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Crown's purpose, 
values & behaviours 

Purpose 

CRW.512.250.0002 

Together we create memorable experiences 

Values 

We do the right thing 

Behaviours 

Doing the right thing is 

doing right by your 

colleagues, customers, 
community and 

company. 

We work 
together 

Working together is 
believing in 'we before 

me' and together we 

thrive. 

We act respectfully We are passionate 

Act ing respectful ly is Being passionate about 

walking in each other's what you do is never 

shoes and t reating giving anythi ng less than 
others as you wish to be your best and loving 

treated. what you do. 
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Grosvenor Place 
225 George Street 
Sydney, NSW, 2000 
Australia 
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Crown Resorts Limited (Crown) engaged Deloitte Risk Advisory Pty Ltd (Deloitte) to undertake a review of Crown's 
organisational culture. The review was conducted over four phases that included developing an understanding of Crown's 
existing approach to culture, an examination of the current state of Crown's organisational culture, a program of work to 
define an aspirational culture and the development of a roadmap for change. 

This report provides the outcomes of Phases 2-3 of the program, which is the assessment of the current state of Crown's 
organisational culture. 

The report highlights the strengths and shortcomings in Crown's current organisational culture identified from the 
review. During our work we also identified "enablers" that may assist Crown to generate the behaviours and mindsets 
required to pursue its strategic objectives. 

We are pleased to present you w ith the fina l report. 

Yours sincerely 

Victoria Whitaker 
Partner 
Deloitte Risk Advisory 

Liability limited by a scheme approved under Professional Standards Legislation. 

Member of Oeloitte Asia Pacific Limited and the Oeloitte organisation. 
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Inherent Limitations

The purpose of this document is to report the findings from 
Phases Two and Three of the Crown Culture Review, 
which assessed Crown Resorts Limited’s (Crown) current state 
culture. The Crown Culture Review involves four phases. 
Phase One included an initial maturity assessment of Crown’s 
organisational culture architecture. The final Phase 
One report was submitted on 6 July 2021. Phase Four includes 
a detailed aspirational culture and roadmap, which is due for 
submission to Crown on 16 August 2021.

This engagement commenced soon after the release of the 
Bergin report and data collection was undertaken throughout 
the Royal Commission into the Casino Operator in Victoria 
(Royal Commission). Several statements about Crown’s culture 
were made by parties throughout the public hearings. Several 
other reports by VCGLR, ILGA and other detailed reports have 
also recently been released or disclosed through the course of 
the Royal Commission. We have not sought to undertake a 
detailed analysis of the similarities or differences between 
references made in the statements, public hearings or these 
reports and results presented here.

This review has been conducted during a period where several 
significant factors may have influenced how staff at Crown 
have responded in the review. The Royal Commission, other 
inquiries and associated media reporting, several shutdowns 
due to COVID-19, potential take over bids from other 
companies, labour shortages in Australia and changes at 
senior levels in the business may have impacted staff 
perceptions during the course of this review.

This project was affected by COVID-19 restrictions, with 
changes to both timelines and data collection methods 
required. This involved extending the survey due to COVID-19 
shut down in Perth and shifting a subset of the senior leader 
and board interviews to a virtual platform. To preserve 
consistency in collecting data from other staff members, the 
timeframe for collection was extended to allow for face-to-
face focus groups. 

This review involved collecting data through survey, interview, 
focus groups, observations, business data review and 
document review. Participation in both the survey and 
fieldwork components of this project was voluntary. We 
reached an overall survey participation rate of almost 60% of 
Crown’s staff. As such, the results presented here reflect the 
perceptions and reported experiences of those who chose to 
participate in this review.

The business data is consistently collected across all Crown 
properties. Where appropriate, we have included the 
available data to provide a baseline for comparison in future 
assessments.

We have applied factor analysis and regression analysis to 
identify key relationships within the survey data and to 
identify drivers of different responses. While this has 
highlighted potential relationships in the data, these serve as 
a guide and should not be considered as reflective of direct 
causal linkage. There remains the potential for factors other 
than those measured in this approach to impact the culture.

The Services provided are advisory in nature and have not 
been conducted in accordance with the standards issued by 
the Australian Auditing and Assurance Standards Board and 
consequently no opinions or conclusions under these 
standards are expressed. The matters raised in this report are 
only those which came to our attention during the course of 
performing our review and are not necessarily a 
comprehensive statement of all the weaknesses that exist or 
improvements that might be made.

Our engagement is not an assurance engagement and we did 
not perform any audit, testing or verification of the 
information provided to us throughout the engagement and 
did not provide legal advice. We have also not made 
assessments of the accuracy of any data in underlying 
systems.

Limitation of Use

This report is prepared solely for the internal use of Crown 
Resorts Pty Ltd in accordance with our engagement letter 
dated 15 February 2021. This document is not intended to 
and should not be used or relied upon by anyone else and we 
accept no duty of care to any other person or entity. This 
report has been prepared for the purpose set out in our 
engagement letter. You should not refer to or use our name 
or the presentation for any other purpose without our prior 
consent.

Confidential – this document and the information contained in 
it are confidential and should not be used or disclosed in any 
way without our prior consent.

Liability limited by a scheme approved under Professional 
Standards Legislation.

Deloitte Risk Advisory is a Member of Deloitte Asia Pacific 
Limited and the Deloitte organisation.

Guidance and Limitations
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Executive Summary

This review has been designed to understand how Crown’s values are currently lived 
throughout the business and to identify the current cultural strengths and opportunities to 
support Crown in the next phase of its cultural change program.

Introduction

Deloitte Risk Advisory Pty Ltd (Deloitte) was engaged by Crown 
Resorts Limited (Crown) to conduct an Organisational Culture 
Review. The review involves four phases: 1. a review of the 
cultural architecture, 2-3. a current state culture assessment, 
and 4. the development of an aspirational culture and 
roadmap for change. This document reports on the findings of 
Phase 2-3 of this review: Current State Assessment. 

Context

This review has been undertaken during a particularly volatile 
time for Crown, influenced by: COVID-19, including shutdowns 
and labour shortages; public scrutiny involving inquiries and 
royal commissions; change in leadership at the board and 
Executive levels; and, potential take over bids by other 
organisations. 

These factors may have influenced employees perceptions of 
the organisational culture and thus the findings of this review. 

Methodology

Culture refers to the sustained pattern of behaviours resulting 
from the underlying values and beliefs across an organisation. 
It is shaped by the actions and decisions of leaders and 
reinforced by organisational systems and ways of working. 

Crown’s purpose is ‘together, we create memorable 
experiences’, while its values include: ‘we do the right thing’, 
we work together’, ‘we act respectfully’, and ‘we are 
passionate’. The purpose and values of Crown provide a 
framework to enable culture. 

In our review we have considered how Crown's articulated 
values and their associated behaviours have been lived 
throughout the organisation. We have also considered, to a 
limited extent, the risk culture behaviours which were 
articulated in a draft Risk Culture Framework at the time of our 
review. Where possible aligned risk culture metrics have been 
adopted to begin to provide limited analysis of Crown’s 
current risk culture. 

Data collection was undertaken between March and July 2021, 
including an all staff survey, interviews with the Board, 
Executive leadership and external stakeholders, focus groups 
with a cross section of employees across Melbourne, Perth 
and Sydney properties, document analysis and business data 
analysis.   

Data analysis has included techniques such as factor analysis, 
regression analysis, and construct analysis. We have further 
validated our findings through triangulation across data sets. 

Overarching findings

An effective culture aligns to its organisational purpose and 
values in the pursuit of its strategy. 

Based on the current state assessment, Crown’s culture has 
both strengths and opportunities for improvement.

Four cross cutting themes emerged throughout the review: 

1. Purpose and values contributes to risk and compliance 

Where people understood the values of Crown and their 
connection to the purpose and customer outcomes, they also 
acknowledged the importance of complying with Crown’s 
rules.

Whilst there is an awareness of the importance of compliance, 
it is not yet driving consistent behaviour. Staff perceive 
ongoing conflicts between appeasing customers, driving profit 
and adhering to policies and processes. Policies and processes 
were seen to be poor in places, due to being overly complex, 
poorly written or lacking applicability. Despite high levels of 
completion of mandatory training, staff did not always know 
where to access policies to do their job. 

2. Leadership drives trust

Less than half of Crown’s people perceived the Board to be 
living Crown’s values, with particularly low sentiment from 
mid-level managers. Just over half perceive their senior 
leaders living the values. The main stated reasons were related 
to the royal commissions and adverse media reporting. These 
views have influenced employees’ perceptions of Crown’s 
trustworthiness and whether it has the customer’s best 
interests at heart.

3. Relationships with managers are critical to success

Crown has a hierarchical structure and managers are the first 
point of contact for staff raising concerns. Nearly half of the 
respondents did not hold a positive perception of the 
relationship they have with their manager. This is driven by 
perceptions of inconsistent reward and performance 
management and a perceived lack of coaching and feedback, 
which results in low confidence in to speak up and challenge 
others.

4. Effective working relationships support engagement 

The majority of staff perceive the people they work with to be 
supportive, friendly and honest. These relationships influence 
inclusion and sharing lessons learnt. At times, there were 
perceptions that peers do not respond well to constructive 
challenge. 

CRW.512.250.0007
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Executive Summary

The findings of this review have been organised according to Crown’s current values and 
behaviours. Current and future enablers have been identified which may support change 
towards Crown's Aspirational Culture. The findings are summarised below.

We do the right thing

The Crown Culture Review found weak support for the value 
of ‘we do the right thing’ being lived in the organisation. 
Despite strong awareness of compliance, barriers that enable 
compliance behaviours still exist.  

A majority of staff believe it is necessary to bend the rules and 
work around policies and procedures to get their job done, 
driven by a perception of customer centricity and a profit 
mandate. 

Some believed policy frameworks were weak and difficult to 
implement. While around half were not confident to provide 
constructive challenge, driven by fear of consequences and 
being punished, or complacency that no action would be 
taken. 

Personal relationships with managers were key to this 
sentiment, with some managers perceived to misuse their 
authority, being dismissive or demanding. 

Enablers that currently support ‘we do the right thing’

• Strong awareness of the importance of compliance and 
knowing where to go to for help when unsure, provides a 
foundation for doing the right thing.

• Effective relationships with their managers, for some, 
provides strong foundations for speaking up.

Future enablers to further support ‘we do the right thing’

• Clear accountabilities for decision making and escalation 
will empower people to make the right decision. 

• Fit for purpose and aligned policies, systems and 
processes, which are developed and continuously 
improved, and that focus on customer and community best 
interest as well as compliance, are more likely to be 
adopted and used for proactive risk identification.

We work together

The Crown Culture Review found mixed support for the value 
of ‘we work together’ being lived in the organisation. While 
there is high collaboration and team work within business 
units, silos exist across business units and properties, driven by 
poor communication, combined with a lack of shared 
objectives, as well as underlying structural and systems based 
deficiencies. Perceptions of inconsistent performance 
management and reward also contributed to this sentiment.

Enablers that currently support ‘we work together’

• Commitment to purpose sets the foundations to pursue 
common goals across business units and properties. 

• New group executive and emerging communication from 
the top is starting to provide the foundations for 
collaboration across properties.

Future enablers to further support ‘we work together’

• A sense of shared purpose will allow for simplification and 
consistency of processes and sharing of lessons learnt.

• Operating models and structures that support 
collaboration across properties and business units can 
create an integrated resort mindset and the delivery of 
customer service. 

• Rewards and recognition focused on teamwork and 
collaborative behaviours, over individual achievement, will 
reinforce collaborative behaviours and teamwork.

We act respectfully

The Crown Culture Review found some support for the value 
of ‘we act respectfully’ being lived in the organisation. 

Just over half trusted Crown, largely driven by low perceptions 
that the Board and Executive were living Crown’s values. One 
in three did not agree that Crown had the customer’s best 
interests at heart. 

The majority of people had a positive experience at Crown, felt 
respected at work and are committed to the purpose and 
values of Crown. Diversity was celebrated, but feelings of 
inclusion were lower, typically driven by manager / employee 
relationships.  

Enablers that currently support ‘we act respectfully’

• People who have a positive experience and feel respected 
at work, and understand Crown’s values, are motivated to 
deliver on Crown’s purpose of memorable experiences.

Enablers that may support ‘we act respectfully’

• Group Executives and Board members who role model the 
values, set the right tone from the top and build trust in 
leadership.

• Communicating transparently and acting with good intent 
to all staff elevates personal security.

CRW.512.250.0008
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Executive Summary

We are passionate

The Crown Culture Review found some support for the value 
‘we are passionate’ being lived in the organisation. 

Crown’s people are committed to Crown’s success, but low 
motivation stems from regulatory scrutiny, lack of 
empowerment, poor career path management and a low 
appetite for innovation. 

A mindset of ‘this is the way we’ve always done things’ is 
perceived to be stifling innovation, and many do not feel 
empowered to make decisions. 

Enablers that currently support ‘we are passionate’

• People committed to Crown’s success and remaining at 
Crown for the foreseeable future, have a strong 
commitment to Crown’s values, supporting customers’ best 
interest and maintaining Crown’s social license.

Enablers that may support ‘we are passionate’

• People who feel respected, mentored and developed by 
their managers are more likely to perceive an environment 
in which they feel included, supported, safe to 
constructively challenge and safe to make decisions and 
mistakes.

• Performance management that is supported by coaching 
and clear career development pathways motivates 
employees to strive to be better and continuously improve.

