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Responsible Gambling Code of Conduct - Overview 

This section provides an overview of the Crown Melbourne Limited (Crown) Responsible Gambling 
Gode 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 I N CO N U O l 

Cscwn Rcspon.i. b.e Gc.lm'll! Suppon c.en-.e. 1800801 09€ 
Gomb.-~H111p: 1800858858 

Crown's Commitment to Responsible Gambling 
Crown is committed to providing 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 Olsplays 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 condltfons (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 . Grown 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 tfme 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 ServTce; and 
* Brochures (Including Languages other than Engllsh). 

All services are provfded confidential ly and free of charge, 24 hours a day, seven days a week. 

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

Problem Gambling Support Services 
Crown maintains regular contact with 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 to 
the Casino. If any doubt exists, appropriate identification will be requested . If appropriate identification 
cannot be provlded, 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 
• 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 
Aovertising 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 t ftne 
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 tt-e 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 Responslble Gambling Code of Conduct (Code) is an important 
reflection of that commitment. 

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

While the decision to gamble lies with the individ1.0I 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 tt'e 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 regarding responsible 
gaming. We want you to enjoy your experiences with us. 

As always, we welcome your feedback on any issue at any 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 Res orts 
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CROWN'S COMMITMENT TO RESPONSIBLE GAMBLING 

Responsible Gaming 

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

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

Crown's responsible gaming initiatives are focused on minimising the potential for risks for the 
small number of customers who may develop difficulties associated 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 exerute this commitment. It is our objective 
to ensure that Crown remains a world leader In resp:msible gaming practices ahd, at a minimum, 
that we comply with the legal requirements regardirg responsible gaming as contained in the 
Casino Control Act 1991 (Vic) and the Gambling Regulation Act 2003 (Vic). 

Crown's commitment to the responsible servioe of gaTiing includes the Responsible Gaming 
Support Centre (RGSC), a purpose built facility where responsible gamirg programs, servfces 
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 who may need support. 

Crown's Responsible Gaming Message 

Crown's responsible gaming message is simple yet m03ningful - 'STAY IN CONTROL'. The 
accompanying 'traffic lights' logo reinforces this message. Our message is found clearly visible 
throughout the Casino, including being placed on Electronic 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. 

RESPONSIBLE GAMING 
Sf AV IN ~ONHO L 

Crown Rosponslb:o GomlnQ 5..1~ CAJ"tro.. 1800 801 QQB 
GQmbws He1p: 1800 858 858 
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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 &ands 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 avaiability 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 a1ailable 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 

ltESPONSIBtE GAMING 
SH,Y It-I CQNHOL 

Cro..~ ~G!p(IM•b" Gcmrta >~_.1 CE!nl~ iroO 80 I OQE 
G:n-.ber~ He,.,. 1800 856 6.51> 

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

* Chinese (Traditional and Simplified) 

>15 Vietnamese 

* Arabic 

* Greek 

* Italian 

* Cambodian 

* Hindi 

Crown employs staff from linguistically diverse bad<grounds 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 brms 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 reql.irements. 

For further information or assistahce, 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 seivices and CroW1's RGSC 

• 

IF GAMBLIN(] 15 A PRODU::M FOR \'OU 
•lf," ,t.I I 

:Jo'.()1.\"-J R~SFDN ~IS.C WJl19'(j SI.µ~ .. Cik~f 
iuc· 111· rwu 

OltMB~ER S "'1HP t1'00 6~13 s:c • 

b) {c) Payment of wjnnings, 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 gaming. 

Crown may provide chips on credit to non-Australian residents in circumstances prescribed by 
legislation and in accordance with controls and prccedures 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. 

More detailed information is available on request. 

c) (d) Crowns Self-Exclusion Program 

VCG.0001.0002.0066 0010 

In addttlon to observing its existing legislative requirements regarding Exclusion orders, Crown 
has a Self-Exclusion Program. Self-Exclusion is a process <1vailable to customers to voluntarily 
ban themselves from the Casino. This may be an opion 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; 

* 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 otier promotional materi<1I relating to gaming to 
Self-Excluded or excluded customers. 

Brochures containing information about Self-Exclusbn are provided to customers on request, and 
made available at various locations throughout the Complex and at the RGSC. 

Additional Information 

Crown's responsible gaming programs include: 

* The establishment of the Crown RGSC as a world first responsible 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 counsellhg and assistance; information about 
YourPlay. The Victorian State Government has introduced a state-wide voluntary money and/or 
time limit setting and tracking scheme called YourPlay. This is available for EGM customers . 
Crown encourages and supports customers who play EGMs to set money and/or time limits. 
EGM customers can select to use a casual card, where limits can be set and changed at the 
Voucher Issuance Kiosk (VIK) or a registered card, where limits can be set and changed on-line 
at yourplay.com.au or at the Crown Signature Club or the VIK. YourPfay broch1.ires are 
available throughout the Casino and on reques~ 

·~ Information about Crown's Play Safe Limits. 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 '.{)luntary rnoney and/or time limits 
when playing FAT Gs and does NOT integrate with the EGM money and/or time limit setting 
scheme, YourPlay. Crown encourages and supports cu~omers who play FATGs to set 
rnoney and/or time limits. Play Safe Limit Brochures are available throughout the Casino 
and on request; 
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* The provision of Player Activity Statements for EGv1 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 criteria whereby the applicant 
demonstrates the ways in which they have addressed their gaming behaviours (such that 
they are back 'in control'); 

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

* A Chaplaincy Support Service. 

Additionally, customers may attend the RGSC in pers:>n 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 legisletion 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 Maiey' www.moneysmart.gov.au 

The State Government's problem gambling support website can be found at 
www.problemgambllng.vic.gov.au 
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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 ct www.crownmelbourne.com.au 

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

PLAYI NG 
THE 
POKIES 
KNOW 
THE ACTS 
e ..--.uJ'lt; .... ntl'UllM 
• fnilJ •OMfflll .. .-tft• 
. ,_.Q41f9f CM.llKll It ....... 

-·-- - --·- -- --~·~·-

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 and 
FATG play. Information on how to access and view tie 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. 

0 
Keep track 
of your time 
and money 

l'reH ~ 0 Outftlll 
on ltlo pOlllc •lld ii will 
Not, v•~ lt.e'l> If#~ 
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CUSTOMER LOYAL TY PROGRAM INFORMATION 

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

ii< in the terms and conditions available on applicatbn 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 stcte-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 lmits can be set and changed at the VIK, or a 
registered card, where limits can be set and changa::I 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 rroney 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 FAlGs 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. Piaf Safe Limit Brochures are available 
throughout the Casino and on request. 

Further information regarding YourPlay and Play Sae 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 promotfonal material relating to 
gaming to any person who is excluded or Self-Excluded from the Casino. 

Player Activity Statements provide information on wch 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 ih and forms part of 
Player Activity Statements. 

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

Members who play FATGs are able to collect their Peyer Activity Statement on request, at any 
Crown Signature Club Information desk. 
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The Victorian State Government has introduced a stcte-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, wheie 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 garring 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 tfrne limits. This is a 
choice an individual should make according to their own circumstances. Crown does not have 
access to an indtvidual's YourPlay data . . 

Play Safe Limits is a separate and Crown operated rroney 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 FAlGs and does NOT integrate with the EGM 
money and/or time limit setting scheme, YourPlay. Qown encourages and supports customers 
who play FATGs to set money and/or lime limits. Plctf 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 custorrers joining the Crown Signature Club who 
indicate they will play Table Games. Staff are also avai lable to provide information regarding 
YourPlay and Play Safe Limits at locations throughoot the Casino. including at the Crown 
Signature Club information desks and the RGSC. 
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RGLOs are avai lable on request to assist and support a customer with strategies for keeping 
within their YourPlay and Play Safe Limits or any cther pre-commitment strategy. 

In addition , al I EGMs and FAT Gs enable a player to use the PIO to track the time and the net loss 
or win during a session of play. Information on hON to activate session tracking is available from 
staff and the PID brochure (for EGMs) is available on request 

Example PIO screen informaUon follows. 
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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 Afl 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 tile RGSC. 

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

The RGSC is staffed by RGLOs who are specially trahed 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 basts; 

* has available Psychologists experienced In the fi~d of problem gambling to asslst 
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 FAT Gs; 

* is able to access and provide informatlor:i in selected community languages; and 

* 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. 
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Observable Signs are seen or reported behaviours or patterns of behaviours which are potential 
indicators that a person may be experiencing problems with their gaming behaviours. These are 
seen or reported 1n context and usually more than me is displayed to indicate potential problems 
with gaming. Observable signs are included in Cro1M11s 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 indfvidual's 
gaming behaviour 

* Chi ldren left unattended whilst parent/guardian gcrnbles 

* 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 oorrow 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 casno 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 aroum him/her and avoids contact or 
conversation with others 

* Frequent visits to the A TM 

The assistance offered by staff may take the form of: 

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

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

Persons displaying these types of behaviours wil l l::e referred to RGLOs or senior management, 
who have undergone advanced responsible gaming trahing. 

Responsible gaming interactions are recorded in the Responsible Gambling Register. This 
register and all personal information recorded by 0-own is held in accordance with Australian 
privacy laws. 

*These signs are adapted from 'Validation study on n-venue problem gambler indicators', 
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 Casino 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 servira for all employees and their immediate 
family, which is run by independently employed proessional 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 provida 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 industry 
peak bodies and consultative groups to enable ft to maintain awareness of responsible gaming 
issues, practices and procedures. 

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

Examples of these may include: 

* participation In meetings with Gambler's Help Services occurring when Gambler's Help staff 
agree and at mutually convenient times; 

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

* National Association for Gambling Studies annual conference; 

* 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 suppc:rt services are retained in the Responsible 
Gambling Register located in the RGSC and attendance detai ls 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 aid online assistance Is available at 
www.gamblinghelponline.org.au 

~ Gambler's 
,..,P""':;?"' Help 

1800858858 
gd1Tobl~!.t1el;:..c.O'n.&' 

Many ways to get support 
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CUSTOMER COMPLAINTS 

Crown has comprehensive processes in place for man~ing 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 resol-.e customer complaints. 

Complaints from customers may be received by Crowns Customer Relations Department, other 
Crown Departments dfrectly, 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 complafnt received Is: 

"' managed and responded to in a timely and approprfcie manner; 

* investigated sensitively; 

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

* managed and resolved in accordance with Australian Standards. 

All customer complaints are acknowledged, where possible, withln 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 !he customer's privacy. 

