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Responsible Gambiing Code of Conduct - Overview

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

The full version of the Code follows and is available at various locations throughout the Casino and on
the Crown Melbourne website www.crownmelbourne.com.au

Chinese (Simplified and Traditional), Vietnamese, Arabic, Greek, Italian, Cambodian and Hindi
versions are also available online or on request at any Crown Signature Club information desk.

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

€
RESPONSIBLE GAMING
STAY IN CONTROL
Coown Resparsibe Gaming Suppont Cense: 1ROD BO) OPE
Gombers Hap: 1800 858 858

Crown's Commitment to Responsible Gambling

Crown is committed to praviding responsible gaming services by making available information,
assistance and resources regarding responsible 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 request or by visiting the Crown website. Player Information Displays on all EGMs and
Fully Automated Table Games (FATGs) can provide further information including the odds of winning.

Crown Signature Club (Customer Loyalty Program) Information

The Crown Signature Club terms and conditions (including information about how to join, resign,
account balances and the accrual and redemption of benefits) are provided to all new members.
Further information is available at any Crown Signature Club information desk or by calling the Crown
Signature Club Information Hotline on (03) 9292 7222.

Pre-commitment - Voluntary Money and/or Time Limits)

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, where limits can be set and changed on-line at yourplay.com.au or at the Crown
Signature Club 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 for FATGs. Play Safe Limits allows Crown Signature Club 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/or time limits. Play Safe Limit Brochures are available throughout 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 services available to customers include (but are not limited to):
= Responsible Gaming Support Centre;

Responsible Gaming Liaison Officers;

Self-Exclusion;

Information about YourPlay for EGMs;

Information about Play Safe Limits 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 pravided confidentially and free of charge, 24 hours a day, seven days a week.

c S SN U T S A R

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 the principal problem gambling support services through
attendance at meetings, professional development sessions, seminars and conferences.

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 acknowledged 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 under 18 Years

The Casino is an adult environment and as such. no person under the age of 18 is permitted entry fo
the Casino. If any doubt exists, appropriate identification will be requested. If appropriate identification
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 the
Complex and the matter may be referred to the police.

The Gambling Environment
A number of features exist within the Casino which are aimed to encourage responsible gaming
These include (but are not limited to):
* Responsible gaming information (brochures, posters etc.)
Clocks
Adequate lighting
Respansible Service of Alcohol
Locating Automatic Teller Machines (ATMs) away from the Casino in accordance with
relevant legislation

% & #

*
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Financial Transactions

A number of restrictions apply to financial transactions. These restrictions include matters such as
cheque 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 time

by writing to:

General Manager
Responsible Gaming
Crown Melbourne Limited
8 Whiteman Street
SOUTHBANK, VIC 3006
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RESPONSIBLE GAMBLING CODE OF CONDUCT
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 Casino Licence
holder. The Complex is one of the world's largest and most diverse integrated resort 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.

Qur 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 diffculties, 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
individual's circumstances, we recognise that to make that choice responsibly, our customers
need to be informed about our gaming products and information regarding the services 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 wil be reviewed and updated over time. It is
our goal to work with all interested sections of the community including Government, counsellors
and gaming customers themselves to ensure that ther is appropriate input into such
developments.

This Code represents our commitment to our customers and employees regarding responsible
gaming. We want you to enjoy your experiences with us.

As always, we welcome your feedback on any issue atany time and particularly with respect to
our continued efforts to ensure that our gaming services are enjoyed by all who choose to
participate.

Barry Felstead
Chief Executive Officer
Australian Resorts

1
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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.

Respensible gaming is the shared responsibility and actions of individuals, communities, the
gaming industry and the Government, working in parinership 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 difficulies associated with their gaming behaviours.

Crown's Responsible Gaming Commitment

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

Crown's Code describes and demonstrates how we exeaute 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 Confrol Act 1991 (Vic) and the Gambling Regulation Act 2003 (Vic).

Crown's commitment to the responsible service of gaming includes the Responsible Gaming
Support Centre (RGSC), a purpose built facility where responsible gamirg programs, services
and resources are available, including a dedicated and specially trained team of staff, managers
and professionals. They deliver Crown's responsible service of gaming initiatives and provide a
focal point for interacting with customers whe may need support.

Crown's Responsible Gaming Message

Crown's responsible gaming message is simple yet meaningful — 'STAY IN CONTROL'. The
accompanying ‘traffic lights’ logo reinforces this message. Our message is found clearly visible
throughout the Casino, including being placed on Ekectronic Gaming Machines (EGMs), table
games and near Automatic Teller Machines (ATMs) throughout the Complex.

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

q
RESPONSIBLE GAMING
STAY IN CONTROL
Crown Respersibe Goaming Suppon Ceatre: 1800 801 008
Gombers Help: 1800 B58 B5E
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AVAILABILITY OF THE CODE

The Code is available to customers, in written form and on request. Copies are available at
Crown Signature Club information desks, brochure stands near Cashier locations and the
RGSC or by contacting a Responsible Gaming Liaison Officer (RGLO) on 1800 801 098, The
Code is also available on Crown's website atwww.crownmelbourne.com.au

Customers are notified about the Code and its avaikbility via signage placed at the RGSC and
Crown Signature Club information desks. An example of that signage follows:

The Crown Responsible Gambling Code of Conduct is available at the
Crown Responsible Gaming Support Centre, at Crown Signature Club information desks,
upon request and via the Crown Melbourne website atwww.crownmelbourne.com.au

RESPONSIBLE GAMING
S5TAY IN CONTROL
Crown Respansib e Gamng Supgen Caenlre. | 800 501 09
Garbars Hepo: 1800 358 858

Our Code is also made available on our website (andin written form on request) in the following
languages:

# Chinese (Traditional and Simplified)

* Vietnamese
* Arabic

* Greek

i Italian

* Cambodian
* Hindi

Crown employs staff from linguistically diverse badkgrounds capable of interpreting this Code to
assist customers. We encourage our customers to ask for this assistance if they require it.

)
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RESPONSIBLE GAMBLING INFORMATION

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

Crown complies with current and future signage requirements.

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

Information and some examples of key Crown responsble gaming messages found at the Casino
follow.

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

IF GAMBLING IS OHBLEM FOR YOW

CROWN RESPONSI

GAMBLER'

b) (c) Payment of winnings. credit and lending

Except for lawful exceptions, EGM winnings or accurulated credits above $2,000 must be paid
by cheque and not made out to cash. Crown will not provide credit or lend money to Australian
customers for the purpose of gaming.

Crown may provide chips on credit to non-Australian residents in circumstances prescribed by

legislation and in accordance with controls and procedures approved by the Victorian
Commission for Gambling and Liquor Regulation WCGLR).

4
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Customers have the opportunity to take large winnings payments in part or full by cheque.
More detailed information is available on request.
c) (d) 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 to voluntarily
ban themselves from the Casino. This may be an oplion useful to those customers who may be
experiencing difficulties as a result of their gaming behaviours.

Self-Exclusions are:

* facilitated by trained staff in the RGSC;

b available 24 hours a day, seven days per week; and
* provided free of charge.

Crown will not disclose information gathered during the facilitation of a Self-Exclusion to any third
party unless legally obliged to do so or with the customer's consent.

Crown will not knowingly send any advertising or oher promotjonal material relating to gaming to
Self-Excluded or excluded customers.

Brochures containing information about Self-Exclusibn 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:

o The establishment of the Crown RGSC as a world first responsible gaming initiative, which
operates 24 hours a day, seven days a week;

# A Self-Exclusion Program available for customers to ban themselves from the Casino, that
informs and encourages applicants to seek counsellng and assistance; information about
YourPlay. The Victorian State Government has introduced a state-wide voluntary maney 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 |ssuance Kiosk (VIK) or a registered card, where limits can be set and changed on-line
at yourplay.com.au or at the Crown Signature Club or the VIK, YourPlay brochures are
available throughout the Casino and on request;

i Information about Crown's Play Safe Limits. Play Safe Limits is a separate and Crown
operated money and/or time limit setting pregram available only for FATGs. Play Safe
Limits allows Crown Signature Club 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 cusomers who play FATGs to set
money and/or time limits. Play Safe Limit Brochures are available throughout the Casino
and on request;

5
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* The provision of Player Activity Statements for EGM play or FATG play (see ‘Customer
Loyalty Program’ information in this Code);The avalability of Psychologists experienced in
the field of problem gambling to assist customers and family members;

*® A robust process that applies to the application by a customer for the revocation of their
Self-Exclusion, This process includes satisfying aiteria whereby the applicant
demonstrates the ways in which they have addressed their gaming behaviours (such that
they are back ‘in control');

g 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 Crowrn; and

* A Chaplaincy Support Service.

Additionally, customers may attend the RGSC in person or free call 1800 801 088 to speak to our
experienced staff or obtain more information aboutany of the services or information contained in
this Code.

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

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

Customers can obtain free information on household budgeting from websites such as the
Commonwealth Government's website 'Understanding Money' www.moneysmart.gov.au

The State Government's problem gambling support website can be found at
www.problemgambling.vic.gov.au

6
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GAMBLING PRODUCT INFORMATION

Signs are displayed in the Casino at Crown Signature Club information desks advising customers
that, upon request, Crown will provide information on the Rules of all Table Games and EGMs

offered for play at the Casino.

Those Rules are also available on Crown’s website & www.crownmelbourne.com.au

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

PLAYING
THE
POKIES
KNDW
THE FACTS

@ ST WD O THE T
- TN TR s
@ S AR WY CHAMALE AV e

EGM and FATG game information, including the chances of winning, is accessible via PID
screens on each EGM and FATG, which allows playersto keep informed about their EGM and
FATG play. Information on how to access and view he PID screens is available from a member
of staff or PID brochures (for EGMs), at Crown Signature Club information desks and the RGSC.
Below is an example of the kind of brochure that is available.

Keep track
of your time
and money

Press the ) buron
on the pakie and it will
Nelp U keep ack
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CUSTOMER LOYALTY PROGRAM INFORMATION

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

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

* at any Crown Signature Club information desk;
a*- by contacting the Crown Signature Club Information Hotline on 03 9292 7222; and
# in the terms and conditions available on applicaton for membership (or on request).

When joining Crown Signature Club, EGM customers are supplied with the required information
and are given the opportunity to set YourPlay Limits, relevant to EGMs and separately, Crown's
Play Safe Limits, relevant to FATG play.

The Victorian State Government has introduced a stae-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 te set money and/or time limits. EGM
customers can select 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 changead on-line at yourplay.com.au or at the
Crown Signature Club or the VIK. YourPlay brochures are available throughout the Casino and
on request.

Play Safe Limits is a separate and Crown operated nmoney and/or time limit setting program
available only for FATGs. Play Safe Limits allows Crown Signature Club 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/or time limits. Play Safe Limit Brochures are available
throughout the Casino and on request.

Further information regarding YourPlay and Play Sak Limits is provided in this Code under 'Pre-
commitment — Voluntary Money and/or Time Limits.

Crown will not knowingly send or direct any advertsing or other promotional material relating to
gaming to any person who is excluded or Self-Excluded from the Casino.

Player Activity Statements provide information on each member's EGM or FATG play, including
all wins and losses for the pericd of the statementand 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 ar made available to EGM Crown Signature
Club members.

Members who play FATGs are able to collect their Payer Activity Statement on request, at any
Crown Signature Club information desk.

8
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PRE-COMMITMENT - VOLUNTARY MONEY AND/OR TIME LIMITS)

The Victorian State Government has introduced a stde-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, whem limits can be set and changed at the VIK
or a registered card, where limits can be set and changed on-line at yourplay.com.au, at the
Crown Signature Club or the VIK. YourPlay brochures are available throughout the Casino and
on request,

Additionally, YourPlay is a card-based personal gamng 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 set personal reminder messages as encouragement to stick to their set limit.

Crown cannot advise members on the quantum of their personal money and time limits. Thisisa
choice an individual should 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 setting program
available only for FATGs. Play Safe Limits allows Crown Signature Club Members to set
voluntary money and/ar time limits when playing FATGs and does NOT integrate with the EGM
maoney and/or time limit sefting scheme, YourPlay. Crown encourages and supports customers
who play FATGs to set money and/or tme limits. Play Safe Limit Brochures are available
throughout the Casino and on request.

The YourPlay brochure is provided to all customers joining the Crown Signature Club scheme.
The Play Safe Limits brochure is provided to customers joining the Crown Signature Club who
indicate they will play Table Games. Staff are also available to provide information regarding
YourPlay and Play Safe Limits at locations throughaut the Casino. including at the Crown
Signature Club information desks and the RGSC.

!
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RGLOs are available on reguest to assist and suppoit a customer with strategies for keeping
within their YourPlay and Play Safe Limits or any dther pre-commitment strategy.

In addition, all EGMs and FATGs enable a player touse the PID 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 PID brochure (for EGMSs) is available on request.

Example PID screen information follows:

SERVICE  NFORMA TOM OF TIONS

Presa [ laxhing Button on Button P anel Below
Coeressponding to your Request

“{ew Ousrwe if o riun Lion Start Tracking Sesslon
Regues! Setvice | |

I IIIII Be b
2080mn m
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INTERACTION WITH CUSTOMERS

Crown is committed to providing a world-class entertainment experience for our customers and
exceptional levels of customer service in all areas This includes being aware of our customers
and our responsibility 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 included, 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 Self-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 traned in all aspects of Crown's responsible
gaming programs, including recognising observable signs which may be related to potential
problem gaming behaviour. The RGLOs are supported by Psychologists and a Chaplain to assist
those customers who may be experiencing difficulties with their gaming behaviours.

The RGSC:

* provides strategies to assist customers in managing their gaming behaviours, to foster
responsible gaming and prevent difficulties from arising;

* offers professional support, assistance and referral, which is available 24 hours a day,
seven days a week, free of charge;

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

® ensures Its assistance and referral services are conducted on a strictly confidential basis;

* has available Psychologists experienced in the fiedd of problem gambling to assist
customers and family members;

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

# provides information about YourPlay for EGMs;

* provides information about Play Safe Limits for FATGs;

o is able to access and provide information in seleded community languages; and

o provides a Chaplaincy Support Service for customers and staff.