• Building the capability of people to make ethical decisions 
will support them when confronted by decisions that are 
ambiguous and lack clarity. 

Next steps

To address these issues Crown has expressed to us their 
commitment to revising its purpose and values, redefining its 
organisational behaviours and mindsets in order to create a 
clear aspirational culture. 

To close the gap between the current state culture and the 
aspirational culture, Crown will develop a roadmap for change 
outlining key activities to shift the culture. The current and 
future enablers identified in this report provide a starting 
point to think about the actions that may create the change 
sought. 

These activities will be undertaken as part of Phase 4 of this 
Organisational Culture Review which is currently underway.

Barriers exist preventing an effective risk culture

Whilst awareness of the importance of compliance appears to 
be strong, it is not yet driving consistent behaviour or an 
effective risk culture. There is a need to remove the barriers to 
constructive challenge across the business. Staff don’t always 
feel empowered or involved in the decisions that affect them. 
There are also low levels of agreement that unacceptable risk 
taking is consistently penalised. There is a need for 
improvements in communication and role modelling, including 
sharing mistakes and lessons learned. Furthermore, some 
leaders recognised the lack of ‘outside in’ thinking. While risk 
literacy is emerging, it needs to be further strengthened 
especially across Line One in the organisation. 

CRW.512.250.0009
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The Crown Culture Review Approach 

A comprehensive approach has been undertaken to assess the current state culture at 
Crown and define the aspirationa l culture and subsequent roadmap for change. This report 
focuses on Phase 2 - 3. 

Introduction 

Ken Barton, then CEO of Crow n, commissioned Deloitte to 
undertake a review of the organisat ional culture of Crown 

Resorts Limited. 

The Crown Culture Review involves four phases. Phase 1 

included an initial maturity assessment of Crown's 
organisational culture architect ure. The fina l report was 

submitted on 6 July 202 1. Phase 2-3 is a current state culture 

review. Phase 4 includes the development of a detailed 
aspirational culture and roadmap, which is due for submission 

to Crown on 16 August 2021. 

The purpose of this document is to report the findings from 

Phases 2 and 3 of the Crown Culture Review - assessing the 
current state of the organisat ional culture of Crown Resorts 

Limited. These phases were conducted between February 

2021 and July 2021. 

Culture Measurement 

The review used Crown's existing purpose and values, as well 
as its defined behaviours, as a basis against which to assess 

Crown's organisational culture. This review was not a forensic 
examinat ion of all factors that influence culture, as such we 

focused our review on current cultural pract ices. We have not 

undertaken a comprehensive risk culture assessment as it was 

beyond the scope of t he report. Some of the questions t hat we 

have posed in the Culture at Crown survey related to risk 
culture, and we have therefore included high level 

commentary where appl icable. 

This review involved collect ing data t hrough a survey, 

interviews, focus groups, observat ions, business data and 
document review. Participation in both the survey and 

fieldwork components of this project was voluntary. Survey 
participation included almost 60% of Crown's staff, which 

resulted in a less than 1% margin of error at 95% confidence. 
As such, the results presented here reflect the percept ions and 
reported experiences of those who chose to participate in th is 

review. Business data was analysed to ident ify connections 
with the findings and to establish baseline metrics for 

comparison in future assessments. 

The matters raised in this report are only those which came to 

our attention during the course of performing our review and 
are not necessarily a comprehensive statement of all the 

weaknesses that exist or improvements that might be made. 

PHASE 1 

ASSESS THE CURRENT 
CULTURE FRAMEWORK 

ASSESS CURRENT CULTURE FRAMEWORK 
Assess the maturity of activities in place to 
measure and manage organisational culture 

ARTEFACT REVIEW 
Assess Crown's organisational culture artefacts to support 

understanding of Crown's current culture frameworl< 

(COMPLETED) 

PHASE 2 

DESIGN AND CONDUCT 
THE MEASUREM ENT 

PHASE 3 

DERIVE THE INSIGHTS 

........................................................................ 
DRAFT GOVERNANCE, MEASUREMENT 

& REPORTING FRAMEWORK 
Draft governance measurement & 

reporting framework 

FIELDWORK 
Approach to test culture 

hypotheses and explore root 

cause (interviews, focus groups 
and observations) 

CULTURE AT CROWN SURVEY 
Survey that provides evidence for 
mindsets, behaviours and drivers 

in the current culture 

~ •. • •.. ·· .·· ..• .......--· ••••• • • ••••••• ••••••••••• '.......... ..... iW.. • ••••••••• 

. . 

: . . . . LEAD AND LAG INDICATORS 
Identify key organisation metrics 
that demonstrate the affect of 

culture on organisational objectives 

DEEP INSIGHTS 
Use the survey to develop 

deep insights into the 
organisational culture 

CURRENT STATE CULTURE REPORT 
Report detailing the findings of the 

current culture state 

....................................................................... 
. 

CULTURE CHANGE ROADMAP ASPIRATIONAL CULTURE ~ 

Conduct gap analysis and develop roadmap to Revise aspirational culture through leading practice : 
enable progress towards aspirational culture. Finalise review and assessing mindsets and behaviours : 

PHASE4 

DEFINE THE 
ASPIRATIONAL 
CULTURE AND 

ROADMAP ....... .~~~. -""i'"'"'"' ••-• """" <o "°"• n's purpose and values. • • • • • :" 

~··············· · ................................... ······•·········. 
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Approach and methodology 

Our cu lture review is underpinned by our perspective on cu lture. This worldview drives our 
assumpt ion about how to measure and change culture. 

Our perspective on culture 

Culture is t he susta ined pattern of behaviours result ing from the underlying values, and shared mindsets and beliefs across t he 
organisat ion. It is shaped by the actions and decisions of leaders and reinforced by organisat ional systems and ways of working. 

A clear purpose and values shape t he strategy and r isk appet ite, and are t hen cascade through policies processes and systems. A 

defined aspi rational cult ure allows for t he intent ional shaping of behaviours across the business. Defining the mindsets and 

behaviours required to deliver on strategy and risk, aligned to the organisat ional purpose and values, is t he first step to enabling 

culture. 

Values provide t he criteria 
or standards, defining what 

is good and desirable in the 

organisat ion. 

Shared mindsets and beliefs 
develop through the stories 
and experiences with in the 

organisat ion over t ime and 
become embedded w ith a 

'taken-for-granted' status. 

Design & Analysis Approach 

Survey design 

Goals and 
objectives 

Strategic plans 
"' and initiatives .s 

:11 
G 

Risk appetite 

Activities + 

The survey was developed in consideration of Crown's current 

context and operat ing environment to ident ify relevant areas 
of focus. The design was informed by consideration of Crown's 

values, Crown's 2020 Reform Agenda, the impact of and 
response to COVID-19, and the ILGA inquiry. 

Survey questions were drawn from Deloitte's exist ing 

CulturePath™ and Risk Culture survey banks, Crown's 

engagement survey quest ion set (delivered by CultureAmp) 
and Crown's Employee Experience (EX) survey quest ion set. 

The survey consisted of 59 statements and asked participants 
to rate their level of agreement on 5-point Likert scale (Strong 

Agree-Strongly Disagree). For n ine of the questions, 

depending on the response, participants were presented with 
a follow-up quest ion seeking addit ional informat ion in the 

form of qualitat ive responses. Two open-ended questions, 
relat ing to what aspects of Crown's cu lture hinder or enable 

its success, and nine demographic questions were included at 

the end of the survey. 

Quant itat ive Analysis 

Overall survey trends were analysed using the PowerBI 

platform to prepare a series of dashboards and ot her visual 

representations. 

Principal Components/ Factor Analysis (PCA) was conducted to 

understand the factors underlying the pattern of responses in 
the Cult ure at Crown Survey. This analysis helps to ident ify 

underlying concepts based on how responses across survey 

items are related to each other. 

© 2021 Oeloitte Risk Advisory. Oeloitte Touche Tohmatsu. 

Strat egy · : il~sults : · · Culture 

Enabling 

Values 

Mindsets 
and beliefs 

Behaviours 

Decisions 
and actions 

T-tests and mult iple regression analysis* were applied where 

relevant to assess the significance of differences between 
groups or to understand the relat ionship between differing 

survey items and ident ify potential drivers of responses. Only 

those results found to be statist ically significant (p<0.0 5) are 
reported in th is report. 

Qualitat ive Analysis 

The qualitative analysis methodology involved a combinat ion 

of construct analysis for bottom-up coding of t hemes from t he 
survey and fi eldwork and the use of the Qualt rics Text IQ 

fu nctiona I ity. 

Init ial analysis was conducted via a bottom-up approach of a 

selection of survey responses undertaken by two coders to 

identify themes until saturation was reached. Coders 
undertook four rounds of double coding to establish i nter­

rater reliability throughout the init ial phase. 

These themes were used to create a bank of search terms for 

use in Natural Language Processing (NLP) using the Qualt rics 
p latform. This word bank was then combined with the pre­
fi lled word bank based on employee engagement wit ihin the 

Qualt rics p latform and all data was searched for the defined 

themes and assess frequency and sentiment. 

Fieldwork Data 

In addit ion to analysis using NLP all fieldwork data wais 

analysed manually using construct analysis w ith the t hemes 
summarised and representat ive quotes identified . 

12 
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Fieldwork Methodology 

The Crown Culture Review fieldwork approach cons isted of primary research met hods 
including interviews, focus groups and observations to allow fu rther exploration of t he key 
themes revealed in the Culture at Crown Survey. 

Fieldwork summary 

• • :i. • • Focus Groups Internal Interviews External Interviews Observations 

Focus groups were Internal interviews were External interviews were Observations of a variety of 
conducted at a Team conducted individually and conducted individually w ith Crown meetings and forums 

3 
Member level and supervisor held predominately at senior key external stakeholders of were attended to provide 

QI I manager level, allowing for leadership level, providing Crown, providing a va luable insights into the tangible and 
·~ 
QI 

diversity in responses and important top-down insights outside-in perspective to visible actions people take 

> providing valuable bottom- and input. demonstrate the experience and things they say t hat they 
0 

up insights. of engaging with Crown as may be unwill ing or unable 
an external stakeholder. to articu late through 

.z:. Hypothesis driven * Hypothesis based* (senior Values-based-
u 
111 leaders) 
0 ... 
Cl. 

Random selection approach~ Values based- (Board Cl. 
et members) 

,. 
;2 40 (total 415 inviteesn) 

... 17 (197 inviteesn) ::E 

! 14 (140 inviteesn) 

~ .. 9 (78 inviteesn) 

Field work approach 

* Hypothesis-based data collection 
approach: Six hypotheses were derived 

through the Culture at Crown Survey 
quantitative analysis and were used to 

gain a deeper understanding of the 

mindsets and drivers of behaviour across 
Crown. They were used to prompt 

conversat ion in focus groups and internal 
senior leader interviews, ensuring a 

consistent approach to data collection. 

37 10 

1 6 
E 
~ 31 

nParticipation in interviews and focus 
groups was voluntary. To maintain 

confident iality, focus group attendance 
was not recorded, as such invitee 

numbers have been included. A majority 

of invitees accepted the invitation to 
participate, w ith most focus groups 

having between 6-8 attendees. All but 
one internal stakeholder accepted the 

invitation for interview, and some 

external stakeholders decl ined 
- value-based data collection approach: 
Crown's values were used as the basis for participat ion. 

Board member interviews, external 
interviews and observat ions. They were 

used to explore the extent to which the 

values are lived and to prompt 
conversat ion in interviews. 

© 2021 Oeloitte Risk Advisory. Oeloitte Touche Tohmatsu. 

8 Random selection approach: A random 
selection approach to selecting focus 

group participants was followed, w ith 

proportional representat ion across 
properties and business units based on 

the number of staff w ithin each area to 
maintain validity. 

discussion. 

Values-based-

24 

9 

8 

7 

Fieldwork analysis methodology 

1. 

2 . 

Insights from focus groups, in ternal 

and external interviews and 
observat ions were manually extracted 

from each t ranscript using construct 
analysis to identify key examples, 

m indsets and behaviours. Insights 

were analysed from the perspective 
of the hypotheses or Crown' s values 

based on the data collection approach 
(out lined in the table above). 

Qualitative data was analysed using 
both bottom-up coding cond ucted by 

independent coders and in a top­

down manner using Natural Language 
Processing functionality via the 

Qualt rics p latform. 

13 



CRW.512.250.0014 

Crown's Current Landscape 

The Crown Culture Review engagement was undertaken during a challenging period for 
Crown as they have made senior leadership changes, embarked on a t ransformation 
program, responded to increased regu latory scrutiny and have managed the impact and 
restrictions of COVID-19. Th is has led to cha llenges in completing key components of the 
delivery of this engagement, including the Culture at Crown Survey and fie ldwork in Perth 
and Melbourne, and may have affected people's perceptions reported upon in this review. 

Factors affecting the current state assessment. 

The current state cu lture assessment was completed between 
February 2021 and July 2021, throughout which a number of 

factors impacted the t imel ine of act ivit ies. It is recognised that 
these factors have had a notable impact on Crown's 

operat ions and people. 

The survey was followed by fieldwork at the Perth, Sydney and 
Melbourne properties consist ing of a series of interviews, 

focus groups and direct observations conducted over the 

period 24 May 2021 to 2 July 2021. 