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

Information about complaints will be provided to the VCGLR if requested. Customer complaints 
relatlng to gaming matters will also be received ard Investigated by the VCGLR as an 
independent body for investigations and resolution. 
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COMPLIANCE WITH THE PROHIBITION ON GAMBLING BY MINCRS/PERSONS UNDER 18 
YEARS 

Gaming by persons under 18 years is prohibited by aw. Signs are located at every entry point to 
the Casino prohibiting minors from entering. Casim 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 uncertciin 
whether a customer is a minor and all staff members are trained to alert a Security Services 
Representative in these circumstances. If the rele.iant identification cannot be produced, the 
customer will be asked to leave the Casino, or remo;ed as the situation requires. 

Unattended Children 

A parent or guardian who brings a child or young pa-son 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 tra 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 wlll attempt to: 

* ascertain the identity of the child or young pers01; 

* establish the whereabouts of the parent or guardiai 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 gaming. This may take various forms 
including: 

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

* the announcement of any entertainment occurring; 

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

* 1Have you had a break?' reminders on the displaysof EGMs, FATGs and EGM bank end 
advertising; 

* t11e opportunity to take large winnings payments in part or full by cheque; 

* lounge facilities, available throughout the Casino and Complex; and 

* 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 announcemerts about entertainment activities occurring 
In the Casino. 

Lighting 

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

Responsible Service of Alcohol 

Crown is committed to the responsible service of a~ohol and will not knowingly allow a person 
who is in a state of intoxicatlon to gamble or bet in the Casino. Under relevant legislation, a 
person 1s intoxicated if his or her speech, balance, co-ordination or behaviour is noticeably 
affected and there are reasonable grounds for belie.ting that this is the result of the consumption 
of alcohol. 

ATMs 

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

Credit 

Crown will not provide credit or lend money to Ausralian resident customers for the purpose of 
gaming. Non Australian resident customers may be ~proved to operate a credit facility after the 
completion of an Application for Credit Facility fa-m 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 Resp:insible 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 apptying for a Cheque Cashing Facility with 
Crown Staff at any Cashier's location. 

Accepting 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 te 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 D;I 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 loca tion. 

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 present tllat cheque. 

All cheques cashed by Crown are recorded against tre 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 rectplent 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 tor payment of winnings that are available. 

By law, all winnings or accumulated credits exceedhg $2,000 from EGMs at Crown must be paid 
by cheque (unless the relevant EGM is legally opercted In an area specified wlth 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 wi ll : 

"' Comply with the Advertising Code of Ethics, (as acbpted 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 reasonrole strategy for financiaJ 
betterment; 

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

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

"' Not be offensive or indecent .ln nature; 

* Not promote the irresponsible consumption of alcohol while gambling; 

* Be in good taste and not offend prevailing commun~y standards and 

* Not intentionally be directed at or expressed indrectly at minors or vulnerable or 
disadvantaged groups. Advertising or other promotirnal material relating to 
gaming will not knowingly be sent to excluded custaners 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 upon the AANA Advertising Code of Bhlcs and also checked against relevant 
legal requirements, including compliance with the .Australian Consumer Law 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 anm.ally, 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 Caci:! 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. Tt-e 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 wl1ere relevant. agree to recornmendatiors 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 are recorded by the Chair of the RGMC. 

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

General Manager 
Responsible Gaming 
Level6 
8 Whiteman Street 
Southbank Vic 3006 
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means the Crown entertainment complex and integrate::! resort and 
Casino and all parts of it including gaming and non gamfng areas, 
hotels and retail tenancies, all located at the si~ known as 8 Whiteman 
Street, Southbank in the State of Victoria 

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

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

means Crown Signature Club. which is a membership µ-ogram 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 
conseqyences 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 communit~ 

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

Is an internal committee comprising Crown senior maiagement, 
including the Chief Operating Officer, Executive. General Manager 
Legal and Regulatory Services; Executive General Maiager Gaming 
Machines, Executive General Manager Table Games, Gmeral 
Manager Responsible Gaming, Responsible Gaming Operations 
Manager and Responsible Gaming Psychologist(s; 

Responsible Gamf ng Liaison Officers are Crown staff members who 
have undergone specific and advanced responsible ganing 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 Selt~Exclusion process 

means any customer behaviour that endangers the saety of any 
customer, themselves or others, or affects the enjoyment of others at 
Crown 
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TRIM ID:CD/16114328 CD/16114238 

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 Conduict (see attached Version 4, May 
2016) for review. 
Crowh Casino advised the VCGLR that the changes are mostly relati~d 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. 

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

• demonstrate a comrnitment...to foster responsible gambling; 
• be appropriate for, and relevant to, the nature and type of garnbling the relevant person is 

authorised to provide 
• set out a review ptocess. 

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 
• 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: 

• Definitions 
• Preparation of a Code 
• Availability of the Code 
• Responsible Gambling message 
• Responsible Gambling Information 
• 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: 

• Js 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 

• Set out a review process by which the r.elevant 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: 

• Continues to address each element of the Ministerial Directions. 
• Meets the VCGLR Criteria and Benchmarks. 
• Would benefit from the grammatical and formattTng changes Steve Thurston has proposed. 

While not a legislative requirement, I suggest that th is 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 shoulq 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, I discussed this suggestion with Wayne Hollis (Compliance) wl10 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 
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• the inclusion of specific replacement text to address compliance with current and future 
signage requirements. 
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TRIM ID: CD/16/17574 

To: Steve Thurston, 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: 15 July 2016 
Responsible Gambling Code of Conduct 

Purpose 

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

Backgrouod 

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; 
• t idying 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. I have now also reviewed and assessed the Code. I concur with Phil 's assessment and 
recommendations 

Recommendation 

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

• the removal of pictorial references to talkers, posters etc. and 

STAFF-IN-CONFIDENCE 
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TRIM: 

• the Inclusion of specific replacement text to address compliance 
with current and M ure signage requirements. 
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Responsible Gambling Code of Conduct - Overview 

This section is iRteRded te provide~ 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 
~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. 

