lrv) requesting create a PIO file on this No Referral 
patron. Also, I requested Survellance to monitor this patron if she 
comes bactt 

Natasha advised that Thls patron had returned to pit 12. I attended anti No Referral 
met her near the cash change booth. Dealer Thi!i§@el acted as a 
Vietnamese Interpreter. I requested the patron provide her fUll name, 
date of Birth and any valid identification to proof Who she is, This 
patron declined to provide any Identification by saying !Mt her 
daughter had held all her id4'!ntificatfon because she did not wish her 
mother coma to caaino. 

This atron reluctant wrote her name as 
which were not matched with the previous one. I 

explained t at. we were not able lo give the jackpot to her due to no 
valid identification provided. Patron. decamped quickly via Food Court. 

Michael (AM} , Andrew (ACM) and Goroan (ACM) had been informe<l. I 
requested them to passed onto relevant staff and noitced RGLO if 
patron's returns. 

Surveillance adi/lsed th as playing at BA0808. I attended and 
met with VCGL. decamped vra Atrium betore being approached. 
nil contact. 

Received a cal( from • enquiring about revocation. All relevant 
information has been passed on. 

surveillance adv1sed s removed from gami11g floor after security 
checking his ID in Maple Room at 8:25pm. nil contact. 

No Referral 

No Referral 

No Referral 

CRW.510.060.1466_0007 

jc017687 Responsible Gaming 

gj014394 Table Games 

gj014394 Responsible Gaming 

gj014394 Surveillance 

gj014394 Survelllahce 

gj014394 Self 

gj014394 Survelllance 



CRW.510.060.1 466_0008 

MGT Patron Welfare 

Sel1 Barring 

05/0312017 MGT Unknown Nature of Service 

10/06/2017 MGT Self Barring 

10/0612017 MGT Unknown Nature of Service 

1010612017 DOR 

10/06{2017 MGT Unknown Nature of Service 

10/06/2017 MGM Oth9r Assistance 

10/06/2017 MGT Unlmown Nature of Service 

10/06/2017 DOR 

10/06/2017 MGT Sel1 Barring 

10/01312017 MGM Other Assistance 

10/0612017 Unknown Nature of Service 

10/0612017 MGT Revocation 

10/06/2017 MGT Revocation 



Breach of Self Exclusion 

Play Perlods 

Self Exclusfon Information 

WOL 

Breach of Self Exclusion 

WOL 

SYCO Report 

Illegal Act 

was playing at BA0809. I attended but 
efore being approached. nll contact. 

In response to SyCQ Alert, I attendedTeaK Room requesting 
(TG/Plat) to take a break. Not to return gaming noor before 1 
06/03/2017. Patron left immediately. Adam (AM) advised .. 

Received a call from Marl<. (AM) in pil 4 advislng a maile a.Iron 
requesting for self exclusion. I attended and escorted ack to 
RGSC. I explained the process, <;>bligation and consequence of SE to 

1ho opted lo think about it because he \Vas not 100% Understand 
ngllsh. He will ask nis friend to come wilh him as a interpreter and 

supporter in the next few days. RGSC's business card and brochures 
provlded. 

No Referral 

No Referral 

Received a call from Andy (Surv) advised that as removed from No Referral 
BA 1227 by security. 

Emily in SV informed Iha as in pll 12. VCGLR Neil and Danny No Referral 
attended bu!. alked away without speaking with anyone. 

Observed WOL VO in pit 12, patron walked off the gaming floor as I No Referral 
contacted Emily in SV for removal. 

SYCO report checked - 2.00am No Referral 

Mathe.win SV fnformo.d of theft of $1 OD in pit 7. Offender left the No Referral 
complex via Western: entry. 

gj01~94 Responsible Gaming 

gj014394 Table Games 

gj014394 Surveillance 

bl01790B Surveillance 

bf017906 Responsible Gaming 

bl017908 Responsibleo Gaming 

bl017908 SuNoillanClC 

Other bl017908 Responsible Gaming f-o-r-un_p_a-id-pa_r_k-in_g_b_u_t _p_at-ro_n_w-as-no-lo_n_g-er_a_t_rN-o-Re---~-e-~-~------------i,__ ______ -+-----------1 

WOL 

SYCO RepGrt 

Breach of Self Exclusion 

alking In the retail strfp and I spoke With him at the CT No Referral 
atrium. worked In ihe Port Melbourne and Is waiting ror the first 
train. We had a long cllat and some strateg1es discussed . • 
admitted that the sheriff encourage him to work for all the fines that 
he'd racked up. Encoura.ge him to see tis after hour if he can't control 
himself and can't get to counselling. 