The assessment commenced with t he design of the Culture at 
Crown Survey and the survey link was dist ributed to al l Crown 
staff (excluding contractors) on 22 April 2021. While initially 

the survey was intended to remain open for 2 weeks, t he 
shutdown of Crown Pert h due to COVID-19 rest r ictions in that 

state necessitated extending t he period, leading to the survey 

closing on 17 May 2021. 

The fieldwork period was extended for longer than originally 

planned due to t he shutdown of Crown Melbourne due to 
COVID-19 restrict ions leading to a two week delay in 

completing the fieldwork at t his site. This decision was taken 

to priorit ise conducting the focus groups with Crown staff in a 
face-to-face format so as to ensure consistency in dat a 

collection. Internal interviews with senior leaders at Crown 
Melbourne were completed virt ually to progress data 

collection. 

Phase 2 - 3 timeline and associated factors affecting the current state culture assessment 

Key activities February March April May June July August 

g 

Survey 

Fieldwork Perth 

Fieldwork Sydney 

Fieldwork Melbourne 

Analysis & Report ing 

Release of 
t he Bergin 

Report 

Executive and 
Board 
departures 

CEO 

VIC Royal 
Commission 
Announced 

Chief 

Oesign 

WA Royal 
Commission 
Announced 

Nigel 
departure Compliance Morrison 

Officer starts joins board 

Melbourne 
Shutdown 
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Survey Open 

Bruce 
Carter 
joins 
board 

Perth 

VIC Royal 
Commission 
Hearings 

Chief People CEO 
&Culture starts 
Officer starts 

Melbourne 
Shutdown Shutdown 

1 

Group 
General 
Counsel starts 

Sydney 
Shutdown 

WA Royal 
Commission 
Hearings 

Melbourne 
Shut down 

1 

14 
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Overarching findings 

1. Purpose and values contributes to risk and compliance. 

Connection to the purpose and values drives positive sentiment toward risk and compliance. The understanding of Crown’s 
values and a sense of connection to purpose and customer outcomes influences a stronger awareness of the need for 
compliance and feeling that people understand their obligations.

This awareness is not yet driving compliance behaviours, with multiple barriers preventing the activation of these behaviours, 
including poor relationships with managers, poor policy frameworks and inconsistent performance management (see ‘we do 
the right thing’). 

A sense of purpose and Crown’s values also contributed to perceptions of having a positive impact on customers. (see ‘we are 
passionate’). 

Cultural Enablers

• Developing a clear social based purpose and values in the 
form of an ethical compass will provide a clear and uniting 
framework for respect of employee and customer and also 
enhance social license.

• A genuine focus on customers best interest will drive 
sentiment that Crown is genuine in it’s commitment to the 
community and will contribute to a sense of pride.

• Building the capability of people to make ethical decisions
will support them when confronted by decisions that are 
ambiguous and lack clarity. 

• Where constructive challenge is working well, risks and 
potential issues will be identified and resolved more 
rapidly and effectively.

• Clear accountabilities for decision making and decision 
rights enables efficient decision making and empowers 
people. 

• A focus on continuous improvement in developing fit-for-
purpose policies and processes, focus on customer and 
community best interest, and have the buy-in of those 
affected by them, will help support ongoing compliance.

• Risk reporting mechanisms that provide a centralised view 
across risk classes and allow reporting and tracking of 
incidents and issues can help reduce siloing of information.

Cultural Derailers

• An abundance of policies at inconsistent levels of maturity, 
making it hard to comply, result in work arounds that may 
not meet compliance requirements.

• Policies and processes that are not underpinned by a 
greater understanding of Crown’s commitments to its 
customers and the community at all levels will fail to be 
effective.

• Failure to integrate compliance and risk requirements into 
the operational environment impacts the ability to deliver 
outstanding customer service.

• Poor manager behaviours, combined with lack of informal 
and formal reward, drives a sense of fear and complacency, 
reduce staff likelihood to raise potential issues or 
concerns, reducing the effectiveness of risk management.

CRW.512.250.0016
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Overarching findings 

2. Leadership drives trust

A sense of trust in Crown is linked to the perception of whether the Executives and the Board are perceived to live Crown’s 
values and whether the business is perceived to have the customers’ best interests at heart.

At the current time, less than half of Crown’s people perceived the Board to be living Crown’s values, with particularly low 
sentiment from mid-level managers. The main stated reasons related to perceptions stemming from the royal commissions and 
media reporting, combined with an absence of board presence in the business.

There were also weak perceptions about senior leaders behaving in accordance with Crown’s values. Perceptions of a 
customer and profit centred focus at the expense of compliance also affected trust in leadership (see ‘we do the right thing’).

Senior Executives living the values also influence whether staff felt they could be themselves in the workplace without fear of 
judgement (see ‘we act respectfully). 

Cultural Enablers

Trust in leadership and the path forward

• Exposing group Executives and the Board to staff, combined 
with the leaders living the values, will build trust in 
leadership.

• Enhancing diversity in leadership provides an important 
symbol of valuing diversity in the business.

• Reduction of a culture of hierarchy, through closer 
engagement across management levels, clearer 
communication and opportunity for discussion, can build 
shared ownership of strategic objectives.

• Leaders and managers who role model doing the right thing 
through their actions and decisions, navigating uncertainty, 
nurturing a safe environment through empathy, 
responding rapidly to issues and concerns, and 
communicating this to their teams will support better 
compliance and risk management.

• Communicating transparently and acting with good intent 
to all staff will elevate their sense of personal security.

Cultural Derailers

• Instability at the Board and Executive level, combined with 
poor leadership behaviours, stimulates uncertainty and a 
loss of passion for the business. 

• Self-interested and disrespectful behaviours from 
Executives and General Managers sets a poor tone across 
the business and perpetuates sentiment of disrespect.

• Lack of diversity in leadership prevents diversity of thinking, 
an environment of challenge and effective role modelling 
for Team Members and Managers.

CRW.512.250.0017
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Overarching findings 

3. Relationships with Managers are critical to success

Crown has a hierarchical structure, which some staff describe as a strong ‘chain of command’. Manager’s are viewed as the 
first point of escalation for any staff concerns and how staff view the relationship influences many aspects of how they 
experience the culture. 

Staff rate the relationship with the managers in terms of whether they feel their manager demonstrates genuine care for them,
engages in open and honest communication, involves Team Members in decision making and whether their manager provides 
feedback, reward and recognition. Just over half of survey participants rated having a positive relationship with their manager.

Poor relationships with managers were seen as a barrier to feeling safe to speak up and challenge (see ‘we do the right thing’),
weak communication and sharing of lessons learned and lower encouragement to collaborate (see ‘we work together’). 

Manager relationships were also noted to influence whether staff felt respected in the workplace, a key driver of a positive 
experience at Crown (see ‘we act respectfully’) and to influence whether they felt supported in their career development, and
perceptions of how open the environment was to new ways of working (see ‘we are passionate’).

Cultural Enablers

• A feedback rich culture, where good performance is 
consistently recognised and rewarded, though formal 
(awards) and informal (saying thank you) mechanisms, 
drives higher engagement and discretionary effort, and 
aligns incentives to strategic priorities throughout the 
business. 

• Transparent and objective performance management, 
supported by coaching and clear career development 
pathways, will ensure a fair approach to promotions and 
career progression, and motivate employees to strive to be 
better. 

• People who feel respected, mentored and developed by 
their managers are more likely to perceive an environment 
in which they feel included, supported, safe to 
constructively challenge and safe to make mistakes.

• Clear signals and feedback loops from management that 
support innovation and challenging the way things are 
done motivate people to share ideas and do things better. 

• Engaging people in the decisions that affect them, and 
supporting them through the lessons learned is key to 
empowerment.

Cultural Derailers

• An overly hierarchical culture limits two-way flow of 
information, preventing communication of key messages 
and decisions, leading to slower decision-making and 
reducing collaboration across the business.

• Managers who listen poorly, fail to respond to new ideas, 
or mentor and empower, combined with poor leadership 
role modelling and failure to provide rationale for 
decisions, reduces perceptions of inclusion, drives learned 
helplessness, and demotivates employees from offering 
new ideas or innovating. 

• Irregular and inconsistent performance management drive 
poor relationships between management and staff, and 
perceptions of favouritism.

• Rewards and recognition focused on individual outcomes 
over team outcomes, reduces collaboration. 

• Overly simplifying the jobs of Team Members, and ignoring 
the complexity of decisions they face, disempowers Team 
Members and results in a fear of speaking up. 
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Overarching findings 

4. Effective working relationships support engagement 

How staff perceive their peers influences their views of safety to speak up  and their ability to collaborate. Staff who perceive 
their colleagues as friendly, supportive and honest are more likely to feel safe to speak up and to perceive their peers as 
working well with others. 

Poor working relationships with peers were linked to the perception of a lack of coaching and mentoring  culture, which 
inhibited sharing of lessons learned, and of being involved in decisions that affect them (see ‘we work together’). 

Working relationships were also seen to drive a sense of commitment to mentorship and development of others which 
contributed to the perception that others respond positively to challenge, and as being committed to improving how they work 
(see ‘we are passionate’). 

Cultural Enablers

• A sense of shared purpose drives collaboration across 
business units and properties, allowing simplification and 
consistency of processes and sharing of lessons learnt.

• Operating models and structures that support collaboration 
creates an integrated resort mindset and the delivery of 
customer service. 

Cultural Derailers

• Limited collaboration across properties and business units 
drives an ‘us versus them’ mindset and limits the ability to 
improve consistency of standards, policies and processes.

CRW.512.250.0019



CRW.512.250.0020 



CRW.512.250.0021 

How to Read the Report 

This report has been structured around Crown's four va lues, reflecting the order that the 
va lues are presented to Crown's people: 'we do the right thing', 'we work together', 'we act 
respectfully', and 'we are passionate'. An additional risk culture chapter has also been 
included. Each chapter is structured as follows: 

Behaviours 

• • - 2 
~ .. 

• 
~i . • 

:'"' ,. '· .. -· . a ..._,. 
• ' • '2-j .. , 

• ==~ 

--
~::..~·-- =---

Deeper Insights 

-- - ~­
~--

.:.~ --
=-- -· -===.. 

Dashboard 

Summary of Crown 
behaviours identified 
under this value 

Chapter summary 

Highlights of key 
themes in the chapter 

Findings overview 

Summary of current 
state culture findings 

• Cu rrent state findings Quantitative Culture at 
Crown su rvey results 

Strategic enablers 

Readinc the Culture at Crown Survey dashboards 

Respondents to t he survey were asked to provide t heir perception in relationship to a survey question on a 
five-part Likert scale from Strongly Agree t hrough to Strongly Disagree. 

Example survey quest ion: I am confident that I will not be penalised for raising concerns ' • 

* Indicates a risk culture question, which is a question included in the survey that is relevant 
to risk culture. 

/\ Indicates a reverse-scored item, which is a negatively worded survey question For 
example, "The people I work with bend the rules when it suits them". The results 
of negatively-worded questions have been reversed for the purpose of t his report 
to a lign with t he positive perception of all questions. 

13. +--- Coloured numbers are used for in-text referencing of 
survey responses Outcome ---+ 

17% 41% 

t t t t l Strongly Agree Neutral Disagree 
agree Strongly 

disagree 

G~ VIP~ Table 
Machines S«Wity Games S«Wity 

71% 67% 88% 94% 

Heatmap colow cocfAig 

Readinc the business data 

Total% positive 
perception = Predictor 

combined variables 
strongly agree + 
agree responses 

{ 
Oemocraphic heat maps -
describe t he total positive perception (sum of 
strongly agree and agree) of a particular 
demographic group. 

64% 
% completion of mandatory training Up and down symbols are used 

to indicate how a data point has 

Melbourne iiiiiiiiii:i:_ T +-- varied from a previous qua rter. 
Green denotes a favourable 

overal positive 
perception 

Perth 
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movement while red denotes an 
unfavourable movement . 

Business data 

Multiple regression analysis assesses the 
strength of the relationship between an 
outoome and several predictor variables as 
well as t he importance of each of t he 
predictors to the relationship, usually 
statistically el iminating ot her predictors. 

ThlsP'f<"llllc>n. .. 
I f~~IU6lldmy 10le, i"d!ldW'lg nt; Mk al'ttlCO!l'lpi..lnte 
obllgbton~ · 

,,. 1:~ 1"'11 

t 
I hwt • dt11 undtnllndin, ol Crown's oig1niu1ionalv1ll.f's 

• 
W~n 'll'l!Wli>J1e'iowtotl\i~easi!U.!ltion,I k'l<M>whtrttogob 
"41p 

I am pl'O'V-.d~ .,,.\l'I adequalt t1U1!~to~n.:t!>l~mt to W'l~ri;l.!lnd afld: 
ma nap my OOl'fllllianot oblpl!Of'ls 

I know ·111'~te IO 1ttMS tMr~ltv-Jnt poHclt!i aM p1~te'J: lnplatt to 

suid~ foowltr(w<rk $hotJdbt dorte 

t 
Strencth of ~elationship -

i.e. these predicto r variables collectively 
explain 42.9% of the outcome 

•Multiple regression was conduct ed with backward 
elimination method (criteria for removal set at p < 002) 

The overall positive perception 
provides a combined score for agree 
and strongly agree, averaged across 
all items under this value. While it 
provides an indicator of sentiment, it 
does not provide an overall score of 
the extent to which t he value is lived. 
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What is the current state of  ‘we do the right thing’? 