"RESPON~Blf GAMING 
$'TAY IN CON-IOl 

~~~be Wiilng s.i~ ea... 1800 801 09e 
Go~ ... & 1-!e-v. 1800 B~6 ~s 

Crown's Commitment to Responsible Gambling 
Crown is committed to providing responsible gambling services by making available eEIWGall&A; 
information, assistance and resources concerning regarding responsible game~ing matters. 
Crown's responsible gam91ing 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 722 2 . 

Pre-commitment - Crown'& Play Safe limit& (a Voluntary Money and/or -Ttime aRd !:limitfil 
&ettlRg pregramH 
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-fine at yourplay.com.au or at the Crown 
Signature Club or the VIK. Crown's Play Safe Limits allow Crown Signatl.lre Cfioje me1<1eeFS te set 
limits en lhe time and money speRt playing EGMs and Fully Automated Table Games. YourPlay 
Qlirochures are available throughout the Casino and on request. 

Play Safe Limits is a separate and Crown operated money and/or time limif 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 !b.!lapproved Responsible Service of Gaming training. Training is 
regularly reviewed to ensure that customers can be provided with the most appropriate servlce(s) for 
thefr FhdiVidual circumstances. 

Responsible GamSling services available to customers include (but are not limited to): 
"' Responsible Gaming Support Centre; 
" Responsible Gaming Liaison Officers; 
* Self:-Exclusion; 
* Rlay S11fe YRlilslnformation 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. 

Interaction with Staff 
Crown employees are not permitted lo 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 n1>11'fll3er efthe principal problem gambling support services, 
TRis is a&Rieved 1a11a email, through attendance at meetings, professional development sessions, 
seminars andlef 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 ls an adult environment and as such, no person under the age of 18 ls 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 el-tR& Casino which are aimed to encourage 
responsible gam~ing. These include (but are not limited to): 

,,. Responsible gam91ing information (brochures, posters etc.) 
" Clocks 
• Adequate lighting 
• Responsible Service of Alcohol 
• Locating Automatic Teller Machines (ATMsi away from the Casino in accordance with 

relevant legislation 
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Financial Transacti ons 
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 Cashfer'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 

CROWN MELBOURNE LIMITED RESPONSIBLE GAMBLING CODE OF CONDUCT - version ~ 

VCG.0001.0002.0066 0035 
VCG. 0001 .0002.0066 _ 0035 

Ill 



CONTENTS 

FOREWORD 11~ 

CROWN'S COMMITMENT TO RESPONSIBLE GAMBLING 22l 

AVAILABILITY OF THE CODE W 

GAMBLING PRODUCT INFORMATION 931 

CUSTOMER LOYALTY PROGRAM INFORMATION ~8 

PbA¥' SAl"e b lMITS (CROWN'S PRE-COMMITMENT - VOLUNTARY MONEY 
AND/OR TIME LIMITS PROGRAM) ~ 

INTERACTION WITH CUSTOMERS 14:UU 

INTERACTION WITH STAFF !ll!~3 

PROBLEM GAMBLING SUPPORT SERVICES 1~ 

CUSTOMER COMPLAINTS 194+4-G 

COMPLIANCE WITH THE PROHIBITION ON GAMBLING BY MINOOS/PERSONS 
UNDER18YEARS ~ 

THE GAMBLING ENVIRONMENT 

FINANCIAL TRANSACTIONS 

RESPONSIBLE ADVERTISING AND PROMOTIONS 

IMPLEMENTATION AND REVIEW OF THE CODE 

GLOSSARY 

CROWN MELBOURNE LIMITED RESPONSIBLE GAMBLING CODE OF CONDUCT - version ~ 

VCG.0001.0002.0066_0036 

VCG.0001.0002.0066_0036 



RESPONSIBLE GAMBLING CODE OF CONDUCT 

FOREWORD 

Crown Melbourne Limitiad (~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 facilitfes~~ur commitment to providing gaming services for our customers in a 
responsible manner, is no exception. This Responsible Gambling Code cf 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 hcwe difficulties with gamtaling 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 individwl and represents a choice based on an 
individual's circumstances, we recognise that to mcke that choice responsibly, our customers 
need to be informed about our gaming products and nformation regarding the services and 
support available to them should they need or seek help with their gaml:Hing 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 seAserRiRg regarding 
responsible ga~ng. We want you to enjoy your experiences with us. 

As always, we welcome your feedback on any issue at any 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 

CROWN MELBOURNE LIMITED RESPONSIBLE GAMBLING CODE OF CONDUCT -yersiqn 4 

VCG.0001.0002.0066 0037 

VCG. 0001 .0002.0066 _ 0037 



CROWN'S COMMITMENT TO RESPONSIBLE GAMBLING 

Responsible Gam9Jing 

Responsible garrS!ing occurs in a regulated environment where the potential for harm associated 
with gam91ing is minimised and ,a& customers ~n make informed decisions aAg saA 
U=terefere FAake seAsitlle aAEI FatiaAal sl:iaises 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 gambling initiatives are focused on minimising the potential for risks for the 
small number of customers who may develop difficulfes associated with their gam131ing 
behaviours. 

Crown's Responsible Gambling Commitment 

Crown is committed to providing responsible gall'i»ing services by making available egwsatioR. 
information, assistance and resources saAserAiAg regarding responsible garrSling matters. 

CrawA's RespoAsitlle GaFRllliA!J CaaeCrown's Code af CaAallst ('Cede') describes and 
demonstrates how we execute this commitment. It is our objective to ensure that Crown remains 
a world leader in responsible garrhling 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 to the responsible service of ga bling eXteRQG ta include§. thea 
Responsible Gaming Support Centre (:.RGSC'.), a purpose built facility fRIFA wl:iish a wAiqwa array 
efwhere responsible gaming programs. services and resources are available, including a 
dedicated and specially trained team of staff, managers and professionals~ all taskea with 
implemeRliRgdeliver Crown's responsible service of gatn91ing initiatives and fer pre1JialRgprovide 
a focal point for interacting with customers who may need support. 

Crown's Responsible Gaml3#RgGammq Message 

Crown's responsible garMling 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 £electronic §gaming Mmachines (!EGMsc), 
table games and near Automatic Teller Machines (!ATMs!) throughout the Complex. 

Crown's responsible garr&ling message is printed on all gaming related advertising. 

c 
USPONSIBLE GAMING 

STAY IN CO N TROL 
Crow,- Re.sponslboe Go~ Sui:port Cenl!e 1800 80 I 09E 

Gom0e15 t-.1p: 1800 858 8.58 
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AVAILABILITY OF THE CODE 

The Code is available to customers, in written form and, on request ~pies are available at 
Crown Signature Club information desks, a! brochure stands near Cashier locations and al 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 !=law ta assess it.its 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 ct1ailable 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 

RFSi'ONSl!lotE Gf\Ml!'l!O 
stA~ IN COHfROl 

o""'" )~"he "°"'"' s~ Gwlir 800 80' w.a 
Gcmb..\ ~ •• ,,. 1;;00 69.l 858 

Our Code is also made available on our website (and in written form on request) in the following 
GQR'IR1WAity languages: 

* Chinese (Traditional and Simplified) 

* Vietnamese 

.. Arabic 

* Greek 

* Italian 

.. 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 garrbling message, Crown displays responsible gam-iing 
information throughout the Casino in a variety of forms including brochures, posters. in-house TV 
and on screen Player Information Displays tplDs!) on EGMs and Fully Automated Table Games 
i FATGs}. We alse iRsl1>1de FespeRsiele gameliRtJ FRess~es iA eltl' CF9Wfl Sit1Rat1>1re Clt19 
Aewsletler U:iat Is seRt le member sYstemers. 

Crown complies with current and future signage requirements. 

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

Information and some examples of key Crown aRd Ge"&fRR'l&Rt responsible gambling messages 
found at the Casino follow. 

~AYIN 
CONTROL 

IM T11EfXD 
n1r~nous 

Will WI N 

4 

DON'T GUSE 
YU Ill l.11.UU 

WAU..AWAY 

111 'Vlh lU A llilll a 
DDHDT 

EXCE£DIT 
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PLAYING 
THE 
POKIES 
KNOW 
THE FACTS 
. .... IUW' ....... ,.:a• 
• tll#M M•.9WOMJ 

•""*J iltiW'I O'•--lt ...... 't 

AA> -Availability of gam61ing support services and Crown 's RGSC 

5 

CROWN MELBOURNE LIMITED RESPONSIBLE GAMBLING CODE OF CONDUCT - version 4 

VCG.0001.0002.0066_0041 

VCG.0001.0002.0066_0041 



!&.Jc) Payment of winnings, credit and lending 

Except for lawful exceptions, EGM winnings or accurrulated 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 gaml;ling. 

Crown may provide chips on credit to rion-Australian residents in circumstances prescribed by 
legislation and in accordance wi th 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. 

fl_(d) Crown 's Self-Exclusion Program 

In addition to observing its existing legislat.ive requirements regarding Exclusion orders, Crown 
has a Self-Exclusion Program. Self-Exclusion is a p-ocess available to customers to voluntarily 
ban themselves from the Casino. This may be an opion useful to those customers who may be 
experiencing difficulties as a result of their gaFRaliA§gaming 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 wstomer'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-Exclusbn are provided to customers on request, and 
made available at various locations throughout the Complex and at the RGSC. 

Additional Information 

Crown's responsible gan"bling programs include: 

• The establishment of the Crown RGSC as a world first responsible gambling initiative, 
which operates 24 hours a day, seven7 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 customers. Crown encourages and supports customers who play EGMs to 
set money and/or lime 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 limfts can 
be set and changed on-line at yourplay.com.au or al the Crown Signature Club or the VIK. 
YourPlay brochures are available throughout the Casino and on request 

* Information about Tt.:le epei:alieR ef Crown's Play Safe Limits"- (CFewR'& vel11Rtai:y pre 
69R'lfflil!:l:leAl strategy) fer !;Gr.As aAEI (;ATGsPlay Safe Limits is a separate and Crown 
operated money and/or time limit setttng program available only for FATGs. Play Safe 
Limits allows Crown Signature Club Members to set 1.0luntarv 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 avallable throughout the Casino 
and on request; 
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...__L--aM-4he prov1s1on 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 ~ a customer for the revocation of their 
Self-Exclusion. This process includes satisfying criteria whereby the applicant 
demonstrates the ways in which they have addressed their gaml*ing behaviours.J,such 
that they are back 'in control'}; 

* A Gambling Resumption lnformatlon Program (!GRIP!), designed for customers who are 
successful in satisfying the criteria tor 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 pers:m or riAg QA 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 compiles with all relevant government legislaion pertaining to the Responsible Service of 
Gaml*ing. 

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 Mmey'_!www.moneysmart.gov.au 

I IA aEIElitiQR, lhe State Government's problem gambling support website can be found at 
www.problemgambling.vie.gov.au 
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GAMBLING PRODUCT INFORMATION 

Signs are displayed in the Casino at Crown Signature Club infonnation 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 a www.crownmelbourne.com.au 

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

PLAYING 
THE 
POKIES 
KNOW 
THE rACTS 
. ........ ,,_ .. ," '9C.., 
. ... ,.w , ... -""""""' 
. ........ <MKD«' ....., 

EGM and FATG game information, including the chances of winning, is accessible via PIO 
screens on each EGM and FATG, which allows players to keep informed about their EGM 
gamiRg-maGhiA& and FATG play. Information on how lo access and \iew the PIO screens is 
available from a member of staff or PID brochures {for ga!JliRg mashlAesEGMs), are available at 
Crown Signature Club information desks and the RGSC. Below is an example of the kind of 
brochure that is available. 

0 
Keep track 
of your time 
and money 

P~t.M-Obllt:ttlft on,.,. tOO'IUnd 11 .... •1 
*"4'lo vou u.., tnck. P.-ltle01'1111»~ 

ooillt polound tt wll 
help,.,.. ~-p """"-

9 

CROWN MELBOURNE LIMITED RESPONSIBLE GAMBLING CODE OF CONDUCT - veraion 4 

VCG.0001.0002.0066_0045 

VCG.0001.0002.0066_0045 



CUSTOMER LOYALTY PROGRAM INFORMATION 

Crown operates a Complex wide Loyalty Program called Crown Signature Club that eriitles 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 applicatbn 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 stc.te-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 llnits can be set and changed at the VIK, or a 
registered card, where limits can be set and changed on-line at vourp lav.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 rronev 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. Oown encourages and supports customers 
who play FATGs to set money and/or time limits. Plav Safe Limit Brochures are available 
throughout the Casino and on request. 

Further information regarding Play Safe bimitsYourPlay and Play Safe Limits is provided in this 
Code under 'Pre-<:ommitment Voluntary Money and/or Time LimitsPlay Safe bimits'. 

Crown wil l 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 FA TG 
play. these are separate statements. Crown's responsible gaming message 'Stay in Control '. as 
well as information regarding the availability of Ile 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 theira Player Activity Statement on request, at any 
Crown Signature Club information desk. Player AsUvity SkatemeAts pr-e•Jiee iAf.eFA"latieA eA 8BGJ:i 
