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' Victorian Cormmission for
b’ Gambling and Liquor Regulation

Sixth Casino Review ~ recommendations 3 and 15, and progress
report on other recommendations

TRIM ID:; CD/19/20167

Recommendation
1. That the Commission:

(a) agrees' Crown Melbourne Limited (Crown) has implemented recommendation 3 of the Sixth
Casino Review {Review), after considering the Deloitte report provided by Crown

(b) notes that Licensing will monitor implementation of the three outstanding recommendations in
the Deloitte report

(c) agrees Crown has implemented recommendation 15 of the Review by providing the first
Responsible Gambling report (RG report) to the Crown Resorts Responsible Gaming
Committee (CRRGC) on 9 October 2019, subject to:

e Crown continuing to provide the RG reports to the Victorian Commission for Gambling
and Liquor Regulation after each CRRGC meeting, and

= the RG reports including ‘results from player data analytics’ post completion of
recommendation 8

(d) notes Crown has provided its first written quarterly report on the effectiveness of facial
recognition technology, in line with recommendation 12, and

(e) notes the update on the progress of recommendation 19 and the other remaining Review
recommendations.

Background

2. Atits meeting on 28 June 2018, the Commission adopted the findings and opinions set out in the
Review report. The Review report contained 20 recommendations with corresponding deadlines
for Crown to implement. All recommendations in the Review report were accepted by Crown, in a
letter to the Commission dated 2 July 2018.

3. The Licensing Division has responsibility for monitoring and assessing Crown's progress in
relation to each of the recommendations, and providing regular updates to the Commission in
relation to the adequacy of the progress.

4. The Commission has considered Crown’s implementation of a number of the Review
recommendations at previous meetings, and agreed that Crown has implemented
recommendations 1, 2, 4, 5, 10, 11, 12,2 13, 14, 16, 17, 18, 19° and part of recommendation 8.

! The wording of the recommendation has been the subject of consultation with the General Counsel, and the preference is

that the Commission ‘agree to Crown’s implementation’ of the Sixth Casino Review recommendations, rather than

‘approves’ their completion.

? Recommendation 12 is related to Facial Recognition Technclogy (FRT), and its implementation has been accepted subject
o quarterly updates on the effectiveness of its FRT, commencing from September 2019.

¥ Recommendation 19 is considered implemented but the Commission has made a further request for follow-up wark by
Crown Melbourne Limited.
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issues/Comments
Recommendation 3
5. Recommendation 3 of the Review provides:

“The VCGLR recomumends thal, by 1 July 2018, Crown assess the robustness and
effectiveness of its risk management frameworlk and systems, including reporting lines in the
chain of command, and upgrade them where required. This assessment should be assisted by
external advice”.

6. Atits meeting on 22 August 2019, the Commission considered Crown’s 1 July 2019 submission
and decided to defer its decision regarding Crown’s impiementation of recommendation 3 until
members had the opportunity to review the Deloitte report which assisted Crown's assessment.
Attachment 1 provides a copy of the Commission’s response to Crown following its consideration
of Crown’s submission, seeking a copy of the Deloitte report.

7. Crown provided the VCGLR with a further submission containing the Deloiite report on 13
September 2019 (Attachment 2).

8. After considering the Deloitte report, Licensing requested further information from Crown to assist
it in linking the recommendations in the Deloitte report to the outcome of Crown’s assessment of
its risk management framework and systems. In particular, Licensing requested Crown to further
advise:

(a) which recommendations were accepted for implementation (either through incorporation into
the Crown Risk Management Strategy document? or by other means of implementation)

(b) why recommendations in the Deloitte report, if any, were not accepted

(c) the status of each accepted Deloitte recommendation, and expected timeframe for
implementation of any recommendations that remain oufstanding.

9. With the support of the additional information provided by Crown (Attachment 3), Licensing
analysed Deloitte’s report to determine:

(a) if the stated objective in the Deloitte report and its scope addresses the “external assistance”
expected by recommendation 3

(b) if the substance of the Deloitte report appears to be fit for purpose based on the number or
nature of recommendations and observations

(c) which Deloitte recommendations have been—
s accepted and implemented
¢ accepted, but still in progress

s not accepted, and why

¢ Crown's 1 July 2019 submission indicates the importance of the Risk Management Strategy document as one of a number
of elements that demonstrate its review had been undertaken and implemented. The 1 July 2019 submiission states, .. .the
foifowing elements have now heen underiaken andfor imptemenied:... . .the consolidated documenlation of the Board's
expectations in relation to risk management in a 'Risk Managemeni Sirategy’ doctiment that was endorsed by the Crown
Resorts Risk Management Commiftee on 29 May 2018, and was approved by the Crown Resorts board on 72 June 2019.

TRIM: CD/19/20167 Page 2 of 7
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(d) whether the further information provided by Crown (Attachments 2 and 3) demonstrates that
Crown completed recommendation 3 by the deadline of 1 July 2019.

10. Sections 1.1 and 1.2 of the Deloitte report sets out the objective and scope of Deloitte’s
engagement respectively. The following is noted:

(a) the objective was to assess Crown's risk management program, provide observations and,
where appropriate, make recommendations for improvement

(b) the scope included an assessment of risk and governance documentation relating to risk
management with a particular focus on risk strategy, the risk operational model, risk reporting
and risk information systems and risk monitoring

{c) Deloitte’s engagement was limited to assessing the design of the risk management program
and not to the degree to which the risk management framework has been embedded in the
organisation and how well it is operating. Licensing does not consider this to be a problem as
the latter issue was addressed by PwC Australia in May 2018 as part of the Review.,

11. Based on the above, it can be concluded that the objective and scope of the external advice
sought by Crown is fit for purpose, and relevant to recommendation 3 of the Review.

12. The Deloitte report made recommendations in 15 sections of the report® relevant to risk
management. In summary, the Deloitte report recommendations and observations appear to be
the result of a thorough review, consistent with the scope and objectives. See Attachment 4 for
Licensing’s summary of the recommendations.

13. Crown’s response to each of these recommendations is documented in Attachment 3. Crown’s
response states that, of the 15 recommendations:

(a) 10 were accepted, and have been implemented by Crown
(b) three were accepted, but are yet to be implemented

{c) two were rejected by Crown.

14. In relation to the three accepted recommendations yet to be implemented, Licensing will monitor
implementation of these recommendations and advise the Commission should Crown not
implement these recommendations or is unnecessarily delayed.

15. Crown also advised that two of the Deloitte recommendations were not accepted or implemented.
These were:

{a) first part of recommendation in section 2.1 - recommends renaming the ‘Crown Resorts
Limited Risk Management Strategy’ document as a ‘Risk Management Framework’ document
to more accurately represent its contents. Crown considers that the impact of the
recommendation is immaterial.

{b) second part of recommendation in section 2.1 — recommends developing a Risk Management
Strategy document distinct from the above (renamed) document. Crown advised that this
document is already in place at department level. Crown further advised that updafes on
material changes have been provided on an ongoing basis to the ERCC and hoard
committees on progress of enhancements or development of framework elements over the
past 18 months.