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 will be approached by a staff member who will
offer assistance and referrals to specialist support as required.

1
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Observable Signs are seen or reported behaviours orpatterns 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 usually more than me is displayed to indicate potential problems
with gaming. Observable signs are included in Crown's Responsible Service of Gaming training
and may include, but are not limited to*:

* Self-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 unattended whilst parent/guardian gambles

* Gets angry while gaming or shows signs of distress during or after gaming

# Often gambles for long periods without a break

* Witnessed or heard that a customer was trying to borrow money for gaming

%  Significant decline in personal grooming or appearance

* Observed conflict over gaming between family members or friends

+  Unrealistic remarks about gaming

* Complains to staff about losing or blames the casino or gaming product for losing

+ Secretive or embarrassed about being at the casinoor 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 the ATM

The assistance offered by staff may take the form of:
s interaction with the customer and encouraging themto take a break from gaming;

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

Persons displaying these types of behaviours will be referred to RGLOs or senior management,
who have undergone advanced responsible gaming traning.

Responsible gaming interactions are recorded in the Responsible Gambling Register. This
register and all personal information recorded by Grown is held in accordance with Australian
privacy laws.

* These signs are adapted from 'Validation study on in-venue problem gambler indicators’,
Thomas, A., Delfabbro, P. and Armstrong, A. (2014), Gambling Research Australia; 'ldentifying
Problem Gamblers in Gambling Venues', Delfabbro etal, 2007 and 'Current Issues related to
identifying the problem gambler in the gambling verue’ various authors, Australian Gaming
Council, 2002.
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INTERACTION WITH STAFF

Crown employees are not permitted to gamble at the Casine at any time. Crown also has
policies in place which restrict certain staff from gaming at affiliated properties.

Crown recognises that some employees (like other members of the community) may develop
difficulties associated with their gaming behaviours, outside of their employment at Crown.
Crown employees so affected are encouraged to seek professional assistance through Crown's
Employee Assistance Program. This is a free service for all employees and their immediate
family, which is run by independently employed progssional counsellors and details of all
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.

13
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PROBLEM GAMBLING SUPPORT SERVICES

As a major stakeholder in the gaming industry, Crown is a member of and participates in industry

p

eak bodles and consultative groups to enable it to maintain awareness of responsible gaming

issues, practices and procedures.

Crown maintains regular contact with principal prodem gambling support services. This Is

a
S

chieved through professional development sessions and meetings, in addition to attending
eminars and/or conferences with support service staff.

Examples of these may include:

#*

¥

£

participation in meetings with Gambler's Help Senvices 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 mnference;
the Victorian Responsible Gambling Foundation; and

telephone contact with Gambler's Help and other support agencies as required.

Details of all meetings with problem gambling support services are retained in the Responsible
Gambling Register located in the RGSC and attendance details include:

*

time and date of the meeting,

attendees at the meeting;

topics discussed;

outcomes/action items from the meeting (where appicable); 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

-~ Gambler’s

= Help
1800 858 858

parriblersshe crrmian

Many ways to get 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 Code.

All relevant staff are trained to manage and resolve customer complaints.

Complaints from customers may be recejved by Crowns 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:

o managed and responded to in a timely and appropride 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 10 working days.

During the investigation of a complaint, a Crown manager may seek information 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,

Where contact details have been provided to Crown, the customer will be informed of the
outcome of their complaint.

In the management and resolution of customer complants, Crown will comply with relevant legal
obligations, including our obligations to protect the customer’s privacy.

Complainants in all unresolved gaming disputes willbe 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 complaints
relating to gaming matters will also be received and investigated by the VCGLR as an
independent body for investigations and resolution.

15
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COMPLIANCE WITH THE PROHIBITION ON GAMBLING BY MINORS/PERSONS UNDER 18
YEARS

Gaming by persons under 18 years is prohibited by Bw. Signs are located at every entry point to
the Casino prohibiting minors from entering. Casino entry point staff are located at all entrances
24 hours a day, seven days a week and are vigilant and responsible for monitoring Casino
customers and will request appropriate proof of age documentation if they are uncertain whether
a customer is at least 18 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
Representative in these circumstances. |[f the relevant identification cannot be produced, the
customer will be asked to leave the Casino, or removed as the situation requires.

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 monitor and report the presence of any
unaccompanied child or young person in or around the Complex to a Security Services
Representative.

Where a parent or guardian leaves a child or young person unattended (particularly in order to
participate in gaming activities) Crown may ban the customer from the Complex.

The RGLO 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 parentguardian of the child.

The RGLO may also refer the matter to the police.

16
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THE GAMBLING ENVIRONMENT

Breaks in Play

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

s announcing a draw, including those relating to a trade promotion;
* the announcement of any entertainment occurring;
e verbal encouragement by staff for customers to take refreshment breaks;

® 'Have you had a break?' reminders on the displaysof EGMs, FATGs and EGM bank end
advertising;

i the opportunity to take large winnings payments in part or full by cheque;
% lounge facilities, available throughout the Casinoand Complex; and

i the availability of the RGSC located away from the Casino.

Clocks

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

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

Responsible Service of Alcohol

Crown is committed to the responsible service of akohol and will not knowingly allow a person
who is in a state of intoxication to gamble or betin the Casino. Under relevant legislation, a
person is intoxicated if his or her speech, balance, co-ordination or behaviour is noticeably
affected and there are reasonable grounds for believing that this is the result of the consumption
of alcohol.

ATMs

ATMs are located away from the Casino and are posiioned and/or restricted in accordance with
relevant legislation.

Credit

Crown will not provide credit or lend money to Austalian resident customers for the purpose of
gaming. Non Australian resident customers may be approved to operate a credit facility after the
completion of an Application for Credit Facility foom 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.

17
CROWN MELBOURNE LIMITED RESPONSIBLE GAMBELING CODE O F CONDUCT - version 4




VCG.0001.0002.0066_0023
VCG.0001.0002.0066_0023

FINANCIAL TRANSACTIONS
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 therelevant Regulatory Rules.

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

Accepling Cheques other than through a Cheque Cashhg Facility

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
circumstances. 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 withdraw 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 deposit account and cashing cheques with Crown staff,
at the Cashier's location.

Customer cheques are cashed in accordance with Casho legislative requirements. Customers
attempting to cash such cheques will be advised of Crown's policy by staff at the Cashier's
location, at the time they present the relevant cheque.

Any cheques issued by Crown for 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 presentthat cheque.

All cheques cashed by Crown are recorded against the customer's name in Crown's confidential
and secure customer database and/or a copy of the cheque is retained 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 exceedng $2,000 from EGMs at Crown must be paid
by cheque (unless the relevant EGM is legally operded in an area specified with the consent of
the VCGLR),

18
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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 Advertising Code of Ethics, (as adopted by the Australian
Association of National Advertisers (AANA)) and all applicable laws;

* Not give unrealistic expectations of the prospects of winning or encourage
irresponsible gambling behaviour;

* Not give the impression that gambling is a reasoneble strategy for financial
betterment;

* Not be false, misleading or deceptive about odds, prizes or the chances of
winning;

+ Have the consent of any person identified as winnng a prize, prior to any
publication of the result;

* Not be offensive or indecent in nature;
+ Not promote the irresponsible consumption of alcohel while gambling;
* Be in good taste and not offend prevailing community standards and

* Nat intentionally be directed at or expressed indrectly at minors or vulnerable or
disadvantaged groups. Advertising or other promotional material relating to
gaming will not knowingly be sent to excluded customers or customers suspended
or removed from the Crown Signature Clup.

Each prospective advertisement and promotion is checked by relevant marketing staff against a
checklist based upon the AANA Advertising Code of Bhics and also checked against relevant
legal requirements, including compliance with the Australian Consumer Law by Crown's Legal
department.

19
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IMPLEMENTATION AND REVIEW OF THE CODE
The Code is provided to all new gaming staff when they 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 service in all areas.

The Code will be internally reviewed, at least annwally, 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.

The report and recommendations and all actions arerecorded by the Chair of the RGMC.

Customers and staff are encouraged to provide feedback at any time and for inclusion into this
annual review by writing to:

General Manager
Responsible Gaming
Level 6

8 Whiteman Street
Southbank Vic 3006

20
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GLOSSARY

Complex 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 siie known as 8 Whiteman
Street, Southbank in the State of Victoria

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

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

Loyalty Program means Crown Signature Club, which is a membership program that
entities members to certain benefits and privileges

Loyalty Scheme means the Crown operated EGM component of Crown Sighature Club,

operated in accordance with relevant legislation

Problem gambling 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 impacts extend to the broader community

Regulatory Rules means those rules agreed to or imposed by the VCGLR with respect to
Casino operations and processes

Responsible is an internal committee comprising Crown senior management,

Gambling including the Chief Operating Officer, Executive General Manager

Management Legal and Regulatory Services; Executive General Manager Gaming

Committee Machines, Executive General Manager Table Games, General

Manager Responsible Gaming, Responsible Gaming Opemtions
Manager and Responsible Gaming Psychologist(s,

RGLOs Responsible Gaming Liaison Officers are Crown staff members who
have undergone specific and advanced responsible gaming training
and are experienced in the provision of responsible gaming services
and identifying and dealing with observable signs that may be related to
potential problem gaming behaviour. RGLOs are directly involved and
trained in Crown's Self-Exclusion process

Unacceptable means any customer behaviour that endangers the safety of any
Behaviour customer, themselves or others, or affects the enjoyment of others at
Crown
21
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, Victonan Commission for
b Gambling aond Liguor Regulation

File note

TRIM ID:CD/16/14328 CD/16/14238
Author: Phil Waren Date: 14 June 2016
Subject: Approval of amended Crown Casino Responsible Gambling Code of Conduct
Purpose

To assess and make a recommendation regarding the suitability of Crown Casino's amended
Responsible Gambling Code of Conduct.

Background

Crown Casino has submitted its previously approved Code of Conduct (see attached Version 4, May
2016) for review.
Crown Casino advised the VCGLR that the changes are mostly related to:

= the introduction of YourPlay,

« Play Safe Limits for Fully Automated Table Games;

= tidying up gaming/gambling references, and

= areview and update of the Observable Signs listing and some operational aspects.

Legislative Framework
Gambling Regulation Act 2003
Section 10.6.6 outlines that the Minister may issue Directions in relation to Codes. The Directions that
apply were issued in 2008 and have not been amended since.
Section 10.6.7 outlines that in addition to any Ministerial Directions that apply under section 10.6.6, a
Responsible Gambling Code of Canduct must

« demonstrate a commitment.. to foster responsible gambling;

= be appropriate for, and relevant to, the nature and type of gambling the relevant person is

authorised to provide
s set out a review process.

Section 10.6.8 says that the Commission may approve or refuse to approve a Code. In approving a
Code, the Commission must satisfy itself that the Code complies with:

« any directions given under 10.6.6

s and meets the additional requirements set out in 10.6.7

Ministerial Directions
The Ministerial Directions set out the Standards and Requirements (Part A) and non-enforceable
Guidelines Part B.
Part A outlines a range of matters that the Commission must be satisfied have been met prior to
approving a Code. In brief, these matters address:
s« Definitions
s Preparation of a Code
« Availability of the Code
s Responsible Gambling message
Responsible Gambling Information
s« Gambling Product Information
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Customer Loyalty Scheme

Pre-commitment strategy

Interaction with customers

Interaction with staff

Interaction with problem gambling support services
Customer complaints

Prohibition on gambling by minors

The gambling environment

Financial Transactions

Responsible advertising and promotions

VCGLR Criteria and Benchmarks
The VCGLR has created Criteria and Benchmarks that also form part of the Code approval process.
The Criteria reflect legislative requirements.
In brief, the Commission uses the Criteria to assess that the Code:
+ |s of satisfactory standard, that is, the following criteria are met.
o Comply with the Ministerial Direction
o Demonstrate a commitment by the relevant person to foster responsible gambling
= Be appropriate for, and relevant to, the nature and type of gambling the relevant person is
authorised to provide
s Set out a review process by which the relevant person will assess the operation and
effectiveness of the Code.

Assessment of Crown Casino’s Code
Licensing
Steve Thurston, Licensing has provided a marked up version of the Code that he has reviewed. There
are a number of grammatical and punctuation issues that Steve has identified that, while not critical,
seem reasonable.
Policy
My initial assessment is that Crown’s proposed Code:
s Continues to address each element of the Ministerial Directions.
¢ Meets the VCGLR Criteria and Benchmarks.

s Would benefit from the grammatical and formatting changes Steve Thurston has proposed.

While not a legislative requirement, | suggest that this Code (and future Codes from other
administrators) benefit from removing pictorial references to talkers, posters etc. that may no longer
be current, or may become irrelevant over time.

Code administrators should instead include text in their Codes that confirms that they will display
responsible gambling information that complies with any relevant legislation, Ministerial Directions, or
Player Information Standards and Mandatory Gaming Signage (as issued by the VCGLR from time to
time).

On 20 June 2016, | discussed this suggestion with Wayne Hollis (Compliance) who advised he had

no issues with removal of the pictorial references provided the Code accurately and adequately
referenced the correct regulations.
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Recommendation

That Licensing approve the Code, as submitted, subject to:
« the removal of pictorial references to talkers, posters etc. and

« the inclusion of specific replacement text to address compliance with current and future
signage requirements.
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a Victorian Commission for
Gambling and Liquor Regulation

Memorandum
TRIM ID: CD/16/17574
To: Steve Th urston_, Licence Manager, Licence Management & Audit, Licensing
cc: Scott May, Acting Director of Legal Services and General Counsel
Phil Waren, Acting Senior Policy Officer
From: Dr Anthony Bendall, Principal Policy Officer

Division:  Legal Services

Subject: Approval of amended Crown Casino Date: 156 July 2016
Respongible Gambling Code of Conduct

Purpose

1. To recommend approval of the amended Crown Casino Responsible Gambling Code of Conduct

Background

2. Crown Casino has submitted its previously approved Code of Conduct (see attached Version 4,
May 2016 — Attachment 1) for review.

3. Crown Casino advised the VCGLR that the changes are mostly related to:

the introduction of YourPlay;

Play Safe Limits for Fully Automated Table Games;

tidying up gaming/gambling references; and

a review and update of the Observable Signs listing and some operational aspects.