SYCO report checked - 6 .00am 

Sighted eaving the gaming floor towards CP walk brid,ge. Michael 
in Surv lnforrned. 

No Referral 

No Referral 

bl017908 Responsible Gaming 

bl017908 Responsible Gaming 

jc017687 Responsible Gaming 

Other Pager A~rt, ~lr-.ea-. ~dy-,-le~ft~th~e-m-a~ch~T~n-e.--:-:N~il-co-n-~,.-cl-. ------t:,.,..--=:--:---:-----------+.~~c::-:::---tl=---..,,..,.--=--=----1 No Referral jc01768'7 Responsible Oaml ng 

1-G- M- &- FA- T ... G- fo_c_u_s-------+-C-a-n-va_s_s_e_d_the gaming floor around EGM aod FATG areas. 

Revocation Information ailed RGSC to enquire about SE revocation. The process 

Request for Revocation 

exp ainled. • stated that he might send in hls request by email, 
!:mail ofR~provided . 
SE revocation request has been received by email. lnitial response 
sent. 

No Referral jc017687 Responsible Gaming 

Gambler's Help Counselling Service jc017687 Self 

RGSC jcO't7687 Self 

CRW.510.060.1466_0009 



CRW.510.060.1466_0010 

10/06120 17 DOR 

10/0612017 MGT Patton Welfare 

MGM Self Barrrng 

MGM Self Barring 

MGT Un1<nown Nature of SeNice 

10/00/2017 DOR 

10/0612017 MGT Unknown Nature of Service 

10/0612017 MGT Self Barrlng 

10/06/2017 DOR 

10/0612017 MGT Patron Welfare 



Nature of Service Comments Referral Location RGLO ReferredByDesc 
Revocation lnformatJon 

SYCO Report 

Play Periods 

Self Exclusron 

Self Exclusion 

WOL 

Patron attended RGSC and re~sted VCGLR appeal lntortnatJoh. 

After providing lhe Information lil<:liscussed tier gaming act\vi1iY and 
atso issues her friends are experiencing with their gaming, RGLO 
provided FU1ancial counselling info to pass onto rrie·nds. 

SYCO report checked - 10.00am 

VCGLR 

No Referral 

- In response to SYCO, advised TG AM 1n Mah Rm to remrn 
Plat), to lake a break. 

GT No Referral 

-Remlnder for substantial Break 
-SYCO inforrnafion 
-Pit 25 
-Plat!TG 

attended Gamblers Help counselling Service 

Informed bY Surv that as at Teak Rm Reception Desk enquirlng No Referral 
about her WOL status. LO VlnnJe and Joseph attended and 
confirmed WOL status. After a lengthy conversation, SSM 
George esco ut of the casino. 

va022995 S.eli 

jc017687 Responsible Gaming 

jc017687 Responsible Gaming 

Jc017687 Self 

jc017687 Self 

Jc017687 Surveillance 

~S~Y~C,..-~R-e_o_rt~~~~~~~~..,...S~Y~C-O_r_e_p_o~rt-c~he -- -2-.0-0_p_m~~~~~~~~~~~~~-t:N-o__,R-e~re-rr-a~l~~~~~~~~~-..,.jc-0-1~7~68~7,,---t=-R-e-sp_o_n_s~ib~le__,G_am....,..in-g~~ 

WOL Male issued WOL due lo S 1 O ticket lhefl Securify va022995 Re.sponsible Gaming 
t:s=-re_a_c-=-h-o'"'f'"'s=-e-:-:lf:-:E:-x-c:-lu-sl=-o-n----ts.,..ig-:-h-:-te- , laying ln pit 8. Once spotted RGLO, h_e_a_d_e_d-to_w_a_r_d-+G-a_m_b_le_r'_s_H_e_lp_C_o_u_n_s_e_lli_n_g_S_e_r:v_ice--+-jc_0_1_7_6_8,_7--1t...R-e_s_po_n_s-fbl_e_G_a_m_in-g---1 

SYCO Report 

Unattended Child 

Main cage to cash out her S1 ,500 chlps and then decamped thru 
Mings entry, She said to RGLO "I am going home, no need to call" . 
Advise. a see!( counselling. Teresa in Surv informed, 

SYCO report checked -6.00pm No Referral 

Crown Towers Duty Manager called for an FYI. 3 unattended minors No Referral 
Were in a hotel roorn. The eldest was 15. • and his partner where 
on the gaming floor. Duty Manager said ~not requi red and • 
Host was going to get the at least one of the ~arents to stay in the 
room,. Duty Manager also said the 15 year old ~O\.lnded mature 
en9ugh. 