9 Deloitte report sections 2.1 and 2.1.1 contain recommendations with two pars, and recommendations 2.2 2(d) and 2.2.2(e)
contain two separate recommendations.
TRIM: CD/19120167 Page 30of 7
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(c) recommendation in section 2.3(b) — recommends the escalation of Risk Appelite Breaches.
Crown considers this recommendation has minor impact and will ‘be reconsidered at a later
stage’. Crown is of the view that both in practice and as described in the Risk Management
Strategy, risk appetite reporting has proven effective and timely, with some matters requiring
immediate notification to the board due to their magnitude (for example, the terrorism threat in
February 2018), while others have been adequately reported at the next meeting of the
relevant commitiee, due to their less material and less time sensitive nature. The board is
satisfied with the process, and the quality and timeliness of reporting and escalation
{Attachment 3).

16. Licensing has assessed these two recommendations and noted Crown’s response outlining why
they were not accepted and implemented. Licensing does not believe there are any grounds fo
challenge Crown’s views in relation to non-acceptance of these two recommendations.

17. In determining whether Crown’s response to recommendation 3 has genuinely been “assisted by
external advice”, and completed by 1 July 2018, it should be noted that Deloitte was engaged by
Crown on 14 February 2019, and the Deloitte report was submitted to Crown on 20 June 2019.
Crown’s submission to the Commission was made on 1 July 2019, just ten days after receiving the
Deloitte report. Furthermore, recommendation 3 of the Review requires Crown to conclude its
review by 1 July 2019, but does not give any expectation of implementation of any findings of its
review or the external advice.

18. It is therefore possible that Crown may not have completed its assessment “with external advice”
by the deadline. However, even if the outcomes of Crown’s assessment were not genuinely
informed by the Deloitte report recommendations, there is alignment between the outcomes of
Crown’s assessment with most recommendations, and agreement to implement the accepted
recommendations.

19. In conclusion, when considering the Deloitte report and matters presented above, Licensing
believes that Crown's assessment of the robustness and effectiveness of its risk management
framework and systems has been adequately assisted by the external advice provided in the
Deloitte report, and where applicable, recommendations provided in this report have been or will
be implemented where required.

Recommendation 15
20. Recommendation 15 of the Review provides:

“The VCGLR recommends that, within three months of implementing the new responsible
gambling strategy (Recommendation 14), there is regular reporting to the Crown Resorts
Responsible Gaming Committee for it to maintain oversight of Crown Melbourne's harm
minimisation strateqy for responsible gambling. Regular reports every two months should
include numbers and types of interventions and other harm minimisation activities of RGSC
and other staff, details of the number and nature of referrals to external service providers,
exclusion orders, breaches, revocation and appeals, as well as results from player data
analytics and other injtiatives fo minimise gambling related harm. These reports should also be
made available to the VCGLR for monitoring purposes. (The VCGLR intends to share this
information, as appropriate, with the VRGF’).

21. At its 24 October 2019 meeting, the Commission agreed that Crown had implemented
recommendation 14 of the Review as a result of developing and implementing a responsible
gambling strategy focusing on the minimisation of gambling related harm to persons attending the
casino.

TRIM: CD/19/20167 Page 4 of 7
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22. Crown’s initial submission in relation to recommendation 15 was provided on 1 October 2019
(Attachment 5) and advised that the next CRRGC meeting was to be held on 9 October 2019, at
which time the report to address recommendation 15 would be presented. After this meeting, it
was expected that Crown would provide the required evidence attesting that it had addressed
recormmendation 15.

23. On 26 November 2019, after the CRRGGC meeting, the new RG Report, prepared in accordance
with recommendation 15, was provided to the VCGLR (Attachment 6).

24. In addressing recommendation 15, in particular the requirement for Crown to provide regular
reporting ‘every two to three months’, Crown has previously advised that the CRRGC meets six
times per annum, and the reporiing periods may therefore vary from one to three months as the
case may be, Licensing confirms that Crown Resorts Limited held seven meetings during the
2018-19 financial year.®

25. Although strict adherence to the provision of the RG report to the CRRGC may not be achieved,
being every two months, Licensing is of the view that, should the CRRGC meet every two or three
months, and the RG report be provided at each meeting, as is intended, this does constitute
‘regular RG reports’ as required in recommendation 15.

26. In relation to the content of the RG report, the introductory paragraph refers to the Review
recommendation, and the requirement for regular RG reporting to the CRRGC for it to maintain
oversight of Crown’s harm minimisation strategy for responsible gambling. The content of the
opening paragraph reaffirms that Crown will provide the RG report to the CRRGC at each of its
standing meétings.

27. The RG report also provides statistics and charts for the current and pravious three financial years
on responsible gambling matters, including:

{(a) numbers and types of interventions

(b) harm minimisation activities of the Responsible Gaming Support Centre and other staff
(c) details of the number and nature of referrals to external service providers

(d) exclusion orders

(e} breaches

{f) revocation and appeals

(g) other initiatives to minimise gambling refated harm.

28. Licensing considers that the RG report meets the reporting requirements of recommendation 15
with one exception. Although Licensing notes that the report does not include ‘results from player
data analytics’, it may be too early for Crown to provide details on player data analytics given that
recommendation 8 {(implementation of data analytic tools) is not due to be implemented until
1 January 2020.

29. In response to the above, Licensing recommends that should the Commission accept Crown’s
implementation of recommendation 15, the response to Crown should reference the expectation
that, post completion of recommendation 8, the RG report to the CRRGC must include results
from player data analytics.

& Page 54, Crown Resorts Limited 2019 annual report,
TRIM: CD/M9/20167 Page 5 of 7
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30. Licensing will monitor when CRRGC meetings are held and the ongoing content of the RG report
provided to it. In addition, as noted in the recommendation, the VCGLR will share this information,
as appropriate, with the Victorian Responsible Gambling Foundation (VRGF). Licensing considers
that there is no content in the first RG report that needs to be shared with the VRGF at this time.

Update on recommendation 12

31. Recommendation 12 of the Review provides:

“The VCGLR recommends that, by 1 July 2019, Crown Melbourne expand facial recognition
technology to cameras on all entrances to the casino and that Crown Melbourne provide written
updates on a quarterly basis on its effectiveness to the VCGLR”.

32. At its meeting on 25 July 2019, the Commission considered that recommendation 12 was
completed and noted that Crown will provide the Commission with written updates on facial
recognition technology's (FRT) effectiveness for the September 2019 quarter and each quarter
thereafter.

33. Crown provided the first quarterly written update (July-September 2018) (FRT report) on 4
October 2019 (Attachment 7).

34. Upon assessing the content of the FRT report provided by Crown, Licensing believes the first
quarterly report provides the VCGLR with the required data to assist in assessing the ongoing
effectiveness of FRT, including data on:

(a) Neoface FRT' detections as distinct from ‘other’ detections, being staff detections

(b) ‘detected breaches’, being excluded patrons detected on the casino floor, as distinct from
‘attempted breaches’, being excluded patrons who were detected prior to entering the casino
floor

(c) a breakdown of all exclusion types.

35. In assessing the actual data provided in the FRT report provided by Crown, Licensing has
prepared a schedule that shows a breakdown of the detections by type for the 30 September 2019
quarter (Attachment 8).

36. A further assessment of the Licensing schedule and the FRT report provided by Crown, notes that
Neoface detection rates materially exceed Crown staff detections for excluded, self-excluded and
chief commissioner excluded persons, with 86.0% of all detections being attributed to Neoface
FRT.