The Crown Culture Review found weak support for the 
value of ‘we do the right thing’ being lived in the 
organisation. Despite strong awareness of compliance, 
barriers that enable compliance behaviours still exist. 

Compliance: Strong awareness of compliance, but barriers to 
compliant behaviour

There is a strong awareness of the importance of compliance 
and following policies and procedures, with high levels of 
participation in mandatory training. Most reflected the 
importance of compliance, acknowledging an increased focus 
on AML and compliance in 2021. ‘Doing the right thing’ was 
largely interpreted to mean ‘follow the rules’ rather than 
enabling a culture of making sound ethical decisions. 

At times, the practice of the ‘do the right thing’ behaviours 
was found to be lacking for a number of reasons. Staff 
perceived at times it was necessary to bend the rules and work 
around policies, systems and processes to get the job done (13, 
15), driven by a perception that the leadership prioritised 
customer service and profit, particularly for VIP customers. 

While some staff perceived a strong policy framework exists, 
others felt existing policies and procedures were lacking –
either out of date, poorly written or difficult to apply to the 
their roles, and it was perceived there was a reactive approach 
to risk management. 

Constructive challenge: A lack of confidence to  speak up and 
constructively challenge

Around half of people observed that the people they work with 
would provide constructive challenge if the right thing was not 
being done (11). Those with a negative sentiment reported to 
be driven by perceptions that no action would be taken to 
address concerns raised, or a fear of consequences and that 
they may be penalised. 

A key determinant of one’s willingness to challenge related to 
their personal relationship with their manager. While some 
managers were considered excellent, others were perceived to 
misuse their authority. Some perceived managers to be 
dismissive or demeaning to their staff. Nepotism by managers 
was perceived to advance the careers of some. Senior 
Executives reported an increase in safety to speak up since the 
departure of several CHP aligned employees. 

Cultural enablers that currently support ‘we act 
respectfully’

• People who have a positive experience and feel respected at 
work, and understand Crown’s values, are motivated to 
deliver on Crown’s purpose of memorable experiences.

Cultural Enablers: How can Crown strengthen ‘we do 
the right thing’? 

• Leaders and managers who demonstrate commitment to 
doing the right thing through their decision and actions, 
navigating uncertainty, nurturing a safe environment 
through empathy, responding rapidly to issues and 
concerns, and communicating this to their teams, will 
support better compliance and risk management.

• Clear accountabilities for decision making and escalation 
will empower people to make the right decision. 

• Fit for purpose and aligned policies, systems and processes, 
which are developed and continuously improved in a way 
that includes of those that use them, and that focus on 
customer and community best interest as well as 
compliance, are more likely to be adopted and used for 
proactive risk identification.

• Integrating compliance and risk requirements into the 
operational environment ensures the delivery of 
outstanding customer service.

• Consistent two-way feedback at all levels will help generate 
buy-in and accountability. Feedback should include formal 
and informal performance mechanisms, employee listening 
and providing incentives to raise issues. 

• Supporting employees to navigate uncertainty through 
ethics training, and using Crown’s purpose and values, 
together with principles based policies and supporting 
processes, can assists in ensuring compliance and reducing 
harm to the customer and community. 

• A focus on customers’ best interest drives sentiment that 
Crown is genuine in it’s commitment to the community and 
will contribute to a sense of pride.

• Where there is confidence to constructively challenge, 
issues and risks can be identified and resolved more rapidly 
and effectively.

We do the right thing: Overview
Doing the right thing is doing right by your colleagues, customers, community and company.
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We do the right thing: Deeper Insights 
Doing the right thing is doing right by your co lleagues, customers, community and company. 

Compliance: Strong awareness of compliance, but barriers to compliant behaviour • Compliance is everyone's responsibil ity at Crown, including my own* 46% 45% 7% I 92% 

I fully understand my role, including my risk and compliance obligations* 28% 57% 11% I 85% 

At Crown, following established rules, gu idelines and 
regulations is a top priority* 

27% 50% lS.% 77% 

I am provided with adequate training to enable 
me to understand and manage my compliance obligations• 21% 53% 16% 75% 

I know where to access the relevant policies and 
procedures in place to guide how my work should be done• 18% 54% 18% 72% 

An increased awareness of compliance is felt across Crown. 

Survey responses indicated Crown staff have a strong 

awareness of compliance and sense of shared responsibility 
for compliance (1). While 94% of people in Melbourne and 
85% of people in Perth have completed their mandatory 

training, a notably lower figure of 75% believe t he t raining is 

adequate and 72% know where to locate relevant policies and 
procedures to guide t heir work (2, 5, 6). 

A key t heme throughout observed meetings was an emphasis 

on risk and compliance, and many people reported an 
increased focus on AML procedures over the past year. 

Do the right thing means 'follow the rules' . 

Doing the right thing was largely interpreted to mean 'follow 
the rules', w ith front line staff being expected to 'see 

something, say something'. While some senior leaders felt 

that the rules were black and white and therefore needed to 
be followed, others acknowledged the need for informed 

judgement when the context of the situation called for it. 
There was some lack of appreciation at leader and manager 

levels t hat staff encounter ambiguous challenges on a daily 

basis, and feel disempowered to make decisions. 

This perception ... 

I fully understand my role, including my r isk and compliance 

obl igations• 

may be influenced by ... 

I have a clear understanding of Crown's organisational values 

• 
When I'm unsure how to manage a sit uation, I know where to go for 
help 

I am provided wit h adequate tra ining to enable me to understand and 
manage my compl iance obligat ions 

I know where to access the relevant policies and procedures in place to 
guide how my work should be done 

(Adj. R2 = .429) * 
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" ... I have witnessed and reported suspected actions of money 

laundering as a [gaming employee] to numerous senior 

managers and watched patrons continue to return." 

A tension between following the processes and meeting 
customer demands was observed. 

Staff perceived they needed to work around pol icies, 

processes and procedures, and that people they work with will 

bend the ru les when it suits them (13, 15). 

For customer facing staff, there is a perceived tension 

between policy compliance and meet ing customer demands. 

This was part icularly ra ised in the context of VIP customers, 

where staff in t he Food and Beverage and Gaming areas noted 
they had experienced examples of poor behaviour from VIPs 

being overlooked, inconsistent direction and application of 
RSA enforcement, and other exceptions being made t o 

accommodate VIP demands. 

There a re some areas of weakness in policies. 

While some policies were perceived to be very good, others 

were perceived as a barrier to compliance. Some Team 
Members noted that policies can be out of date, poorly 

written, formatted and lack illustration. Others reflect ed that 

some policies lacked clarity for the process of escalat ion, 
part icularly surrounding challenging customers. 

Staff in several business units perceived that policies and 

procedures sometimes had 'grey areas'. Some Gaming 
employees reflected that when confronted with conflicting 

priorit ies, t here was a mindset that 'for Gaming areas, it's 

within the ru les to satisfy the customer'. 

"In every job you know what's compliance and what's right or 

wrong and we don't cross that line." 

There are often instances where working around our policies, 
processes or procedures is necessary to get the job done•A • 8% 19% 38% 27% 

The people I work with bend t he rules when it suits them• A 

11% 32% 26% 24% 
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We do the right thing: Deeper Insights 
Doing the right thing is doing right by your colleagues, customers, community and company. 

Constructive challenge: A lack of confidence to speak up and constructively challenge 

"Managers are more t han happy to reprimand you when 

you've made a mistake, many wil l not instruct you what to do 

different ly and some gain quite the sense of power from 

writing people up for mistakes" 

People's willingness to constructively challenge depended on 
their relationship with their Manager(s), and for some, 

perceptions of poor attitudes and behaviour from managers 

and leaders were barriers to speaking up. 

While some staff felt their managers were excel lent and they 

felt safe to challenge, in other areas examples were provided 

where managers were dismissive or demeaning to their staff. 

Half of employees responded that the people they work with 
do not constructively chal lenge each other (11). Where 

mistakes were made, some perceived that managers do not 
always try to understand the factors underpinning the mistake 

and provide little guidance to correcting errors. 

Some staff perceived that managers took unfair disciplinary 
actions, at t imes without tel ling the employee. This percept ion 

was found to be particularly prevalent in Gaming with 
references to disciplinary outcomes such as the making of ' fi le 

notes' and correcting mistakes, without an equal balance on 

encouraging, recognising or rewarding posit ive behaviours. 

The people I work with are penalised if they take unacceptable 
risks, even if their act ions generate posit ive results•A 

7% 31% 53% 

• 
Speaking up is unlikely to lead to change and issues raised 
aren't followed up. 

People reported that where attempts were made to challenge 

current practices, they were perceived to be met with apathy, 
defensiveness or desire to maintain the status quo. A lack of 

recognition for solving problems also led to a lack of 
motivation to raise issues. 

Many staff noted there is a strong sense of the 'Crown way' 

and a mindset of 'th is is how we've always done it' . In 

Melbourne, some in m iddle management felt safe to 
constructively challenge, but perceived that managers above 

them may be afraid to progress issues. 

Some leaders explicitly mentioned the hierarchical nature of 
the organisation which makes it diffi cu lt to chal lenge the way 

things have been done. With perceptions that things are done 
on a "need to know basis", some staff are excluded from 

meetings, underpinned by a 'boys club' mentality and 

preventing them from being able to speak up. 

Perceived silos between propert ies and a view of Melbourne 

as the flagship property and therefore 'they know best' were 

common views expressed across different properties. 
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Complacency or lack of safety to speak up may be influencing 
the low number of whist leblowing cases observed at Crown. 

# whistl&-blowers case (Open vs closed) 

Melbourne - 1 closed 

Perth 3 open 1 closed 

Sydney 0 cases 

New UARs all properties by 
month 
FY21Q3 

A senior AML t eam member noted t hey 
had observed increased reports via the 
unusual activity report process following 
increased t raining and communication 
and introduction of automated 
reporting. While this is encouraging it 
does not yet represent sustained culture 
change in AML compliance. 

" I haven't had a manager encourage me to speak up about 

anyt hing. If I wanted to speak up I could, but you tend to be 

vindicated. You ra ise a concern and somet imes you' re told to 

mind your own business." 

Efforts to improve safety to speak up and challenge are in 

the early stages • 

A lack of psychological safety to speak up is an acknowledged 
problem by leaders within the business. A 'Speak Up' init iative 

is currently being piloted in Perth, which aims to address 

psychological safety. 

Members of the leadership reflected a new sense of safety 
since the departure of CHP associated leaders. Some also 

observed constructive challenge from newly appointed 
Executives, setting a new tone from the top. 

Some staff raised concerns around health and safety. 

Some survey respondents cited strong health and safety 
procedures, while others disagreed. Some people in Food and 

Beverage and Gaming, raised that they were often required to 

complete tasks that were unsafe, often with a focus on speed. 
This includes carrying heavy loads, COVID safety, water spills 

on the ground, and not taking breaks. 

The people I work with challenge each other constructively if 
they think t hey are not doing the right thi ng* 

11% 43% 33% 11% 

., cage& Gaming Table lllP cage& 

E count Macnnes Garnes Gaming CC<Jnt 

" ~ 
,§ 48% 45% 45% 6 1% i 46% 

~ 
cage& G.,.,q T>ble \/IP 
count Machines Games Gaming 

'€ 
& 

51% 43% 39% 41% 

• 
53% 

Table 
Games 

72% 
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We do the right thing: Dashboard 
Doing the right thing is doing right by your col leagues, customers, community 
and company. 

Culture at Crown Survey 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

8. 

9. 

10. 

11. 

12. 

Compliance is everyone's responsibility at Crown, including my own• 

I fultv understand my role, including mv risk and compliance obligations• 

When I'm unsure how t o manage a sit uation, I know where t o go for help* 

At Crown,. following established rule.s, guidelines and regulations is a t op priority* 

I am provided with adequate training t o enable me to understand and manage 
my compliance obligat ions• 

I know where to access the relevant policies and procedures in place to guide 
how my work should be done• 

Crown's commitment t o social responsibility (e g diversity and inclusion, community 
support, environmental sustainability and responsible Gaming) is genuine 

The people I work with take responsibility for their actions• 

I am confident that I will not be penalised for raising concerns• 

Executives and General Managers at Crown dearly communicate t he need to 
balance customer demands with compliance obligations• 

The people I wa<k with challenge each other constructively if t hey think 
t hey are not doing the right thing' 

Board members at Crown clearly communicate the need to balance customer 
demands with compliance obligations• 

13. The people I wa<k with bend the rules when it suits them*• 

14. The people I work with are penalised if they t ake unacceptable risks, even if t heir 
actions generate positive re.suits• 

15. 
There are often instances where working around our policies, processes or 
procedures is necessary t o get the job done•A 

Business Data (Q3 FY2021) 

LEAD LAG 

46% 

28% 

26% 

27% 

21% 

18% 

20% 

14% 

17% 

16% 

11% 

13% 

11% 

7% 

8% 

45% 

57% 

59% 

50% 15% 

53% 16% 

54% 18% 

47% 23% 

50% 22% 

41% 21% 

43% 27% 

43% 33% 

37% 34% 

32% 26% 24% 

31% 53% 

19% 38% 27% 

% complet ion of mandatory t raining Q2 # breach of Code of Conduct total case Q2 

..... Melbourne 94% Melbourne 

Perth 84% Perth 

Sydney O 

CRW.51 2.250.0027 

63% 
Olleral positive 

perception 

J 
] 

%positive 
perception 

92% 

85% 

85% 

77% 

75% 

72% 
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We work together: Overview
Working together is believing in “we before me” and that together we thrive.