4. Phil Waren, Acting Senior Policy Officer has prepared the attached File Note, making an
assessment of the amended Code and a number of recommendations (Attachment 2). |

Issues/Comments

5. | have now also reviewed and assessed the Code. | concur with Phil’s assessment and
recommendations

Recommendation

That Licensing approve the Code, as submitted, subject to: J Approved

(Recommended) |

« the removal of pictorial references 1o talkers, posters etc. and
I Not approved
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o the inclusion of specffic replacement text to address compliance
with current and future signage requirements.

e

Dr Anthony Bendall

Principal Policy
Officer
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Responsible Gambling Code
of Conduct

Version 43 JulyNevember 20162

RESPONSIBLE GAMING
STAY IN CONTROL

Crown Responsible Goming Suppert Ceatre: 1800 801 O9€
Gombier's He'lp: 1800 B5B 858
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Responsible Gambling Code of Conduct - Overview

This section is-ntended-te-provides an overview of the Crown Melbourne Limited (‘Crown-)
Responsible Gambling Code of Conduct (‘CodeY).

The full version of the Code follows and is available at various locations throughout the Casino and as
well-as on the Crown Melbourne website www.crownmelbourne.com.au

Chinese (Simplified and Traditional), Vietnamese, Arabic, Greek, Italian, Cambodian and Hindi
versions are also available online or on request at any Crown Signature Club information desk.

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

q

RESPONSIBLE GAMING
STAY IN CONTROL

Crown Responsitie Goming Suppon Coree: 1800 B0 O9B
Gombers Help 1800 858 858

Crown's Commitment to Responsible Gambling

Crown is committed to providing responsible gambling services by making available education:
information, assistance and resources seneemmgiggguhmresponsuble gambling matters.
Crown's responsible gambling 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 request or by visiting the Crown website. Player Information Displays on all EGMs and
Fully Automated Table Games (FATGs) can provide further information including the odds of winning.

Crown Signature Club (Customer Loyalty Program) Information

The Crown Signature Club terms and conditions (including information about how to join, resian.
account balances and the accrual and redemption of benefits) are provided to all new members.
Further information is available at any Crown Signature Club information desk or by calling the Crown
Signature Club Information Hotline on (03) 9292 722 2.

Pre-commitment - Crown's-Play Safe Limits{aVoluntary Money and/or -Téime and Llimits)

setting-program)}

The Victorian State Government has introduced a state-wide voluntary money and/or fime 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. where limits can be set and changed on-line at xou:_'glag com.au or at the Crown
SlgnaureClubcﬂ'theVlK sPlay Safe alle 5 ernbers-to-6

bBrochures are avallabla throughcut tha Casmo and on request

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 Signature Club Members to set voluntary money
and/or time limits when playing FATGs and does NOT integrate with the EGM money and/or time limit

sefting scheme, YourPlay. Crown encourages and supports customers whao play FATGs to set money
and/or time limits. Play Safe Limit Brochures are avallable throughout 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 Gamkling services available to customers include (but are not limited to):
# Responsible Gaming Support Centre;

Responsible Gaming Liaison Officers;

Self--Exclusion;

Rlay-Safe-Limitelnformation about YourPlay for EGMs;

Information about Play Safe Limits 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 confidentially and free of charge, 24 hours a day. seven? days a week.

* &% B X - H F X

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 a-swrsberefthe principal problem gambling support services-
TFhis-is-achioved-wa-emall- through attendance at meetings, professional development sessions,
seminars and/er conferences.

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
acknowledged and responded to proamptly.

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

Prohibition on Gambling by Minors/Persons under 18 Years

The Casino is an adult environment and as such, no person under the age of 18 is permitted entry to
the Casino. If any doubt exists, approprate identification will be requested. If appropriate identification
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 the

Complex and the matter may be referred to the police.

The Gambling Environment

A number of features exist within the-gaming areas-af-the Casino which are aimed to encourage
responsible gambling. These include (but are not limited to):

Responsible gambling information (brochures, posters etc.)

Clocks

Adequate lighting

Responsible Service of Alcohal

Locating Autamatic Teller Machines (ATMs) away from the Casine in accordance with
relevant legislation

* % X WX
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Financial Transactions

A number of restrictions apply to financial transactions. These restrictions include matters such as
cheqgue 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 time
by writing to:

General Manager
Responsible Gaming
Crown Melbourne Limited
8 Whiteman Street

| SOUTHBANK, VIC 3006
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RESPONSIBLE GAMBLING CODE OF CONDUCT
FOREWORD

Crown Melbourne Limited (-Crown) is the operator of the Crown Melbourne Integrated Resort
including the Casino at the Complex {Complex’}-and Crown is the appointed Victorian Casino
Licence holder. The Complex is one of the world’s largest and most diverse integrated resort
and entertainment destinations. Crown is renowned for excellence in all aspects of its services
and facilities. O—and-sur commitment to providing gaming services for our customers in a
responsible manner; is no exception. This Responsible Gambling Code d 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 gamkling responsibly
and this may cause them personal and financial dificulties, 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
individual's circumstances, we recognise that to make that choice responsibly, our customers
need to be informed about our gaming products and information regarding the services and
support available to them should they need or seek help with their gamisling_behaviours.

As the industry’s and community's understanding of the causes of problem gambling and the
appropriate responses further develop, our Code wil be reviewed and updated over time. Itis
our goal to work with all interested sections of the community including Government, counsellors
and gaming customers themselves to ensure that there is appropriate input into such
developments.

This Code represents our commitment to our customers and employees sepsering-regarding
responsible gambling. We want you to enjoy your experiences with us.

As always, we welcome your feedback on any issue atany time and particularly with respect to
our continued efforts 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 Gambling

Responsible garrbling occurs in a regulated environment where the potential for harm associated
with gamkling is minimised_and —as customers are-can make informed decisions and—can
therefore—make-sensible-and-rational-cheises-when they participate in gambling, based on their
individual circumstances.

Responsible gambling is the shared responsibility and actions of indviduals, communities, the
gaming industry and the Govemnment, working in parnership to achieve socially responsible
outcomes which are responsive to community concerns

Crown’s responsible gambling initiatives are focused on minimising the potential for risks for the
small number of customers who may develop difficulies associated with their gambling
behaviours.

Crown’s Responsible Gambling Commitment

Crown is committed to providing responsible gambling services by making available education.
information, assistance and resources soreeraing-regarding responsible gambling matters.

Crown's—Recponsible—Cambling—CoedeCrown's Code of—Cenrdust—{Cede}—describes and
demonstrates how we execute this commitment. It is our objective to ensure that Crown remains
a world leader in responsible gambling practices and, at a minimum, that we comply with the
legal requirements regarding responsible gambling as contained in the Casino Control Act 1991
(Vic) and the Gambling Regulation Act 2003 (Vic).

Crown's commitment fo the responsible service of ga bling esends—te—includes Ih

Responsible Gaming Support Centre (RGSC"), a purpose built facility frem-which-a-unigue-aray
sfwhere responsible gaming programs, services and resources are available, including a

dedicated and specially trained team of staff, managers and professionals. They -all-tasked with

wnplementingdeliver Crown'’s responsible service of gambling initiatives and ferprevidingprovide
a focal point for interacting with customers who may need support.

Crown’s Responsible GambliagGaming Message

Crown'’s responsible gamkling message is simple yet meaningful — ‘STAY IN CONTROL'. The
accompanying ‘traffic lights’ logo reinforces this message. Our message is found clearly visible
throughout the Casino, including being placed on Eslectronic Ggaming Mmachines ((EGMs-),
table games and near Automatic Teller Machines (ATMs') throughout the Complex.

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

RESPONSIBLE GAMING
STAY IN CONTROL

Crown Resporsib'e Gaming Support Centre: 1800 801 008
Gombiers Help: 18CC B58 858

2
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AVAILABILITY OF THE CODE

The Code is available to customers, in written form and- on request. C-aad-copies are available at
Crown Signature Club information desks, at brochure stands near Cashier locations and at the
RGSC or by contacting a Responsible Gaming Liaison Officer (-RGLO-) on 1800 801 098. The
Code is also available on Crown’s website atwww.crownmelbourne.com.au

Customers are notified about the Code and hew-te-assess-itits availability via signage placed at
the RGSC and Crown Signature Club information desks. An example of that signage follows:

The Crown Responsible Gambling Code of Conduct is available at the
Crown Responsible Gaming Support Centre, at Crown Signature Club information desks,
upon request and via the Crown Melbourne website at www.crownmelbourne.com.au

L
RESPOMNSELE GAMING
STAY IN CONTROL
Crown Nespenibse Geming Sippent Centm | RO0 801 098
Gembad Mape 1800 858 858

Qur Code is also made available on our website (andin written form on request) in the following

commgaitlanguages:
* Chinese (Traditional and Simplified)

* Vietnamese
* Arabic

* Greek

* Italian

+ Cambodian
" Hindi

Crown employs staff from linguistically diverse badkgrounds capable of interpreting this Code to
assist customers. We encourage our customers to ask for this assistance if they require it.

3
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RESPONSIBLE GAMBLING INFORMATION

In addition to our own responsible gambling message, Crown displays responsible gambling
information throughout the Casino in a variety of forms including brochures, posters, in-house TV
and on screen Player Information Displays (PIDs") on EGMs and Fully Automated Table Games
iFATGsl Me—also—inciude—responsible—gambling—messag iR—ou SWH—SigH =
Aewslatiathal s s ap o IR ie FoUS LOmers-

Crown complies with current and fulure signage reguirements.

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

Information and some examples of key Crown and-Gevemmentresponsible gambling messages
found at the Casino follow.

A e iR D HA B SR

DON'T CHASE
VO UR L0SSES
WALs AWAY

T FOUNSIV ALINIT R

DO NDT
EXCEEDIT

STAYIN IN THE END
cowroL | | eSacass
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PLAYING
THE
POKIES
KNOW
THE FACTS

W LALLM 20 TIE PORETE
W DH THE SRR e
& TAAT LM WY CRBMTIR B

0] IF GAMBLING I8 & PROBLEM For vou IF GAMBLING IS A PROBLEM FOR YOU

CONTNGT
CAOWN FESPOMSILE SAVMG SUFRORT CENTHE
1800 8N oNE

GAMEL B55 MELR 1H0D beR $55 RO —
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b) (c) Payment of winnings, credit and lending

Except for lawful exceptions, EGM winnings or accumulated credits above $2,000 must be paid
by cheque and not made out to cash. Crown will not provide credit or lend money to Australian
customers for the purpose of gambling.

Crown may provide chips on credit to non-Australian residents in circumstances prescribed by
legislation and in accordance with controls and procedures approved by the Victorian
Commission for Gambling and Liquor Regulation (VCGLR").

Customers have the opportunity to take large winnings payments in part or full by cheque.
More detailed information is available on request.

c) (d) 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 pocess available to customers to voluntarily
ban themselves from the Casino. This may be an opfon useful to those customers who may be
experiencing difficulties as a result of their gamblirggaming behaviours.

Self-Exclusions are:

* facilitated by trained staff in the RGSC;

* available 24 hours a day, seven# days per week; and
* provided free of charge.

Crown will not disclose information gathered during the facilitation of a Self-Exclusion to any third
party unless legally obliged to do so or with the customer’s consent.

&
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Crown will not knowingly send any advertising or oher promotional material relating to gaming to
Self-Excluded or excluded customers.

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 gamiling programs include:

#* The establishment of the Crown RGSC as a world first responsible gambling initiative,
which operates 24 hours a day, sevent days a week;

+—A Self-Exclusion Program available for customers to ban themselves from the Casino, -that
informs and encourages applicants to seek counselling and assigtance;

* 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 fo
set money and/or time limits. EGM customers can select to use a casual card, where limits can
be set and changed at the Vioucher Issuance Kiosk (VIK) or a registered card, where limits can
be set and changed on-line at yourplay.com.au or at the Crown Sianature Club or the VIK.
YourPlay brochures are available throughout the Casino and on reguest:

* Informalion about Fhe-eperatier-of-Crown’s Play Safe Limits. +4Grewnsveluniar-pre-
sommitmentstrategy)-for EGMsand-FATGsPlay Safe Limits is a separate and Crown
operated money and/or time limit selting program available only for FATGs. Play Safe
Limits allows Crown Signature Club Members to set woluntary 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/or time limits. Play Safe Limit Brochures are available throughout the Casino

and on request;

T
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= T-—and-the provision of Player Activity Statements for EGM play or FATG play (see

*

“Customer Loyalty Program™ information in this Code);
The availability of Psychologisis experienced in he field of problem gambling to assist
customers and family members;

A robust process that applies to the application by a customer for the revocation of their
Self-Exclusion. This process includes satisfying aiteria whereby the applicant
demonstrates the ways in which they have addressed their gambiing behaviours_(—such
that they are back ‘in control’);

A Gambling 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 Support Service.

Additionally, customers may attend the RGSC in person or dag-or-free_-call 1800 801 098 to
speak to our experienced staff or obtain more information about any of the services or
information contained in this Code.

Crown complies with all relevant government legislation pertaining to the Responsible Service of
Gambling.

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

Customers can obtain free information on household budgeting from websites such as the
Commonwealth Government's website 'Understanding Maney’ ‘www.moneysmart.qov.au

Tlraddition—the State Government's problem gambling support website can be found at
www.problemgambling.vic.gov.au
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GAMBLING PRODUCT INFORMATION

Signs are displayed in the Casino at Crown Signature Club information desks advising customers
that, upon request, Crown will provide information on the Rules of all Table Games and EGNs
offered for play at the Casino.

Those Rules are also available on Crown's websile & www.crownmelboume.com.au

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

PLAYING
THE
POKIES

KNOW
THE FACTS

- W T b e
- G 1R P s
AT A by CHARCEE Y G

T T

EGM and FATG game information, including the chances of winning, is accessible via PID
screens on each EGM and FATG, which allows players to keep informed about their EGM
gaming-machine and FATG play. Information on how lo access and view the PID screens is
available from a member of staff or PID brochures (for gaming-machinasEGMs), are-available at
Crown Signature Club information desks and the RGSC. Below is an example of the kind of
brochure that is available.