37. Notwithstanding these positive results, Licensing believes that Crown and the VCGLR need to
establish the reliability of facial recognition detection rates, determine trends and thereby the
effectiveness of the technology, through a series of ongoing quarterly reports. Licensing is of the
view that the VCGLR requires at least four quarters of data before any meaningful assessment of
the effectiveness of Neoface FRT can be made.

38. Licensing is of the opinion that the FRT report provided by Crown will assist the VCGLR in
assessing the effectiveness of FRT at Crown, and therefore adequately addresses the
requirements of recommendation 12.

7 NEC Austraiia's Neoface facial recognition technology is a software application used by Crown to capture a person's facial
image, compare it with images in a dalabase and provide real-time identification outcomes.
TRIM: CD/19/20167 Page 6 of 7
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Update on recommendation 19

39. Atits 25 July 2019 meeting, the Commission agreed that Crown has implemented
recommendation 19, but requested Crown to make further amendments to its Corporate Policy
Statement to provide greater clarity to staff about when to issue an exclusion order pursuant to
section 72(2) of the Casino Control Act 1991, withdrawal of licence (WalL.), or both.

40. In response, Crown advised that it has identified other procedural documents which clarify the
issuing of WoLs versus exclusion orders under section 72(2) of the CCA, that it believes
adequately addresses the Commission’s request.

41. On 3 December 2019, Crown submitted this documentation, and is currently under review.

Other Review Recommendations

42. An update on the status of all recommendations is provided at Attachment 9.

Consultation

43. No consultation was required in the preparation of this paper.

Recommended:

ALEX FITZPATRICK
DIRECTOR - LICENSING

Prepared by: Rowan Harris

Telephone:

Date: 2 December, 2019

TRIM: CD/19/20167 Page 7 of 7
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Lovel 3, 12 Shelloy Streol, Richmond VIC 312
- : G 5 tend " GPO Box 1988, Melhourne VIC 3001
4 Victorian Commission for 354500 10467
Gambling and Liquor Regulation e e

Attachment 1

Our ref; CD/19/14633

2 3SEP 2000

Mr Joshua Preston

Chief Legal Officer — Australian Resorts
Crown Melbourne Limited

8 Whiteman Street

SOUTHBANK VIC 3006

Dear Mr Preston
Sixth Casino Review Recommendations 3, 4 and 13

| refer to Crown Melbourne Limited's (Crown’s) submissions to the Victorian Commission for
Gambling and Liquor Regulation (the Commission) dated 29 June 2019 and 1 July 2019, in
relation to the completion of recommendations 3, 4 and 13 of the Sixth Casino Review.

At its meeting on 22 August 2019, based on the submissions provided by Crown, the
Commission noled that:

o In relation to recommendation 4, Crown has undertaken a robust review of internal
controls to ensure that Crown's regulatory and compliance department is aware of all
projects and works in progress for which regulatory approvals might be relevant, and

e in relation to recommendation 13, Crown has developed a new responsible gambling
strategy which includes rebranding or refreshing its responsible gambling messages
throughout the casino, in all Crown Melbourne publications, including online and social
media platforms.

In relation to recommendation 3, the Commission decided to defer its consideration of
Crown's completion of recommendation 3 until members have had the opportunity to review
the external advisor's report completed by Deloitte, which informed the assessment of
Crown's risk framework and systems. The Commission requests that the external advisor's
report is provided within seven days of receiving this letter.

Should you wish to discuse this matter, please contact Alex Fitzpatrick, Director Licensing,
onﬁ.

Yours sincerel

Ross Kennedy
Chair

AR s e, |
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Attachment 2

Contacts: Barry Felstead/ Joshua Preston
Dirct Une: hr=

E-mail:

13 September 2019
By Email

Mr Ross Kennedy

Chair

Victorian Commission for Gambling and Liquor Regulation
Level 3, 12 Shelley Street

RICHMOND VIC 3121

Cc: Rowan Harris

Dear Mr Kennedy
Sinth Casino Review — Recommendation 3
We refer to your letter dated 3 September 2019 and to our earlier letter dated 1 July 2019.

Your letter requests a copy of the report from Crown’s external advisors who assisted Crown in its
assessment of the robustness and effectiveness of its risk framework and systems.

In this respect, Crown engaged Deloitte as the external expert, We note that the provision of the report
of the external advisor was not part of Recommendation 3, and as such, it was not commissioned on the
basis of being provided to a third party. Crown has therefore been required to seek Deloitte’s
permission to release the report to the VCGLR, which has taken some time to be approved through their
various internal processes. We have today received Deloitte’s approval to release the report to the
VCGLR and in this respect please find enclosed a copy of the report dated June 2019, together with a
covering letter from Deloitte dated 13 September 2019.

For all of the reasons and steps outlined in our letter dated 1 July 2019, Crown is of the view that it has
fully complied with the requirements of Recommendation 3.

We also note, as referenced in our letter dated 1 July 2019, that the additional comments that were
provided to Crown by Deloitte for future and longer term enhancements, “will be incorporated and/or
considered as to their relevance/appropriateness for the longer term continuous program of Risk
Management at Crown.”

Crown otherwise notes for completeness that both the information contained in this correspondence,
and the enclosed documents, are confidential and provided to the VCGLR on a confidential basis.

Crown Melboume Limiled ABN 46 006 973 262
cUMPLI?AmEEEg?&t;HBZM Southbank Victoria 3006 Australia Telephone +61 3 9292 B8B8 Facsimile +61 3 9292 6600
4 crownmalbourna.com.au
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Page 2
13 September 2019

Mr Ross Kennedy
Victorian Commission for Gambling and Liquor Regulation

Please do not hesitate to contact me or Barry Felstead if you have any queries.

Yours sincerely

Legal Officer ~ Australian Resorts

COMPLIANCE _514871.2
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Deloitte Risk Advisary Pty Ltd
ACN 611 748 184

550 Bowwke Street
Melbourne, VIC, 3000
Austratia

Phone; +61 3 $671 7000
www.deloltte.corn.au

13 September 2019

Victorian Cormnmission for Gambling and Liquor Regulation
Level 3, 12 Shelley Street

Richmond

Victoria

3121

Australia

To whom it may concern,

Access to Deloitte report - Crown Melbourne Limited ~ Report on the Risk Management
Framework June 2019

We enclose a copy of the Crown Melbourne Limited - Report on the Risk Management Framework dated
June 2019 (the “Report”) as requested. If you have any questions regarding the Report, we would be
happy to assist with any Information we are able to provide ("Responses”).

We draw your attention to the following,

1, The Report was prepared subject to and in accordance with the terms of our agreement with Crown
Melbourne Limited.

2. The Report and any Responses are subject to the assumptions, qualifications, limitations, and
restrictions outlined in our agreement with the client and the Report.

3. The Report was prepared for the benefit of Crown Melbourne Limited from information provided by
Crown Metbourne Limited and to reflect its instructions.

4, We have not performed any further procedures or updated the Report beyond the date of the Report,
Events may have occurred since that date which may have a material effect on the Report.

5, The Report may include forecasts or projections. Since forecasts or projections relate to the future,
they may be affected by unforeseen events. They also depend, in part, on how effectively they are
implemented, Accordingly, actual results may be materially different from those forecasts or projected
because events and circumstances frequently do not occur as expected.