What is the current state of ‘we work together’? 

The current state culture assessment found mixed 
support for ‘we work together’ being lived within the 
organisation. While there is high collaboration and team 
work within business units, opportunities exist to align 
objectives across business units and properties, and 
enhance performance management towards shared 
objectives. 

‘We work together’ had the lowest overall sentiment amongst 
the values in the Culture at Crown Survey, with just over half 
of Crown’s people agreeing that collaboration was strong 
across teams and departments. 

Collaboration: Collaboration within teams and business 
units, but not between business units or properties

Many people reflected that silos exist between the properties, 
with a competitive ‘us and them’ mentality, which was 
perpetuated by misalignment of business objectives and 
separate underlying operating systems. However, recent 
appointments of group roles were generally perceived to be a 
positive step towards a united business. 

Collaboration within teams and business units is perceived to be 
positive, however, between business units it was perceived to 
be weaker. There was a clear divide between Gaming and Non-
Gaming areas, with Gaming perceived to be held in higher 
esteem than Non-Gaming due to its substantially higher 
revenue. Some identified misaligned business unit targets, 
which were perceived to be driving self-serving behaviours.

A lack of two-way communication and sharing information

There were mixed views surrounding Executives and General 
Managers’ role in supporting collaboration, with three in five 
people agreeing that there was effective communication from 
the leadership, including on risk and compliance (19, 21). Two 
way communication was identified as the most important 
factor driving collaboration, yet many reported a breakdown 
in communication from senior management to front-line staff 
members. Three out of five people also felt lessons were 
effectively shared (20), although deeper analysis found this 
was perceived to be inconsistent and there were few formal 
mechanisms to enable the sharing of lessons learnt. 

Recognition and Feedback: Inconsistency in how 
performance is recognised and managed

Manager feedback was also identified as inconsistent, either 
day-to-day or formally. While formal performance and reward 
mechanisms are in place, they are not perceived to be 
consistently applied with some areas having a strong sense of 
reward, and other areas lacking. Non-Gaming generally held a 
more negative sentiment than Gaming in this regard. 

Enablers that currently support ‘we work together’

• Commitment to purpose sets the foundations to pursue 
common goals across business units and properties. 

• New group executive and emerging communication from the 
top is starting to provide the foundations for collaboration 
across properties.

Cultural Enablers: How can Crown strengthen ‘we work 
together’? 

• A sense of shared purpose that drives collaboration across 
business units and properties, will allow for simplification 
and consistency of processes and sharing of lessons learnt.

• Operating models and structures that support collaboration 
across properties and business units can create an 
integrated resort mindset and the delivery of customer 
service. 

• Rewards and recognition focused on teamwork and 
collaborative behaviours, over individual achievement, will 
reinforce collaborative behaviours and teamwork. 

• A reduced culture of hierarchy, through closer engagement 
across management levels, clearer communication and 
opportunity for discussion, can build shared ownership of 
strategic objectives.

• A feedback rich culture where good performance is 
consistently recognised and rewarded, drives higher 
engagement and discretionary effort, and aligns incentives 
to strategic priorities throughout the business.

• Consistent group wide policies can improve alignment 
between properties and ensure consistency of 
communications to staff and customers.
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We work together: Deeper Insights 
Working together is believing in "we before me" and that together we thrive. 

Collaboration: Collaboration within teams and business units, but not between business units or properties 

An 'us and them' mindset exists between properties 
impeding collaboration. 

A com mon perception in focus groups and interviews across al l 
business units was that each property operates as a silo with 
limited collaborat ion, and an overall lack of a 'one Crown' 

mindset. 

Senior leaders reflected the lack of collaboration, potent ially 
stemmed from an ' us and them' mindset, a misalignment of 
business objectives and propert ies having separate systems 
and processes. Some leaders also reported previous group 
leadership had fostered compet it ion between the properties 
as a mechanism to drive the pursuit of business objectives. 

Some senior leaders reflected that the current corporate 
structure of separate property CEOs may not be the most 
effect ive way of supporting cross property collaboration. 
Others held the bel ief that each property had it's unique 
culture and a distinct market, and expressed the view t hat 
over-centralisat ion may not take those differences into 

account. 

This perception ... 

People at Crown collaborate across teams and departments to get 
work done 

"The 3 properties not operating as one - dec1s1ons are still 

being made at property level w ithout due consultation." 

Co llaboration and coordination was perceived to be effective 
within business units and t eams, but not between business 
units. 

Just over half of survey respondents perceived there to be 

collaboration across teams (24). A divide between Gaming and 
Non-Gaming was perceived by some Team Members at all 
properties, w ith suggest ions there was limited collaboration, 
driven by 'departmental self-serving behaviours', 'rivalries', 
and a compet it ive culture. Some part icipants said a 
contributing factor was the perception that Gaming were 
viewed as the more important revenue generator. 

Positive examples of collaboration were noted to often be 
driven by necessity, for example, some Perth leaders noted 
reopening after a COVI0-19 shutdown period was a posit ive 
example of cross business unit collaboration, and t hat Project 
T23 where Perth leaders from multiple business units worked 
together on projects was a good example of enabling 

collaboration. 

may be influenced by ... • 
13% 40% 34% ~ 54% .. I have the freedom to make and act on decisions relevant to my role 

The people I work with are committed to mentoring and developing 
others 

The people I work with are rewarded for team efforts, not only 
individual performance 

" ... there's always the Gaming and Non-Gaming component. 

You are constant ly reminded of t he fact t hat Gaming brings 1n 

more revenue ... " 

Executives and General Managers at Crown keep people informed 
a bout what is happening 

(Adj. R' = .417)* 

A lack of two-way communication and sha ring information 

Executives and General Managers at Crown keep people informed • Staff in focus group~ refl ected the impor.tance of.collaborat ing 
about what is happening throughout the business with customer 1nformat1on. However, 

15% 45% 24% 10% 

Two-way co mm unication and information sharing is a key 
driver in enabling people at Crown t o effectively collaborate. 

People at Crown ident ified collaboration as an important 
factor in getting their job done and com municat ion as a key 
driver in enabling th is. Communication was raised as the top 
response when asked for examples of what helps people to 
effectively collaborate across teams and departments in the 
Culture at Crown Survey. 

Effective communication was perceived to consist o f open 
communication channels, regular messaging and information 
sharing, and having a clear understanding of other 
departments' roles and requirements. 

People in Gaming perceived effective communicat ion with 
their managers, with focus group participants providing 
examples of communication and information sharing in pre­
and post-shif t briefings and musters. This communication was 
also witnessed in observations of pre-shift briefings across 
propert ies. 
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there were examples where critical informat ion, often relating 
to changes to processes and rules, not being cascaded and 
somet imes leading to uncertainty among front-line staff. 

External stakeholders provided a mixed response, with some 
cit ing effective two-way communication, while others cited a 
lack of messaging, col laboration, a general resistance to an 
external perspective, and a lack of involvement in important 

decisions that affected them. 

This perce ption .. . • The people I work with display open and honest two-way 
communication 

12% 46% 26% 12% 

may be influenced by ... 

I am appropriately involved in the decisions that affect my work 

58% 

The people I work with are committed to mentoring and developing others 

My manager(s) and/or supervisor(s) genuinely care about my wellbeing 

(Adj. R2 = 597) ' 
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We work together: Deeper Insights 
Working together is believing in "we before me" and that together we thrive. 

Recognition and Feedback: Inconsistency in how performance is recognised and managed 

My manager(s) and/or supervisor(s) regularly gives me actionable 
feedback that helps me improve my performance 

I receive appropriate recognition from my manager(s) and/or 
supervisor(s) for good work 

The people I work with are rewarded for team efforts, not only 
individual performance 

"When 1t comes to celebrat ing/ recognising not everyone gets 
recognised. Other people take the credit , when 1t comes to 
pay rises and bonuses not everyone 1s recognised" 

Lack of a consistent performance management process has 
led to different perceptions on how performance is 
recognised and rew arded across the business. 

In several business units, staff mentioned posit ive examples of 
formal reward and recognition, such as the Star awards in 
Perth, and the feedback functionality in Workday. 

Staff in Gaming at one property reflected positively on weekly 
awards and recognition that had been recently started and, in 
another property, that being a profit generating area of the 
business, they had good budget for reward and recognition. 

Non-Gaming areas tended to hold a less positive perception on 
recognition and reward. Food and Beverage staff across all 
properties reported a lack of recognition, feedback and formal 
performance reviews, while Corporate Services, Hotels and 
Property Services tended to feel a lack of recognition for their 
work. 

Some Team Members reflected that feedback, recognition and 
award nominations depended on your relationship w ith your 
individual manager. Some people in Melbourne perceived a 
lack of fa irness in recognition and pay rises. 

An inconsistent approach to performance management was 
observed throughout Crown, with some staff mentioning that 
they have regu lar meetings with their managers who they 
perceive as committed to their development. However, other 
staff referred to performance management as a rushed, check­
box exercise and some mentioned receiving no feedback at all. 

This perception was also highlighted in the Culture at Crown 
survey, w ith many respondents stating that people were not 
promoted according to merit, but due their relationships with 
managers and nepotism. 

"Staff are not receiving their biannual performance reviews 
and when they do, it feels rushed, tick t he box exercise and 
not a genuine conversation nor plans developed to improve 
t he individual - and if there are "plans" developed, it 's not 
monitored, assisted or guided by some leaders. 
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14% 41% 24% 56% 

14% 38% 23% 52% 

9% 34% 29% 43% 

COVID-19 impacted on performance management. 

The absence of a forma l and well understood performance 
management process was perceived across different areas of 
the business, with some Team M embers mentioning they had 
not had a performance conversation since COVID-19 began. 

While some leaders made reference to formal performance 
management and talent reviews through KPls and assessment 
of Professional Behaviours, Team Members reflected that 
there was lack of understanding around this process. 

Information provided by Crown HR for the purpose of 
validating this perception stated that the approach to 
performance conversations for Crown Melbourne and Sydney 
for Financial Year 2020 I 2021 was a variation from normal, 
given the disruption to business as usual operations and for 
Crown Perth, performance evaluation plans were paused in 
March 2020 due to COVID-19 disruptions and were resumed in 
June 2021. 

Some mentions were made that the KPI and KPO system had 
been too financially focused and needed to focus more on the 
value. 

The Phase 1 report of the Organisational Culture Review noted 
that a new performance management framework is current ly 
under development. 

A lack of formal opportunit ies to share lessons learrnt across 
the business was observed. 

Perceptions on how well lessons learnt were shared and 
communicated varied across properties and business units, 
with leaders perceiving there was a lack of structures and 
processes to enable better sharing of lessons learned at lower 
levels. 

Some Sydney staff held the perception that being a new 
property, with the development of new processes 
necessitating the sharing of experience and lessons learned. 
However, some leaders recognised that this was mostly reliant 
on experienced long-term Crown employees, rather than 
through formal documentation of lessons. At a team based 
level, Melbourne Gaming teams tended to hold a positive 
perception towards sharing lessons learnt, with some staff 
noting they w ere encouraged by managers to share in team 
meetings and musters. However, Perth Gaming teams 
perceived that sharing lessons was not necessarily 
encouraged, and a lot of people have lost confidence to do so. 

It was acknowledged by some that recent Executive turnover 
had led to a loss of corporate knowledge. 
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We work together: Dashboard 
Working together is believing in "we before me" and that together we thrive. 

Culture at Crown Survey 

16. I know how my work contributes to Crown's Purpose 24% 

17. My manager(s) and/or supervisor(s) genuinely care about mv wellbeing 22% 42% 

18. 
My manager(s) and/or supervisor(s) hold themselves and others accountable for 

14% 
results 

47% 

19. 
Executives and General Managers at Crovm keep people informed about what is 

15% happening 45% 

20. 
My manager(s) and/or supervisor(s) openly share the lessons learnt from past 

15% mistakes or incidents* 
44% 

21. 
Executives and General Managers at Crown communicate consistent messages 

14% 
about managing risk and compliance* 

44% 

22. The people I work with display open and honest two-way communication 12% 46% 

23. 
My manager(s) and/or supervisor(s) regular ly gives me actionable feedback that 

14% 
helps me improve my performance 

41% 

24. People at Crovm collaborate across teams and departments to get work done 13% 40% 

25. 
I receive appropriate recognition from my manager(s) and/or supervisor(s) for good 

14% 
work 

38% 

26. I am appropriately involved in decisions that affect my wori< 10% 42% 

27. 
My manager(s) and/or supervisor(s) put their own self interest ahead of that of 

15% Crown and its customers•" 30% 

28. I regularty receive feedback on my ability to manage risk and compliance• 9% 35% 

29. 
The people I work with are rewarded for team efforts, not only individual 

9% performance 
34% 

LEAD 

% employees viewinc internal email 
communications 

% employees viewinc Crown Chat 
macazine 

Melbourne 

Perth Im 
Sydney .. 
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Melbourne -

Perth ­

Sydney .. 

54% 

21% 

2 7% 

24% 

23% 

30% 

26% 

24% 

34% 

23% 

2 7% 

23% 

31% 

29% 

LAG 

# EAP usace 

Melbourne 

Perth 

Sydney 
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Overall positive 
perception 

%positive 
perception 

78% 

64% 

61% 

60% 

59% 

58% 

58% 

56% 

54% 

52% 

52% 

45% 

43% 

43% 
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What is the current state of ‘we act respectfully’?