Keep track
of your time
and money

Imsmobm
on P pokle arnd il sl
et you keep track

Press e D bunman
on the pakie and It wild
halp o heep back
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CUSTOMER LOYALTY PROGRAM INFORMATION

Crown operates a Complex wide Loyalty Program called Crown Signature Club that ertitles its
members to certain benefits and privileges. The EGM Loyalty Scheme that forms part of the
Crown Signature Club is provided to customers in accordance with relevant legislation.
Customers can obtain information on how to join or resign from the Crown Signature Club,
benefits they may accrue, account balances and the manner in which points may be redeemed
for rewards:

* at any Crown Signature Club information desk;

* by contacting the Crown Signature Club Information Hotline on 03 9292 7222; and

#* in the terms and conditions available on application for membership (or on request).

When joining Crown Signature Club, EGM customers are supplied with the required information

and be—are given the opportunity to set YourPlayPlay Safe Limits, relevant to EGMs_and
separately, Crown's Play Safe Limits, relevant to FATG play.

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 VIK, or a
registered card, where limits can be set and changed on-line at yourplay.com.au or at the
Crown Signature Club 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 for FATGs. Play Safe Limits allows Crown Signature Club Members to set
voluntary money and/or time limits when plaving 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/or time limits. Play Safe Limit Brochures are available
throughout the Casino and on request.

Further information regarding Play-Safe-LimitsYourPlay and Play Safe Limitsis provided in this
Code under ‘Pre-commitment — Voluntary Money and/or Time LimitsPlay-Safe-Limits".

Crown will not knowingly send or direct any advertsing or other promotional material relating to
gaming to any person who is excluded or Self-Excluded from the Casino.

Player Activity 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 Confrol’, as
well as information regarding the availability of he Code, is incorporated in and forms part of

Player Activity Statements.

At least once a year, Player Activity Statements are made available to EGM Crown Signature
Club members.

Members who play FATGs are able to collect thelra Piayer Activity Statement on request at any
Crown Slgnature Club mformatlon desk Ay latementis—p e ation-on-e=
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. PRE-COMMITMENT - VOLUNTARY MONEY
AND/OR TIME LIMITS)

The Victorian State Government has introduced a state-wide voluntary money and/or time limit
sefting 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, wher limits can be set and changed at the VIK

or a registered card, where limits can be set and changed on-line at yourplay.com.au, at the
Crown Signature Club or the VIK. YourPlay brochures are available throughout the Casino and

on request.

Additionally, YourPlay is a card-based personal gamning 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 set personal reminder messages as encouragement to stick to their set limit.

Crown cannot advise members on the quantum of their personal money and time limits. This is a
choice an individual should make according to thelr owWn c:rcumstances Crown does not have

access to an 1nd|wdua|sYourPlag data A SRR

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 Signature Club 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. Grown encourages and supports customers

who play FATGs to set money and/or time limits. Play Safe Limit Brochures are available
throughout the Casino and on request.

The YourPlay brochure is provided to all customers joining the Crown Signature Club scheme.
The Play Safe Limits brochure is provided to customers joining the Crown Signature Club who
indicate they will play —StaffiTable Games. Staff are also available to provide information
regarding Play-—Safe—LimitsYourPlay and Play Safe Limits at locations throughout the Casino,

including at the Crown Signature Club information desks and the RGSC.

11
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RGLOs are available on request to assist and suppott a customer withes 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 PID 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 PID brochure (for EGMs) is available on request.

Example PID screen information follows:

GREDIT ,BET WiN
_R6690.711 200«

$Ala B
-?.p o Tl e

“ SERVICE  INFORMA TION OF TIOMR

Press Mashing Button on Button Panel Below
Conr empamnting to your Hegueest

“Merw Garvee It ov Ination St t Ti mchbng Seasdon

Reguest Sey viee

o =
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INTERACTION WITH CUSTOMERS

Crown is committed to providing a world-class entetainment experience for our customers and
exceptional levels of customer service in all areas This includes being aware of our customers
and our responsibility to foster responsible gambling. All relevant staff, including Crown
management, are trained in the responsible service of gambling bath-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 & subject to ongoing review so that any
proven initiatives or programs in lhe responsible service of gambling are included, ensuring
relevant staff, are at the forefront of responsible gambling.

Crown employees are insfructed that, when approached by customers who kave-—requested
information or assistance with a gambling problem; requested information on Self-Exclusion; or
display other observable signs ef-distrese-that may be related to their gambling 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 fom the Casino, provides a range of
services to customers and others.

The RGSC is staffed by RGLOs who are specially traned in all aspects of Crown's responsible
gameling programs, including recognising-the observable signs-efdistress- which may be related
to poleniial problems assesiatedwiths—sustemers—gambling behaviour. The RGLOs are
supported by Psychologistts} and a Chaplain to assist those customers who may be diskressad
andiaexperiencing difficulties with their gambiling behaviours.

The RGSC:

- provides strategies to assist customers in managing their gambling behaviours, to foster
responsible gambling and prevent difficulties from arising;

* offers professional support, assistance and referral, which is available 24 hours a day, 7

seven days a week, free of charge;

* facilitates refermrals to problem gambling and financial counselling support services and
welfare organisations and provides contact with and information about these bodies;

* ensures its assistance and referral services are conducted on a striclly confidential basis;

* has available Psychologists experienced in the fidd of problem gambling to assist
customers 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 Limits for FATGs;

* is able to access and provide information in seleded community languages; and

* provides a Chaplaincy Support Service for customers and staff.-and
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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 o poiential problem
gaming behaviours ef-distress-or unacceptable behaviour will be approached by a daff member
who will offer assistance and referrals to specialist 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 gambling behaviours. These
are seen or reported in context and usually more than one is displayed to indicate potential
problems with gambling. Observable signs are included in Crown'’s Responsible Service of
Gaming training and may include, but are not limited to*:

= Self-disclosure of a problem with gaming or request to self-exclude

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

+__ Children |eft unattended whilst parent/quardian gambles

*__Gets angry while gaming or shows signs of distress during or after gaming

+ __Often gambles for long periods without a break

+ __Witnessed or heard that a customer was trying to borrow money for gaming

+__Significant decline in personal grooming or appeaance

* Observed conflict over gaming between family members or friends

#__Unrealistic remarks about gaming

+__Complains to siaff about losing or blames the casino or gaming product for losing

+__Secretive or embarrassed about being 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 the ATM
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The assistance offered by staff may take the form of:
* interaction with the customer and encouraging them to take a break from gamkling;

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

Persons displaying these types of behaviours will be referred to OQu—RGLOs or senior
management, who have undergone advanced responsible gambling training —wil-be—refered-ie

d

Responsible gambling interactions are recorded in the Responsible Gambling lncident-Register.
This register and all personal information recorded by Crown is held in accordance with
Australian privacy laws.

* These signs are adapted from ‘Validation study on in-venue problem gambler indialors’,
Thomas, A., Delfabbro, P. and Armstrong. A. (2014), Gambling Research Australia; ‘ldentifying
Problem Gamblers in Gambling Venues', Delfabbro et al, 2007 and ‘Current Issues related to
identifying the problem gambler in the gambling venue’ various authors, Australian Gaming
Council, 2002.
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INTERACTION WITH STAFF

Crown employees are not permitted to gamble at the Casino at any time. Crown also has
policies in place which restrict certain staff from gambling at affiliated properties.

Crown recognises that some employees (like other members of the community) may develop
| difficulties associated with their gambling behaviours, outside of their employment at Crown.
Crown employees so affected are encouraged fo seek professional assistance through Crown's
Employee Assistance Program. This is a free service for all employees and their immediate
| family, which is run by rer-Crewnindependently employed professional counsellors and details of
all 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.

17
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PROBLEM GAMBLING SUPPORT SERVICES

As a major stakeholder in the gaming industry, Crown is a member of and participates in_a
aumber—of-industry peak bodies and consultative groups to endle it to remain—aled o
relevantmaintain awareness of responsible gambling issues, practices and procedures.

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

Examples of these may include:

-

participation in warking-gredp-meetings with Gambler's Help Services-Cantras occurring

when Gambler's Help staff agree and at mutually convenient limes{Crows-will raguast such
B i )

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

National Asseciation for Gambling Studies --occurring-at-an-annual conference;

FOU:‘IUEII{JI‘I and

telephone contact with Gambler's Help and other support agencies as required.

Details of all meetings with problem gambling support services are retained in thea Responsible
Gambling Register located in the RGSC and attendance details include:

®

time and date of the meeting;

attendees at the meeting;

lopics discussed,

outcomes/action items fromes the meeting (where applicable); and

rext 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

10NN OCO OCco

a\ ! Gambler's gambler's’

1BUU ERtstsnty] LOUW © 20 020

pamhblershelp.comau

Many ways to get support problemgamblingvic.gov.au
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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 canplaints related to the provision of gaming
and this Code.

All relevant staff are trained to manage and resolve customer complainis.

Complaints from customers may be received by Crowns Cusfomer 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 ard the Responsible Gambling Hasidest
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 10 working days.

During the investigation of a complaint, a Crown manager may seek information 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.

Where contact details have been provided to Crown, the customer will be informed of the
outcome of their complaint.

In the management and resolution of customer complaints, Crown will comply with relevant legal
obligations, including our obligations to protect the customer's privacy.

Complainants in all unresolved gaming disputes willbe 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 complaints

relating to gaming matters will also be received and investigated by the VCGLR as an
independent body for investigations and resolution.
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COMPLIANCE WITH THE PROHIBITION ON GAMBLING BY MINORS/PERSONS UNDER 18
YEARS

Gambling by persons under 18 years is prohibited by law. Signs are located at every entry point
to the Casino prohibiting minors from entering. Casino entry point staff are located at all
entrances 24 hours a day, seven? days a week and are vigilant and responsible for monitoring
Casino customers and will request appropriate proof of age documentation if they are uncertain
whether a customer is at least 18 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
Representative 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.

Unattended Children

A parent or guardian who brings a child or young peason 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 monitor and report the presence of any
unaccompanied child or young person in or around the Complex to a Security Services
Representative.

Where a parent or guardian leaves a child or young person unattended (particularly in order to
participate in gambling activities) Crown may ban the customer from the Complex.

The RGLO 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 ENVIRONMENT

Breaks in Play

Customers are encouraged to take regular breaks from gambling. This encouragemsntmay take
various forms including:

* announcing a draw, including those relating to a frade 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 displaysof EGMs, -asd-FATGs and EGM bank
end advertising;

# the opportunity to take large winnings payments in part or full by cheque;
* lounge facilities, available throughout the Casinoand Complex; and

* the availability of theewr RGSC located away from the Casino.

Clocks

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

Lighting
Adequate lighting is provided in the Casino and conplies with relevant gambling legislation.

Responsible Service of Alcohol

Crown is committed to the responsible service of akcohol and will not knowingly allow a person
wha is in 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 noticeably
affected and there are reasonable grounds for believing that this is the result of the consumption
of alcohal.

ATMs

ATMs are located away from the Casino and are posiioned and/or restricted in accordance with
relevant legislation.

Credit

Crown will not provide credit or lend money to Auskalian resident customers for the purpose of
gambling. Non Australian resident customers may be approved to operate a credit facility after
the completion of an Application for Credit Facility 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 TRANSACTIONS
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 Rules.

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

Accepting Cheques other than through a Cheque Cashig Facility

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
circumstances. 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:

meneycash (or cash eguivalent};
#* a cheque payable to Crown; or
* Traveller's cheques.

Customers may withdraw from their deposit account by way of Crown issued Cehip pPurchase
Vyouchers or withdrawals of meney-—cash (or cash eguivalent) up to the value of the amount in
the customer's deposit account,

Customers can enquire about opening a deposit account and cashing cheques with Crown staff,
at the Cashier's location.

Customer cheques are cashed in accordance with Casho legislative requirements. Customers
attempting to cash such chegues will be advised of Crown’s policy by staff at the Cashier's
location, at the time they present the relevant cheque.

Any cheques issued by Crown for 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 siaff
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 Crown's confidential
and secure customer database and/or a copy of the cheque is retained 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.

* *F ¥ @

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 operaed 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 Advertising Code of Ethics, (as adopted by the Australian
| Association of National Advertisers (AANAY)) and all applicable laws;-

+ Not give unrealistic expectations of the prospects of winning or encourage
| imesponsible gambling behaviour-

+ Not give the impression that gambling is a reasonable strategy for financial
| betterment;-

| + Not be false, misleading or deceptive about odds, prizes or the chances of
winning;-

# Have the consent of any person identified as winning a prize, prior to any
publication of the result-

+ Not be offensive or indecent in nature;-
+ Not promote the irresponsible consumption of alcohol while gambling;=
+ Bein good taste and not offend prevailing community standards and-

+ Not intentionally be directed at or expressed indrectly at minors or vulnerable or
disadvantaged groups. Advertising or other promotional material relating to
gaming will not knowingly be sent to excluded custamers or customers suspended
or removed from the Crown Signature Club.

Each prospective advertisement and promotion is checked by relevant marketing staff against a

checklist based upondevslopsd-by consulling the AANA Advertising Code of Ethics and also
checked against relevant legal requirements,_including compliance with the Australian Consumer

byLaw by Crown's Legal department.
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IMPLEMENTATION AND REVIEW OF THE CODE
The Code is provided to all new gaming staff when they 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 service 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 aclioning accepted recommendations. If the Code is updated it
will be provided to the VCGLR.

The report and recommendations and all actions arets recorded by the Chair of the RGMC.