6. You may not rely on the Report for any purpose. We are not responsible and have no duty of care to
you, or anyone else, for the Report.

Deloitte refers o one or more of Deloitte Toucha Tohmatsu Limited ("DTTL"), its global network of member firms, and thair related entities, DTTL (also referred to as
“Deloitte Glohal") and each of its member firms and their affiliated entities are legally separate and independent entities, DTTL does not provide services to clients,
Plaase see www.delcitte.com/about to laarn more.

Deloitte is a leading global provider of audit and assurance, consulting, financlal advisory, risk advisory, tax and related services, Qur network of member firms In more
than 150 countries and territories serves four out of five Fortune Global S00®companies. Learn how Deloltle’s approximately 286,000 people make an impact that
matters at wwiw.deloitta,com,

Liahility limitad by a scheme approved under Pr Eix ds Legislati
tMamber of Deloitts Asta Pacific Limited and the Deloitte Network.

© 2012 Deloitte Risk Advisory. Deloltte Toucha Tohmatsu
CONFIOENTTAL
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Deloitte

The Report is confidential and must be treated as such by you and must not be disclosed to another
party. You may disclose the Report to the extent that it is required to be disclosed by Law, order of
any court, tribunal, authority or regulatory body, rules of any stock exchange, however, where
practical and to the extent permitted by law, you must notify us of the requirement to disclose and
only disclose the minimum amount necessary that is required to comply with the law.

We request that you treat the Report in accordance with the terms set out in this letter, particularly in
relation to preserving its confidentiality.

If you have any questions regarding the above, please do not hesitate to contact me on I
v e-mai o« I

Yours sincerely

Cara Hartnett
Partner

CONFIDENTIAL

VCG.0001.0002.6151_0012
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Deloitte.

Crown Melbourne Limited -
Report on the Risk Management
Framework

June 2019
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Inherent Limitations
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. opini or conclusions under these standards are expressed

Because of the Inherant limitations of any Internal control structure, It Is possi hat errors or Irregularities may occur and not be detected. The matters
ralsed In this ref are only those which came to our attention during the course of performing our procedures and are not necessarlly a comprehensive
statement of all the weaknesses that exist or Improvements that might be made,

Qur work Is perfor on a sample basls; we: cannot, In practice, examine every activity and procedure, nor can we be ibstitute for management’s
responsibllity tom aln adequate co s over all levels of operations and thelr responsibllity to prevent and detect Irregularities, Including fraud

Any projection of the evaluation of the control p dures to future perlods Is subject to the risk that the systems may become Inadequate because of
changes In conditlons, or that the degree of compliance with thern may deterlarate

Recommendations and suggestions for Improvement S Id be assessed by management for their full c mercial impact before they are Implemanted.

We believe that the statements made In this report are accurate, but no warranty of completen accuracy, or re labllity Is given In relation to the
statements and representations made by, and the Information and doct L - aourne Limited personnel, \ have not attempted to
fy these sources Independently unless otherwlse nat yithin the re

Limitation of Use

This report Is Intenc solely for the information and Internal use of Crown Melbourne Limited in accordance with our latter of engagement dated 14
February 2019, and is not Intended to be and should not be u by any other person or entity. No other person or entity s entitied to rely, In any manner,
or for any purpose, on this rep We dao not ac of assume responsibility to anyone er than C Melbourne Limited for our work, for this report, or
for any rellance which may be placed on this r t by any party other than Crown Melbourne Limited.

Confidential - this document and the Iinformation contained In It are conflidential and should not be used or disciosed In any way without our prior consent.

About Deloitte
Deloltte refers to one or more of Deloitte Touche Tohmatsu Limited ("DTTL"), global network of member firms, and thelr related entities. OTTL (also

referred to as *Delolite Global”) and each of ts member firms their affilated entities are legally separate and Independent entitles, DTTL does not provide
services to clients. Please see www.deloitte.com/about to learn more.

Deloitte is a leading gl | provider of audit and assurance, consulting, financlal advisory, risk advisory, tax and related services. Our network of member
firms more than 150 countries and territories serves four out of five Fortune Global S00&companies, Learn how Deloitte's approximately 286,000 people

make an Impact that matters at www. del

Liabllity limited by a scheme approved under Professional Standards Legisiation.
Member of Delpitte Asla Pacific Limited and the Deloltte twork

£ 2019 Deloitte Risk Advisory. Deloltte Touche Tohmatsu
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Deloitte

20 June 2019

Anne Siegers

Group General Manager - Risk and Audit | Crown Resorts
8 Whiteman Street,

Southbank

VIC 3006,

Australia

Commercial In Confidence

Dear Anne,

Assessment of Risk Management Program

>'?77,@8 9A?@B&,988><7

Deloitte Risk Advisory Pty Ltd
ACN 611 748 184

550 Bourke Street
Melbourne, VIC, 3000
Australia

Phone: +61 3 9671 7000

www.deloitte.com.au

In accordance with the engagement letter dated 14 February 2019 between Deloitte Risk Advisory Pty Ltd
("Deloitte”) and Crown Melbourne Limited ("Crown”), we have completed an assessment of the risk management
program at Crown. This report summarises the procedures performed, our observations and recommendations for

improvement resulting from that assessment.

VCG.0001.0002.6151_0015

We look forward to further discussing this report with you, at your convenience. We would also like to take this
opportunity to thank the Executive and staff of Crown for the strong level of co-operation we have received In

performing this engagement.

Yours sincerely

Cara Hartnett

Partner

Liability limited by a scheme approve under Professional Standards Legislation

Member of Deloitte Asia Pacific and the Deloitte Network.
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1 Executive Summary

1.0 Background

In June 2018, the Victorian Commission for Gambling
and Liquor Regulation ("VCGLR") issued its Sixth
Review of the Melbourne Casino Operator and Licence,
which presents the VCGLR's view as to the ongoing
suitability of Crown Melbourne Limited (CML), to hold its
casino licence. The VCGLR report made a number of
recommendations, including Recommendation 3, which
states:

‘The VCGLR recommends that, by 1 July 2019, Crown
assesses the robustness and effectiveness of its risk
frameworks and systems, including reporting lines in
the chain of command, and upgrade them where
required. This assessment should be assisted by
external advice.’

As a result, Crown engaged Deloitte to assess the
design of the organisation’s risk management program,
and provide relevant observations that will form part of
Crown's above mentioned assessment for the VCGLR
prior to 1 July 2019.

1.1 Objective

The objective of this engagement was to assess Crown’s
risk management program and provide observations,
and where appropriate, recommendations for
improvement.

1.2 Scope and Approach

The scope of our engagement included an assessment
of risk and governance documentation relating to risk
management with particular focus on:

1. Risk strategy - including the risk management
policy, strategy, framework and risk appetite
statements;

2. Risk operational model - including three lines of
defence, roles and responsibilities and delivery
model;

3. Risk reporting - including both management and
Board reporting; and

4. Risk information systems and risk monitoring,
including key risk indicators

Scope Limitations

Our engagement was limited to assessing the design of
the risk management program. We did not assess the
degree to which the risk management framework has
been embedded in the organisation and how well it is
operating. It is understood that an independent review
was undertaken in May 2018 (by another service
provider) that reported on how risk management was
embedded across Crown. Enhancements to the risk
management framework have been made since this
independent review, which will need to be in place for a
period of time before their operation and the degree to
which they are embedded is assessed.