The current state culture assessment found some 
support for ‘We act respectfully’. A majority had a 
positive experience at Crown and felt respected at work, 
while more than half  trusted the organisation. Poor 
leadership behaviours combined with a sense that Crown 
was not acting in the customers best interest reduced 
perceptions this value was being lived. 

Leadership: Lack of visibility and poor behaviour drive lower 
levels of trust in leadership

The majority of Crown employees are committed to creating 
memorable experiences, understand Crown’s values and feel 
respected at work. While recent increased levels of 
transparency from the Board and Executive were welcomed, 
poor behaviours observed of this group cast an overall 
negative perception of Crown’s leadership, with less than half 
agreeing Crown’s Board lived the values, and just over half 
agreeing the senior Executives lived the values (43, 44). 

Customer best interest tied closely to social license

A majority of Crown’s people are committed to creating 
positive memorable experiences for their customers, and 
recognise the impact of their role on customer experience (30, 
32). Acting in the customer's best interest was a key driver of 
this. However, one in three did not agree Crown had its 
customer best interest at heart, increasing to half of people 
across Gaming, Security and Surveillance (37). 

Organisational Trust and Certainty: Mistrust in Crown during 
periods of uncertainty 

The recent period of uncertainty and disruption has left some 
staff concerned for their job security, and lower levels of trust 
in Crown. Just over half of Crown’s employees feel Crown can 
be trusted in what it says and does (42). High levels of 
uncertainty among Crown’s people driven by the significant 
recent destabilising events of 2020-21 was perceived to have 
increased stress across many Crown employees.

Diversity welcomed, but inclusion inconsistent

While diversity is welcomed and accepted by four out of five 
people, feelings of inclusion are lower (60%) (33). Lower levels 
of diversity at senior levels are perceived to perpetuate this. 

Cultural Enablers that currently support ‘we act 
respectfully’

• People who have a positive experience and feel respected at 
work, and understand Crown’s values, are motivated to 
deliver on Crown’s purpose of memorable experiences.

Cultural Enablers: How can Crown strengthen ‘we act 
respectfully’? 

• Group Executives and Board members who role model the 
values, set the right tone from the top and build trust in 
leadership.

• Diversity in leadership provides a symbol of valuing diversity 
in the business.

• Communicating transparently and acting with good intent 
to all staff can elevate personal security.

• A clear social based purpose and values in the form of an 
ethical compass will provide a clear and uniting framework 
for respect of employees and customers and enhance 
Crown’s social licence.

• Transparent and objective performance management 
ensures a fair approach to promotions and career 
progression.

• Formal (awards) and informal (saying thank you) reward 
and recognition drives commitment.

• Managers who have empathy and respect for the wellbeing 
of their Team Members drives inclusion. 

We act respectfully: Overview
Acting respectfully is walking in each other’s shoes and treating others as you wish to be 
treated.
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We act respectfully: Deeper Insights 
Acting respect fu lly is wa lking in each other's shoes and t reating others as you wish to be 
treated . 

Leadership: Lack of visibility and poor behaviour drive lower levels of trust in leadership 

Perceptions of poor behaviour and a lack of engagement 
from Board and Executive members persist. 

Less than half of Crown's people perceived the Board to be 
living Crown's va lues, w ith part icularly low sentiment from 

mid-level managers (44). 

In describing how the Board were not living Crown's values in 
the survey, top responses related to the Royal Commission 

and recent media attent ion. The Board was perceived to be 

inaccessible and 'out of touch' w ith the current state of t he 
organisat ion. 

Some staff perceived the Board treated staff as 'less than' and 

do not consult or acknowledge staff, with some mentions of 
interact ions with Board members described as rude, 

demeaning and inconsistent with Crown's values. 

Others mentioned they could not provide a perspective on 

Board member behaviour due to the lack of visibility and 

accessibility. Combined with the number of new Board 
members at the time of surveying, this may reflect the 

proport ionate number of neutral responses (45%). 

However, a consistent message in Team Member focus groups 
across all properties was the new recent weekly 

communications from Chairman, Helen Coonan, which have 
helped staff feel valued and included. While others questioned 
Board's current attempt at change is not genuine and a fa<;ade 

to improve public perception. 

" ... there 1s not trust between Crown employees and the 

Board and I do not think there will be for some time. 

Messages from Helen are great but what else are you doing 

to rebuild the trust that was broken?" 

People across the hierarchy consistent ly disagreed that 

Crown's Executives and General Managers behaved in 
accordance with Crown's values (43). 

Examples of poor behaviour from Executives and General 

M anagers included lack of consultat ion, being ignored on the 
job, rudeness, bul lying and favouritism. Others cited the lack of 

visibility of senior management and fluct uating moods, and 

felt that senior management do not care about staff members 

opinions. • Board members at Crown consistent ly behave in accordance 
with Crown's Values• 

11% 33% 45% J 
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Middle and senior management were also perceived to have 

low engagement with employees, and/or negat ive, apathetic 
approaches to front line staff. Management acting out of their 
own self -interest with a lack of accountability and lack of care 

for employees was also reported. Some staff also perceived 
there is a culture of punishment for even small errors. 

Three out of five employees felt their manager or supervisor 

addressed their concerns in a timely manner (41), w ith simi lar 
percept ions held by some Team Members in focus groups 

across all properties. 

Executives and General Managers at Crown consistently behave 
in accordance with Crown's Values• 

14% 39% 33% J 53% 

- 5 
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71% 52% 50% 48% 54% 

" ... the power imbalance and clear lack of transparerocy of 

the Executives at the top hinders one's ability to fully trust 

Crown's intent." 

• 

A positive experience at Crown is driven by feeling respected 

Most survey respondents perceived Crown's employees as 

respectful and felt they worked well w ith others at a similar 

level. Seventy percent (70%) of respondents said they felt 
respected in the workplace (36). Analysis at the role level 

showed that while 85% of Execut ives felt respected in the 

workplace, the rate declined by level with Team Members and 
supervisors feeling less respected (69%). 

Feeling respected at Crown was a strong driver of whether staff 

felt their experience at Crown had been positive. 

This perception ... • My experience at Crown has been positive 

23% 51% 18% 

may be influenced by ... 
I feel respected in the workplace 

20% 50% 19% 

(Adj. R' = .649)* 
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We act respectfully: Deeper Insights 
Acting respectfully is wa lking in each other's shoes and treating others as you wish to be 
treated. 

Customer best interest tied closely to social license 

The majority of Crown's people are committed to creating 
memorable experiences for their customers (32). 

Focus group part icipants agreed they were proud to create 

memorable customer experiences, that Crown invested in 

thei r recru itment and t ra ining to provide except ional service 
and th is was at the centre of their role - " if there's no 

customers there's no Crown Casino". 

When staff members receive posit ive customer feedback, it 
was said to be a significant source of motivation. Where 

feedback is negative, it was felt staff were able to take 

ownership of addressing the feedback. 

However, there was a common perception that customers 

should be priorit ised at t he expense of respect for staff, 
underpinned by a perception that staff should to put up with 

poor behaviour from customers. 

"Area managers advising dealers to ignore rules, policies and 

procedures if the patron is losing enough money. This 
especially pertains to pat rons who are abusive towards 

dealers and intoxicated or presenting signs of problem 
gambling." 

This perception ... 

People at Crown consistently consider t he impact of t heir actions 
on customer satisfaction • 
_14_%~~~~~~-5-1%~~~----....-~24_%~---. .... ~~ ~ 

may be influenced by... ~ 

Crown has customers' best interests at heart 

! 
(Adj . R2 = .499) * 

This perception ... 

Crown has customers' best interests at heart 

20% 45% 23% 

may be influenced by ... 

Crown's commitment to social responsibility (e.g. diversity and 
inclusion, community support, environmental sustainability and 
responsible Gaming) is genuine 

Board members at Crown clearly communicat e the need to balance 
customer demands with compliance obligations 

• 
(Adj. R2 = .478)* 

"For Responsible Gaming, the customer needs are number 

one and that 's 1t, the bottom line .. " 
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"Lack of empathy from staff when it comes to patrons, the 

abuse received from patrons that get ignored, not taking 

gambling addict ion seriously e.g.: we're t ra ined to notify and 
take action if a customer is clearly distressed or show signs 

of aggression when playing, however I see majority of 
employees would simply look t he ot her way or just ignore it, 

I believe this negatively impacts the workplace" 

Perceptions of the impact of actions on customer satisfaction 
is driven by best interest duty. 

Two thirds of staff at Crown agree people at Crown consistently 
consider the impact of their act ions on customer satisfaction 

{38). The dominant factor influencing this perception is that 
'Crown has customers' best interest at heart' (42). In turn, 

perceptions around customer best interest may be influenced 

by sentiment surrounding Crown's social license and 
trustworthiness (7, 12). 

When viewing the findings related to the question 'Crown has 

customers' best interest at heart' (37) there is a notable drop 

between the Executive I BOT I EGM I GM level (78% positive 
perception) and the rest of the business (ranging from 63 - 65% 
positive perception) . 

When looking deeper, it is noted those sitting in Gaming, 

Security and Surveil lance in Melbourne and Perth, drop further 
st ill with positive perceptions ranging from 44% - 68% (7), a 

stark contrast to the same business units in Sydney where 

gaming is not yet open (84% - 95% positive perception). 

Open-ended survey comments and fi eldwork suggest a 

perception there has been a focus on profit and giving 

customers what they ask for over customer wellbeing, 
part icularly in relat ion to RSG and RSA. Some perceived th is had 

been motivated by the performance targets of Senior Managers 
and Execut ives. Some also perceived this to be changing with 

the increased focus on compliance. 

a culture where we did not care where the casti 
lost. RSG seemed to 

were encouraged to 
irh1s 1s obviously changing now." 

• Crown has customers' best interests at heart 
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We act respectfully: Deeper Insights 
Acting respectfully is wa lking in each other's shoes and treating others as you w ish to be 
treated. 

Organisational Trust and Certainty: Mistrust in Crown during periods of uncertainty 

The recent period of uncertainty and disruption has left 
some staff concerned for their job security, and lower levels 

of trust in Crown. 

Just over half of Crown's employees feel Crown can be t rusted 

in what it says and does (42). High levels of uncertainty among 

Crown's people driven by the significant recent destabilising 
events of 2020-21 was perceived to have increased stress 

across many Crown employees. 

While some leaders shared a sense of pride in how the 
organisation was able to pull together to navigate through the 

challenging period, others perceived the responses have 
highlighted Crown's reactive culture. However, some staff 
referenced the support of Crown during COVID-19 fostered a 

sense of safety and security for their employment. 

Regression analysis indicated that social licence, customers' 

bests interests, Board behaviour, and Crown's values may 

influence perceptions of t rust w ithin Crown. References to this 
were particularly prevalent in responses to the Culture at 

Crown Survey where respondents perceived Board behaviour 
and a profit-centric approach to be behind low perceptions of 

t rust. 

This perception ... • Crown can be t rusted in what it says and does 

15% 41% 28% 10% 

may be influenced by ... 

Crown has customers' best int erests at heart 

Crown's commitment to social responsibility (e.g. d iversity and inclusion, 
community support, environmental sustainability and responsible 
Gaming) is genuine 

Board members at Crown consistently behave in accordance with 
Crown's values 

I have a clear understanding of Crown's organisational values 

(Adj. R' = .647)* 

"More women in leadership, it's 100% t he truth .... I still feel 

that we don't have enough women right at t he top in the 

EGM and GM level, and I th ink you'd lose some arrogance 
within the business wit h a 50/50 split." 
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Diversity welcomed, but inclusion inconsistent 

Perceptions of diversity at Crown appeared to be positive 
and a strength to be celebrated. However, further analysis 
suggested that there are lower sentiment of inclusion. 

Eighty-one percent of survey respondents have a positive 

perception of working well w ith employees of different 

backgrounds (33) and almost 20 percent of the 4,130 
responses referenced diversity and multiculturalism as a 

strength of Crown's culture. 

Leaders in Melbourne and Sydney suggested programs such as 

Crownability, Crown Community, Pride and Indigenous 

employment enabled diversity and inclusion, and the re was a 
shared awareness and understanding of these programs 

across all properties. 

However, when describing whether one could be oneself 
without judgement or isolat ion, those who identified as 

t ransgender (50%), non-binary (35%), gender queer I gender 
non-conforming (43%), or prefer not to respond (40%), held 

lower sentiments to the average (61%) (33, 40). 

Additionally, some people perceived some instances of racism 
and sexism occurring at some times in Perth and Melbourne, 

and a lack of gender and cu ltural diversity in leadership was 

mentioned in focus groups and interviews. 

Observations of Crown meetings revealed indicators that may 

be perceived as racism and sexism, including a male staff 

member drawing unnecessary attention to a female 
colleague's outfit and a reference to a job candidate's foreign 

accent might be 'difficult to understand on the radio' . • This perception ... 

I feel I can openly be myself in t he workplace without fear of 
judgment or isolation from ot hers 

18% 43% 21 % 12% 

may be influenced by ... 
Executives and General Managers at Crown consistently behave in 
accordance with Crown' s values 

The people I work with are committed to mentoring and developing 
others 

My manager(s) and/or supervisor(s) genuinely care about my 
well being 

I have the freedom to make and act on decisions that are relevant to 
my role 

(Adj. R2 = .444)* 
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We act respectfully: Dashboard 69% 
Acting respectfu lly is wa lking in each other's shoes and treating others as 
you w ish to be t reated. 