meml3er's eGM er i;ATG play, iAGllleiAg all wiAs aAa tisses f.er tl:ie peFiea ef tJ:ie statemeAl. 
GfewA's respeAsil31e gambliAg message 'Stay iA CeAlfOI', as well as iAfai:malieA regarsiAg tl:ie 
availability ef tJ:ie Ceee, is iAsei:perated iA aAa fQ:ms part ef Player ,l\sti•1ity StatemeAtG. 
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(CROW~l'S PRii COMMITMENT PRO~RAM PRE-COMMITMENT - \OLUNTARY 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. wheie limits can be set and changed at the VIK 
or a registered card, where limits can be set and changed on-line at vourplav.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 garring 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 their own circumstances. Crown does not have 
access to an individual's YourPlay data. A r:ire 6emmtmeRt 9e6isieR is a 6Reise a r:iei:seR makes, 
aefere 6eA'IFReR6iRg a sessieA ef l}aA'liAg, ta set tf:leA'tselves a liA'lit eA tf:leir exr:ieAeit1<1Fe aA9/er 
time speRt gamiAg. 

CrewA 8A691drages aAe SldP!'19rts GldsteFRers wl:le play eG.4s aAe ~ATCs te set iAeivieldal tiA'le 
ane spend limits by pl'QViding tl:le Play Safe limits 

Play Safe Limits is a separate and Crown operated rroney and/or time limit setting program 
available only for FATGs. Play Safe Limlls 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 FAT Gs 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 custorrers joining the Crown Signature Club who 
indicate they will play --StaffTable Games. Staff are also available to provide information 
regarding Play Safe LiA'litsYourPlay and Play Safe Limits at locations throughout the Casino, 
including at the Crown Signature Club information desks and the RGSC. 

Crewn's Play Safe Limits allew e1,1r Crewn SigRat1,1re CIYb meA'tbers te set a time ane less limit 
a6sereiRg te tl:leir iReivield:al sirsldmstaAses. CrewA saAAet aevise members eA tl=le qldaRtldm ef 
tl=leir perseRal time aRd speRe limits . Play Safe biFRits bresl:lldres are ::wailable tl.:lrewgl.:lewt tl.:le 
Casine an9 en req1Jest. 
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RGLOs are available on request to assist and support a customer with~ strategies for keeping 
within their YourPlay and Play Safe Limits or any other pre-commitment strategy. 

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

Example PIO screen information follows. 
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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 garmling. All relevant staff, including Crown 
management, are trained in the responsible service of gam91ing ~when they are inducted into 
the business and on an ongoing basis. Crown's staf training meets national competency 
standards and is approved by the VCGLR. Training s subject to ongoing review so that any 
proven initiatives or programs in the responsible service of garrSling are included, ensuring 
relevant staff, are at the forefront of responsible gamGJing. 

Crown employees are instructed that, When approache:l by customers who A<w&-requestee 
information or assistance with a garrSling problem; requestee Information on Self-Exclusion; or 
display other observable signs of distress that may be related to their gam91ing 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 tom the Casino, provides a range of 
services to customers and others. 

The RGSC is staffed by RGLOs who are specially trailed in all aspects of Crown's responsible 
gam91ing programs, including recognisin~ observable signs gf disti:ess, which may be related 
to potential problems assesiatee will=l a s~sltlmer's gaml*ing behaviour. The RGLOs are 
supported by Psychologis~ and a Chaplain to assist those customers who may re distressed 
aAd~r experiencing difficulties with their gamb+ing behaviours. 

The RGSC: 

* 

provides strategies to assist customers in managing their gam91ing behaviours, to foster 
responsible gam&ling 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 finaicial counselling support services and 
welfare organisations and provides contact with and information about these bodies; 

ensures its assistance and referral servic~ are conducted on a strictly confidential basis; 

has available Psychologists experienced in the field 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 Umits for FATGs. 

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

,. provides a Chaplaincy Support Service for customeis and staff"':...aM 

* prevides all seP<ises free ef sl=large1 ~4 l=lewrs allay, 7 da)1& a week:: 
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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 ef sistFess or unacceptable behaviour will be approached by a &aft member 
who will offer assistance and referrals to specialist support as required. 

Observable Signs are seen or reported behaviours or patterns of behaviou.rs 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/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 al 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 

* Self dissles1ire ef a preblem with gambliRg er preblems related te gambliRg 

• Req1o1est te self exsl1o1de 

• Qistertes aRs irratieAal attitYses abet1t gambliR€J 

• Qarely reaGtiRg te sblrreblRSiRg eveRts 

• IRteleraAGe te lesiAg, sisplayes as bad temper ersistress 

* SigRifisaRt variatieR iR meed dblriRg a gambliRg sessieR 

• Cl=tildreR le*! blRatleR£le9 wt:lilst paFeRtlij1:1ar£liaA gaFAbles 

• Reg1o1lar semplaiRts te staff abeYl lesiRg er blamiRg the veRblelstaff fer their lesses 
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ReE!wesls le beFFew meney feF gaFRbling 

w Gambling fuF Ieng pe1fods witlu~wl a break 

• PregFessive Feell:lslien ef self sare e.g. appeaFing i.JnkeFRpt eF fa~gl:leel 

"' Req1:1ests fur assistanGe fl:em family al'ld/er fl:i&Rds G9RG8FR&d abe1.1t an individual's 
9amblin9 bet:iaviewr 

The assistance offered by staff may take the form of: 

I * interaction with the customer and encouraging them to take a break from gam91ing; 

+ 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 wil l b3 referred to ~RGLOs or senior 
management, who have undergone advanced responsible gamWing training,., will be refen:eel le 
fur persel'ls displayiRg these types gf bet:iauieYrs. 

Responsible gambling interactions are recorded in the Responsible Ganbling lnGideRt 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 indicators' , 
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 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 manbers of the community) may develop 
difficulties associated with their garri»ing behaviours, outside of their employment at CroW'l. 
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 A0A CF0WAindependently 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 . 
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PROBLEM GAMBLING SUPPORT SERVICES 

As a major stakeholder in the gaming industry, Cro\'KI 1s a member of and participates in_,a 
numlaer ef industry peak bodies and consultative groups to enct:>le it to remain alert to 
releuantmaintain awareness of responsible gam9ling issues, practices and procedures. 

Crown mainlains regular contact with principal problem gambling support services. This is 
achieved through professional development sessions and, email&--afld-faca-te-face-meetings, in 
addition to attending seminars and/or conferences ~th support service staff. 

Examples of these may include: 

participation in weFking gFewp meetings with Gambler's Help Services CentFe& occurring 
when Gambler's Help staff agree and at mutually convenient times 'Cr9"'R 11<i'I flil'Jtlli&l s• 1d:\ 
meetil=lgs at least annually); 

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

" National Association for Gambling Studies -GCGUFFi~--aA-annual conference; 

Preblem GamlaliRg ~esearGl:I anel Treatment Cenlfe if#armaeen sessiens as reeiues~ 
gr pre•1iGed by Monasl=I and Melbetime Uni¥er6i9esthe 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 thea 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 fromef the meeting (where applicable); and 

next meeting/attendance date (where applicable). 

I!:!£.. Gambler's Help contact number is 1800 858 858 and ,-online assistance is available at 
www.gamblinghelponline.org.au 

Gambler'srtJllll!!ll!l!l~iiiifi!!~r... 
Help 
1800 858 959a.!Hit-Kfo!~~~ 
gcrnblerst>elp.cQ!TI a.i tl:!~~g;~t;:~~~~~-

Many ways to ge t support problem gambling.vie.gov.au 
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CUSTOMER COMPLAINTS 

Crown has comprehensive processes in place for mancging and resolving issues relating to 
customer complaints received by Crown, including cOTiplaints 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 Crown's Customer Relations Department, other 
Crown Departments directly, or frontline staff. 

To register a complaint, customers may: 

* contact Crown by telephone; 

* send a fax, letter or email; or 

"' do so in person. 

Any complaint received is: 

managed and responded to in a timely and appropricte manner; 

* investigated sensitively; 

recorded in the Crown Customer Relations system ard 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 will be advised of the presence of and their right 
to consult, a VCGLR Inspector. 

Information about complaints will be provided to tt-e VCGLR if requested. Customer complaints 
relating to gaming matters will also be received aro investigated by the VCGLR as an 
independent body for investigations and resolution. 
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COMPLIANCE WITH THE PROHIBITION ON GAMBLING BY MINCRS/PERSONS UNDER 18 
YEARS 

Gambling by persons under 18 years is prohibited by law. Signs are located al 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 rronitoring 
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 rem()Jed as the situation requires. 

Unattended Children 

A parent or guardian who brings a child or young pa'son 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 tte Complex to a Security Services 
Representative. 

Where a parent or guardian leaves a child or young person unattended (particularly in order to 
participate in gaml*ing 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 eAG91.1~agemeRt-may take 
various forms including: 

* 

* 

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

the announcement of ariy entertainment occvrring; 

verbal encouragement by staff for customers to take refreshment breaks; 

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

the opportunity to take large wfnnfngs payments in part or full by cheque; 

lounge facilities, available throughout the Casino and Complex; and 

the availability of the'*'!f 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 announcemerts about entertainment activities occurring 
in the Casino. 

Lighting 

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

Responsible Service of Alcohol 

Crown is committed to the responsible service of abohol 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 alcohol. 

ATMs 

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

Credit 

Crown wil l not provide credit or lend money to Aus~al ian resident customers for the purpose of 
garnl:*ing. Non Australian resident customers may be appioved 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 aie 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 app~ing for a Cheque Cashing Facility with 
Crown Staff at any Cashier's location. 

Accepting 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 (collectNely 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: 

I * ~ash (or cash equivalent); 
a cheque payable to Crown; or 
Traveller's cheques. 

Customers may withdraw from their deposit account by way of Crown issued QGtlip p._Eurchase 
y i,;ouchers or withdrawals of ~sh (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 present that cheque. 

All cheques cashed by Crown are recorded against tl"e 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 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 wilt: 

Comply with the Advertising Code of Ethics, (as aoopted by the Australian 
Association of National Advertisers C-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 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 promotknal material relating to 
gaming will not knowingly be sent to excluded custaners or customers suspended 
or removed from the Crown Signature Club. 

Each prospective advertisement and promotion is cha;ked by relevant marketing staff against a 
checklist based uponde¥&19peG by GQRsl,lltiR§ the AANA Advertising Code of Ethics and also 
checked against relevant legal requirements. includirig compliance with the Australian Consumer 
&v.Law 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 he practices in the Code will be reoognised 
by Crown management as part of our ongoing assessmml of our staff in providing excellent 
customer service in all areas. 

The Code wil l be internally reviewed , at least annually, to ensure that it complies with relevant 
legislation and any other relevant Ministerial Dire::tions 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~~ recorded by the Chair of the RGMC. 

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

General Manager 
Responsible Gaming 
Level6 
8 Whiteman Street 
Southbank Vic 3006 
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GLOSSARY 

Complex 

Casino 

gaming 

Loyalty Program 

Loyalty Scheme 

Problem gambling 

Regulatory Rules 

Respons ible 
Gambling 
Management 
Committee 

RGLOs 

Unacceptable 
Behaviour 

means the Crown ~~tertainment Gfomplex and integrated resort and 
Casino and all parts of it including gaming and non gaming areas, 
hotels and retail tenancies, all located at the si~ known as 8 Whiteman 
Street, Southbank in the State of Victoria 

means the area in the Complex licensed by the VCGLR to conduct 