Our assessment was also restricted to the risk
management in place as at March 31, 2019 and did not
include a comparisons or benchmarking with risk
management practices and processes in the past.

Observations from Our
Assessment

1.3

Crown's risk management framework and its design is
consistent with the risk management standard 1SO
31000:2018 Risk Management.

Based on documentation reviewed, Crown has a risk
management program with the key elements for
effective risk management either in place or under
development. Elements in place include:

= A risk management framework which sets out the
key elements of Crown’s risk management program,
including overall governance (including adequate
reporting lines and chain of command), roles and
responsibilities, risk identification and assessment
methodology, risk appetite and the risk reporting
process;

« Documentation of identified risks and the
assessment of their materiality in risk registers and
corporate risk profiles;
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« Risk reporting, including risk appetite dashboards,
leading risk indicators (KRI's) and aggregate
corporate risk profiles; and

e Arisk information system to support the risk
management program (CURA), which facilitates risk
analysis,

Efforts to mature the design of the risk management
program are ongoing. Over the last 18 months, Crown
has undertaken, and continues to undertake programs
to enhance the level of maturity and understanding of
its risk management framework. Discussions with the
Group General Manager - Risk and Audit, indicated that
Crown is committed to making continued improvement
and enhancements to the risk management program.
Key areas that are currently being focused on include:

« Developing key risk indicators and associated
reporting;

o Linking principles included in the risk management
program with the delegations of authority policy;
and

+ Developing targeted risk management training
programs which compliment compliance and risk-
related training programs already in place at Crown.

Recommendations for
improvement

1.4

This report makes recommendations and observations
that would build upon and further enhance Crowns’ risk
management program. The recommendations are
intended to provide insights regarding areas for
enhancement and improve future maturity. Many of
these can be implemented immediately and are being
considered as inputs into Crown’s Risk Management
Strategy prior to its finalisation (currently in draft).
Others may be expected to be implemented over the
longer term as Crown’s risk management program is
enhanced.

These recommendations and observations include
considerations for the following areas:

« How roles and accountabilities for risk and risk
culture are expressed;

« How material risks are aligned to risk appetite to
support an aggregate view of risk;

s« How qualitative statements for risk appetite are
expressed;

« How quantitative metrics and triggers for risk
appetite are expressed and how they are used for
reporting and proactive risk management; and

« How escalation of risk appetite breaches is actioned
and reported.

Recommendations and suggestions for improvement
should be assessed by management for their full
commercial impact before they are implemented.

In reviewing the recommendations, consideration
should be given to the time period for implementation.
Some recommendations may be implemented
immediately with minimal effort. Others may be
addressed over a longer period, as iterations and
updates are made to mature the risk management
process. -
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2 Detailed Findings

e e | Risk Management Strategy

The Group Risk Management Framework is outlined in
the Crown Resort Limited draft Risk Management
Strategy ("draft RMS") document. The draft RMS
describes in detail the risk management framework,
including governance (roles and responsibilities), risk
appetite and process and methodology that the Crown
Resorts Limited Board expects to be implemented
across all Group entities.

It does not outline the strategic priorities for the risk
function or risk management.

Recommendation: Consider renaming the document
as Crown Resorts Limited Risk Management Framework
to more accurately represent its contents.

Consideration should be given to developing a Risk
Management Strategy document over the medium to
longer term. This document would typically set out the
strategic priorities for the risk function and program,
including those key areas of focus to embed a more
efficient and effective risk management function. This
could include reference to People and Capability, Risk
Culture, Risk Appetite (including corporate profiles) and
Risk Reporting.

The following observations are made with regard to the
key elements of the Risk Management Framework as
outlined in the draft RMS.

214 Risk Culture

A favourable feature of the draft RMS is recognition of
the importance of risk culture.

One of the roles of the Second Line of Defence is to
support the communication of the Board’s desired risk
culture (S5.5). However, accountabilities for risk
culture are not clearly referenced in other areas of the
draft RMS, including the role of the Board.

Recommendation:

a) Accountabilities for risk culture should be reviewed
in the following sections of the draft RMS:

e The Executive Summary
e The role of the Board in setting the desired
risk culture

e The role of RMC in overseeing risk culture;

« The role of “All other Crown staff”
performing their role in a manner consistent
with the expected risk culture”

e Monitoring and reporting.

b) If there is no clear expression of a target risk
culture or an approach to its assessment,
reference to risk culture may be better expressed
as a strategic priority.

2,1.2 Risk Management Principles (DRAFT

RMS 53)

The risk management principles contained within the
draft RMS provide sound context around which the risk
management framework is designed.

Other common principles that we have observed, which
are not currently included in Crown’s framework are:

+ A principle related to the promotion of the safety
and soundness of the organisation.

» A principle related to supporting Crown’s existing
Excellence of Standards of Service (ESOS)
statement and CX/EX values,

Recommendation:

Consider including safety and soundness and customer
service as additional principles to support an effective
and meaningful risk management framework in the
ongoing review of the draft RMS document.

2.1.3 Risk Identification and Assessment

The Corporate Risk profiles and associated Risk Matrix
and Risk map provide the Executive and Board greater
clarity over the identification, measurement and
management of Crown’s material risks.

The risk assessment methodology adopted by Crown is
typical, using likelihood and consequence criteria to
assess identified material risks in terms of inherent and
residual risk. Reporting is also typical, using heat maps
to show Critical, High, Moderate and Low level risk. This
Is used to inform further risk reporting and risk
monitoring. Importantly, the approach also recognises
financial and non-financial impacts and provides clarity
on responsibilities for oversight and management of the
risks.
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Material risks are contained within the Corporate Risk
profile which is reported to the Crown Resorts Board.
The Corporate Risk profile identifies:

« Name of material risk, its definition and description
of how it may arise, and the outcome if the risk is
not managed;

e The inherent risk using the Conseguence and
Likelihood methodology and its mapping to the
Corporate Risk Map;

« The controls in place to manage the risk.

« The residual risk using the Consequence and
Likelihood methodology and its mapping to the
Corporate Risk Map;

« How these align to the 7 Risk Appetite'impact
categories.

It was observed that Crown Melbourne is completing
Corporate Risk profiles and reporting these to the
Board. It has also commenced documenting
departmental risk registers.

Recommendation:
None noted.

2.1.4 Risk Appetite

Risk appetite was recently designed and approved by
the Crown Resorts Board and the Crown Melbourne
Board in December 2018,

Risk appetite has heen set for seven (7} impact
categories, including:

»  Financial;

» Brand / Reputation;

» Regulation / Legal;

+ People;

»  Customers / Patrons;

e Infrastructure; and

»  Strategy /Business Sustainability.

Each is assigned a qualitative statement, qualitative
Statements and Quantitative Metrics - RMC Reporting
Triggers.

a) Qualitative Statements

The qualitative risk appetite staterments ("RAS") for the

of cases the qualitative statements are expressed in a
manner that does not reference risk tolerances,

For example:

e Financial: “Protect and deliver shareholder value”,

A RAS that more clearly expresses risk tolerances
may be: “"We have limited risk appetite for activities
that weaken shareholder value”

s Brand / Reputation: Maintain shareholder confidence”

A RAS that more clearly expresses risk tolerances
may be: “We have a low risk appetite to undertake
any activity that leads to a loss of shareholder
confidence or damages our brand or reputation.”