Customers and staff are encouraged to provide feedback at any time and for inclusion into this
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

Responsible
Gambling
Management
Committee

RGLOs

Unacceptable
Behaviour

means the Crown gEntertainment Gecomplex and integrated resort and
Casino_and all parts of it including gaming and non gaming areas,
hotels and retail tenancies, all located at the sie known as 8 Whiteman
Street, Southbank in the Stale of Victoria

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

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

means Crown Signature Club, which is a membership program that
entitles members to certain benefits and privileges

means the Crown operated EGM component of Crown Signature Club,
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 gambling
customers, or their friends and families, is placed at risk and/or
negative impacts extend to the broader community

means those rules agreed to or imposed by the VCGLR with respect ta
Casino operations and processes

is an internal committee comprising Crown senior management,
including the Chief Operating Officer,— Executive General Manager
Legal and Regulatory Services; Executive General Manager Gaming
Machines, Executive General Manager Table Games_-aad-General
Manager Responsible Gaming,__ Respensible Gaming Operalions

Manager and Responsible Gaming Psychologist(s)

(Responsible Gaming Liaison Officers) are Crown staff members who
have undergone specific and advanced responsible ga bling training
and are experienced in the provision of responsible gambling services
and identifying and dealing with observable signs that may be related to
potential problem gaming behaviouret-distress. RGLOs are directly
involved and trained in Crown's Self-Exclusion progess

means any customer behaviour that endangers the sakty of any
customer, themselves or others, or affects the enjoyment of others at
Crown
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Responsible Gambling Code of Conduct - Overview

This section is-intended-te-provides an overview of the Crown Melbourne Limited (‘Crown:)
Responsible Gambling Code of Conduct (‘Code’).

The full version of the Code follows and is available at various locations throughout the Casino and as
well-as on the Crown Melbourne website www.crownmelbourne.com.au

Chinese (Simplified and Traditional), Vietnamese, Arabic, Greek, Italian, Cambodian and Hindi
versions are also available online or on request at any Crown Signature Club information desk.

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

C
RESPONSIBLE GAMING
STAY IN CONTROL

Crown Resporsibe Gaming Suppen Cenre; 1800 801 098
Gombers Help: 1800 B58 858

Crown’'s Commitment to Responsible Gambling

Crown is committed to providing responsible gaméling services by making available educaten-
information, assistance and resources eensering-regarding responsible gambling matters.
Crown’s responsible gambling 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 request or by visiting the Crown website. Player Information Displays on all EGMs and
| Fully Automated Table Games_(FATGs) can provide further information including the odds of winning.

Crown Signature Club (Customer Loyalty Program) Information

| The Crown Signature Club terms and conditions (including information about how to join, resian
account balances and the accrual and redemption of benefits) are provided to all new members.
Further information is available at any Crown Signature Club information desk or by calling the Crown
Signature Club Information Hotline on (03) 9292 7222.

Pre-commitment - Crown's-Play Safe-Limits{aVoluntary Money and/or -Ttime ard Llimits)

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, where limits can be set and chang_ed on-line al w:.-urp__y com.au or al the Crown
S:qnalure Club or the VIK. = S OWA-Sig 3 :

bBrochures are avai abie throug hout the Casmo and on req uest

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 Signature Club 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/or time limits. Play Safe Limit Brochures are available throughout 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 Gambiing services available to customers include (but are not limited to):
Responsible Gaming Support Centre;
Responsible Gaming Liaison Officers;
Self-Exclusion;
Play-Safe-LimitsInformation about YourPlay for EGMs;
Information about Play Safe Limits 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).
rvices are provided confidentially and free of charge, 24 hours a day, seven# days a week

Boe = ¢ 2 8 2 8 2 & %

All

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 a-numbersfthe principal problem gambling support services-
This-is-ashieved-via-email- through attendance at meetings, professional development sessions,
seminars and/af conferences.

Customer Complaints

Crown has a comprehensive complaint handling process.

Caomplaints may be made in person, via telephone, fax, email, or by letter. All complaints will be
acknowledged 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 under 18 Years

The Casino is an adult environment 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 identification
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 the
Complex and the matter may be referred to the police.

The Gambling Environment

A number of features exist within the-gaming-areas-of the Casino which are aimed to encourage
responsible gambling. These include (but are not limited to):

Responsible gambling information (brochures, posters etc.)

Clocks

Adequate lighting

Responsible Service of Alcohol

Locating Automatic Teller Machines (ATMs) away from the Casino in accordance with
relevant legislation

¥ ¥ ¥ % #
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Financial Transactions

A number of restrictions apply to financial transactions. These restrictions include matters such as
cheque 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 Promations' section in this Code. including the Australian Association of National
Advertisers Code of Ethics and applicable laws.

Implementation and Review of the Code
The Cade is reviewed regularly. All customers and staff are welcome to provide feedback at any time
by writing to:

General Manager
Responsible Gaming
Crown Melbourne Limited
8 Whiteman Street

| SOUTHBANK, VIC 30086
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RESPONSIBLE GAMBLING CODE OF CONDUCT
FOREWORD

Crown Melbourne Limited (‘Crown) is the operator of the Crown Melbourne Integrated Resort
including the Casino at the Complex ¢Gemplex-and Crown is the appointed Victorian Casino
Licence holder. The Complex is one of the world'slargest and most diverse integrated resort
and entertainment destinations. Crown is renowned for excellence in all aspects of its services
and facilities. O—and-aur 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 enjoyedby the vast majority of our customers.
However, we recognise that some of our customers have difficulties with gambling 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
individual's circumstances, we recognise that to make that choice responsibly, our customers
need to be informed about cur gaming products and information regarding the services and
support available to them should they need or seek help with their gambling_behaviours.

As the industry’s and community’s understanding of the causes of problem gambling and the
appropriate responses further develop, our Code wil be reviewed and updated over time. It is
our goal to work with all interested sections of the community including Government, counsellors
and gaming customers themselves to ensure that themr is appropriate input into such
developments.

This Code represents our commitment to our customers and employees espserfing-regarding
responsible gamiling. We want you to enjoy your experiences with us.

As always, we welcome your feedback on any issue atany time and particularly with respect to
our continued efforts 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 Gambling

Responsible gambiing occurs in a regulated environment where the potential for harm associated
with gambling is minimised_and —as customers are—can make informed decisions and-—can
therefore-make-sensible-and rational-cheices-when they participate in gambling, based on their
individual circumstances.

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

Crown's responsible gamling initiatives are focused on minimising the potertial for risks for the
small number of customers who may develop difficulies associated with their gambling
behaviours.

Crown's Responsible Gambling Commitment

Crown is committed to providing responsible gamsling services by making available edusatien;
information, assistance and resources sencarning-regarding responsible gambling matters.

Crown's—Respoensible—Gambling—CodaCrown's Code sf—Cenduct{Code’}—describes and
demonstrates how we execute this commitment. It is our objective to ensure that Crown remains
a world leader in responsible gambling practices and, at a minimum, that we comply with the
legal requirements regarding responsible gamgling as contained in the Casino Control Act 1991
(Vic) and the Gambling Regulation Act 2003 (Vic).

Crown's commitment to the responsible service of gambling extends—te—includes thea
Responsible Gaming Support Centre (RGSC!), a purpose built facility frem-which-a-unigue-array
ocfwhere responsible gaming programs, services and resources are available, including a
dedlcated and specially trained team of staff, managers and professionals. _They -al-tasked-with

deliver Crown’s responsible service of gambling initiatives and ferpravidingprovide
a focal point for interacting with customers who may need support.

Crown’s Responsible GamblingGarming Message

Crown’s responsible gambling message is simple yet meaningful — 'STAY IN CONTROL'. The
accompanying 'traffic lights’ logo reinforces this message. Our message is found clearly visible
throughout the Casino, including being placed on Eelectronic Ggaming Mmachines (-EGMs-),
table games and near Automatic Teller Machines (ATMs:) throughout the Complex.

Crown's responsible gambling message is printed on all gaming related adveriising.

«
RESPONSIBLE GAMING
STAY IN CONTROL

Crewn Responsibia Gaming Suppor! Cenire: 1800 BO1 098
Gomblers Help: 1800 B58 858
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AVAILABILITY OF THE CODE

The Code is available to customers, in written form and- on request. C-and-sopies are available at
Crown Signature Club information desks, at brochure stands near Cashier locations and at the
RGSC or by contacting a Responsible Gaming Liaison Officer (‘RGLO*) on 1800 801 098. The
Code is also available on Crown’s website atwww.crownmelbourne.com.au

Customers are notified about the Code and hew-te-assess-it:lts availability via signage placed at
the RGSC and Crown Signature Club information desks. An example of that signage follows:

The Crown Responsible Gambling Code of Conduct is available at the
Crown Responsible Gaming Support Centre, at Crown Signature Club information desks,
upon request and via the Crown Melbourne website atwww.crownmelbourne.com.au

«
RESPONSIBLE GAMING
STAY IN CONTROL
Crown Respansib e Gaming Sugpan Centre: | 800 501 O9F
Gambers Hep: | B00 858 858

Our Code is also made available on our website (andin written form on request) in the following

commuaity-languages:
S Chinese (Traditional and Simplified)

* Vietnamese
o Arabic

* Greek

s Iltalian

s Cambodian
s Hindi

Crown employs staff from linguistically diverse badkgrounds capable of interpreting this Code to
assist customers. We encourage our customers to ask for this assistance if they require it.
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RESPONSIBLE GAMBLING INFORMATION

In addition to our own responsible gameling message, Crown displays responsible gaméling
information throughout the Casino in a variety of forms including brochures, posters, in-house TV
and on screen Player lnformatlon D|splay3 GPIDs ) on EGMs and Fullv Automated Tabie Games

(FATGs).

nawsletter that is sent tc; mamber customers For further mformatmn or aSStstance customers

are encouraged to contact the RGSC ora RGLO on 1800 801 098.

Information and some examples of key Crown and Government responsible gambling messages

found at the Casino follow.

(a) How to gamble responsibly

-
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(¢) Payment of winnings, credit and lending

Except for lawful exceptions, EGM winnings or accunulated credits above $2,000 must be paid
by cheque and not made out to cash. Crown will not provide credit or lend money to Australian
customers for the purpose of gamkling.

Crown may provide chips on credit to non-Australian residents in circumstances prescribed by
legislation and in accordance with controls and precedures approved by the Victorian
Commission for Gambling and Liquor Regulation (VCGLR").

Customers have the opportunity to take large winnings payments in part or full by cheque.
More detailed information is available on request.
(d) 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 to voluntarily
ban themselves from the Casino. This may be an opfon useful to those customers who may be
experiencing difficulties as a result of their gamblirggaming behaviours.

Self-Exclusions are:
* facilitated by trained staff in the RGSC,;
o available 24 hours a day, seven? days per week; and

# provided free of charge.

Crown will not disclose information gathered during the facilitation of a Self-Exclusion to any third
party unless legally obliged to do so or with the customer’s consent.
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Crown will not knowingly send any advertising or oher promotional material relating to gaming to
Self-Excluded or excluded customers.

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 gambling programs include:

* The establishment of the Crown RGSC as a world first responsible gambling initiative,
which operates 24 hours a day, seven+ days a week;

= A Self-Exclusion Program available for customers to ban themselves from the Casino, -that
informs and encourages applicants to seek counselling 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 cusiomers. 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, where limits can
be set and changed on-line at yourplay.com.au or at the Crown Signature Club or the VIK.
YourPlay brochures are available throughout the Casino and on reguest:

s Information about The-operation-of Crown'’s Play Safe Limits. {Crown’s-voluntary-pre-

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 Signature Club Members to set wluntary 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 fo set

money and/or time limits. Play Safe Limit Brochures are available throughout the Casino
and on request;
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«—T—and-the provision of Player Activity Statements for EGM play or FATG play (see

“Customer Loyalty Program’* information in this Code);

& The availability of Psychologists experienced in he field of problem gambling to assist
customers and family members;

* A robust process that applies to the application by a customer for the revocation of their
Self-Exclusion. This process includes satisfying aiteria whereby the applicant
demonstrates the ways in which they have addressed their gambling behaviours (~—such
that they are back ‘in control’);

* A Gambling 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 Support Service.

Additionally, customers may attend the RGSC in person or frg-ea-free -call 1800 801 098 to
speak to our experienced staff or obtain more information about any of the services or
information contained in this Code.

Crown complies with all relevant government legislation pertaining to the Responsible Service of
Gambling.

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

Customers can obtain free information on household budgeting from websites such as the
Commonwealth Government's website 'Understanding Money' ‘www.moneysmart.qov.au

Tin-additien—the State Government's problem gambling support website can be found at
www.problemgambling.vic.gov.au
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GAMBLING PRODUCT INFORMATION

Signs are displayed in the Casino at Crown Signature Club information desks advising customers
that, upon request, Crown will provide information on the Rules of all Table Games and EGMs
offered for play at the Casino.

Those Rules are also available on Crown’s website & www.crownmelbourne.com.au

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

PLAYING

THE FACTS

W D REALLT WING O THL FOREST
- TR O i
-t ARE Y CMARCER O Wy

EGM and FATG game information, including the chances of winning, is accessible via PID
screens on each EGM and FATG, which allows players to keep informed about their EGM
garing-aehire and FATG play. Information on how to access and vew the PID screens is
available from a member of staff or PID brochures (for gaming machinesEGMs), are available at
Crown Signature Club information desks and the RGSC. Below is an example of the kind of
brochure that is available.

Keep track

of your time

and money

Press mom

on the pakie and it will

help you keep track. Press {I‘nobﬂi‘lﬂl’l
oft thee pokie and L wil
help you ke track.
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CUSTOMER LOYALTY PROGRAM INFORMATION

Crown operates a Complex wide Loyalty Program called Crown Signature Club that entitles its
members to certain benefits and privileges. The EGM Loyalty Scheme that forms part of the
Crown Signature Club is provided to customers in accordance with relevant legislation.
Customers can obtain information on how to join or resign from the Crown Signature Club,
benefits they may accrue, account balances and the manner in which points may be redeemed
for rewards:

3 at any Crown Signature Club information desk;

s by contacting the Crown Signature Club Information Hotline on 03 9292 7222; and

* in the terms and conditions available on applicaton for membership (or on request).

When joining Crown Signature Club, EGM customers are supplied with the required information

and be-are given the opportunity to set YourPlayPlay—Safe Limits, relevant to EGMs_and
separately, Crown's Play Safe Limits, relevant to FATG play.

The Victorian State Government has introduced a stae-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 VIK, or a
registered card, where limits can be set and changed on-line at yourplay.com.au or at the
Crown Signature Club or the VIK. YourPlay brochures are available throughout the Casino and

on request.

Play Safe Limits is a separate and Crown operated npney and/or time limit setting program
available only for FATGs. Play Safe Limits allows Crown Signature Club 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/or time limits. Play Safe Limit Brochures are available
throughout the Casino and on request.