OVeraU positive 
perception 

Culture at Crown Survey 

30. I unde rstand the impact my job has on the customer experience 36'l6 

31. I unde rstand what I can and can't do in meeting customer requests 24'l6 

32. I create memorable experie nces for Crown customers 32'l6 

33. People at Crown work w ell with employees of different backgrounds 34'l6 

34. I have a clear understanding of Crown's organisational Value.s 26'l6 

35. The people I w0<k with demonstrate honest behaviour• 26'l6 

36. I feel respected in the workplace 20'l6 

37. Crown has customers best int erests at heart 20'l6 

38. 
People at Crown consistently consider the impact of their actions on customer 

14'l6 
satisfaction 

39. I unde rstand the flexible working arrangements that are available to me 17'l6 

40. 
I feel I can openty be myself in the workplace without fear of judgment or isolation 

18'l6 
from others 

41. 
My manager(s) and/or supervisor(s) ensure that my concerns are addressed in a 

15'l6 t imely manner 

42. Crown can be trusted in what it says and does 15'l6 

43. 
Executives and General Managers at Crown consistently behave 

14'l6 
in accordance with Crowns Value.s• 

44. Board members at Crawn consistently behave in accordance with Crawn s Values• 11'l6 

Business Dat a (Q3 FY2021) 

LEAD 
% employees complet ed diversity and 
inclusion training 

% employees of complet ed 
Crownability training 

Melb Melb 

Perth - Perth 

LAG 

99% 

55'l6 

58'l6 

50'l6 

48'l6 

54'l6 

47'l6 18'l6 

50'l6 19'l6 

-=-45'l6 23'l6 -=-51'l6 24'l6 

47'l6 2l'l6 

43'l6 2l'l6 

46'l6 24'l6 

41'l6 28'l6 

39'l6 33'l6 

33'l6 45'l6 

% completion of cust omer service 
mandatory training 

Melb 98% 

Perth -

%positive 
perception 

90'l6 

83'l6 

82'l6 

81'l6 

80'l6 

72'l6 

70'l6 

65'l6 

65'l6 

64'l6 

61'l6 

60'l6 

56'l6 

53'l6 

44'l6 

Gender gap - 'l6 female staff - All Staff Gender gap - 'l6 female staff - Executive level 

Group +n 
Melb ·Ill 
Perth ·WI 

Sydney nm1 
'l6 Employee with Disability (incl. 
contractors) 

Group lid 
Melb ••• 
Perth 

Sydney llEIJ 
2 86% 
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Group 

Melb 

Perth 

Sydney O'l6 

# of employees enrolled in Crownability 

Melb 

Perth -· 
Syd m 

'l6 Aboriginal and Torres Strait Islander 
(incl. contractors) 

Group 

Melb 

Perth 128% 

Syd 149% 

40 



CRW.512.250.0041 



CRW.512.250.0042 



43© 2021 Deloitte Risk Advisory. Deloitte Touche Tohmatsu.

What is the current state of ‘we are passionate’?

The Crown Culture Review found some support for the 
value ‘we are passionate’ being lived in the organisation. 
Crown’s people are committed to delivering memorable 
customer experiences, but poor motivation stems from the 
external environment, lack of empowerment, poor career 
path management and a low appetite for innovation. 

Passion: Passion for values, but an uplifting tone from the 
top needed to maintain it

Most employees shared that they were committed to Crown’s 
success, and saw themselves working with Crown in two years 
time. However, events over the past two years are viewed to 
be impacting motivation and passion for the company. People’s 
commitment to Crown’s success diminished down the 
hierarchy, with fieldwork depicting this was perceived to be 
driven by leadership behaviour. 

Mentoring Culture: There is a lack of a mentoring culture

A majority of people feel their colleagues are friendly and 
supportive (46), and generally accept that mistakes are 
sometimes made (48). Perceptions of an environment of 
mentoring and development was found to drive positive 
perceptions related to confidence to constructively challenge, 
learning from mistakes and a friendly and supportive 
environment.

Despite Crown’s investment into training its people, a lack of 
career development was cited by some throughout the 
fieldwork, with a ‘tick box’ approach to performance 
management being perceived (55). 

Decision Making: Staff feel a lack of empowerment to make 
and act on decisions

Only half of people surveyed at Crown agreed they were 
empowered to make decisions, with a substantial drop being 
observed between those at the Executive level (83%), the 
Senior Manager level (69%) and those at the Team Member 
level (53%) (56). Some leaders and managers held the belief 
that Team Members should escalate any decision where they 
were unable to follow the rule. Consequently, some people 
stated they were unclear on their role scope and what 
decisions they were able to make, and others felt of a lack of 
support from managers on decisions they made and had a 
consequential fear of blame or disciplinary action for incorrect 
decisions (48, 50, 56).

Innovation: New ideas are not acted on and an old way of 
thinking

Just over half of people surveyed perceived Crown sought to 
innovate and do things differently (57). However, some people 
felt their manager did not listen or act on new ideas raised, did 
not feed the ideas up through the hierarchy, and there was a 
lack of a feedback loop to explain why ideas were not 
adopted. A mindset of ‘this is how we have always done it’ was 
perceived, and innovation questions in the survey were 
amongst the lowest scored for this value (57, 59). 

Cultural Enablers that currently support ‘we are 
passionate’

• People committed to Crown’s success and remaining at 
Crown for the foreseeable future, have a strong 
commitment to Crown’s values, supporting customers’ best 
interest and maintaining Crown’s social license.

Cultural Enablers: How can Crown strengthen ‘we 
are passionate’?

• People who feel mentored and developed by their 
managers are more likely to perceive an environment in 
which they feel supported, safe to constructively challenge 
and safe to make mistakes.

• Performance management that is supported by coaching 
and clear career development pathways motivates 
employees to strive to be better and continuously improve.

• Building the capability of people to make ethical decisions 
will support them when confronted by decisions that are 
ambiguous and lack clarity. 

• Clear signals and feedback loops from Senior Managers and 
Executives that support innovation and challenging the way 
things are done, motivate people to share ideas and do 
things better. 

• Engaging people in the decisions that affect them, and 
supporting them through the lessons learned is key to 
empowerment.

• Clear accountabilities for decision making and decision 
rights enables efficient decision making and empowers 
people. 

• Stability at the Board and Executive level, combined with a 
clear and motivating tone from the top, stimulates certainty 
and passion for the business. 

We are passionate: Overview
Being passionate about what you do is never giving anything less than your best and loving 
what you do.
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We are passionate: Deeper Insights 
Being passionate about what you do is never giving anything less than your best and loving 
what you do. 

Passion: Passion for values, but an uplifting tone 
from the top needed to maintain it 

A sense of pride in Crown's values exists, however, instability 

in leadership may be demotivating staff. 

A majority of staff felt committed to Crown's success and 71% 
saw themselves still working at Crown in two years' t ime (49). 

The majority of respondents (80%) agreed they understood 
Crown's va lues (34) and how their work contributed to the 

purpose of creat ing memorable experiences (16). 

These findings indicate a sense of commitment to Crown's 

purpose and values, however just over half reported feel ing 
Crown motivated them to go beyond what they would in a 

similar role elsewhere (58). 

Driver analysis indicated having a clear understanding of 

Crown's va lues, a genuine commitment to social responsib ility, 

and having customer's best interests at heart underpinned 
people's sense of commitment to Crown's success. 

This perception ... 

I feel committed to Crown's success 

30% 46% 18% 

may be influenced by ... • A(dj. R2 = .409)• 

I have a clear understanding of Crown's organisat ional values 

Crown's commit ment to social responsibility (e.g. diversity and 
inclusion, community support, environmental sustainability and 
responsible Gaming) is genuine 

Crown has customers' best interests at heart 

A weak tone from the top is seen to be impacting the 

motivation of staff. 

• 

Destabilising events including COVID-19, royal commissions 

and changes to Crown's leadership were observed to be 

impact ing the motivation of staff. Some mentioned 
disappointment about Crown's brand being tarnished and that 

their view of Crown had changed. Some people in Gaming felt 
the public scrut iny may lead to their personal integrity being 

quest ioned by family and fri ends. 

Deeper insights surfaced through focus groups and interviews 
indicated that poor leadership behaviour, potentially 

stemming from low investment in management development, 
may be associated with staff's commitment to Crown's 

success. 

Those aspects hindering Crown's success included percept ions 
of management's negative and apathetic engagement with 

staff. Some people referred to leadership as undynamic and 

stagnate, and there was a general sense of a need for leaders 
to better communicate the right messages (e.g., on social 

responsibility) . Perceptions of absent and unmotivating 
leadership was observed to be diminishing the brand. 
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Mentoring Culture: There is a lack of a mentoring 
culture 

Three quarters of Crown's people perceive their colleagues to 
be friendly and support ive (46), and were accepting that 

mistakes may happen (48) - with the Executive being more 
positive than other levels. Two thirds perceive their peers to 

apply the lesson from their mistakes to future decisions (52), 

while three out of five people felt staff respond positively to 

construct ive challenge (53). 

Dr iver analysis found that mentoring may have a posi tive 
influence on willingness to construct ively challenge, applying 
lessons learnt, and nurturing fri endly and supportive 

environment. 

Negative sentiment towards mentoring showed managers are 
perceived to have 'lack of people skills', 'destructive over 

construct ive feedback', and 'no room for growth'. Some 

related that workplace learnings or customer feedback does 
not always lead to improvements, due to a lack of ability to 

influence policy or learn new skil ls. Consistent ly, some people 
reported that new systems and policies were imposed upon 

t hem w ithout their involvement or a rationale provided, 

reducing t he opportunity to learn. 

This perception... • 

The people I work with respond positively to constructive cha 1 lenge* 

12% 47% 25% 11% 

may be influenced by •.. t (Adj. R' = .507)* 

The people I work with are committed to mentoring and developing 

others 

~ 

QI 
.0 
E 
QI 

::1: 
E 
(1) 

QI .... 

"Career development is also very chal lenging - as a dealer I w il l 
get yearly check ins on what I want my next step to be etc but 

t here isn't really much else other than t hat. Catch ups w ith my 

line manager are extremely inconsistent, somet imes I will get a 
catch up once a month to see how I'm feeling but other times 

it can go over 6 months before I have a formal check in with 
anyone." 

Crown motivates me to go beyond what I would in a similar role 
elsewhere 

17% 38% 29% 11% 
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We are passionate: Deeper Insights 
Being passionate about what you do is never giving anything less than your best and loving 
what you do. 

Decision Making: Staff feel a lack of empowerment 
to make and act on decisions 

Below Crown's Executive level there is a lack of trust and 
empowerment for staff to make and act on decisions. 

Culture at Crown Survey responses refl ected that people at 
Crown feel a lack of empowerment to make and act on 

decisions (56). 

Managers were ident ified by survey respondents as the 

biggest barrier to empowering decision making. Some people 

felt of a lack of support from managers on decisions they 
made and had a consequential fear of blame or disciplinary 

action for incorrect decisions. Others shared they were 
unclear on t heir role scope, accountabilit ies and what 

decisions they were able to make. 

Evidence of a hierarchy-driven mindset around decision 

making, and a lack of t rust from managers and leaders, was 
observed. People suggested they left decision making up to 

their manager, or had to report upwards to thei r managers to 
make decisions, including decisions related to regulations such 

as RSA. Analysis of the survey response at the role level 
supported th is finding with a signifi cant difference in 

perceptions from Executive level down observed. 

Interviews with leaders and managers across properties 
highlighted an expectat ion that staff should be escalating all 

decisions to their line manager. This belief demonstrates a lack 

of acknowledgement that staff at Crown are often requ ired to 
make ambiguous decisions in the moment, which was 

highlighted by Team Members and Managers in focus groups. • I have the freedom to make and act on decisions that are 
relevant to my role* 

13% 43% 28% 10% 

~ ~ 
::; £! ·~ 

~ <:> ·;;; 
E ~ 

~ ~ .. ~ E 
0 ~ Ill, ii {!!. ~ ~ ID ~ .2: 
~::; 0 .. .... .2 E E ·- c: c: c: c: .. .... c:., .. 
X<:J J: ::; ::; ::; J: ::; ., .... ..... .... 

83% 69% 64% 62% 53% 

"I will always need to seek conf1rmat 1on before key dec1s1ons 

are made. Given that I am at a supervisor level, I should able to 

take some respons1bil1ty and also be al lowed to fa il and learn 
from those m istakes." 

"I do have the freedom to make my own choices but very 

often t here will be consequences or someone will have a say 

about my dec1s1on, even wit hout being asked." 
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Innovation: New ideas are not acted on and an old 

way of thinking persists 

A mindset of 'doing things the way we always have' 

Just over half of people held positive perceptions that people at 
Crown strive to find new and better ways of doing things (54). A 

commonly shared percept ion across Perth and Sydney was that 

the mindset of 'The Crown way' or 'The Melbourne way' was 

leading to a resistance to change and an inhibitor to innovation. 

As a new property, leaders in Sydney said that Crown Sydney 

was more open to new ideas, however people in Sydney focus 
groups shared the perception that while there had been an 

original ambit ion to be innovat ive and create something new, 
there was a frequent tendency to fall back on the Melbourne 
way of operating, a perception also shared in Perth. Project T23 

in Perth was mentioned as a channel through which innovations 
are shared at the senior leader level. 