Recominmendation: As Crown continues to develop
and embed the concept of risk appetite, any updated to
the qualitative statements should consider including a
clearer statement of acceptable risk tolerances.

b) Quantitative Metrics and Triggers

Quantitative metrics for risk appetite triggers are based
on tolerance for individual risk events. This is
acceptable provided the trigger is set conservatively ~
and this appears to be the case. However it is noted
that In terms of reporting:

“The trigger can be either a single event, or a series of
events cumulating to the [below] thresholds.”
(Memorandum to RMC, 19 November, 2018)

The risk appetite framework would benefit from greater
transparency on the relationship of the individual
material risks recorded in Corporate Risk profiles and
the seven higher level risk categories. For example,
what are the material risks that if cumulatively
considered are assessed against a specific trigger for an
impact category? This would support greater insights at
the enterprise level of the lavel of risks attributable with
each impact category.

This alsc impacts on the reporting of risk appetite and is
covered in the Risk Reporting section (see below).

Recommendation:
None noted.
¢} Operationalisation of the Risk Appetite

The draft RMS recognises that a review of the risk
appetite is undertaken annually with changes
recommended to the Board,

seven impact categories are not expressed in a manner Recommendation:
typical of a risk appetite statements. None noted.
Typically a risk appetite statement provides a clear
statement of acceptable risk tolerance. In the majority
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1.5 Risk Management Policy

The Risk Management policy sets out clear expectations
in relation to its risk management objectives,
particularly:

« Risk identification and risk management (including
controls) within risk appetite

« Cascading and implementation of the risk
management framework

« Documentation and reporting of risks

Recommendation:
None noted.

2.2 Risk Operational Model

2.2.1 Risk Governance Framework

Within the introductory comments of the Governance
section of the draft RMS, references are made to
responsibilities for material risks. For example:

"An effective risk governance framework requires risk
ownership and risk management accountability to be
clearly defined and assigned to those responsible for
material business decision making. This supports the
integration of risk identification and assessment into
organisational decision making processes.”

This is inconsistent with the commonly held view that
risk is everyone’s responsibility, not just those
responsible for material business decision making.

It is also inconsistent with the statement in the 1LOD
that "All Crown’s staff are responsible for managing and
being accountable for risks particular to their area of
responsibility”

Another example includes:

“Independent oversight, challenge, reporting and
monitoring of the risk profile, risk management
framework and material business decisions that have
the potential to impact the organisation’s risk profile”

It could be argued that an accumulation of many
seemingly poor decisions can cumulatively have a
material impact - not just those that are material
decisions.

Recommendation: A more meaningful way to express
the above could be as follows:

+ Risk ownership and risk management accountability
to be clearly defined to support the consideration
of risk in all decision making. This supports the
integration of risk identification and assessment into
organisational decision making processes;

« Independent oversight, challenge, reporting and
monitoring of the risk culture (INSERT) risk
profile, risk management framework and material
(DELETE) business decisions that have the
potential to impact the arganisation’s risk profile

2. 2.2 Three Lines of Defence

The general articulation and use of the Three Lines of
Defence ("3LOD") within the draft RMS is consistent
with the common standard used to give greater clarity
on roles and responsibilities for risk.

a) Role of the Board (DRAFT RMS S5.1)

As noted above the draft RMS does not reference the
role of the Board in setting the desired risk culture
although it is referenced as part of the 2LOD

Recommendations: The role of the Board should
include setting the desired risk culture.

b) Role of the RMC (DRAFT RMS §5.2)

1t would be expected the role of RMC should also
include oversight of the embedding of the Board’s
desired risk culture, however, this is not referenced. A
clearer expression of the role of the RMC in monitoring
the risk profile of Crown would be helpful to ensure that
risks are being managed within risk appetite.

Recommendation: Consider amending the role of the
RMC to also include oversight of the embedding of the
Board's desired risk culture and management of risks
within risk appetite.

c) Crown Melbourne Executive Risk and

Compliance Committee (“"ERCC")

A key purpose of ERCC should include oversight of the
risk profile of Crown Melbourne to ensure that risks are
being managed within approved risk appetite as well as
oversight of the embedding of the Board’s desired risk
culture. The ERCC charter does not reference either risk
appetite or risk culture,

Recommendation: Consider amending the ERCC
Charter to include oversight of management of risks
within risk appetite and the embedding of the Board's
desired risk culture.

d) First Line of Defence (DRAFT RMS S5.4)

The First Line of Defence (1LOD) commentary
recognises that they own and manage the risk and
implement risk frameworks. However, this is not
reflected in the 3LOD graphic in the draft RMS
document.

Recommendation: For clarity the First Line of
Defence commentary in the graphic should be updated.
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The draft RMS contains the following statements

« "An effective risk governance framework requires
risk ownership and risk management accountability
to be clearly defined and assigned to those
responsible for material business decision making.
This supports the integration of risk identification
and assessment into organisational decision making
processes”

+« "The CEO, Executives and Senior Management for
the first line of defence and assume ownership of,
and accountability for the management of, the
material risks faced and effective implementation of
the risk management framework”

The above statements could be considered inconsistent
with the application of an effective 3LOD model
because:

¢ Ownership and management of risk is everyone's
responsibility - not just those responsible for material
business decision making. For example a Table
Games Dealer is responsible for the ownership and
management of the risks in his activities

« It also appears inconsistent with the statement in the
draft RMS (5.4 (b)) where is it stated that “All Crown
staff are responsible for managing and being
accountable for risks in their particular area”

Recommendations: Review the accountabilities of the
1LOD to reinforce that everyone has ownership of risk
and should consider risk in the decision making and
activities. It is also recommended that the
accountabilities of all staff in the 1LOD in embedding
the Boards desired risk culture should be recognised.

e) Second Line of Defence (2LOD) (DRAFT RMS
S5.5)

The description of the role of the 2LOD is generally
sound and fit for purpose and recognises the key
principle that of the 2LOD to develop and design the
risk management framework

« The Second Line of Defence is referred to as
“Drafting of policies, framework...” The commonly
held view is that the 2LOD own and design the risk
framework which are then implemented by the
1LOD.

Recommendation. Amend the above to recognise
that that 2LOD own the design of the Risk Management
framework

o ‘“effectively supporting the communication of the risk
management framework, risk appetite, risk
management strategy...

Recommendation: This statement could be altered to
state that the risk function "own and lead” not support
the communication of the risk management framework

2.3 Reporting

The Risk Management Strategy, the Risk Policy and
Committee Charters set out expectations with regard to
the reporting and oversight of risk. All material risks are
summarised within the Corporate Risk profile which is
required to be reported to the Crown Resorts Board,

a) Use of Quantitative Triggers for Reporting

Reporting of risk and escalation of risk issues
particularly In relation to risk appetite and risk triggers
would benefit from greater clarity.

The draft RMS states:

e ‘reporting against this risk appetite [table] will be
prepared by the GGM - R&A. It will highlight events
against reporting triggers by exception”

« "In most circumstances reporting trigger events at the
regular RMC meeting will be sufficient at other times
special meetings of the RMC or other Board members
may be required based on the magnitude of the event,
as well as the requirement for a timely Board decision”

The Memorandum to RMC (19 November 2018) states
that

“In simple terms, once a quantitative metric is
triggered, the Risk Appetite then requires that the
matter be reported to RMC. The trigger can be either
a single event, or a series of events cumulating to the
[below] thresholds”

The following would benefit from greater clarity:

« Is a trigger excess the same as a breach of risk
appetite?