gaming, known as the QGasino 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 p-ogram 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 teing 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 to 
Casino operations and processes 

is an internal committee comprising Crown senior maiagement, 
including the Chief Operating Officer.~ Executive General Manager 
Legal and Regulatory Services; Executive General Maiager Gaming 
Machines, Executive General Manager Table Game~ ~General 
Manager Responsible Gaming, Responsible Gaming Operations 
Manager and Responsible Gaming Psychologist(s) 

fResponsible Gaming Liaison Officers} are Crown staff members who 
have undergone specific and advanced responsible ga ~ing 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 behaviouref aistress_ RGLOs are directly 
involved and trained in Crown's Self-Exclusion proress 

means any customer behaviour that endangers the saety 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 to provide§. an overview of the Crown Melbourne Limited (:crown:) 
Responsible Gambling Code of Conduct ( ~Code~) . 
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The full version of the Code follows and is available at various locations throughout the Casino and a& 

weU-aG 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 I N CO N JROl 

Crown Re$po~be Gorn:ng Supporl Cerv-e: 1600801 09€ 
Gomber) Hep: I 800 858 858 

Crown's Commitment to Responsible Gambling 
Crown is committed to providing responsible gam'*ing services by making available es1:1cat1on , 
information, assistance and resources concernin§ regarding responsible gam~ing 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, 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 lnformatlon Hotline on (03) 9292 7222. 

Pre-commitment - Crown's Play Sale limits (aVoluntary Money and/or -!time aAd bl imitfil 
setting program)) 
The Victorian State Government has introduced a state-wide voluntary money and/or time limit setting 
and tracking scheme called YourPlay. This ls 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 llmlts can be set and changed on-line at vourplay.com.au or at the Crown 
Signature Club or the VIK. Cr:own's Play aafe Limits allow Crown aigna™re Cl1:19 mem9ers to set 
limits on the time ana money SJ3ent f'llaying EGMs ane i;1:111y A1:1tomatee Ta91e Games. YourPlay 
ggrochures 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 supparts 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 revfewed to ensure that customers can be provided with the most appropriate servlce(s) for 
their individual circumstances. 

Responsible Gambling services available to customers include (but are not limited to): 
* Responsible Gaming Support Centre; 
* Responsible Gaming Liaison Officers; 
* Self::-Exclusion; 
* Play Safe bimilslnformation 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 

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-oombef-Gfthe principal problem gambling support services~ 
+flls i.s ashie11ea >Jia eFRail, through attendance at meetings, professional development sessions, 
seminars and/M conferences. 

Customer Complaints 
Crown has a comprehensive complaint handling process. 
Complaints may be made fn person, via telephone, fax, email, or by letter. All complaints wil l 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 chfld 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-§afRU:lg areas of ll:le Casino which are aimed to encourage 
responsible gambling. These include (but are not limited to) : 

* Responsible gam~ing 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 detafls 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 lo provide feedback at any time 
by writing to: 

General Manager 
Responsible Gaming 
Crown Melbourne Limited 
8 Whiteman Street 
SOUTHBANK, V IC 3006 
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RESPONSIBLE GAMBLING CODE OF CONDUCT 

FOREWORD 

Crown Melbourne Umlt~d (~Crown) is the operator of the Crown Melbourne Integrated Resort 
including the Casino at the Complex ('Ce~pleJ<' ) 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,_Q, aR9 our 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 ha.ie difficulties with gatrlt*i ng 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 Hes 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 ga~ing 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 regarding 
responsible gam9ling. We want you to enjoy your experiences with us. 

As always, we welcome your feedback on any issue at any 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 Gam9Jing 

Responsible gamGling occurs in a regulated environment where the potential for harm associated 
with gambiing is minimised and ,as customers a.F&-Can make informed decisions and can 
lherefore FAake sensible anEI rational choices when they participate in garri*ing, based on their 
individual circumstances. 

Responsible gaml;)ling 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 gam9iing initiatives are focused on minimising the potertial for risks for the 
small number of customers who may develop difficultes associated with their gaml;)ling 
behaviours. 

Crown's Responsible Gam91ing Commitment 

Crown is committed to providing responsible gani*ing services by making available edycation, 
information, assistance and resources concerning regarding responsible gam9iing matters. 

CrowR's Responsible Gambling CodeCrown's Code of CoRduct ('Cgde') describes and 
demonstrates how we execute this commitment. It is our objective to ensure that Crown remains 
a world leader in responsible garnb.ling practices and, at a minimum, that we comply with the 
legal requirements regarding responsible gam9iing as contained in the Casino Control Act 1991 
(Vic) and the Gambling Regulation Act 2003 (Vic). 

Crown's commitment to the responsible service of gam91ing e*tends to include§. thea 
Responsible Gaming Support Centre (!RGSC), a purpose built facility from which a blniqble array 
Gfwhere responsible gaming programs, services and resources are available, including a 
dedicated and specially trained team of staff, managers and professionals. They all laskeEI with 
h:i:tplementingdeliver Crown's responsible service of garnb.ling initiatives and for prw1idingprovide 
a focal point for interacting with customers who may need support. 

Crown's Responsible Gam9!iRgGaming Message 

Crown's responsible ga~ng 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 .!;_electronic §gaming M~chines (!EGMs!-), 
table games and near Automatic Teller Machines (!ATMs~) throughout the Complex. 

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

RESPONSIBIE GAMING 
$TAY IN CO N TRO L 

C10V-Jn Re,f»'\Slb1e Gomlng Svpp0t1 unlre. 1800 801 098 
Gembe-~ Hep: 1800 858 858 
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AVAILABILITY OF THE CODE 

The Code is available to customers, in written form and, on request~pies 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 how to access it,lts availability via signage placed at 
the RGSC and Crown Signature Club information desks. An example of that signage fol lows: 

The Crown Responsible Gambling Code of Conduct is a1ailable at the 
Crown Responsible Gaming Support Centre1 at Crown Signature Club information desks, 

upon request and via the Crown Melbourne website atwww.crownmelbourne.com.au 

itESPONSIBlE GAMING 
li l AY IN CO N TROL 

era..~ Ro.~,!>eGcll\rtg ~~c.entie 800801 OQE 
Glr"lbe<~ Hep. 1SOO 8.59 6.58 

Our Code is also made available on our website (and in written form on request) in the fol lowing 
c0mm1::1Aity languages: 

* Chinese (Traditional and Simplified) 

* Vietnamese 

* Arabic 

* Greek 

* Italian 

* 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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In addition to our own responsible gani:Hing message, Crown displays responsible garr9iing 
information throughout the Casino in a variety of brms including brochures, posters, in-house TV 
and on screen Player Information Displays 0PIDs~) on EGMs and Fully Automated Table Games 
{FATGsl . We alse iAsl119e respeAsible gambliAg FAessages in ell' CrewA Signat1:1re Gl1:1b 
nawslelt~Ws-se~stomerG. For further information or assistance, customers 
are encouraged to contact the RGSC or a RGLO on 1800 80 1 098. 

Information and some examples of key Crown and Govtrnment responsible gamhling messages 
found at the Casino follow. 

(a) How to gamble responsibly 

STAY IN 
CONTROL 

lit Tl!E END 
TIIE ~A~HUIES 

WILL WlN 

4 

llDJl'l CHUI 
YOllR LOSSES 

Will.AWAY 

~n'l'lllfttlf &UllR I 

l?O NOT 
EX~EED IT 
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(b) -Availability of gam&ling support services and Crown's RGSC 

IF OAMBLINO 19 A PROBLEM FOR YOU IF OAMBLINQ IS A PROBLEM 
< 1 1r~ r A: 1 oo+fTA.CT 

:RO\\'\! R.c:SPOU:O:.!~~~G.::"1~<;, SUPPC~T C "f.'•~E Cll'C\'\M flt9f'Okelh .. I QINtN!l IUf"l 'OrfT 

CiAMBLfA '.> '"IELF 'UOO 858 858 • 1(100 001 09e 
i.. • •- :"'' ta•MtlL.F"'a 141l.ill ~_.,_, ICtl ... 
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(c) Payment of winnings, credit and lending 

Except for lawful exceptions, EGM winnings or accurrulated 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 ga~ing. 

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 w1nnirgs 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 opton useful to those customers who may be 
experiencing difficulties as a result of their gamalinggaming 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 wifl 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 oh er promotional material relating to gaming to 
Self-Excluded or excluded customers. 

Brochures containing information about Self-Exclusbn are provided to customers on request, and 
made available at various locations throughout the Complex and at the RGSC. 

Additional Information 

Crown's responsible game.ling 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; 

:.1r--A Self-Exclusion Program available for customers to ban themselves from the Casino, -that 
informs and encourages applicants to seek counsell ing and assi&ance; 

* Information about YourPlay. The Victorian State Government has introduced a state-wide 
voluntary money and/or time limit setting and tracking scheme called YourPlay. This is 
available for EGM customers. Crown encourages and supports customers who play EGMs to 
set money and/or time limits. EGM customers can select to use a casual card. where limits can 
be set and changed at the Voucher Issuance Kiosk (VIK) or a registered card, 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; 

* Information about ~r:ation of Crown's Play Safe Limits-'- (Crown's volYntary f>F-e
commitment strateg;y) fer EGMs ane fATGsPlay 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 \Qluntary 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 cu&omers 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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-*-L aRQ the prov1s1on 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 criteria whereby the applicant 
demonstrates the ways in which they have addressed their gambling behavioursj,such 
that they are back 'in control'l ; 

* 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 pers.:in or ring on 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 legislciion pertaining to the Responsible Service of 
Gam91ing. 

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 Governmenfs website 'Understanding Mmey~~www.moneysmart.gov.au 

Iln aeeitlon , the State Governmenfs problem gambling support website can be found at 
www.problemgambllng.vic.gov.au 
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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 ct www.crownmelbourne.com.au 

The fo llowing Brochure explains the chances of winnng on EGMs and is available at the Casino. 

PLAYING 
THE 
POKIES 
KNOW 
THE rACTS 
• .... ....., .... 1tl f"QUll 

• _,..MONNiltftM."lr 
• •• , •• .,, .... .d;J . I ._.+ 

-·-- -=-·:=-=-~ .=. -
~ ..... 

EGM and FATG game information, including the chance; of winning, is accessible via PID 
screens on each EGM and FATG, which allows players to keep informed about their EGM 
gaFRin~ masAine and FATG play. Information on how to access and \lew the PIO screens is 
available from a member of staff or PIO brochures (for gamiflg-maGhinasEGMs), afil-a.v.ailable at 
Crown Signature Club information desks and the RGSC. Below is an example of the kind of 
brochure that is available. 

0 
Keep track 
of your time 
and money 

p·res• 1.he 0 bua<M'* 
on tl'M> pollilG and ii will 
.,.,.,P 'fO~ kfq> uaclt. 

Pre$$ IN 6 b1,1t1Qn 
Of!~ pokll! ana 11w11 
lltlp ~u ke11> tnl~ 
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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 EG\11 Loyalty Scheme that forms part of the 
Crown Signature Club is provided to customers in acx:ordance 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 applicatbn 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 lmits can be set and changed at the VIK, or a 
registered card , where limits can be set and changoo on-line at yourplav.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 rmney 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 FAlGs 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. Pl§ff Safe Limit Brochures are available 
throughout the Casino and on request. 

Further information regarding Play Safe bimitsYourPlay and Play Safe Limits is 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 a:ich 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 collect theira Player Activity Statement on request, at any 
Crown Signature Club information desk. Player Activity StatemeRts provide information on eech 
member's EGM or FATG play, including all wins and bsses for the period of the statement. 
Crown's responsible gambling message 'Stay in ContRJI', as well as information regarding the 
