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Your instructions 
You have asked that I attend Crown Melbourne to carry out a visual inspection of the property and 
the activit ies being carried on at Crown. 

You have also instructed that I prepare a report on any issue that may require a more deta iled 
review in t he context of regu latory, compliance, reputational or commercia l considerations. Such a 
report is to limited to factual circumstances and should not contain details of opin ion. 

Preliminary comments 
I visited Crown Melbourne on 11, 24 and 25 May. The visit on 11 May wo/: unarano~ced d with 
no advance warning to anyone at Crown. The visit on 24 and 25 May was arrange~ with the 
assistance of Mark Mackay, Executive General Manager Gaming Machines. <Hf assistance was 
necessary as the purpose of that particular visit was to review priv te ar as o t e casino to wh ich I 
would not otherwise have access. 

In my visits to Crown Melbourne I observed many th ings. However, thiS\(eview ).: not a forma l audit 
and as such it does not purport to identify every potential breac f'csomi)liance which might exist . 
Apart from anything else, some potential breaches are "mom~nt- in-ti i;rie" events, such as a minor 
entering the casino while others might be ongoing (for examP.le inadequate lighting levels) but 
which may nevertheless not be observed. The review should be CQnsidered more as a "sense check" 
which might be colloquially described as "seeing if Cr wn pas es tti pub test". 

The advice 

• 

• ewards account provided appropriate assistance including: 

o R?gular< reminders " popping up" on the left of the gaming machine screen every 10 
mutes to adv ise me of the t ime I had spent gambling, 
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Simple di~lay showing me t he amount of t ime I had spent gambling on gaming 
m~hinesin that day and t he amount I had won or lost, 

~hen I reduced t he dai ly limit using a VIK kiosk, the new limit was recognised when 
layed a gaming machine immediately afterwards, 

The YourPlay system settings are a little hard to use (perhaps just for a first-time 
user), but this is likely to be the design of t he Government-approved system. I 
found it difficu lt to navigate to find how to reset my dai ly limit . The product tells me 
I can do it, but finding the method to do so was difficult. However, a Crown Rewards 
staff member was able to assist me to change my daily limit and helped me 
immediately upon request 
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• No minors1 were observed on the floor at any t ime. Security guards were vigilant in 
requesting ID from any indiv idual who looked under t he age of about 25. While I monitored 
every entrance to the gaming floor during my visits to t he casino, I did not e a minor 
t urned away. 

• Generally speaking, light ing levels in gaming machine areas appeared adequate2 • owever, 
see further comment below . 

• 

• 
• Gaming machines accurately showed the t ime of day5 . 

• Gaming machines had game information and player t racking caP.abil ity6 • 

Gaming machines which were not part of the 1,000 all~W;.ed in the defined "specified area" 
did not accept $100 notes. Gaming machines icft'-~re)lact of the 1,000 allowed in the 
defined "specified area" accepted $100 notes t>ut ly whel'.l~ourPlay was being used 7 • 

• 

• 

• 

• 

• Notices were dis~layect.-showing where game rules (approved under section 60 of t he 
ea ·no ~ontro l Act) could be found10 • The notice, which was displayed electronically, was 
observeCI . the !£a'shiers' station, t he Crown Rewards desk and at other strategic locations 
and stated" jlLES FOR THE CONDUCT OF GAMING ARE AVAILABLE ON REQUEST FROM 
THE CASHIER, CROWN REWARDS DESKS OR BY SCANNING THE QR CODE AT A TABLE 
GAME". 