Further information regarding Play-Safe-LimitsYourPlay and Play Safe Limitsis provided in this
Code under 'Pre-commitment — Voluntary Money and/or Time LimitsPlay-Safe-Limits-.

Crown will not knowingly send or direct any advertsing or other promotional material relating to
gaming to any person who is excluded or Self-Excluded from the Casino.

Player Activity 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 available to EGM Crown Signature
Club members.

Members who play FATGs are able to collecttheira Player Activity Statement on request, at any

Crown Slgnature Club mformatlon desk PlayeFAeMy—Statemems—pFewde—wmm
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+(CROWN'S-PRE-COMMITMENT RPROGRAM PRE-COMMITMENT - VOLUNTARY MONEY
AND/OR TIME LIMITS)

The Victorian State Government has introduced a stae-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 VIK
or_a registered card where limits can be set and manged on-line at yourplay.com.au, at the
Crown Signature Club or the VIK. YDUFP|aV brochures are available throughout the Casino and

on request.

Additionally, YourPlay is a card-based personal gaming tracker that provides a running total of
money and time spent playing EGMs across all gamingvenues in Victoria, including the Casino.

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

Crown cannot advise members on the quantum of their personal money and time limits. Thisis a
choice an mdiwduai should make according to thewown cncumstances CrOWn does not have
access to an mdmdual‘s YourPlav data A _pre-commitment decisic ;

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 Signature Club 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/or time limits. Play Safe Limit Brochures are available
throughout the Casino and on request.

The YourPlay brochure is provided to all customers joining the Crown Signature Club scheme.
The Play Safe Limits brochure is provided to customers joining the Crown Signature Club who
indicate they will play —StaffTable Games. Staff are also available to provide information
regarding Rlay-Safe-LimitsYourPlay and Play Safe Limits at locations throughout the Casino,

including at the Crown Signature Club information desks and the RGSC.
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RGLOs are available on request to assist and suppott a customer withes stralegies for keeping
within their YourPlay and Play Safe Limits or any other pre-commitment sirategy.

In addition, all EGMs and FATGs enable a player touse the PID 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 PID brochure (for EGMSs) is available on request.

Example PID screen information follows:

SERVICE  IFORMA TIOM 0P TIONS

Fress Flashing Button on Button Panel Below
Coeressponding to your Reguest

‘Mo w Qame infor mation Start Tracking Seswlon
Reguest Service | |

2080 m
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INTERACTION WITH CUSTOMERS

Crown is committed to providing a world-class entertainment experience for our customers and
exceptional levels of customer service in all areas This includes being aware of our customers
and our responsibility to foster responsible gamiling. All relevant staff, including Crown
management, are trained in the responsible service of gambling bets-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 & subject to ongoing review so that any
proven initiatives or programs in the responsible service of gamkling are included, ensuring
relevant staff, are at the forefront of responsible gambling.

Crown employees are instructed that, when approached by customers who have—requested
information or assistance with a gambling problem; requested information on Self-Exclusion; or
display other observable signs ef-distress-that may be related to their gambling 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 traned in all aspects of Crown's responsible
gamiing programs, including recognising-the observable signs-efdistress; which may be related
to potential problems asseclated with—a-custemers—gambling behaviour. The RGLOs are

supported by Psychologistts} and a Chaplain to assist those customers who may ke distressed
andlerexperiencing difficulties with their gamiiling behaviours.
The RGSC:

s provides strategies to assist customers in managing their gambiling behaviours, to foster
responsible gambling and prevent difficulties from arising;

e offers professional support, assistance and referral, which is available 24 hours a day, #
seven days a week, free of charge;

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

# ensures its assistance and referral services are conducted on a strictly confidential basis;

* has available Psychologists experienced in the fidd of problem gambling to assist
customers and family members;

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

# provides information about YourPlay for EGMs;

* provides information about Play Safe Limits for FATGs;

* is able to access and provide information in seleded community languages; and

* provides a Chaplaincy Support Service for customers and staff —ard
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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 efdistress-or unacceptable behaviour will be approached by a gaff member
who will offer assistance and referrals to specialist support as required.

Observable Signs are seen or reported behaviours orpatterns of behaviours which are potential
indicators that a person may be experiencing problems with their gambling behaviours. These
are seen or reported in context and usually more than one is displayed to indicate potential
problems with gambling. Observable signs are included in Crown's Responsible Service of
Gaming training and may include, but are not limited to™:

* _Self-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 unattended whilst parent/quardian gambles

* Gets angry while gaming or shows signs of distress during or after gaming

+__Often gambles for long periods without a break

# Witnessed or heard that a customer was trying to borrow money for gaming

*__Significant decline in personal grooming or appearance

* Observed conflict over gaming between family members or friends

# Unrealistic remarks about gaming

* Complains to staff about losing or blames the casino or gaming product for losing

* Secretive or embarrassed about being at the casinoor 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 the ATM

15
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The assistance offered by staff may take the form of:
* interaction with the customer and encouraging themto take a break from gambling;

g offering the customer non-alcoholic refreshments such as a cup of tea or coffee in a quieter
and more private area such as our lounge areas or he RGSC.

Persons displaying these types of behaviours will be referred to Ouwr—RGLOs or senior

management, who have undergone advanced responsible gambling training.—wil-be-referred-to
: ; . ‘L . :

Responsible gambling interactions are recorded in the Responsible Ganbling tesident-Register.
This register and all personal information recorded by Crown is held in accordance with
Australian privacy laws.

* These signs are adapted from 'Validation study on in-venue problem gambler indi@ators’,
Thomas, A. Delfabbro, P. and Armstrong, A. (2014). Gambling Research Australia; 'Identifying
Problem Gamblers in Gambling Venues', Delfabbro etal, 2007 and 'Current Issues related to
identifying the problem gambler in the gambling verue’ various authors, Australian Gaming
Council, 2002.
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INTERACTION WITH STAFF

Crown employees are not permitted to gamble at the Casine at any time. Crown also has
policies in place which restrict certain staff from gamgling at affiliated properties.

Crown recognises that some employees (like other members of the community) may develop
difficulties associated with their gambling behaviours, outside of their employment at Crown.
Crown employees so affected are encouraged to seek professional assistance through Crown's
Employee Assistance Program. This is a free service for all employees and their immediate
family, which is run by rea-Crewnindependently employed professional counsellors and details of
all 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.

17
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PROBLEM GAMBLING SUPPORT SERVICES

As a major stakeholder in the gaming industry, Crown is a member of and participates in —a
Aurmber—ef—industry peak bodies and consultative groups to ensble it to remain—alert—e
relovantmaintain awareness of responsible gambling issues, practices and procedures.

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

Examples of these may include:

* participation in werking-greds-meetings with Gambler's Help Services-certras occurring
when Gambler's Help staff agree and at mutually convenient times+crewn-will-reguest-suech
mectingsatlaastanndatihy;

* various Gambler's Help ServicesCenlre meetings arranged and held as required;

* National Association for Gambling Studies —oecusring-at an-annual conference;

Foundation and

* telephone contact with Gambler's Help and other support agencies as required.

Details of all meetings with problem gambling support services are retained in thea Responsible
Gambling Register located in the RGSC and attendance details include:

* time and date of the meeting;

* attendees at the meeting;

* topics discussed;

i outcomes/action items fromer 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

Gambler’s gamb[er’sj 12D

Help
10NN OCO OCO
selefERN 10UV OO0 000
garnblershelp. comay
Many ways to get support problemgamblingvic.gov.au
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CUSTOMER COMPLAINTS

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

All relevant staff are trained to manage and resolve customer complaints.

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

To register a complaint, customers may:

e contact Crown by telephone;

s send a fax, letter or email; or

* do so in person.

Any complaint received is:

* managed and responded to in a timely and appropride manner,;
i investigated sensitively;

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

o 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 10 working days.

During the investigation of a complaint, a Crown manager may seek infaormation 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.

Where contact details have been provided to Crown, the customer will be informed of the
outcome of their complaint.

In the management and resolution of custorner complants, Crown will comply with relevant legal
obligations, including our obligations to protect he customer's privacy.

Complainants in all unresolved gaming disputes willbe 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 complaints
relating to gaming matters will also be received and investigated by the VCGLR as an
independent body for investigations and resolution.
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COMPLIANCE WITH THE PROHIBITION ON GAMBLING BY MINORS/PERSONS UNDER 18
YEARS

Gambling by persons under 18 years is prohibited by law. Signs are located at every entry point
to the Casino prohibiting minors from entering. Casino entry point staff are located at all
entrances 24 hours a day, sevent days a week and are vigilant and responsible for nonitoring
Casino customers and will request appropriate proof of age documentation if they are uncertain
whether a customer is at least 18 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
Representative in these circumstances. |f the relevant identification cannot be produced, the
customer will be asked to leave the Casino, or removed as the situation requires.

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 monitor and report the presence of any
unaccompanied child or young person in or around the Complex to a Security Services
Representative.

Where a parent or guardian leaves a child or young person unattended (particularly in order to
participate in gamiling activities) Crown may ban the customer from the Complex.

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

# ascertain the identity of the child or young persaon;

o 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 paolice.
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THE GAMBLING ENVIRONMENT

Breaks in Play

Customers are encouraged to take regular breaks from gambling. This epcouragsmentmay take
various forms including:

* announcing a draw, including those relating to a trade promotion;
* the announcement of any entertainment occurring;
s verbal encouragement by staff for customers to take refreshment breaks;

* ‘Have you had a break?' reminders on the displays of EGMs,_-2ad-FATGs and EGM bank
end advertising;

* the opportunity to take large winnings payments in part or full by cheque;
e lounge facilities, available throughout the Casinoand Complex; and
# the availability of thesus RGSC located away from the Casino.

Clocks

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

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

Responsible Service of Alcohol

Crown is committed to the responsible service of alcohol and will not knowingly allow a person
who is in 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 noticeably
affected and there are reasonable grounds for believing that this is the result of the consumption
of alcohaol.

ATMs

ATMs are |ocated away from the Casino and are posiioned and/or restricted in accordance with
relevant legislation.

Credit

Crown will not provide credit or lend money to Austalian resident customers for the purpose of
gamiling. Non Australian resident customers may be appoved to operate a credit facility after
the completion of an Application for Credit Facility 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 TRANSACTIONS
Cheque Cashing Facilities

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

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

Accepting Cheques other than through a Cheque Cashing Facility

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
circumstances. 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:

s moeneycash (or cash equivalent);
# a cheque payable to Crown; or
o Traveller's cheques.

Customers may withdraw from their deposit account by way of Crown issued Cehip gPurchase
Vyouchers or withdrawals of mepey-cash (or cash equivalent) up to the value of the amount in
the customer’s deposit account.

Customers can enquire about opening a deposit account and cashing cheques with Crown staff,
at the Cashier's location.

Customer cheques are cashed in accordance with Casno legislative requirements. Customers
attempting to cash such cheques will be advised of Crown's policy by staff at the Cashier's
location, at the time they present the relevant cheque.

Any cheques issued by Crown for 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 presentthat cheque.

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

%® ¥ ¥ X

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 operaed 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:

x Comply with the Advertising Code of Ethics, (as adopted by the Australian
| Association of National Advertisers (AANAY)) and all applicable laws;-

* Not give unrealistic expectations of the prospects of winning or encourage
| irresponsible gambling behaviour-

* Not give the impression that gambling is a reasonable strategy for financial
| betterment;-

| * Not be false, misleading or deceptive about odds, prizes or the chances of
winning;-

*+ Have the consent of any person identified as winnng a prize, prior to any
publication of the result;-

=« Not be offensive or indecent in nature;-

# Not promote the irrespansible consumption of alcohol while gambling;-

+ Be in good taste and not offend prevailing community standards and-

* Not intentionally be directed at or expressed indrectly at minors or vulnerable or
disadvantaged groups. Advertising or other promotiocnal material relating to
gaming will not knowingly be sent to excluded customers or customers suspended
or removed from the Crown Signature Club.

Each prospective advertisement and promotion is checked by relevant marketing staff against a

checklist based upondeveloped-by—censulting the AANA Advertising Code of Ethics and also
checked against relevant legal requirements_including compliance with the Australian Consumer

byLaw by Crown's Legal department.
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IMPLEMENTATION AND REVIEW OF THE CODE
The Code is provided to all new gaming staff when they 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 service in all areas.

The Code will be internally reviewed, at least annwally, 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.

The report and recommendations and all actionsareis recorded by the Chair of the RGMC.

Customers and staff are encouraged to provide feedback at any time and for inclusion into this
annual review by writing to:

General Manager
Responsible Gaming
Level 6

8 Whiteman Street
Southbank Vic 3006
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GLOSSARY

Complex means the Crown eEntertainment Scomplex and integrated resort and
Casino_and all parts of it including gaming and non gaming areas,
hotels and retall tenancies, all located at the siie known as 8 Whiteman
Street, Southbank in the State of Victoria

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

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

Loyalty Program means Crown Signature Club, which is a membership program that
entitles members to certain benefits and privileges

Loyalty Scheme means the Crown operated EGM component of Crown Signature Club,

operated in accordance with relevant legislation

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

Regulatory Rules means those rules agreed to or imposed by the VCGLR with respect to
Casino operations and processes

Responsible is an internal committee comprising Crown senior management,

Gambling including the Chief Operating Officer,— Executive General Manager

Management Legal and Regulatory Services; Executive General Manager Gaming

Committee Machines, Executive General Manager Table Games, —ard-General

Manager Responsible Gaming, _Responsible Gaming Operations
Manager and Responsible Gaming Psychologist(s’

RGLOs {Responsible Gaming Liaison Officers) are Crown staff members who
have undergone specific and advanced responsible gambling training
and are experienced in the provision of responsible gamkling services
and identifying and dealing with observable signs that may be related to
potential problem gaming behaviouref-distress. RGLOs are directly
involved and trained in Crown's Self-Exclusion process

Unacceptable means any customer behaviour that endangers the safty of any
Behaviour customer, themselves or others, or affects the enjoyment of others at
Crown
25
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Responsible Gambling Code
of Conduct

Version 43 November 20152

RESPONSIBLE GAMING
SETAY IN CONTROL
Creswn Resporsiba Gaming Supper Centte: | BOO BO1 008

Gombers Hep: 1800 B58 BS8
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Responsible Gambling Code of Conduct - Overview

This section is-intended-te-provides an overview of the Crown Melbourne Limited (:Crown:)
Responsible Gambling Code of Conduct (‘Code’).