Jc017687 Respoosible Gaming 

nm018947 Hotels 

CRW.510.06G.1466_0011 



CRW.51 0.060.1 466_0012 

10/06/2017 DOR 

1010612017 MFB Self Barring 

MGT Self Barring 

01061 7 Unknown Nature of Service 

08/0812017 DOR 

08/0812017 Unknown Nature of Service 

0 JO I 17 MGT Revocation 

08f08120l 7 MGT Revocation 

08/0812017 DOR 

08/0812017 MGT Other Assistance 

08/08120'7 MGT Revocation 

0810812017 MGT Revocation 

0810812017 Counselling Services 

08108/2017 DOR 

08/0812017 MGT other Assistance 

08!0812017 MGT Self Barring 

Self Barring 



SYCO Report 

Self Exclusion 

Breaeh of Self Exclusion 

GM & FATG focus 

SYCO Report 

GM & FATG focus 

R ue&t f r ev ca Ion 

Request for Revocation 

SYCO Report 

Change of Address 

Request for Revocation 

Revocation ,t>.ppllcatlon 

Chaplaincy 

SYCO Repo1t 

Change of Address 

Self Exclusion Alleged Breach 

Self Excfusion Information 

Phone call received from Rewards Club Level One advisin 

requested for SE. Escorted patro11 biick. to RGSC and explamed the 
process, obligations and conseque.nces of SE to mvho opted to 
apply for SE, The SE was Issued at 9:16pm on~0/06/2017 a. 
requested. Natarsha jij¥jtg(.j1fol acted as CAT A Witness. 

SYCO report checked - 10pm No Referral 

Phone call received from the Poker Room advf6ing eque5ted for Ne Referral 
SE. Escorted patron back to RGSC and explained recess, 
obligations and consequences of SE to - ho opted to apply for SE. 
The SE was isst.ted at 11 ~16pm on the 10/06/2017 as . equested. 
Miies i:zmac1ed as CAT A witness. 

SV informed tha- ad breach ner SE and is In the Maple room. No Referral 
Due to conducting a SE l was unable to attend . • is removed from 
lhe gaming floor, 

Canvassed the gaming floor around EGM and FATG areas. No Referral 

Syco repo(t checked 2am_ No Referral 

Canva~ed the gamin,g floor around EGM and FA TG areas, No Referral 

Received request for revocation email. No Referral 

emailed re a revocaton enqiry. I was unable to flnc;I him No Referral 
on SYCO or SEER as he only provided his name and no DOB" A 
responce was emailed and reQuested male to provide DOB. address 
and to call us as he wants to be revoked by next month. 

Syco report checked 6am. No Referral 

Address and phone number updated, No Referral 

Received email requesting revocation. No Referral 

Revocation Application sent Via emaU_ Gambler's H'elp Counselling Servrce 

No Referral 

No Referral 

No Referral 

g 1o inform that 
d sold everything. 

enny for Alert notice. 

is still breaching his SE. It's No Referral 
o particvlar v1sWng time. Email 

ang aslcing <:1bout SE. He asked welher ft is an effective metJiod, RGLO 
All relevant details explained and some ~trategies suggested. mtas 
reported as missing in June. Referal to GH and online. for morr-­
information. 

CRW.510.06G.1466_0013 

nm018947 Responsible Gaming 

nm018947 Table Games 

nm018947 survernanae 

nm018947 Responsible Gamtng 

nm018947 Responsible Gaming 

nm018947 Responsible Gaming 

jt380953 Responsibie Gaming 

lp025D63 Self 

nm018947 Responsible Gaming 

lp025063 Self 

lp025083 Responsible Gaming 

lp025083 Respohsible Gaming 

nm018947 Self 

61017908 Responsible Gaming 

lp025063 Self 

81017908 Third Party 

BID17908 Self 



CRW.510.060.1466_0014 

08/08l2017 MGT Unknown N·ature of Service 

08/0812017 Counsellfng Services 

08/0812017 MGT Self Barring 

UNKNOWN UN Self Barring 

MGT Other Assistance 

08/08/2017 MGT Unknown Nature of Service 

08/0812017 MGT Patron Welfare 

08/0812017 MGT Unknown Nature of Service 

08/08/2017 MGT Self Barring 

08/0812017 MGT Self Barring 

08/08/2017 MGT Unknown Nature of Service 



VCGR Appeal declined 

Chaplaincy 

Breach of SelfEJ<clusion 

as atthe Diamond booth. VCGL,R 

Anthony and Julia attended, as given a warning, she came ln to 
ask about the revocation since s e claimed that her friend had 
encourage tier to SE. I acted as Vie1namese translator . • scorted 
back to the RGSC lo ellplain the revocation process. 