1 Of course, I did not independently verify that every individual on the floor was 18 years or older. This comment is 
intended to mean that no individuals who were clearly under age were present. 
2 Consistent with regulation 8 of the Gambling Reguladons 2015 
3 Consistent with regulation 12 of the Gambling Regulations 2015 
4 Consistent with regulation 13 of the Gambling Regulations 2015 
5 Consistent with regulation 19 of the Gambling Regulations 2015 
6 Consistent with regulation 20 of the Gambling Regulations 2015 
7 Consistent with sect ion 62AB of the Casino Control Act 1991 
8 Consistent with sect ion 62AB of the Casino Control Act 1991 
9 Consistent with sect ion 62AB of the Casino Control Act 1991 
10 Consistent with section 66 of the Casino Control Act 1991 
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• Dealers of table games performed their dut ies courteously and correctly. I n one instance, a 
roulette dealer called "no more bets" following which a player attempted to add another 
chip to the table. The dealer removed that chip and returned it to t he player. 

• An attempt to exchange a printed t icket {TITO) from a gaming machine for chips at a 
gaming table was rebuffed wit h t he dealer politely advising t hat I needed to ' change the 
t icket at the Cashier's station 11 • 

• Player information brochures were displayed at t he Cashier's station. 

• Smoking was only observed in those areas approved by t he Min ister for alth as ar s 
exempt from t he smoking ban 12

. + 
• No overt drunkenness or misbehaviour by patrons, eit her as playe s or otHe wise in 

attendance, was observed 13 • 

• ATMs were located at various sites within the complex wit h all at least 5 
entrance to t he gaming floor.14 

• The commitment to responsible gambling was observed by· 

0 

0 

0 

0 

0 

Five matters deserve speci I comment. 

1. The "ta l kers"'""a~xed tG . few gaming machines are too high to be read by players. 
Regulation 13 of ttie Gambling Regulations 2015 states that a "ta lker" must be "clearly 
v·sible ffi 5.!_he front of the machine". While the "ta lker" is clearly visible, at that height, t he 
content is ot. ::r: ·s report does not form a view as to whether t he Regulation is properly 
met, but, it nevertheless might appear to be unhelpful to players. Examples can be found on 
some mode/ n Aristocrat Lightning Link and Dragon Link games which are wider than t he 
more t radjtional (older) machines and therefore appear closer together.15 It may be t hat t he 
p sica Closeness of t hese particular machines which is a consequence of their size has 
lim1tea t he options for placement of the "ta lkers". 

2. The minimum lighting level around some gaming machines should be checked to confirm 
they meet the requirements of t he min imum lighting levels required. 16 In particular, banks 

11 Consistent with section 64(1)(d) of the Casino Control Act 1991 
12 Consistent with section 3E of the Tobacco Act 1987 
13 Consistent with section 81AAC of the Casino Control Act 1991 
14 Consistent with section 81AAA of the Casino Control Act 1991 
15 See, for example, gaming machines at the eastern end of the casino, near the Atrium Bar. 
16 See regulation 8 of the Gambling Regulations 2015 
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#01901 to 01905 on the main gaming floor and #J1401 to J1406 in the Level 1 casino 
shou ld be checked, particularly at night time. 

3. Food and beverage staff in the Mahogany Room, while attempting to please, need to be fully 
aware of Crown policies. When asked for a "pick" to use to hold down a button on a gaming 
machine with an autoplay facility, a food and beverage staff member (Mark) offered to get 
one for me but was subsequently stopped by a gaming machine attendant who explained 
the change in policy to the food and beverage staff member who t hen apolog ised and 
explained t he change in policy to me. 

4. Some gaming machines played in the defined " specified areas" in t he mode t nat exempted 
t hem from the restriction on autoplay had hypersensitive buttons which resu lted i ~u ltip le 
spins from what was intended to be a single button press. An example of sucb a game can 
be found on machine #B1201 in t he Mahogany Room ("Mega Mariachi - Bt k---E the!"'- f k") . 
Players may feel aggrieved t hat t he game did not properly respo.nd to U1 plav. ~s 
intent ions. 

5. Entry signage was observed at every entrance to the casino. Wh ile they, ad res~atters as 
would be expected including those required, t hey are not pa icu .arly e sy, to read because 
of t he lack of contrast between the text and t he background 

Conclusion 

Prepared by: 

Peter Cohen, Direeto 
The Agenda Gr up 
29 May 2018 
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