availability of the Code, is incorporated in and fu=ms part of Player Ac~vity Statements. 
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(CROWWS PRE COMMITMENT PROGRAM PRE-COMMITMENT - VOLUNTARY MONEY 
AND/OR TIME LIMITS) 

The Victorian State Government has introduced a stcte-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. YourPlay brochures are available throughout the Casino and 
on request. 

Additionally, YourPlay is a card-based personal garring 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. This is a 
choice an individual should make according to their own circumstances. Crown does not have 
access to an individual's YourPlay data. A pre comn:itFRent gecision is a choice a person makes, 
before commencing a session of gaming, to set theFRselves a lirnit on their expeneittire andler 
time speAt gaFRing. 

Crovm encot1rages and st1pports ct1stomers who play EGAs ang ~ATGs to set individw~I time 
and spend limits by !)roviding the Play Safe Limits 

Play Safe Limits is a separate and Crown operated rmney 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 FAlGs 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 custorrers joining the Crown Signature Club who 
indicate they will play StaITTable Games. Staff are also available to provide information 
regarding Play Safe bimitsYourPlay and Play Safe Limits at locations throughout the Casino, 
including at the Crown Signature Club information desks and the RGSC. 

Crown's Play Sa~ Limits allow owr CFGWn SigAatwre Clt1b members to set a time ang loss lirnit 
according to their indivigt1al circwmstances. CFGWn cannot advise members on the qt1antt1m of 
their !)ersonal time ane spene limits. Play Safe Units brochwres are available throwghowt the 
Casino and on reqt1est. 
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RGLOs are available on request to assist and support a customer withM strategies for keeping 
within their YourPlay and Play Safe Limits or any other pre-commitment strategy. 

In addition , al I EGMs and FAT Gs enable a player to use the PIO to track the time and the net loss 
or win during a session of play. Information on hON to activate session tracking is available from 
staff and the PID brochure (for EGMs) is available on request 

Example PIO screen information follows. 
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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 garri*ing. All relevant staff, including Crown 
management, are trained in the responsible service of gambling bGlR-when they are inducted into 
the business and on an ongoing basis. Crown's sta1f training meets national competency 
standards and is approved by the VCGLR. Training s subject to ongoing review so that any 
proven initiatives or programs in the responsible service of ga~ing are included, ensuring 
relevant staff, are at the forefront of responsible gamt»ing. 

Crown employees are instructed that, when approacha'.l by customers who ~requeste4 
information or assistance with a garrt»ing problem; requested information on Self-Exclusion; or 
display other observable signs ef distress that may be related to their gam9ffng behaviours, to 
refer them, as soon as practicable, to Crown specialist assistance vla their supervisor/manager to 
the RGSC. 

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

The RGSC is staffed by RGLOs who are specially trahed in all aspects of Crown's responsible 
gamli*ing programs, including recognising-tRe observable signs ef distress, which may be related 
to potential problemG asseslated with a s1o1stomer's gambling behaviour. The RGLOs are 
supported by Psychologis~sj and a Chaplain to assist those customers who may te distrsssec:I 
aAdter experiencing difficulties with their ga~ing behaviours. 

The RGSC: 

* 

* 

* 

* 

provides strategies to assist customers in managirg their gamhling behaviours, to foster 
responsible ga~ing 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 service§ are conducted on a strictly confidential basis; 

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

_* __ provides information regarding Self-Exclusion for wstomers 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 FA lGs; 

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

* provides a Chaplaincy Support Service for customeJS and staff""~ 

a i;ii:evides all sef\•ises fi:ee 9f sl:iaF§e, 24 l:leblrs a aay, 7 days a vJeek. 
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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 af distress or unacceptable behaviour will be approached by a &aff member 
who will offer assistance and referrals to special st support as required . 

Observable Signs are seen or reported behaviours or patterns of behaviours which are potential 
indicators that a person may be experiencing probl011s with their gamaling behaviours. These 
are seen or reported in context and usually more U-an one is displayed to indicate potential 
problems with gameting. Observable signs are included in Crown's Responsible Service of 
Gaming train ing and may include, but are not limite:i 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 casno 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 

* Self s lsclosure of a pmblem with gambling or problems relates to gambling 

• Distortes ans irrational attiruses about gambllng 

• Barely reacting to stirraunding event& 

• Intolerance to losing, displayed as bad temper or distress 

* Significant variation in mood during a gambling session 

* Children left tinatter:ided vAlilst parer:it/guardiar:i ga-;Rbles 

* Regtilar cafflplaints to staf:f abaut losing or blaffli~ the ';enue.4:ta# far their lasses 
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* Requests to borrow money for gamblin§ 

* Gambling for long periods without a break 

* Progressive reduction of self care e.g . appearing 1:1nkeR=1pt or fatig1:1ed 

* Requests fer assistance from faR=iily am1/or friem:ls concerned abo1:1t an individ1:1al's 
gaR=ielir:ig eehavlo1:1r 

The assistance offered by staff may take the form of: 

I * 
* 

interaction with the customer and encouraging them to take a break from gam~ing ; 

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 tie RGSC. 

Persons displaying these types of behaviours will t:e referred to ~GLOs or senior 
management, who have undergone advanced responsible gam~ing training ... will be referred to 
for persons displa;ying these t¥pes of bel=laviours. 

Responsible gaml*lng interactions are recorded in the Responsible Ganbling lncideFlt 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 indicators» 
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 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 mmibers of the community) may develop 
difficulties associated with their ga~ing behaviours, outside of their employment at Crowi. 
Crown employees so affected are encouraged to seek professional assistance through Crown's 
Employee Assistance Program. This is a free servire for all employees and their immediate 
family, which is run by non Crown!ndependently employed professional counsellors and details of 
all discussions are treated confidentialfy. 

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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As a major stakeholder in the gaming industry, Cro'Ml is a member of and participates in_,.a 
n1:1FR80r ef industry peak bodies and consultative groups to encble it to ren:iain alert ta 
rele~'aRtmai ntain awareness of responsible gamQJing 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 tQ f.ase meetings, in 
addition to attending seminars and/or conferences v.ith support service staff. 

Examples of these may include: 

* participation In werklng QFQblfd meetings with Gambler's Help Services Centres occurring 
when Gambler's Help staff agree and at mutua lly convenient times (Crawn will requEJ;t suci=l 
ffioetin§s at least ttnnually); 

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

* National Association for Gambling Studies essYrriRg at an annual conference; 

* Pre9laA1 Garflbline Resears/:l and TreatR=10nt Centre ir:ierA1atien sess1ens as reqblestee 
er proviGleGI by Monash anQ MelboYrne Universitiesthe Victorian Responsible Gambling 
Foundation; and 

* telephone contact with Gambler's Help and o ther 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 th e meeting; 

attendees at the meeting; 

topics discussed; 

outcomes/action items fromGf the meeting (where applicable): and 

next meeting/attendance date (where applicable). 

The Gambler's Help contact number is 1800 858 858 and ,on line assistance is available at 
www.gamblinghelponline.org.au 

Gambler's~IJ!llll!ll!lrn~~~ 
Help 
1soo sss sss,....~~~t:-@'11~~ 
garnblerst 1elp,can..ou!IS~~:sz.iis:~ 

Many ways to get support problemgambling.vic .gov.au 
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CUSTOMER COMPLAINTS 

Crown has comprehenslve processes in place for mancging 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 resol\e 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; 

* send a fax, letter or email ; or 

* do so in person. 

Any complaint received is: 

* managed and responded to in a timely and appropricte manner: 

* 

I ~ 

* 

investigated sensitively; 

recorded in the Crown Customer Relations system arrl the Responsible Gambling hrnideAt 
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 wil l 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 will be advised of the presence of and their right 
to consult, a VCGLR Inspector. 

Information about complaints will be provided to the VCGLR if requested. Customer 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 MIN~S/PERSONS UNDER 18 
YEARS 

Gam9llng 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 aJI 
entrances 24 hours a day, seven+ days a week and are vig ilant and responsible for rronitoring 
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 fn these circumstances. If the rele.iant identification cannot be produced, the 
customer will be asked to leave the Casino, or remOJed 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 tt-e Complex to a Security Services 
Representative. 

Where a parent or guardian leaves a child or young person unattended (particularly in order to 
participate in gam94ing 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 persm; 

* establlsh the whereabouts of the parent or gua~dfal in order to reunite them; and 

* require proof that the located adult is the parenVguardian 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 gam~ing . This sncgyr:agemeRt may take 
various forms including: 

* 

* 

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

the announcement of any entertainment occurring; 

verb<:1I encouragement by staff for customers to take refreshment breaks; 

'Have you had a break?' reminders on the dfsplaysof EGMs.._-aRS-FATGs and EGM bank 
end advertising; 

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

lounge faci lities, available throughout the Casino and Complex; and 

the availability of theetH 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 announcemerts about entertalnment activities occurring 
in the Casino. 

Lighting 

Adequate lighting is provided in the Casino and corrplies 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, balanc~ 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 positioned 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 
gam~in9. 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 ha.s 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 apptying for a Cheque Cashing Facility with 
Crown Staff at any Cashier's location. 

Accepting 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: 

I * 
* 
* 

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

Customers may withdraw from their deposit account by way of Crown issued ~hip ~f.urchase 
Y.'>'Ouchers or withdrawals of FnOAey cash (or cash equivalent) up to the value of the amount in 
the customer's deposit account. 

Customers can enquire about opening a deposit accouit 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 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 . 

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

By law, all Winn ings or accumulated credits exceedhg $2,000 from EGMs at Crown must be paid 
by cheque (unless the relevant EGM is legally opercted 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 acbpted by the Australian 
Association of National Advertisers (.'..AANA'.)) and all applicable l aws~7 

* Not give unrealistic expectations of the prospects of winning or encourage 
irresponsible gambling behaviou~7 

* Not give the impression that gambling is a reasoncble 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 winnhg a prize, prior to any 
publication of the result.7 

* Not be offensive or indecent in nature~,. 

* Not promote the irresponsible consumption of alcohol while gamblln~7 

* 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 promoticnal material relating to 
gaming will not knowingly be sent to excluded custcmers 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 upond0v0lop0d by consYlting the AANA Advertising Code of Ethics and also 
checked against relevant legal requirements, including compliance with the Australian Consumer 
~Law 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 he practices in the Code will be recognised 
by Crown management as part of our ongoing assessment of our staff 1n providing excellent 
customer service in all areas. 

The Code will be internally reviewed , at least anm.ally, to ensure that it complies with relevant 
legislation and any other relevant Ministerial Diroctions and Guidelines as they exist from tlme 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. Tre 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, ahd where relevant, agree to recommendatiors 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 actlonsarei6 recorded by the Chair of the RGMC. 