The full version of the Code follows and is available at various locations throughout the Casino and as
wall-as on the Crown Melbourne website www.crownmelbourne.com.au

Chinese (Simplified and Traditional), Vietnamese, Arabic, Greek, Italian, Cambodian and Hindi
versions are also available online or an request at any Crown Signature Club information desk.

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

«
RESPONSIBLE GAMING
STAY IN CONTROL
Crawn Resporsible Gaming Suppon Cente; 1800 BO1 098
Gombers Help: 1800 B58 858

Crown's Commitment to Responsible Gambling

Crown is committed to providing responsible gambling services by making available educaten-
information, assistance and resources concerning responsible gambling matters.

Crown’s responsible gambling 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 request or by visiting the Crown website. Player Information Displays on all EGMs aad

Fully-Autemated Table-Games-can provide further information including the odds of winning.

Crown Signature Club (Customer Loyalty Program) Information

The Crown Signature Club terms and conditions (including Information about how to join, resign.
account balances and the accrual and redemption of benefits) are provided to all new members.
Further information is available at any Crown Signature Club information desk or by calling the Crown
Signature Club Information Hotline on (03) 9292 7222.

YourPlay Crown's-Play Safe Limits- {(a voluntary money and time and limit setting
programscheme}))

The Victorian State government has introduced a state-wide voluntary individual money and time limil
setting scheme called YourPlay. This is available for EGM customers. Crown encourages and
supports customers who play EGMs to set individual money and time limits. EGM customers can
selecl 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- Ime at gourglag com. au, at the
Crown Signature Club or the VIK. = aT=Yes s
smmmmwsmw%muymmm YowPlag
bBrochures are available throughout the Casino and on request.
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Interaction with Customers

All relevant Crown staff complete 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 Gambiing services available to customers include (but are not limited to):
* Responsible Gaming Support Centre;

Responsible Gaming Liaison Officers;

Self-Exclusion;

Play-Safe-Limitsinformation about YourPlay;

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 confidentially and free of charge, 24 hours a day, seven# days a week

¥ - W

&

e e o

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 a-pumberefthe principal problem gambling support services-
This-ls-ashieved-via-email through attendance at meetings, professional development sessions,
seminars and/or conferences.

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
acknowledged 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 under 18 Years

The Casino is an adult environment 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 identification
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 the
Complex and the matter may be referred to the police.

The Gambling Environment

A number of features exist within the-gaming-areasefthe Casino which are aimed to encourage
responsible gambling. These include (but are not limited to):

Responsible gambling information (brochures, posters etc.)

Clocks

Adequate lighting

Responsible Service of Alcohol

Locating Automatic Teller Machines (ATMs) away from the Casino in accordance with
relevant legislation

¥ ¥ ¥ * *
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Financial Transactions

A number of restrictions apply to financial transactions. These restrictions include matters such as
cheque 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 as described in the 'Responsible
Advertising and Promations' section in this Code. including the Australian Association of National
Advertisers Code of Ethics and applicable laws.

Implementation and Review of the Code
The Cade is reviewed regularly. All customers and staff are welcome to provide feedback at any time
by writing to:

General Manager
Responsible Gaming
Crown Melbourne Limited
8 Whiteman Street

| SOUTHBANK, VIC 30086
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RESPONSIBLE GAMBLING CODE OF CONDUCT
FOREWORD

Crown Melbourne Limited (‘Crown) is the operator of the Crown Melbourne Integrated Resort
including the Casino at the Complex {Camplex}-and Crown is the appointed Victorian Casino
Licence holder. The Complex is one of the world's largest and most diverse inteqgrated resort
and entertainment destinations. Crown Is renowned for excellence in all aspects of its services
and facilities. O—and-aur commitment to providing gaming services for our customers in a
responsible manner; is no exception. This Responsible Gambling Code o 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 gamgling 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
individual's circumstances, we recognise that to make that choice responsibly, our customers
need to be informed about our gaming products and information regarding the services and
support available to them should they need or seek help with their gambling_behaviours.

As the industry's and community’s understanding of the causes of problem gambling and the
appropriate responses further develop, our Code wil be reviewed and updated over time. It is
our goal to work with all interested sections of the community including Government, counsellors
and gaming customers themselves to ensure that there is appropriate input into such
developments.

This Code represents our commitment to our customers and employees concerning responsible
gamibling. We want you to enjoy your experiences with us.

As always, we welcome your feedback on any issue atany time and particularly with respect to

our continued efforts 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 Gambling

Responsible gamiling occurs in a regulated environment where the potential for harm associated
with gambling is minimised_and —as customers are—-can_make informed decisions anrd-can
therefore make-sansible-and rational-cheices-when they participate in gambling, based on their
individual circumstances.

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

Crown'’s responsible gamiling initiatives are focused on minimising the potertial for risks for the
small number of customers who may develop difficulies associated with their gamkling
behaviours.

Crown's Responsible Gambling Commitment

Crown is committed to providing responsible gamiling services by making available edusatien:
information, assistance and resources concerning responsible gamiling matters.

Crown's—Responsible—Gambling—CedeCrown's Code ef—Condust—{Code}—describes and

demonstrates how we execute this commitment. It is our objective to ensure that Crown remains
a world |leader in responsible gambling practices and, at a minimum, that we comply with the
legal requirements regarding responsible gambgling as contained in the Casino Control Act 1991
(Vic) and the Gambling Regulation Act 2003 (Vic).

Crown’s commitment to the responsible service of gambling extends—te—includes thea
Responsible Gaming Support Centre (RGSC-), a purpose built facility #em-whmh-a-umm-anray
efwhere responsible gaming programs, services and resources are available, including a
dedicated and specially trained team of staff, managers and professionals. The!-al-l—lasi@é-m-t-h

implementingdeliver Crown’s responsible service of gameling initiatives and ferprevidingprovide
a focal point for interacting with customers who may need support.

Crown's Responsible GamblingGaming Message

Crown's responsible gamkling message is simple yet meaningful — 'STAY IN CONTROL'. The
accompanying ‘traffic lights’ logo reinforces this message. Our message is found clearly visible
throughout the Casino, including being placed on Eslectronic Ggaming Mmachines ((EGMs:),
table games and near Automatic Teller Machines ((ATMs-) throughout the Complex.

Crown's responsible gambling message is printed on all gaming related adverising.

q«
RESPONSIBLE GAMING
STAY IN CONTROL
Crown Respensibie Gaming Suppert Centre: 1800 BO1 098
Gombars Help: 1800 B58 B58
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AVAILABILITY OF THE CODE

The Code is available to customers, in written form and- on request. C-and-copies are available at
Crown Signature Club information desks, at brochure stands near Cashier locations and at the
RGSC or by contacting a Responsible Gaming Liaison Officer ({RGLO%) on 1800 801 098. The
Code is also available on Crown's website atwww.crownmelbourne.com.au

Customers are notified about the Code and hew-ia-aceess-itils availability via signage placed at
the RGSC and Crown Signature Club information desks. An example of that signage follows:

The Crown Responsible Gambling Code of Conduct is available at the
Crown Responsible Gaming Support Centre, at Crown Signature Club information desks,
upon request and via the Crown Melbourne website atwww.crownmelbourne.com.au

«
RESPONSIBIE GAMING
STAY IN CONTROL
Crown Respansive Goming Suppont Canfre: 1800 BO1 O9E
Gamberds Hep. 1800 B850 B58

Our Code is also made available on our website (and in written form on request) in the following

community-languages:
* Chinese (Traditional and Simplified)

i Vietnamese
# Arabic

L Greek

* Italian

o Cambodian
* Hindi

Crown employs staff from linguistically diverse backgrounds capable of interpreting this Code to
assist customers. We encourage our customers to ask for this assistance if they require it.
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RESPONSIBLE GAMBLING INFORMATION

In addition to our own responsible gambling message, Crown displays responsible gambling
information throughout the Casino in a variety of forms including brochures, posters, in-house TV
ar:d on screen Player Informatlon Dlsplays CP[D&) on EGMs—and_EAIGs wg—alsg_mctude

guatgme:s, For further |nf0rmat|0n or asmstance customers are encouraged to contact the
RGSC ora RGLO on 1800 801 098.

Information and some examples of key Crown and Government responsible gambéling messages
found at the Casino follow.

(a) How fo gamble responsibly

YOUR LDSSES
WILL WIN WAL AWAY

EXCEED IT
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PLAYING
THE
POKIES
KNOW
THE FACTS

G REALLY WM D THE PORIERT
= DO THE SOUES WoRat
B NRET AME MY CHAMITS OF BIWINEY

-Avaijlability of gambling support services and Crown’s RGSC

0] iF camBLING IS A FROBLEM FOR YOU

Payment of winnings, credit and lending

IF OAMBLING IS A PROBLEM

SONTADT
CNOWE MERFOMEELE DAMNIRG BUPSCHT O
1800 81 098
CRAMERLPR'E ST VIO DA ELa

Except for lawful exceptions. EGM winnings or accumulated credits above $2.000 must be paid
by cheque and not made out to cash. Crown will not provide credit or lend money to Australian
| customers for the purpose of gambling.

Crown may provide chips on credit to non-Australian residents in circumstances prescribed by
legislation and in accordance with controls and procedures approved by the Victorian
| Commission for Gambling and Liquor Regulation (VCGLR?),
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Customers have the opportunity to take large winnings payments in part or full by cheque.
Maore detailed information is available on request.
(d) 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 to voluntarily
ban themselves from the Casino. This may be an opfon useful to those customers who may be
experiencing difficulties as a result of their gamblirggaming behaviours.

Self-Exclusions are:
* facilitated by trained staff in the RGSC;
# available 24 hours a day, seven? days per week; and

* provided free of charge.

Crown will not disclose information gathered during the facilitation of a Self-Exclusion to any third
party unless legally obliged to do so or with the customer's consent.

Crown will not knowingly send any advertising or oher promotional material relating to gaming to
Self-Excluded or excluded customers.

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 gamgling programs include:

i The establishment of the Crown RGSC as a weorld first responsible gamiling initiative,
which operates 24 hours a day, sevens days a week;

+=——A Self-Exclusion Program available for customers to ban themselves from the Casino, -that
informs and encourages applicants to seek counselling and assigance;

#* Information about YourPlay (a voluntary money and time and |limit setting scheme); The
Victorian State government has introduced a state-wide voluntary Individual money and time
limit setting scheme called YourPlay. This is available for EGM customers. Crown encourages
and supports customers who play EGMs to set individual money and time limits. EGM
customers can select to use a casual card, where limits can be set and changed at the VIK, ora

registered card, where limits can be set and changed on-line at yourplay.com.au, at the Crown
Signature Club or the VIK. YourPlay brochures are available throughout the Casino and on

request.

T . £ p o g
and—FATGs—and-Tihe provision of Player Activity Statements (see '“Customer Loyalty
Program’= information in this Code);

* The availability of Psychologists experienced in he field of problem gambling to assist
customers and family members;

i A robust process that applies to the application by a customer for the revocation of their
Self-Exclusion. This process includes satisfying aiteria whereby the applicant
demonstrates the ways in which they have addressed their gamkling behaviours (—such
that they are back ‘in control');

CROWN MELBOURNE LIMITED RESPONSIBLE GAMBLING CODE O F CONDUCT
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# A Gambling 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 Support Service.

Additionally, customers may attend the RGSC in person or rApg-en-free -call 1800 801 098 to
speak to our experienced staff or obtain more information about any of the services or
information contained in this Code.

Crown complies with all relevant government legislation pertaining to the Responsible Service of
Gameling.

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

Customers can obtain free information on household budgeting from websites such as the
Commonwealth Government's website 'Understanding Money' ‘www.moneysmart.gov.au

Tla-additien—he State Government's problem gambling support website can be found at
www.problemgambling.vic.gov.au
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GAMBLING PRODUCT INFORMATION

Signs are displayed in the Casino at Crown Signature Club information desks advising customers
that, upon request, Crown will provide information on:

The Rules of all Table Games and EGMs offered for play at the Casino.

Those Rules are also available on Crown's website & www.crownmelbourne.com.au

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

PLAYING
THE
POKIES
KNOW
THE FACTS

& A0 AEALLT WIS DM IR FREST
R P
B AAY MR T THANTML 0 WM

EGM and—FATG—game information, including the chances of winning, is accessible via PID
screens on each EGM-and-FATG, which allows players to keep informed about their EGM

gaming-machine and-FATG-play.

Information on how to access and view the PD screens is

available from a member of staff or PID brochures {forgaming-machines)-are available at Crown
Signature Club information desks and the RGSC. Below is an example of the kind of brochure

that is available.

Keep track
of your time
and money

Press (he ohuuon
on the pokis and & will
nelp you keep Lreck.

Press ﬂuobutlnn
on the pokie and it will
help you keep track,
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CUSTOMER LOYALTY PROGRAM INFORMATION

Crown operates a Complex wide Loyalty Program called Crown Signature Club that ertitles its
members to certain benefits and privileges. The EGM Loyalty Scheme that forms part of Crown
Signature Club is provided to customers in accordance with relevant legislation.

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

i at any Crown Signature Club information desk;
s by contacting the Crown Signature Club Information Hotline on 03 9292 7222; and
* in the terms and conditions available on applicaton for membership (or on request).

When joining Crown Signature Club, EGM customers are supplied with the required information
and ke-are given the opportunity to set YourPlayRlay-Safe Limits, relevant to EGMs.

The Victorian State government has introduced a stae-wide voluntary individual money and time
limit setting scheme called YourPlay. This is avaiable for EGM customers. Crown encourages
and supports customers who play EGMs to set individual money and time limits. EGM customers
can select to use a casual card, where limits can be set and changed at the VIK, or a reqgistered
card, where limits can be set and changed on-line a yourplay.com.au, at the Crown Signature
Club or the VIK. YourPlay brochures are availablethroughout the Casino and on request.

Further information regarding Play—Safe—LimitsYourPlay is provided in this Code under
'YourPlay: imits’,

Crown will not knowingly send or direct any advertsing or other promotional material relating to
gaming to any person who is excluded or Self-Excluded from the Casino.