Advrsed by Compliance that the VCGLRhad decifned the Appeal. 

• • -Staff 

No Referral 

No Referral 

Rohan in SV informed that as spotted in pit 10. VCGLR Anthony No Referral 
and JUiia attended. ~armed that he's trying to chase money. 
ReferaJ to GH explai'iied and accepted. 

fp025083 Compliance 

nm018947 Self 

6!017908 Survelllance 

~B~r-e-ac~h-o~f~S~e~lf~E~x-c~lu-s~lo-n~~~~-+,J-oe~l~ln....,,S~V~i~nfo,......rm_e_d.,..,.,,th'""'a -a-s~a-m~ln-g~i-n~lh-e~M,.,...a~pl~e-ro_o_m~. ~V~C~G~L~R::-1~N~o~R~e~f~er-ra~J~~~~~~~~~--+~6~10~1~79~0~8=--+.R~e-s_p_o-ns~l~bl~e~G~a-m~i~n-g~---1 

Other 

Revocation Follow Up 

Play Periods 

Report Writer Contact - RGP 

Self Exclusion 

Breach of Self Exclusion 

Report Writer Contaci - RGP 

Anthony and Julla atten e . aid that he went pass the casino but 
could not help himself. He had been work~·n o eep busy. 
l=ort:unately he dtdn't lose ;iny money toda . aid that he's having 
problem at home With his W1fe. Encourag o keeping busy and 
get counselling . 

• ang to say that he would like to bring a friend 1n to have a No Referral 
conversation with RGLO. ncl hrs Wife said that it was most usefUI 
talking wilh me the last time and he waukf like to bring his friend along, 

ad taken ou( a Tlme out ttiat expire on 1217117 and this Will b.e an 
a rmation talk that. son the right track. Time arrangment organise 
and they may come in a couple weeks time. 

3rd revo follow up. In a meeting win call back later. 

Sycoalert, GT/Gold, Pit 17, Reminder. 

Alert;TG AM Aleic to KAI.OF SX an<;l remind P<tlron to take a 
slJbstantial break.. Patron was located and explained to take a break 

Spoke with Johnny ~ counsellor. Report for Revocation 
Committee pending. 
Teak EH Teres<1 informed thaimvould like to SE. Patron and 
husban~ ~relocated to the RGSC. Legal boundaries of SE 
ellpl1iine , pplied and the SE Order was issued at 16:26'pm 
08/08117 WI GP Kate m acting as witness. 

Rowan in Surv advised s in pit 8. RGLO unable to attend due to 
SE In progress. 

TT •- Chinese Gamblers Help. Report prepared for 
consideration of the Revocation Comminee. 

No Referral 

No Referral 

No Referral 

No Referral 

No Referral 

No Referral 

61017908 Self 

61017908 Responsible Gaming 

61017908 Responsible Gaming 

sm02B276 Self 

61017908 Teak Service Executive 

lp025083 Surveillance 

de027841 Seti 

CRW.510.060.1466_0015 



CRW.510.060.1466_0016 

MGT Unknown Nature of Service 

08/0812017 Unl<nown Nature of Service 

08/08!2017 MGT Revocation 

08/0812017 MGT Other Assistance 

MGT Revocation 

08/0812017 DOR 

08/0812017 MGT Patron Welfare 

08/0812017 20:10 MGT Self Barring· 

0 lo I 17 vail le 0 

08/08(2017 22:20 RGC Female Patron Welfare 

MGT Patron Welfare 



CRW.510.060.1466_0017 

Nature of Service Comments Referral Location RGLO ReferredByOesc 
Play Pertods Syco alert, GT/Gold, Pit 17, Reminder, No Referral 81017908 Responsible Gamlng 

Spol<e with . and remind patron to take a substantial l:lreak. Patron 
left With her mend. 

Observable Signs TG AM Chris in the Maple room informed of patron showing fatigue. No Referral 81017908 Table Games 
Security had spoken with lady who provided her details, GT Platinum 
member. Patron was wa1tlng for her friend to give her back lier money 
in about an hour time (from mobile text) . Patron claimed that her 
gaming is in control and promise 1o leave soon after 6pm. Informed 
TG AM Alma and Thao to monitor. 