Customers and staff are encouraged to provide feedoock 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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means the Crown ~~tertainment C£omplex 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 State of Victoria 

means the area in the Complex licensed by the VCGLR to conduct 
gaming, known as the 9;asino 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 p-ogram that 
entitles members to certain benefits and privileges 

means the Crown operated EGM component of Crown Sigiature 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 communit~ 

means those rules agreed to or imposed by the VCGLRwith respect to 
Casino operations and processes 

is an internal committee comprising Crown senior management, 
including the Chief Operating Officeri-7 Executive General Manager 
Legal and Regulatory Services; Executive General Mmager Gaming 
Machines, Executive General Manager Table Game~ -aA4-General 
Manager Responsible Gaming, Responslble Gaming Operations 
Manager and Responsible Gaming Psychologist(s' 

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

means any customer behaviour that endangers the sa~ty 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 to provide§. an overview of the Crown Melbourne Limited (!Crown:) 
Responsible Gambling Code of Conduct ( ~Code~) . 

VCG. 0001 .0002.0066 _ 0095 

The full version of the Code follows and ls available at various locations throughout the Casino and a& 

weU--aG 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 I N CONTROl 

Crown Re$porl$.lbe Gom..ng SllPf)Orl c.e.v-e: I &00 80 I 09€ 
Gamber~ Hep: 1800 858 ass 

Crown's Commitment to Responsible Gambling 
Crown is committed to providing responsible gaml*ing services by making available esucat1on. 
information, assistance and resources concerning responsible gam'*ing matters. 
Crown's responsible gamhling 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 ~ 
Fully Automated 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. 

YourPlav Crown'& Play Safe l imits {a voluntary money and time and limit setting 
prGgramschemet) 
The Victorian State government has introduced a state-wide voluntary ind1v1dual 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 Voucher Issuance Kiosk 
(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. Crown's Play Safe limits allow Crown SignatblF9 Club membeFs to 
set limits on the time and money-sf)ef1t-f>~EGMs an~~mated Table Games. YourPlay 
,!18rochures are available throughout the Casino and on request. 
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Interaction wit h Customers 
All relevant Crown staff complete approved Responsible Service of Gaming training . Training is 
regularly reviewed lo ensure that customers can be provided with the most appropriate service(s) for 
their individual circumstances. 

Responsible Gaml:)ling services available to customers include (but are not limited to): 
* Responsible Gaming Support Centre; 
* Responsible Gaming Liaison Officers; 
* Self::-Exclusion; 
* Play Safe biR:iilsinformation 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 

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 nYmber efthe principal problem gambling support services. 
™~™eved via emai~ 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 gamini:J areas of tl'le Casino which are aimed to encourage 
responsible gamt»ing. These include (but are not limited to): 

* Responsible gam~ling 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 'Responslble 
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 L1mlt~d (~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. 0 , aAd our commitment to providing gaming services for our customers in a 
responsible manner, is no exception. This Responsible Gambling Coded Conduct (Code) is 
an important reflection of that commitment. 

Our entertainment and gaming experiences are enjoya:J by the vast majority of our customers. 
However, we recognise that some of our customers hate difficulties with garnl*ing responsibly 
and this may cause them personal and financial ditficulties, 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 wlth their gam9ling behaviours. 

As the industry's and community's understanding of the causes of problem ga~ing 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 
gam~ing. We want you to enjoy your experiences with us. 

As always, we welcome your feedback on any issue at any 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 

Austra lian Resorts 
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CROWN'S COMMITMENT TO RESPONSIBLE GAMBLING 

Responsible Gam91ing 

Responsible gam91ing occurs in a regulated environment where the potential for harm associated 
with gam~ing is minimised and ,as customers a.F&--can make informed decisions and can 
therefore make sensible and ratienal ct:mices when they participate in garrGling, based on their 
individual circumstances. 

Responsible gam91ing is the shared responsibllity 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 gam91ing initiatives are focused on minimising the potertial for risks for the 
small number of customers who may develop difficultes associated with their gam91ing 
behaviours. 

Crown's Responsible Gamt>ling Commitment 

Crown is committed to providing responsible garr»ffng services by making available eEhmatien, 
information, assistance and resources concerning responsible gam91ing matters. 

Crell'm's Responslble Gamblln9 CedeCrown's Code of Conch,ici ('Code') describes and 
demonstrates how we execute this commitment. It is our objective to ensure that Crown remains 
a world leader in responsible gani*ing practices and, at a minimum, that we comply with the 
legal requirements regarding responsible gam91ing as contained in the Casino Control Act 1991 
(Vfc) and the Gambling Regulation Act 2003 (Vic). 

Crown's commitment to the responsible service of gambling extends to include§. thea 
Responsible Gaming Support Centre (~RGSC!) , a purpose built facility frer:n which a 1:.1niq1:10 an:ay 
efwhere responsible gaming programs, services and resources are available, including a 
dedicated and specially trained team of staff, man~ers and professionals. They all taskee with 
ir:npler:n0ntin9deliver Crown's responsible service of gal"r9ting initiatives and fer previein9provide 
a focal point for interacting with customers who may need support. 

Crown's Responsible Gamf>#RgGamfnq Message 

Crown's responsible gam9tlng 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 gelectronic §gaming Mmachines ('.EGMs!-), 
table games and near Automatic Teller Machines ('.ATMs!) throughout the Complex. 

Crown's responsible gam91ing message is printed on all gaming related adver1ising. 

JtESPONSIBlf GAMING 
STAY IN CO N TROL 

Vowri Rosp¢"\Slb:e Gc:lmtng Svppon Olnti~ 1800 80 1 099 
Gombsrs He p; 1800 858 858 
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AVAILABILITY OF THE CODE 

The Code is available to customers, in written form and7 on request~~pTes 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 how lo aGcess it,its 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 a1ailable at the 
Crc;>wn Responsible Gaming Support Centre, at Crown Signature Club information desks, 

upon request and via the Crown Melbourne website atwww.crownmelbourne.com.au 

tESPONSIBlE GAMING 
StAV IN CONT ROL 

C.OWll R'O!pani..oe Go!1'"1Q ~ Ct.lt"1!· 000 SOI 09E 
Go,,.,i,.;f~ Hep. 1800 ~8 &S 

Our Code is also made available on our website (and in written form on request) in the fol lowing 
ceFRmunity languages: 

* Chinese (Traditional and Simplified) 

* Vietnamese 

* Arabic 

* Greek 

* Italian 

* 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 garrbling message, Crown displays responsible gani*ing 
information throughout the Casino in a variety ofbrms including brochures, posters, in-house TV 
and on screen Player Information Displays ('..PIDs~) on EGMs and F'ATGs. I/Va also inGl1.1de 
responsible 9a~blin9 n:iessa9as ir:i 01.1r Crn11•R Si9r:iat1.1i:e Cl1.1b newsletter that is sent to t:Ren:iber 
cwslQmers. 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 Government responsible gamWing messages 
found at the Casino fol low. 

(a) How to gamble responsibly 

STAY IN 
CONTROL 

IN TllE END 
ntE '1ACIUMES 

WILL WIN 

DOll'T CllUI 
YOlllLOSUS 

WAI.A AWAY 
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-··---- ~ 
~- :-r.. -

(b) -Availability of gambling supporl services and Crown's RGSC 

(c) Payment of winnings, credit and lending 
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Except for lawful exceptions. EGM winnings or accurrulated 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 wfth controls and prccedures approved by the Victorian 
Commission for Gambling and Liquor Regulation tVCGLR~) . 
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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. 

(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 p-ocess 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 gar:nt31in~maming behaviours. 

Self-Exclusions are: 

* facilitated by trained staff in the RGSC; 

I * 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-Exclusbn are provided to customers on request, and 
made available at various locations throughout the Complex and at the RGSC. 

Additional Information 

Crown's responsible gam!*ing programs include: 

* The establishment of the Crown RGSC as a world first responsible gam91ing 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 (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, or a 
registered card. where limits can be set and changed on-line al yourplay.com.au, at the Crown 
Signature Club or the VIK. YourPlay brochures are available throughout the casino and on 
request. 

* The operation of Play Safe lir:nlts (Crown's volYnta)• J!>f0·GOFRr:nitr:nent strategy) fur EGMs 
anEI l=ATGs, anEI I .the provision of Player Activity Statements (see :~customer Loyalty 
Program:'.'.. information in this Code); 

* The availability of Psychologists experienced in he field of problem garn91ing 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 criteria whereby the applicant 
demonstrates the ways in which they have addressed their gam&ling behaviours_J,such 
that they are back 'in control'}; 
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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 pers:>n or riRQ on 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 legislction 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 Maiey.'._~www.moneysmart.gov.au 

I IFI ae.l e.li tien, the State Government's problem gambling support website can be found at 
www.problemgambling.vie.gov.au 
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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 ct www.crownmelbourne.com.au 

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

PLAYING 
THE 
POKIES 
KNOW 
THE fACTS 
• --MMllWN • tHtP'DU'n 
. . .. ,. • • .-, ..n. ....... 41 

• -'Mf flt tHUKUff.._ .. ., 

~~-_:"f.:.':- -

EGM anEI i=Al'G game information , including the chances of winning, is accessible via PIO 
screens on each EGM aAa FATG, which allows players to keep informed about their EGM 
gamffig machine aR4-F-A+G-play. Information on how to access and view the PD screens is 
available from a member of staff or PIO brochures (for gaming macl:1ines), are available at Crown 
Signature Club information desks and the RGSC. BelON is an example of the kind of brochure 
that is available. 

0 
Keep track 
of your time 
and money 

f',e.u tl\A 0 euuo~ 
on 11- pokit alld il will 
ni:lp yoli 1<etp llK ... Press th• 0 button 

OG ll1o< pokk • rod It .. 11 
~~Ip yo11 k.vp tni..-, 
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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 accordarce 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 applicatbn for membership (or on request). 

When joining Crown Signature Club, EGM customers are supplied with the required information 
and 00-are given the opportunity to set YourPlayPlay Safe Limits, relevant to EGMs. 

The Victorian State government has introduced a stcte-wide voluntary individual money and time 
limit setting scheme called YourPlay. This is avaDable for EGM customers. Crown encourages 
and supports customers who play EGMs to set indlvid.Jal 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 ct yourplay.com.au, at the Crown Signature 
Club or the VIK. YourPlay brochures are available throughout the Casino and on request. 

Further information regarding Play Safe LiR1itsYourPlay is provided ln this Code under 
'YourPlayPlay 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. 

At least once a year, Player Activity Statements aie made available to EGM Crown Signature 
Club members. Members who play FATGs 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 or FATG play, including all wins and losses for the 
period of the statement. Crown's responsible gaml*ing 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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The Victorian State government has introduced a stete-wide voluntary individual money and time 
limit setting scheme called YourPlay. This is avalable for EGM customers. Crown encourages 
and supports customers who play EGMs to set individ.Jal 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 vourplay.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 garring tracker that provides a running totaJ 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 their own circumstances. Crown does not have 
access to an individual's YourPlay data. ,A, FIF9 seFRr:RtmsRt essisieR is a st:ieise a FISFSeR FRakss. 
esfere seFRFReRsiRQ a sessieA ef QalfliRg, te set tRemselves a liFRit en their e~F18Ae ib:1re ane/er 
tiFRe speAt gaFRing. 

CmwR ensoYragss am;i sypports cYstoR1ers who fllay ECdMs ang FATGs to set individYal time 