« What is the clear and timely escalation process for
breaches of risk appetite?

« Who is responsible for escalating breaches of risk
appetite and what is required to be reported?

« How is reporting of individual events aggregated to
assess cumulative risks against approved triggers?

« What is meant by “magnitude” of the event within
the context of a breach of risk appetite and
reporting to RMC as opposed to the Board?

In some instances quantitative reporting triggers are
stated in a way that could lead to ambiguity with regard
to their application and subsequent reporting.

Unless clearly defined, use of terms such as
“Significant”, “Material” and "“Sustained” can lead to
different interpretations with a consequential impact on
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escalation and reporting. Often this can be overcome
with a combination of more clearly expressed RAS and
quantitative metrics.,

For example:

Brand / Reputation. Currently states; “An internal event
creating a sustained share price loss”. This is defined as
>5%.

Over what period does “sustained” mean. Is this over a
24 hour,1 week or a 1 month period? A way of expressing
this with greater clarity to inform reporting may read as
follows:

“This is measured by 5% fall in our share price over a
rolling 30 day period”

There is apparent ambiguity around the term “trigger”
and “risk appetite”. In other organisations the term
trigger is used to flag a situation where:

» Unless mitigating action is taken it is likely that a risk
will rise above the accepted tolerance level (risk
appetite); or

= In less common situations the level of risk is so far
below accepted tolerance levels (risk appetite) that
there is a concern that the organisation is being too
risk averse.

Triggers should be used to provide management with
opportunities to more proactively manage risk against
agreed risk appetite. The reporting approach to risk
appetite in the draft RMS implies that once a trigger
point is reached the level or risk is already in excess of
risk appetite.

Common practice for reporting of triggers and excesses
of risk appetite would be to report these to the
Governing body that approved the risk appetite. For
example any concerns about potential excesses of risk
appetite may be escalated to RMC and actual excesses
of risk appetite that have been approved by the Board
should be reported to the Board at the earliest
opportunity.

Recommendation: Greater clarity could be provided on
the:

» Reporting of risks against risk appetite;

+ Nature of risk aggregation and reporting;

« Definition and value of triggers and their definitions
to support proactive risk management, and the
timely escalation where risk appetite is exceeded.

It is acknowledged that the risk appetite framework
including reporting has only been recently designed and

that many of the concepts above may be developed
over time as the program matures,

b) Escalation of Risk Events

The draft RMS would benefit from greater clarity on the
escalation of risk events outside of risk appetite.

Recommendation: Greater clarity could be provided
on the following:

» How quickly after a risk event should the approving
authority be informed? This could range from
immediate escalation to the line manager to a
longer period for RMC and the Board.

» A description of the nature of the risk event, how it
happened, and what mitigating actions have been
done

« What lessons have been learned, additional training
given or policies or processes changed to prevent a
recurrence?

2.4 Risk Information Systems

Crown is in the process of;

« Developing a reporting dashboard of Key Risk
Indicators that will support risk reporting and the
consideration of risks relative to risk trigger

« Implementing CURA to support the recording and
management of risk issues

« Completing Corporate Risk Profiles and supporting
departmental risk registers

« Indicators that will support risk reporting and the
consideration of risks relative to risk triggers

Recommendation

Efforts related to implementing risk information systems
and reporting should be continued.
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Appendices

Appendix 1

Documents Reviewed in the performance of the assessment

The following documents were reviewed as part of this engagement:

»  Crown Resorts Ltd Risk Management Strategy (DRAFT)

«  Crown Resorts Ltd Risk Management Policy {August 2018)

+« Crown Resorts Risk Management Reference Guidelines (DRAFT V1.1 Dec 2018)
+  Crown Resorts Ltd - Risk Management Committee Charter (February 2019)

+  Crown Melbourne ERCC Charter (July 2018)

+  Fraud Management Committee Terms of Reference (January 2019)

+« Crown Melbourne Ltd- Audit Committee Charter (July 2018)

+« Example of Communication and escalation for a critical incident - Terrorist Threat (March 2018)
«  Crown Resorts Ltd - Risk Matrix - various iterations and supporting emails

«  Crown Melbourne Ltd - Emergency Management Plan Summary (March 2018)
+« Crown Melbourne Ltd - Risk Management Update July - Oct 2018

»  Crown Melbourne Ltd - Risk Management Update June 2018

+  Crown Melbourne Ltd - Fraud risk profile (December 2018)

«  Crown Resorts Ltd - Strategic Risk Update 11 Feb 2019

«  Crown Melbourne Audit Committee - 15 November 2018

+«  Crown Melbourne Audit Committee - 11 February 2019

+  Crown Melbourne Ltd - Extract of Regulatory and Governance Update paper, Feb 2019
+  Crown Melbourne Ltd - Draft KRI table

+  Crown Melbourne Board - Risk Appetite November 2018

« Crown Melbourne Ltd - ERCC 13 November 2018

«  Crown Melbourne Ltd - ERCC 30 Jan 2019

+« Crown Melbourne Ltd - Fraud Management Committee 23 January 2019

+«  Crown Australian Resorts - Business Continuity Management Framework -January 2019
+ Crown Resorts Ltd - Date Governance Framework - Draft February 2019

«  Draft tool for Date Governance Framework - Operationalisation

« Example tool : IT initiative form

+« Example tool: Gaming form

+«  CURA Assessor: User Guide

+  Extract Training Register Material Risks

*  Extract Risk Tool - key meeting points with Business

«  Extract AML program and alignment with risk matrix

«  List of key meetings attended by Risk Staff

+  Meeting Minutes - Risk Weekly Team Meeting 11 January 2019

+  Crown Melbourne Risk Management Framework - Graphic

«  Crown - Risk Universe Graphic

«  Draft Risk controls

11 CONFIDENTIAL
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Attachment 3

Contact: Michelle Fielding / Joshua Preston
Direct Line:

E-mail e
Document No: COMPLIANCE_526647.2

25 October 2019

Mr Rowan Harris

Principal Major Licence Officer

Victorian Commission for Gambling and Liquor Regulation
Level 3, 12 Shelley Street

RICHMOND VIC 3121

o o

Dear Mr Harris
Sixth Review of the Casino Operator and Licence (Sixth Review) - Recommendation 3

| refer to your email dated 14 October 2019, requesting additional information with regards to Crown’s
response to the VCGLR's Recommendation 3 and the provision of the Deloitte report, and the meeting
between Jason Cremona, Steve Thurston, Joshua Preston, Anne Siegers and myself on 24 October 2019.

Please find attached in response to your request for additional information a table that references each
recommendation from the Deloitte report together its status as to impact, timeframe for implementation
(related to future and longer term enhancements) and Crown’s comments (including whether it accepted
the recommendation or not).