GM & FATG focus Canvassed the gaming floor around EGM and FATG areas. No Referral 81017908 Responsible Gaming 

Revocation Information sked about revocation. All details explained. No Referral 81017908 Self 

Other Observe eated by CFA at the BA table in pit 8 while canvassing. No Referral bl017908 Responsible Gamlng 
Patron allege to have a reaction to a "smell''. No RGLO required. 

Revocation Information 1 !.:o... ~~•••r.;•- email in request for revocation. He is currently living in 
NZ. Acknow1edgement email send. R rang from NZ as requested. 

RGLO 810 17908 Self 

Revocation process explained. 
SYCO Report Syoo report checked 6PM. No Referral nm018947 Responalble GamTng 

Welfare Received a call fto- lfe She says her husband spends No Referral nm018947 Guest Services 
too much time In the asino. e 1s pregnant and wants him to spend 
more time at home. sn't had ratings since 2015. I requested a 
photo be emailed. • • doesn't want us to let her husband know 
she called. She has no idea what or where he plays in Crown. Once a 
photo is received I will do a floor walk and attempt to find him. 

Breach of Self Exclusion Advised by surveillance Iha as In pit 8. She walked out of Ming's No Referral nm018947 Surveillance 
Entzy. refusing to stop to be in ervtewed l:ly the VCGLR. or to speak 
with RGLO. 

SYCO Report Syco report checl<ed i Opm. No Referral nm018947 Responsible Gaming 

Welfare Received a call from paOI in COMMS that there was a young female.at No Referral nm018947 Secunty 
Mings entry and SSM Theo asked for assistance, My understanding of 
the call was an unattended chilct I attended and met with Theo who 
said this H year old was bit distressed and feeling unwell because she 
hadn't eaten. She was with a male Who left her at Crown and her 
family were on their way to pick her up. Theo said RGLO was initially 
required but when r got there all was under contol and I was not 
required. I left as there were many around assisting. 

Welfare Canvassed the gaming floor and was unabl'e to locate. Patron No Referral nm018947 Self 
placed on pager. 



CRW.510.060.1466_0018 

19/10/2017 Unknown Nature of Service 

19/1012017 MGT Unknown Nature of Service 

19/10/2017 DOR 

19110/2017 MGT Unknown Nature of Service 

1911012017 MGT Unknown Nature cit Service 

19/10/2017 Counselling Services 

19/10/2017 DOR 

19/1012017 MGT Patron Welfare 

19110/2017 MGT Revocatlon 

19110/2017 MGT Other Assistance 

19110/2017 DOR 

1911012017 MGT Revocatron 

1911012017 MGM Unknown Nature of Service 

19/1012017 MGT Self8arrin9 

·Other Assistance 

MGT Other Assistanee 



CRW.510.060. 1466_0019 

Nature of Service Comments Referral Location RGLO ReferredByOesc 
SYCO Report SYCO Report checked 2..00am No Referral gj014394 Responsible Gaming 

GM & FATG focus Canvassed gaming floor around EGM and FATG areas. No Referral gj014394 Responsible Gaming 

WOL Observed playing <!I BA0822. Surveillance advised. Security gj014394 Responsible Gaming 

SYCO Report SYCO Report checked 6.00am No Referral gj014394 Responsible Gaming 

Revocation Pending Committee Revocation vetting complete. File ready for Committee meeting No Referral jt380953 Responsible Gamlng 
19110/2011. 

Revocation Paperwork Received Received signed Application and Report via mail. Report sent to RGPs No Referral jl380953 Self 

Chaplaincy 

for vetting. 

- -Patron No Referral nrn018947 Self 

Operational Overview Maintenance manager attended with a locksmith to secure the back No Referral km003968 Maintenance 
storage room. 

Play Periods Syco, pit 25, GT/Platinum, reminder RGSC km003968 Responsible Gaming 

ReQUest lor Revocation Received request for revocatlon email. No Referral jt380953 Self 

Other Mobile number updated. No Referral jl380953 Self 

SYCO Report SYCO Report checked 10,00am No Referral km003968 Responsible GamTng 

Revocation Appllcation Emailed Revocation Applfcation. No Referral jt380953 Responsible Gaming 

Revocation Paperwork Received Received signed Application via email. Responded with No Referral jl380953 Self 
acknowledgment. 

Self Exclusion Information . called RGSC informing that she will be in to apply for SE on RGSC jc017687 Self 
Tuesday 24 Oct 2017 at 11am. Email sent to George and Vinnie who 
are on duty on ttiat day. 