At least once a year, Player Activity Statements ae made available to EGM Crown Signature
Club members. Members who play EATGs-EGMs are able to collect theira Player Activity
Statement on request, at any Crown Signature Club information desk. Player Activity Statements
provide information on each member's EGM e EATG-play, including all wins and losses for the
period of the statement. Crown's responsible gamgling message 'Stay in Control’, as well as
information regarding the availability of the Code, is incorporated in and forms part of Player
Activity Statements,
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RLAY-SAFE-LAMITS (CROWN-SBRRE-COMBITMENT-RROGRAM YOURPLAY - A
VOLUNTARY MONEY AND TIME LIMIT SETTING SCHEME)

The Victorian State government has introduced a stde-wide voluntary individual money and time
limit setting scheme called YourPlay. This is available for EGM customers. Crown encourages
and supports customers who play EGMs to set individial money and time limits.

EGM customers can select 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 yourplay.com.au, at the
Crown Signature Club or the VIK. YourPlay brochures are available throughout the Casino and

on request.

Addtionally, YourPlay is a card-based personal gaming tracker that provides a running total of
money and time spent plaving EGMs across all gaming venues in Victoria, including the Casino.

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

Crown cannot advise members on the quantum of their personal money and time limits. Thisis a
choice an individual should make according to their own circumstances. Crown does not have
access to an individual's YourPlay data.-A-pre-compiise SHSoA-s-a-shalce2 HO-Makas,

hatnro oo = - - an af faamirc -

The YourPlay brochure s provided to all customers joining the Crown Signature Club_scheme.
Staff are also available to provide information regarding Play-Safe-LimitsYourPlay at locations
throughout the Casino, including at the Crown Signature Club information desks and the RGSC.
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RGLOs are available on request to assist and suppoit a customer withes stralegies for keeping
within their YourPlay [Play-Safe-Limits or any other pre-commitment strategy.

In addition, all EGMs and EATGs enable a player to use the PID 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 PID brochure (for EGMs) is available on request.

Example PID screen information follows:

SERVICE  FORMA TIOM 0P TIONS

Press Flashing Button on Butten Fanel Below
Coeressponding to your Reguest

‘Mo w Oarne infor mation Start Tracking Sessdon
Reuues! Service | |

2080am m
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INTERACTION WITH CUSTOMERS

Crown is committed to providing a world-class entertainment experience for our customers and
exceptional levels of customer service in all areas This includes being aware of our customers
and our responsibility to foster responsible gamiling. All relevant staff, including Crown
management, are trained in the responsible service of gambling bets-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 & subject to ongoing review so that any
proven initiatives or programs in the responsible service of gambling are included, ensuring
relevant staff, are at the forefront of responsible gambling.

Crown employees are instructed that, when approached by customers who have—requested
information or assistance with a gambling problem; requested information on Self-Exclusion; or
display other observable signs efdistress-that may be related to their gambling 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 traned in all aspects of Crown's responsible
gamiding programs, including_recognising—l-he observable signs-ef-distrass; which may be related

to potential problems asseciated—with—a—scustemers-gambling behaviour. The RGLOs are
supported by Psychologistts} and a Chaplain to assist those customers who may te distressed
and/or experiencing difficulties with their gamidling behaviours.

The RGSC:

* provides strategies to assist customers in managing their gambling behaviours, to foster
responsible gambling and prevent difficulties from arising;

* offers professional support, assistance and referml, which is available 24 hours a day, ¥
seven days a week_ free of charge;

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

& ensures its assistance and referral services are conducted on a strictly confidential basis;

s has available Psychologists experienced in the fied of problem gamblinggaming to assist
customers 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;

e is able to access and provide information in seleded community languages; and

* provides a Chaplaincy Support Service for customers and staff..and

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 ef-distress-or unacceptable behaviour will be approached by a gaff member
who will offer assistance and referrals to specialist support as required.
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Observable Signs are seen or reported behaviours orpatterns of behaviours which are potential
| indicators that a person may be experiencing problems with their gambling behaviours. These
are seen or reported in context and usually more than one is displayed to indicate potential
| problems with gambling. Observable signs are included in Crown’s Responsible Service of
Gaming training and may include, but are not limited to*:

+ Self-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 unattended whilst parent/quardian gambles

#__Gets angry while gaming or shows signs of distress during or after gaming

« Often gambles for long periods without a break

+ Witnessed or heard that a customer was trying to borrow money for gaming

«__Significant decline in personal grooming or appearmance

* Observed conflict over gaming between family members or friends

* Unrealistic remarks about gaming

* __Complains to staff about losing or blames the casino or gaming product for losing

* _Secretive or embarrassed about being at the casinoor 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 the ATM
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The assistance offered by staff may take the form of:
& interaction with the customer and encouraging themto take a break from gambling;

* offering the customer non-alcoholic refreshments such as a cup of tea or coffee in a quieter
and more private area such as our lounge areas or he RGSC.

Persons displaying these types of behaviours will be referred to Our—RGLOs or senior
management, who have undergone advanced responsible gambling training..—wil-be—referred-to

forpersons-displaying these-types-of behaviours.

Responsible gambling interactions are recorded in the Responsible Gambling lreident-Register.
This register and all personal information recorded by Crown is held in accordance with
Australian privacy laws.

* These signs are adapted from 'Validation study on in-venue problem gambler indiators’,
Thomas, A., Delfabbro, P. and Armsirong, A. (2014), Gambling Research Australia; ‘Identifying
Problem Gamblers in Gambling Venues’, Delfabbro et al, 2007 and ‘Current Issues related
to identifying the problem gambler in the gambling venue’ various authors, Australian
Gaming Council, 2002,
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INTERACTION WITH STAFF

Crown employees are not permitted to gamble at the Casine at any fime. Crown also has
policies in place which restrict certain staff from gambling at affiliated properties.

Crown recognises that some employees (like other members of the community) may develop
difficulties associated with their gambling behaviours, outside of their employment at Crown.
Crown employees so affected are encouraged to seek professional assistance through Crown's
Employee Assistance Program. This is a free service for all employees and their immediate
family, which is run by non-Crown employed professbnal counsellors and details of all
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.
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PROBLEM GAMBLING SUPPORT SERVICES

As a major stakeholder in the gaming industry, Crown is a member of and participates in —a
Aumber—ef—industry peak bodies and consultative groups to enable it to remain—alerd—te
relovantmaintain awareness of responsible gambling issues, practices and procedures.

Crown maintains regular contact with principal problem gambling support services. This is
achieved through prufessmnal development sessions and: emails—apd-face-to-face-meetings, in

addition to attending seminars and/or conferences with support service staff.

Examples of these may include:

* participation in werking-greds-meetings with Gambler's Help Services-certras occurring
when Gambler's Help staff agree and at mutually convenient limes+{crewa-will-reguest-such

meetings-atleastannuathy;

* various Gambler's Help ServicesCenlre meetings arranged and held as required;

* National Association for Gambling Studies - occuring at an annual conference;

Foundatron and

* telephone contact with Gambler's Help and other support agencies as required.

Details of all meetings with problem gambling suppartt services are retained in a Responsible

Gambling Register located in the RGSC and attendance details include:;
* time and date of the meeting;

# attendees at the meeting;

* topics discussed;

# outcomes/action items for the meeting (where applicable); and

* next meeting/attendance date (where applicable).

Gambler's Help contact numberis 1800 858 858and —online assistance is available at

www.gamblinghelponline.org.au

Gambler’s gamb[er’sg 1e{D

Help
10NN OCO GCLo

[seleRsEiEiisisl 1IOUU OO0 000

garnblershelp.comal

Many ways to get support problemgamblingvic.gov.au
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CUSTOMER COMPLAINTS

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

All relevant staff are trained to manage and resolve customer complaints.

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

To register a complaint, customers may:

# contact Crown by telephone;

o send a fax, letter or email; or

* do so in person.

Any complaint received is:

* managed and responded to in a timely and appropride manner;
i investigated sensitively;

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

o 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 10 working days.

During the investigation of a complaint, a Crown manager may seek infarmation 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.

Where contact details have been provided to Crown, the customer will be informed of the
outcome of their complaint.

In the management and resolution of customer complants, Crown will comply with relevant legal
obligations, including our obligations to protect he customer's privacy.

Complainants in all unresolved gaming disputes willbe 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 complaints
relating to gaming matters will also be received and investigated by the VCGLR as an
independent body for investigations and resolution.
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COMPLIANCE WITH THE PROHIBITION ON GAMBLING BY MINORS/PERSONS UNDER 18
YEARS

Gambling by persons under 18 years is prohibited by law. Signs are located at every entry point
to the Casino prohibiting minors from entering. Casino entry point staff are located at all
entrances 24 hours a day, seven# days a week and are vigilant and responsible for nonitoring
Casino customers and will request appropriate proof of age documentation if they are uncertain
whether a customer is at least 18 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
Representative 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.

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 monitor and report the presence of any
unaccompanied child or young person in or around the Complex to a Security Services
Representative.

Where a parent or guardian leaves a child or young person unattended (particularly in order to
participate in gamiling activities) Crown may ban the customer from the Complex.

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

# ascertain the identity of the child or young persan;

* 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 paolice.
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THE GAMBLING ENVIRONMENT

Breaks in Play

Customers are encouraged to take regular breaks from gambling. This encouragsmentimay take
various forms including:

* announcing a draw, including those relating to a trade promotion;
* the announcement of any entertainment occurring;
i verbal encouragement by staff for customers to take refreshment breaks;

* ‘Have you had a break?' reminders on the displays of EGMs,_-2ad-FATGs and EGM bank
end advertising;

* the opportunity to take large winnings payments in part or full by cheque;
e lounge facilities, available throughout the Casinoand Complex; and
* the availability of thesus RGSC located away from the Casino.

Clocks

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

Lighting
Adequate lighting is provided in the Casino and conplies with relevant gambling legisiation.

Responsible Service of Alcohol

Crown is committed to the responsible service of alcohol and will not knowingly allow a person
who is in 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 noticeably
affected and there are reasonable grounds for believing that this is the result of the consumption
of alcohaol.

ATMs

ATMs are |located away from the Casino and are posiioned and/or restricted in accordance with
relevant legislation,

Credit

Crown will not provide credit or lend money to Austalian resident customers for the purpose of
gampling. Non Australian resident customers may be approved to operate a credit facility after
the completion of an Application for Credit Facility 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 TRANSACTIONS
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 therelevant Regulatory Rules.

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

Accepting Cheques other than through a Cheque Cashhng Facility

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
circumstances. 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:

# meneycash (or cash equivalent);
# a cheque payable to Crown; or
J Traveller's cheques.

Customers may withdraw from their deposit account by way of Crown issued chip purchase
vouchers or withdrawals of mensey-cash (or cash equivalent) up to the value of the amount in the
customer’s deposit account.

Customers can enquire about opening a deposit account and cashing cheques with Crown staff,
at the Cashier's location.

Customer cheques are cashed in accordance with Casno legislative requirements. Customers
attempting to cash such cheques will be advised of Crown's policy by staff at the Cashier's
location, at the time they present the relevant cheque.

Any cheques issued by Crown for 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 presentthat cheque.

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

Payment of Winnings

Customers whao 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 exceedng $2,000 from EGMs at Crown must be paid
by cheque (unless the relevant EGM is legally operded 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 Advertising Code of Ethics, (as adopted by the Australian
| Association of National Advertisers (AANAY)) and all applicable laws.

* Not give unrealistic expectations of the prospects of winning or encourage
irresponsible gambling behaviour.

+ Not give the impression that gambling is a reasonable strategy for financial
betterment.

* Not be false, misleading or deceptive about odds, prizes or the chances of
winning.

* Have the consent of any person identified as winnng a prize, prior to any
publication of the result.

* Not be offensive or indecent in nature.
* Not promote the irresponsible consumption of alcohol while gambling.
+ Be in good taste and not offend prevailing community standards.

* Not intentionally be directed at or expressed indrectly at minors or vulnerable or
disadvantaged groups. Advertising or other promotiocnal material relating to
gaming will not knowingly be sent to excluded customers or customers suspended
or removed from the Crown Signature Club,

Each prospective advertisement and promotion is checked by relevant marketing staff against a

checklist based upondeveloped-by—censulling the AANA Advertising Code of Ethics and also
checked against relevant legal requirements,_including compliance with the Australian Consumer

byLaw by Crown's Legal department.
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IMPLEMENTATION AND REVIEW OF THE CODE
The Code is provided to all new gaming staff when they 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 service in all areas.

The Code will be internally reviewed, at least annwally, 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 ecommendations. If the Code is updated it
will be provided to the VCGLR.

The report and recommendations and all actionsareis recorded by the Chair of the RGMC.

Customers and staff are encouraged to provide feedback at any time and for inclusion into this
annual review by writing to:

General Manager
Responsible Gaming
Level 6

8 Whiteman Street
Southbank Vic 3006
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GLOSSARY

Complex means the Crown eEntertainment Scomplex and integrated resort and
Casino_and all parts of it including gaming and non gaming areas,
hotels and retall tenancies, all located at the sike known as 8 Whiteman
Street, Southbank

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

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

Loyalty Program means Crown Signature Club, which is a membership program that
entitles members to certain benefits and privileges

Loyalty Scheme means the Crown operated EGM component of Crown Signature Club,

operated in accordance with relevant legislation

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

Regulatory Rules means those rules agreed to or imposed by the VCGLR with respect to
Casino operations and processes

Responsible is an internal committee comprising Crown senior management,

Gambling including Chief Operating Officer ; Executive General Manager Legal

Management and Regulatory Services; Executive General Manager Gaming

Committee Machines, Executive General Manager Table Games and General

Manager Responsible Gaming

RGLOs (Responsible Gaming Liaison Officers) are Crown staff members who
have undergone specific and advanced responsible gambling training
and are experienced in the provision of responsible gambkling services
and identifying and dealing with observable signs that may be related (o
patential problem gaming behaviourei-distress. RGLOs are directly
involved and trained in Crown's Self-Exclusion process

Unacceptable means any customer behaviour that endangers the safty of any
Behaviour customer, themselves or others, or affects the enjoyment of others at
Crown
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