ane spsml liR1its ey provieing the i;i1ay aafe LiR=iits 

The YourPlay brochure is provided to all customers joining the Crown Signature Club scheme. 
Staff are also available to provide information reguding Play Safe biFRitsYourPlay at locations 
throughout the Casino, including at the Crown Signature Club information desks and the RGSC. 

Crgwr:i's 121ay Safe l ir:i:iits allew m~r Crgwr:i Si9r:ialblrs Clbib r:l'IQR:lbers le set a tir:i:ig ar:id lgss lir:i:iit 
aocerdlne tg tt:ieir inElivieual sircumstanses. CrnwR sanRet advise FROFRB0F6 eA the ElYaRtulfl ef 
their f3erseAal time aAEI SfleRe liFRits. 121ay Safe bmits erechures are availaale thre1:1ehe1,1t the 
Casino and QR re(lblest. 
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RGLOs are available on request to assist and support a customer with&R strategies for keeping 
within their YourPlay IPlay Safe bimits or any other pre-commitment strategy. 

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

Example PIO screen information follows. 
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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 garri*ing. All relevant staff, including Crown 
management, are trained in the responsible service of gambling botA-when they are inclucted into 
the business and on an ongoing basis. Crown's staff training meets national competency 
standards and is approved by the VCGLR. Training 6 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 ~requeste4 
information or assistance with a garnl:»ing problem; requested information on Self-Exclusion; or 
display other observable signs of distress that may be related to their gam91ing behaviours, to 
refer them, as soon as practicable, to Crown specialist assistance vla their supervisor/manager to 
the RGSC. 

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

The RGSC is staffed by RGLOs who are specially trahed in all aspects of Crown's responsible 
gam~ing programs, including recognising-tRe observable signs 9f distr:e&6, which may be related 
to potential problemG asseslatee with a 1;1:.1stemer's gambling behaviour. The RGLOs are 
supported by Psychologist(sj and a Chaplain to assist those customers who may te distressed 
and/or experiencing difficulties with their gaml*ing behaviours. 

The RGSC: 

* provides strategies to assist customers in managirg 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, ~ 
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 service§ are conducted on a strictly confidential basis; 

* has available Psychologists experienced in the fi~d of problem gam91inggamlng 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; 

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

* provides a Chaplaincy Support Service for customeis and staff.:.ra-00 

* previE:les all ser\'ises ffee af sl1ai:ge, 24 l:is1:.11"6 a ea~· . 7 E:lays a week. 

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 af distress or unacceptable behaviour will be approached by a saff member 
who will offer assistance and referrals to specialist support as required. 
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Observable Signs are seen or reported behaviours or patterns of behaviours which are potential 
indicators that a person may be experiencing problans with their gamD!ing behaviours. These 
are seen or reported in context and usually more tran one is displayed to indicate potential 
problems with gamGling. 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 parenVguardian ganbles 

* Gets angry while gaming or sho\NS 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 ln 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 casno 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 

• Self ElisGlosblre of a problem with 9amblin9 or problems related te 9amblin9 

• ReE1blest to self exGlblele 

• Oistorteel ar:id irrational attitudes about 9arneling 

* Barely reaGtin9 to sL:.irro1:1nfJing events 

* lr:itoleranGe to losing, displayed as eael temper oraistress 

* SignifiGant variation in mooel d1:1ring a 9amelin9 sossion 

* Children loft 1:1nattoneled whilst parenl/91:1ardiar:i 9am9106 

* Regular Gomplair:its to staff aeout losin9 or elaming the venue,4;taff fer their losses 

* ReE11:J06ts to eorrew meney fer gaFAeling 

* Garneling fer long periods witho1:1t a break 

* Progressive rea1:1Gtion of self Gare e.€J . appearing unkempt or fatig1:1eEI 
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* Re1:1\:lests for assistance frgm family andtGr friengs cencerned abeYt an i11dlvidYal's 
gan:tbling behaYio\:lr 

The assistance offered by staff may take the form of: 

I * interaction with the customer and encouraging them to take a break from gam&ling; 

* 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 ~ referred to Guf-RGLOs or senior 
management, who have undergone advanced responsible gamD!ing training.:., will be referred k> 
for pei:sons eisplaying these t)•pes of behavio\:lrs. 

Responsible gamGting interactions are recorded in the Responsible Ganbling lncieent 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 indimtors' , 
Thomas. A. , Delfabbro. P. and Armstrong, A. (2014li 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 Casino at any time. Grown also has 
policies in place which restrict certain staff from gam~ling at affiliated properties. 

Crown recognises that some employees (like other manbe(s of the community) may develop 
difficulties associated with their ga~ing behaviours, outside of their employment at Crowi. 
Crown employees so affected are encouraged to seek professional assistance through Crown's 
Employee Assistance Program. This Is a free servire 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, CroV\11 is a member of and participates in_,a 
Al:lFRaar ef industry peak bodies and consultative groups to enct>le it to reA'laiA alert ~e 
rele~'ar:itmaintain awareness of responsible gaml*ing 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 v.1th support service staff. 

Examples of these may include: 

* participation In werl<ing QFQbll'l meetings with Gambler's Help Services Centres occurring 
when Gambler's Help staff agree and at mutually convenient times (CrewR will requtEt suci=l 
R'leetiR§S at least 8RAUally); 

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

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

* Prel:>lem Gan:iblir:te Researcl=l a11d Treatn:ient Centre iriern:iatieR sess1ens as reqblested 
er provided by Monash and MelbeYrne Universitiesthe Victorian Responsible Gambling 
Foundation; and 

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

Details of all meetings with problem gambling suppcrt 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 J; and 

* next meeting/attendance date (where applicable). 

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

Gambler's 
Help 
1soo sss sss~~:i!t-H~~~~ 
garnbler91el;.J,c:cm.ou~~~ilil~iri:etii~~~23l 

Many ways to get support problemgambling.vic.gov.au 
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CUSTOMER COMPLAINTS 

Crown has comprehensive processes in place for mancging 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 resol-..e 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; 

* send a fax, letter or email; or 

* do so in person. 

Any compfafnt received is: 

* 

* 

* 

managed and responded to in a timely and appropricte manner: 

investigated sensitively; 

recorded in the Crown Customer Relations system arrl the Responsible Gambling IAoideAt 
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 will be advised of the presence of and their right 
to consult, a VCGLR Inspector. 

Information about complaints wlll 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 MIN~S/PERSONS UNDER 18 
YEARS 

Gam9llng by persons under 18 years ls 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 rronitoring 
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 fn these circumstances. If the relevant identification cannot be produced, the 
customer will be asked to leave the Casino. or remcwed 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 tt-e Complex to a Security Services 
Representative. 

Where a parent or guardian leaves a child or young person unattended (particularly in order to 
participate in gam94ing aotivfties) 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 persm; 

* establlsh the whereabouts of the parent or guardfai in order to reunite them; and 

* require proof that the located adult is the parenVguardian 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 gam~ing . This encg1:1rager:r;ie11t may take 
various forms including: 

* 

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

the announcement of any entertainment occurring; 

verb<:1I encouragement by staff for customers to take refreshment breaks; 

'Have you had a break?' reminders on the dfsplaysof EGMs.._-aM-FATGs and EGM bank 
end advertising; 

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

lounge faci lities, available throughout the Casino and Complex; and 

the availability of th~ 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 announcemerts about entertalnment activities occurring 
in the Casino. 

Lighting 

Adequate lighting is provided in the Casino and corrplies 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, balanc~ 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 positioned 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 
gam~ing . 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 ha.s 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 apptying for a Cheque Cashing Facility with 
Crown Staff at any Cashier's location. 

Accepting 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 fol lowing (for example) can te credited as a deposit to that account: 

I * 
* 
* 

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

Customers may withdraw from their deposit account bf way of Crown issued chip purchase 
vouchers or withdrawals of meF10y cash (or cash equivalent) up to the value of the amount in the 
customer's deposit account. 

Customers can enquire about opening a deposit accolJlt 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 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 . 

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

By law, all Winnings or accumulated credits exceedhg $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 acbpted by the Australian 
Association of National Advertisers t 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 reasoncble 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 winnhg a prize, prior to any 
publication of the result. 

* Not be offensive or indecent in nature. 

* Not promote the irresponsible consumption of alcohol while gambllng. 

* Be in good taste and not offend prevailing community standards. 

* Not intentionally be directed at or expressed indrectly at minors or vulnerable or 
disadvantaged groups. Advertising or other promoti01al material relating to 
gaming will not knowingly be sent to excluded custaners or customers suspended 
or removed from the Crown Signature Club. 

Each prospective advertisement and promotion is cha::ked by relevant marketing staff against a 
checklist based upond0110lop0d by consYltlng the AANA Advertising Code of Ethics and also 
checked against relevant legal requirements, including compliance with the Australian Consumer 
~Law 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 he practices in the Code will be recognised 
by Crown management as part of our ongoing assessment of our staff 1n providing excellent 
customer service in all areas. 

The Code will be internally reviewed, at least anm.ally, to ensure that it complies with relevant 
legislation and any other relevant Ministerial Diroctions and Guidelines as they exist from tlme 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. Tre 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 q.RGM~) will be held to consider and review the 
report, ahd where relevant. agree to recommendation;; 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 actlonsarei6 recorded by the Chair of the RGMC. 

Customers and staff are encouraged to provide feedoock 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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means the Crown ~~tertainment Gfomplex 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 

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

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

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

means the Crown operated EGM component of Crown Signature Club, 
operated in accordance with relevant legislatfon 

exists when a gambling activity results in a range of adverse 
consequences including, where the safety and well being of gam9Jing 
Cl.1Storners, or their friends and families. is placed at risk and/or 
negative impacts extend to the broader communit) 

means those rules agreed to or imposed by the VCGLRwith respect to 
Casino operations and processes 

is an internal committee comprising Crown senior maiagement, 
including Chief Operating Officer ; Executive General Manager Legal 
and Regulatory Services; Executive General Manager Gaming 
Machines, Executive General Manager Table Games and General 
Manager Responsible Gaming 

(Responsible Gaming Liaison Officers) are Crown staff members who 
have undergone specific and advanced responsible gan91-ing training 
and are experienced in the provision of responsible gambling services 
and identifying and dealing with observable signs that may be related lo 
potential problem gaming behaviour-Gf distress. RGLOs are directly 
involved and trained in Crown's Self-Exclusion process 

means any customer behaviour that endangers the sa~ty of any 
customer, themselves or others, or affects the enjoyment of others at 
Crown 
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