Other - !aimed to be from Credit Swisse attended RGSC with another No Referral jc017687 Responsible Gaming 
m patron wanting to know "if there 1s a limit a pokie machine can 
pay ovt" . • hawed fl is (lbut· the other male did not identlfy himself 
and only said l•worl<iorhim".R lalmed to have visited RGSC a 
year ago with~ lked to RG Manager by the name of 
Rachael. Advise • to ca switchboard for information. Issued 
Yourp1ay and RGSC leaflets to both patrons. 

Seeking other Assistance attended the RGSC to check he was allowed to enter the gaming RGSC km003968 Self 
floor today_ I confirmed that his liJwas complete and I asked l f he 
required any further assistance from us- staled that he liked lo visit 
socially and he knew that he should linf expenditure. He 
understands that he can attend the RGSC at any time with RG 
concerns. 

-



CRW.510.060.1466_0020 

MGT Self Barring 

MGM Unknown Nature of Service 

MGM Unknown Nature of Service 

MGM Unknown Nature of Servi¢e 

19/10!2017 MGM Revocatron 

19/1012017 MGT Revocatfon 

1911012017 MGT Revocation 

19/10/2017 MGT RevocaUon 

1911012017 MGT Revocation 

19(1012017 MGT Revocation 



Breach of Self ExcluSlon 

Illegal Act 

Revocation Paperworl<. Received 

Revocation Paperwork Received 

Revocation Approved 

Revocation Approl/ed 

Revocation Approved 

Revocation Approved 

Revocation Declfned 

Revocation Declined 

I received a 3rd pa~uery from the father of I have 
been advised that - is 19yo and has recently received a 4DDK 
, a out from the TAC and has already gambled 90K in a few months. 

father claimed he was going with his son to SE from the local 
around Cranboume /Ind they had a 2pm appointment. They were 

considering att.;nding Crown after this - I have provided locafion 
details~onversation with the father, claims were also made 
about ~ending Crown Casino with a couple of underage 
friends who had fake ID ~ possibly under the name of-

1 was aslted by TG staff to assist with identifying a patron tnat they No Referral 
believed may be self-excluded, I did not recognise her but asked her 
for ro -she claimed not to- erbally provided her 
name to RGLO Joseph a we have been 
unable to find any accoun in 1s narne, osep elieved he 
recognised her, but we were unable to locate an SE photo at the Ume. 
Her identity only came to light on 26/1 0 When • breached again. 

Advised by surveill;ince of an earlier illegal ac~ Patron was responsible No Referr;il 
for a chip theft The money has been retrieved and !ilhas been 
Issued Viith a WOL .. Nil contact with the RGLO. 

Received counselling report via email. Shortly afterwards I rec'Slved a No Referral 
call rrom~hecking wether or not 1 have received the counselling 
ft;!tter. He also asked about what else happens 1rom here on. Explained 
RGPs will be vettrng his report vi<! contacting hfs counseltor. Advised 
there is no other actions he needs to take now. 

Received report frorn Jose • - (Counsellor) via ema11. Responded RGP's 
with acknowlegdment and a Vlse RGPs will make contact. 

Revocatlon approved as per the Comml ltee. Effective as of Friday 20 No Referral 
October2017 al 10;im, 

Revocation approved as per the Committee. Effective as of Friday 20 No Referral 
October2017 at '\Dam, 

Revocation approved as per the Committee. Effective as of Friday 20 No Referral 
October2017 at 10am, 

Revocation approved as per the Committee. Effective as of Fl'iday 20 No Referral 
October2017at1~m. 

Revocation dedrned at per Committee due lo need for further No Referral 
counselllng, May resubmit new counsellor's report 

R~vocatlon dedfned as per Committee due to need for further No Referral 
counselling. May resubmit new counsellor's report. 

CRW.510.06G.1466_0021 

km00396B Table Games 

km003968 SUJVelllance 

Jt380953 Self 

Jt380953 Third Party 

]1380953 Responslble Gaming 

jt380953 Responsible Gaming 

)1380953 Responsible Gaming 

jt380953 Responsible Gaming 

]!380953 Responsible Gaming 

jt380953 Responsible Gaming 



19110/2017 

19/10120H 

MGT Self Barnng 

Self Barring 

MGT Sell Barring 

Unknown Nature of Service 

DOR 

CRW.510.060.1466_0022 



Nature of Service Comments Referral Location RGLO ReferredByDesc 

Observable Signs 

Self Exclusion Alleged Breach 

Self Exclusion Information 

Breaon ol Seif.Exclusion 

GM & FATG fucus 

SYCO Report 

TG AM Chris in pit 9 advised of a male patron that had admitted to No Referral 
playing for 14 hours and was a bit loud. Patron was spoken to TG staff. 
Observed male - no obseivable signs:. Requested TG call RGLO it 
fUrther assistance required. Kylie informed. 