"Crown severely lacks in innovat ion. This 1s likely more 

directed to the corporate business as opposed to operations 

but t he business has always felt quite stagnant without much 
change to adapt to the modern environment ." 

"It 's Melbourne's way or the highway" 

This perception ... 
At Crown, we act on new and innovative ideas • 

13% 43% 29% 11% 

may be influenced by ... 
(Adj. R' = .548)* 

Crown has customers' best interests at heart 

limited mechanisms to give innovation traction 

People across Crown expressed a desire and wil lingness to 

share ideas, but felt their ideas were dismissed or not listened 
to when they tried. Some people shared a perception that it 

may be driven by a barrier where middle managers not 

progressing ideas from staff up to the next level. Further, in 
focus groups in Perth, some supervisors and managers 

reflected it was difficult to get t ract ion with new ideas and 
make changes due to the size of the organisat ion and red tape. 

Team members in Melbourne and Perth also felt there was a 

lack of explanation or feedback as to why new ideas were not 

taken up, reflecting there was not always an adequate 
feedback loop on why something was not implemented, 

leading to feelings that managers do not listen. 
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We are passionate: Dashboard 
Acting respectfu lly is wa lking in each other's shoes and treating others as you 
wish to be treated. 

Culture at Crown Survey 

45. I feel committed to Crown's success 30% 46% 18% 

46. The people I work with are friendly and supportive of each other 29% 47% 17% 

47. My exper ience at Crown has been positive 23% 51% 18% 

48. At Crown, we accept that despite our best efforts, mistakes and failings happen• 16% 56% 18% 

49. I see myself still working at Crown in two years' time 32% 38% 19% 

50. My manager(s) and/or supervisor{s) is/ a re able to lead others through uncertainty 20% 50% 20% 

51. I would recommend Crown to people I know as a great place to work 25% 45% 21% 

52. 
The people I work with apply learnings from their successes and failures to their 

15% 51% 24% 
future actions• 

53. The people I work with respond posit ively to constructive challenge• 12% 47% 25% 

54. People at Crown strive to find new afld better ways of doing things 13% 44% 25% 

55. The people I work with are committed to mentoring and developing others 13% 46% 25% 

56. I have the freedom to make and act on decisions that are relevant to my role* 13% 43% 28% 

57. At Crown, we act on new and innovative ideas 13% 43% 29% 

58. Crown motivates me to go beyond what I would in a similar role elsewhere 17% 38% 29% 

59. The people I work with take chances to drive new ideas and innovation 10% 39% 32% 

Business Data (Q3 FY2021) 

LAG 
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Overall positive 
perception 

%positive 
perception 

76% 

75% 

74% 

73% 

71% 

70% 

70% 

66% 

59% 

58% 

58% 

56% 

56% 

55% 

49% 

Average tenure Annual turnover all staff Q2 % Voluntary turnover 

Melbourne I 8 years 
7 yea rs Melbourne 

Perth . Perth 

0.8 years -Melbourne Perth Sydney 
Sydney ~ Sydney 
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Key observations relevant to risk culture

Crown’s staff expressed an awareness of the need to comply 
and the risk and compliance teams are perceived to have been 
given a voice in the business. These mindsets do not, however, 
translate into consistent behaviour at the current time.

Crown’s people perceive it is unsafe to constructively challenge 
others, particularly at lower levels. Leaders are not currently 
viewed as communicating consistent messages including on risk 
and compliance, and only two out of five agree people are 
penalised for taking unacceptable risks. 

There are a number of areas where staff perceive ongoing 
conflicts between appeasing customers and adhering to 
policies and processes, or where processes and procedures do 
not make compliance easy.

Accountabilities remain unclear for some, and a culture of 
learning and continuous improvement is not yet viewed as 
supported. Involvement of staff in decision-making and the 
adequate sharing of lessons learned throughout the business is 
perceived to be weak. 

Some leaders and a regulator observed Crown to have a lack 
of ‘outside in’ thinking, resulting in slowness to uptake 
practical actions to manage risk effectively. 

Lack of literacy around risk management may be present in 
Line One, driven by a small risk management team and lack of 
systems connecting Line One with key risk data or the 
ownership of risks they face. 

Cultural Enablers that currently support ‘risk 
culture’

• Awareness of the need to comply, and knowing here to go 
for help creates a strong foundation for risk culture.

Cultural Enablers: How can Crown strengthen 
aspects of ‘risk culture’?

• Consistent communication of risk and compliance by 
leaders creates a consistent tone from the top.

• Leaders who role-model the desired behaviours in decisions 
and actions and create an environment in which it is safe to 
make and learn from mistakes, will make it easier to 
constructively challenge and will develop followership.

• Involving Team Members in decisions relevant to their role 
builds understanding of the risk and compliance 
considerations and drives ownership and accountability.

• A coaching culture, where ideas are put forward and 
explored, enables opportunities to improve risk 
management performance to be surfaced and actioned. 

• Formal and informal structures that enable an open 
dialogue around issues and incidents supports learning and 
continuous improvement.

• Increasingly literacy of and capability in risk management at 
all levels of the business, will ensure risks are factored into 
decision making. 

• Risk and compliance business partners will enable risk and 
compliance to be considered more effectively in decision 
making and increase the pace at which risk is understood 
across the business. 

• Policies, processes and procedures that are clear, group 
wide and easy to apply make it easier for people to make 
compliant decisions and gives better oversight of risk at a 
group level.

• Clear accountabilities and appropriate escalations, 
empowers people to make decisions and manage risk 
effectively. 

• Building the capacity of Line One to own the risks they 
face, through enhanced risk education, processes and 
systems,  will ensure more effective risk management 
across the business. 

• Undertaking a deeper assessment of the risk culture against 
Crown’s risk culture framework, once implemented, is 
likely to yield further opportunities to strengthen the risk 
culture. 

Additional Observations: Risk Culture Overview

This review was conducted as an assessment of Crown’s organisational culture. The Crown 
Culture Survey included some items which would normally be asked in the course of a risk 
culture review and fieldwork identified some information relevant to the risk culture. This 
information is summarised here but should not be considered a comprehensive assessment 
of risk culture at Crown.
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Additional Observations: Risk Culture

Whilst awareness of the importance of compliance appears 
to be strong, it is not yet driving consistent behaviour

While a majority of staff express awareness of risk and 
compliance as a top priority (1,4), more than half perceive 
people they work with bend the rules when it suits them, and 
only a minority (27%) said it wasn’t necessary to work around 
policies, processes and procedures to get the job done (15). 
Reasons for work arounds were the perceived need to meet 
customer demands, particularly for VIPs, overlooking poor 
behaviour or issues related to RSA or RSG, or because policies, 
processes and procedures were not adequate for their 
operational needs (23).

Several Team Members and Managers noted some policies 
have ‘grey’ areas requiring the exercise of judgement.  Team 
members noted new policies were often imposed without 
explanation, nor were they engaged in defining policies and 
processes and often found them impractical to apply. 

There is a need to remove the barriers to ‘speak up ‘ and 
challenge the culture across the business

As noted earlier, two in five staff do not feel safe to speak up 
and challenge others. These perceptions are closely tied to 
manager behaviour and whether staff believe their feedback 
will be actioned. Confidence to constructively challenge 
decreases with role level and may present challenges to 
identifying and actioning frontline risks effectively.

Perceptions of safety to speak up (9) were similar across 
Melbourne and Perth, with Sydney responses tending to be 
more positive (68% - Sydney vs 58%- Melbourne and 55%-
Perth). 

In both Melbourne and Sydney properties, Surveillance 
reported some of the highest positive perceptions (80% and 
90% respectively), however, Perth Surveillance team reported 
the lowest positive perception of feeling safe to speak up of all 
Gaming staff (19%).

Staff don’t feel empowered or involved in decision making

While risk and compliance discussions were observed in 
meetings and forums, almost half of Crown’s staff don’t feel 
they are appropriately involved in decisions that affect their 
work (26), and many feel they do not have the freedom to 
make and act on decisions that are relevant to their role (56). 

Manager behaviour was again noted as a key factor, with a 
majority of survey responses to the follow-up question citing 
issues of managers not supporting staff when they made 
decisions, not following through with the staff requests, taking 
ideas as their own or approaching issues with a lack of 
consistency.

Need for improvements in communication and role 
modelling

One in four Executive level respondents perceived that 
Executives and General Managers do not clearly communicate 
the need to balance customer demands with compliance (10) 
and only 70% agree they communicate consistent messages 
on risk and compliance (21) with positive perception 
decreasing by role level.

“I am told to take initiative in my role to address issues or 
make improvements, but when I do it is questioned. It 
makes it hard to take ownership and accountability when 
you are not given the ability to enact decisions.”

“‘Different day, different manager, different rules’.”

Perception that unacceptable risk taking is not consistently 
penalised

Two in five survey respondents perceive unacceptable risk 
taking is appropriately penalised (14) with the lowest positive 
perception being expressed by Executives (33%)

Those responding negatively cited examples including mangers 
allowing or directing actions outside of Gaming’s policies, 
being required to complete unsafe tasks in back of house in 
short time frames and overlooking poor customer behaviour 
or RSA issues. 

The large number of neutral responses may reflect a lack of 
understanding of the definition of ‘unacceptable risk’ or of 
what risks may be unacceptable.

More learning, including sharing mistakes and lessons 
learned is needed

Despite perceiving they had the knowledge and support to 
manage risk, a majority of survey participants felt they did not 
receive regular feedback on their ability to manage risk and 
compliance (28). 

In an interview, a regulator noted they were not confident all 
staff sufficiently understood the role and powers of the 
regulator, citing examples where inspectors had been referred 
off to managers when making inquiries with Crown staff.

As noted earlier, Gaming staff perceived that when they did 
receive feedback, it was focused on punitive measures rather 
than providing feedback to improve performance. This review 
has also identified a limited coaching culture exists and limited 
opportunity to share lessons learnt from successes and 
failures.

Lack of ‘outside in’ thinking

Some leaders reflected that Crown was particularly insular, 
and lacked ‘outside in thinking’ as a way of gaining competitive 
advantage and managing risk. 

A regulator noted Crown lacked a history of adopting better 
practice which has seen them lagging industry peers. For 
example, the adoption of face recognition and use of 
sophisticated analytics for responsible gaming were sighted as 
examples.

Weakness in Line One

Even though risk literacy is emerging in Line One across the 
organisation, there is a tendency to focus on compliance only. 
This may indicate little ownership of risk controls in Line One. 
Coupled with a small risk management team, and a lack of risk 
business partners supporting Line One on risk decisions. 
Consistently, systems supporting risk management are used by 
the risk team only and have no direct interface with Line One.  
This may result in risks not being identified, controlled or 
managed within the business. 
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Dashboard· Risk Culture 

1. 

2. 

3. 

4. 

5. 

48. 

35. 

6. 

52. 

8. 

10. 

9. 

53. 

20. 

21. 

56. 

43. 

11. 

12. 

27. 

44. 

28. 

13. 

14. 

15. 

Compliance is everyone's responsibility at Crown, induding my own• 

I fully understand my role, including my risk and compliance obligations• 

When I'm unsure how to manage a situation, I know where to go for help* 

At Crown,. following established rules, guide lines and regulations is a top priority* 

I am provided with adequate training to enable me to understand and manage 
my compliance obligations• 

At Crown,. we accept that despite our best efforts, mistakes and fail ings happen• 

The people I work with demonstrate honest behaviour• 

I know where to access the relevant polkies and procedures in place to guide 
how my work should be done• 

The people I work with apply learnings from their successes and failures to their 
future actions• 

The people I work with t ake responsibility for their actions• 

Executives and General Managers at Crown cleartv communicate the need to balance 
customer demands with compliance obligations• 

I am confident that I will not be penalised for raising concerns• 

The people I work with respond positively to constructive challenge• 

My manager{s) and/or supervisor(s) openly share the lessons learnt from 
past mistakes or incidents• 

Executives and General Managers at Crown communicate consistent messages about 
managing risk and compliance• 

I have the freedom to make and act on decisions that are relevant to my role• 

Executives and General Managers at Crown consistently behave 
in accordance w ith Crowns Values• 

The people I work with challenge each other constructively if they think 
they are not doing the right thing• 

Board members at Crown clearly communicate the need to balance customer 
demands with compliance obligations• 

My manager{s) and/or supervisor(s) put their awn self interest ahead of that of 
Crown and its customers•A 

Board members at Crown consistently behave in accordance with Crawn s Values• 

I regul arly receive feedback on my ability to manage risk and compliance• 

The people I work with bend the rules when it suits them • 11. 

The people I work with are penalised if they t ake unacceptable risks, even if their 
actions generate positive results•A 

There are often instances where working around our policies, processes or 

procedures is necessary to get the job done•A 
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45% 7% 92% 

57% 11% 85% 

59% 10% 85% 

50% 15% 77% 

53% 16% J 75% 

56% 18% ] 73% 

47% 18% I 72% 

54% 18% ] 72% 

51% 24% 66% 

50% 22% 63% 

43% 27% 59% 

4 1% 21% 59% 

47% 25% 59% 

44% 23% 59'!6 

44% 30"A. 58'!6 

43% 28% 56'!6 

39% 33% 53% 

43% 33% 53'!6 

37% 34% 49'!6 

30% 23% 23% 45% 

33% 45% 44'!6 

35% 31% 18% 43% 

32% 26% 24% 43% 

31% 53% 38'!6 

19% 38% 27% 27'!6 

so 
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