I received an information call rrom surveillance advising that a lost RGSC 

wallet belonging to. had been handed in -· self-excluded in April 
this year and has had 1 recorded breach. An email has been sen! 
recommending an Alert Notice. 

HI, 

Please find my attached passport 

J would nke to self e){clude myself from Crown Melbourne and also 
Crown Perth. Tills really is the t1ardest thing i have ever done as i 
haven't even vfaitod your casino, but i do know what will happen l! I 
walk through your doors without getting help first. 

Im not sure If Adelaide casino Is part of your extended family, but as I 

cant find a email please also include them. 

If there is any other information you require, please just let me know. 

Please disregard my red nails, that's anothe< story. 

Kindes1 Regards, 

Advised by survelllance that 
Maple Room as soon as she sr 

as in plt 8. sne sprinted out of the 
ted the VCGLR officers. Nii contact. 

Canvassed gamln_g floor around EGM and FATG areas. 

SYCO Repart checked 18~00 

No Referral 

No Referral 

No Referral 

11>025083 Table Games 

km003968 suivemance 

km003968 Self 

km003966 Survelllance 

km003968 Responsible Gaming 

km003968 Responsible Gaming 

CRW.510.060.1466_0023 



CRW.510.060.1466_0024 

MGT Self Barring 

19/10/2017 DOR 
19/1012017 MGT Self Barring 

19/10/2017 MGT Self Barring 

19/10/2017 DOR 
23/12/2017 DOR 

23/12/2017 Unknown Unknown Nature of Service 

23/1212017 MGT Self Barring 

23/1212017 DOR 

23/'1212017 MGT other Assistance 



Breach .of Self Ex.cluslon 

Oper<iltional Overview 

Self Exclusion 

Breach of Self Exclusion 

Operational Overview 

SYCO Report 

Welfare/Observable Signs 

Elreach of Self Excluslon 

Hr, 

Sincerely <1ppreciate the fast reply and the information, Next time I am 
down there I'll make sure that is sorted out . 

Regards, 

Informed by Kattie in Surv tha as playing on BAOB17. VCGLR 
Julla and Greg attended. Once spotted VCGLR approaching, . ran 
out and decamped thru Atril.lm entry. 

Briefing RGAW forTG at Maple Room at 7:45prn. 

ttended RGSC and successfully appUed for SE with George 
witness. Crownbet pho provided. 

No Referral jc017.687 Surveillance 

No Referral gj014394 Responsible Gaming 

Gambler's H'elp Counselling Service )¢017687 Self 

~......,.-..,.~~,.-_,.....,,--~~~~~~-1',..,........,....-~--..,.~~~~~~~~~--t--,--.,.~.....,~~.,,,,-~~~~~---1 

Tim (Surv) advised tha ~laying at BA1219. I attended and met No Referral gj014394 Surveillance 
~1th VCGl.R Julie and reg9'1as removed via Mings entry. He was 
spoken to by VCGLR and RGLO. 

SYCO Report checked ~O.OOpm 

SYCO Report checked - 2am 

Received a call tram TG staff in pTt 9 advising that a mate had been 
talking to the AM about having reached his withdrawal limit and asking 
jf Ile could transfer money to her account so she could get lt out. I 
waited in pit9 for nearly 40 minutes for a security officer to .. pproach 
with me - Jn this tftne, the mate had gone off the gaming noor towards 
the ATMs and returned with cash and continued to play. Comms were 
unable to gi ve me an ET A on a secL1rity officer and male appearea to 
be playing wlto no observable signs. No approach made. 

No Referral 

No Referral 

No Referral 

Advlsed by Renee In surveillance Iha! as in pll 9. I tofd her I would Vic Pol 
attend if req11ired once Vicpol arrived. 11nee called bacl< 20 minutes 

gj014394 Responsible Gaming 

krn003968 Re.sponsible Gaming 

km003968 Table Games 

km003966 Survelllance 

1--~~~~~~~~~~~--4-la_te_r_ro __ in_fo_rm~m~e_th~a _a_d_l_eft~wi1h-·~v_ic_p_o_L~~~~~~~~-+~~~~~~~~~~~~~-1-~~~~~~~~~~~~--1 
Operational Over\llew 

Other 

A couple of securify o 1cers attended my office with 5 people in their No Referral 
early 20s Who claimed one of their friends had run off and was possibly 
suicidal. I spol<e to the officer separately and told hlrn to refer them to 
Vicpol if they had real concerns. I also advised lhal I dldn't want a 
group of alcohol affected people in the office when I was the only staff 
member on. 

Pager ale is using the card. NFA No Referral 

krn003968 Security 

km003968 Responsible Gaming 

CRW.510.060.1466_0025 



CRW.510.060.1466_0026 

2311212017 DOR 

23112/2017 MGT Patron Welfare 

23112/2017 MGT Self Barring 

2311212017 Unknown Nature of Service 

23/1212017 DOR 

23/1212017 DOR 
23/12/2017 MGT Self Barring 

MGT Unknown Nature of ServiCe 

MGT Sell Barring 

23/1212017 Available DOR 
23/1212017 DOR DOR 
2311212017 19;00 Responsible Gaming Audit Unknown Nature of Service 



CRW.510.060.1466_0027 

Nature of Service Comments Referral Location RGLO ReferredByDesc 
Seeking other Assistance Young male of Asiah descent attended the RGSC. He has recehtly Gambler's Help Telephone Service km003968 Self 

moved to Melbourne frorn Adelaide. He claims to have a Jong term 
issue with gambling. RGSC services explained and male then stated 
his real Issue was with Sportsbet. Advfse"d to seek counselling. He also 
states he may cohtact the office to speak with FJG soon. 

SYCO Report SYCO Report checked - 6arn No Referral jc017687 Responsible Gaming 

Play Periods '9Vas reminded to take a substantial break. RGSC business card RGSC jc017687 Responsible Gaming 
issued. 

- Substantial Break 
- SYCO alert 
-Teak Rm 
- GM/Plat 

Breach of Self EXcluslon Sighte ming down the escalator from pit 12. She then went to No Referral jc017687 Responsible Gaming 
the Main Cage. . ecamped thru Mlings entry before RGLO could 
served the exclusion order. NII contact by RGLO. 

GM & FATG focus Canvassed gaming floor around EGM and FATG areas. No Referral Jc017687 Responsil:>le Gaming 

Operational overview Reported suspisious male to SV. Male observed at EGM sifting Security va022995 ResponSible Gaming 
material possibly drug related. 

SYCO Report SYCO Report checked - 1 Oam No Referral jc017687 Responsible Gaming 

Breach of Self EXclusion SV Josh advised that male was at interview room assisting Vic Pol. He Gambler's Help Counselling Service va022995 Surveillance 
produced ID indicating that he subject to S/E. Male was strong advised 
to $eek counse!llng. Male Is believed to be assocJa!ed with theft 
suspect, 

WOL l'nformed by Ricky in Car Park after the incident tha was at Multi No Referral jc017687 Car Parks 
Car-park exit this morning at 10:30arn refusing to pay or parking. She 
claimed that she has nm out of cash ·even though Parklg Staff saw 
cash In her bag. - ecame vfolent and verbally abused Car Park 
staff . • ttempted to lift the gate to exit. Mobile unit was called and 
. as issued a pay later notice. NII contact by RGLO. 

Breach of Self Excluslon lnfo;sy TG AM in Thao after the incident thaq:19was In pit 16. No Referral jc017687 Responsible Gaming 
On • - aw TG AM Thao, he decamped the gaming floor 
imniediately. Caroline ln Surv Informed. Nil colnact by RGLO 

SYCO Report SYCO Report checked - 2pm No Referral jc017687 Responsible Gaming 

SYCO Report SYCO Report checked - 6pm No Referral jc017687 Responsible Gaming 

GM & FATG focus Canvassed gaming floor around EGM and FATG areas. No Referral nm018947 Responsible Gaming 



Date Time Given Name Surname 
~ Fem I 

23/12/2017 22:1 0 Responsible Gaming DOR 

Person ID SYCO No Club Type 

Personal 
lnformatio 
n 

No ta Availa I 

No Data Available 

CRW.510.060.1466_0028 

Business Unit Service Category 
Unkn wn Natur f rvi 

DOR 



Nature of Service Comments Referral Location RGLO ReferredByDesc
Welfare/Observable Signs Received a call from TG AM in the Poker Room that a female was 

complaining that she has lost too much money.  I attended and met 
and elderly female who said she didn't have a gambling issue but has 
just lost too much money tonight.  She didn't want to provide ID and 
did not want our business card.

Gambler's Help Counselling Service nm018947 Table Games

SYCO Report SYCO Report checked - 10pm No Referral nm018947 Responsible Gaming

CRW.510.060.1466_0029