Please note that all of the Deloitte recommendations were accepted save for two. In respect to the two
recommendations not accepted, we note that:

e one was immaterial (the naming of the document) which Crown determined was not appropriate
in the circumstances to progress with; and

o the other was already in place, however Deloitte suggested increasing the level of detail
described in the Risk Management Strategy. This recommendation was not deemed appropriate
by Crown as it would not effectively reflect the range of events that could be escalated to the
Board and the range of possible responses. That level of detail already exists in other documents
and the process is effective in practice.

Please do not hesitate to contact Anne Siegers on |l or Joshua Preston if you have any queries.

Yours sincerel

Michelle Fielding
Group General Manager — Regulatory and Compliance
Encl

COMPLIANCE_526647.3
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e Delolfte Sub- Deloitte Recommendations Impact of Timeframe Crown Comments Status
Ref, titla Recommendation
2.1 RMS Consider renaming the dotument as Crown Resorts Limited Risk (title of immediate The Crown rizk manzgemant frameworicis the totality of its peoplz, systems, Rejectzd
rk to more v repi its cont document} tools, d , ete. The Risk Mar ent Strategy (RIAS) document Is
only 2 part of It, and as such refersing to the document as the ‘framawork’
would not In our opinion properiy reflact the reslity of rlsk managementand
the extent of the risl management structura at Crown,
Consideration should be given to loping 3 fisk Strategy d Mod: Wid-Longer term  [Already In pl2ce at department level. Updates on material changes have Already in place
over the medium to longer term. This document would typically set out the strategic been provided on 2n ong2ing basis to tha Executive Risk and Compiance
priorities for the risk function and pregram, including those key areas of focus to Commituee (ERCC} and Board Committess on progress of enhancements or
embed 2 mare efficient 2nd effectiva risk manzgemeat function, This could include di pment of fremework 2iements over the past 28 months.
refarence to Peapla and Capability, Risk Culture, Risk Appetite (including corporate
proflles} 2nd Risk Reporting.
211 Risk Culture 2) Accountzbilities for risk culture skiould he reviewed in the following sections of the  {Moderate a) | diat: a} Comp {also addresses part of 2.2.2 below) Compiated
draft RpAS: ’
* The Executive Summary
© The role of the Board in setting the desired risk culture
» The role of the Risk M [« ittee (RMC) in ing risk culture
» The role of "Ml other Crown szaff” performing their role In a manner consistent with
the expected risk culture
H « Monitoring and reporting
b} If there is no clear expression of a target risk culture or an approach to lts b) Longer term b) Introduction of Group-wide 'values' was just complated. Compliznce and |Flest paet
assessment, referance to risk culture may be better expressed as @ strategic priority. Risk KPO into 2!l PEPs for F20. F d
Longer term defiverable in terms of risk culture assessment Is in progress.  |Longar tarm
part: in prograss
212 Risk Management  |Consider including safety and soundness and service as additional principles di Completed Camplatad
principle (RMS53)  |to support an effective ang ful risk I fcin the cngoing
reviews of the draft RMS Cocument.
233 Risk identification  |Mo Deloitte recommendations noted N/A -
and Assessment
214 Risk Appeatite No Deloitte recommendations noted N/A -
124 Qualitative As Crown continues to develiop and embed the concept of risk appetite, any updates to|Moderate Longer term Wil continuously review the dotument and consider recommendations In - [Will consicler 22
statements the qualitative stat could der including 2 clearer stat tof p future iterations o later stage
rigk tolarances. i}
214<bd Q itati trics| Mo Deloitte rec dations noted N/A -
and triggers
214-¢ Operaticnalisation  |No Deloitte recommendations noted /A -
of the risk appelite
218 Risk Manzgement  |Mo Delaltte reacommendations noted N/A -
Policy
2.2 Risk Operational Mo Deloitte recommendations noted N/A -
Model
26
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2.2.1

[Risk

« Definition and value of triggers and their definitions to support proactive risk
Imanagement, 2nd the timely escalation where risk appetite is exceeded.

It is acknowledged that the risk appetite framework including reporting has only beea
recently designed and that many of the above may be ped over time
a3 the program matures.

et e —————————————i s et

27

shown effective aid timely reporting and escalation of matters o the
satisfaction of the Board.

Will consider at alater stage and In future Rterations of the AMS

more gful way to express the above could be as follows: Moderate Immediate [Completed (Completed
|Framework * Risk hip and risk ag ility to be clearly defined to support
the consideration of risk In all decision making. This supports the integration of risk
identification and into making p
- Ind: d igh 1 reporting and monitoring of the rigk culture
INSERT) risk profile, risk 1 fi and (DELETE) Crown was not agreeable to deleting the word ‘material’, Per ASIC
idecisions that have the potential to impact the organisation’s risk profile. Corporate Governance Report (Oct 2019), the Board should focus on
materiol risks, therefore it was determined that we would keep the
reference tomoterial in the definition.
222 [Theee lines of INo Deloitte recommendations noted N/A
222-3 Iuoofmtoud role of the Board should indude setting the desired risk culture. |Moderate Comp Completed
222-b Role of the RMC IConsider amending the role of the RMC to also include ight of the embedcing of Compl Completed
the 8oard’s desired risk culture and managemaent of ricks within rick sppetite.
2.2.2+¢ ERCC ‘Consider amending the ERCC Charter to include oversight of of risks in future iterations | Will address with the next review of the ERCC Charter, |Accepted - next
\within risk appetite and the embedding of the Board's desired risk culture. Charter review
222-4 Firct lina of defance [For darity the First Line of Defeace commentary in the graphic should be updated. Minor C Completed
PART B - Review the accountabilities of the 1LOO to reinforce that everyone has
ownership of risk and should consider riskin decision making and activities. Itis also
ded that the bilities of all staff in the 1LOD in embedding the
Board's desired risk culture should be recognised.
222-¢  |Secoad line of [Amend the above to recognise that that 2L0D own the design of the Risk Management |Minor di C d Completed
PART 8 - This statement could be altered to state that the risk function “own and lead”
not support the communication of the risk management framework
23 Reporting No Deloitte recommendations noted N/A -
23-3 Use of quantizative |Greater clarity could be provided onthe: Moderte Longer term Already clear reporting structure defined, with reporting sgainst rigk Will congider at
triggers for « Reporting of risks against risk appetite; appetite reporting triggers at every risk committee meeting. Practice has 2 later stage
reporting * Nature of risk aggregation and reporting:

9°2000°L000' 90N
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Greater clavity could be provided on the following:

23-b Escalation of Risk Minor infuture erations [Bath in practice and as described in the RMS, risl appetite reporting has Rejectad
Appetite Sreaches |+ How quickiy after g risk event should the approving autherity be informec? This prover affective and timely, with some mattars requiring immediste
could range from di; tation to the line ger 1o 2 longer perlod for the notification of the Sozrd due to thair magnitude {l.e. terrorlsm threat in
RMC and the Board. Fabruary 2018 or Nine Group media allegations in July 2018 ), while others
« A descrigtion of the nature of the risk cvent, how it happened, and what mitigating have becn adeguataly reported st the next meeting of the relevant
agtions have been done committae due to their less material and Ume sensitive nature, The Board Is
« What Jaszons have been learned, addilional tezining given or policles or processes satistied with the process, and the quality and timeliness of reporting and
{thanged tc prevent a recurrence? ascalation, The descrption In the RIS document reflects actual practices
and therefere is considered sdequate snd appropriate for the purpese.
Documentation of thase pracesses is provided In entity processas at
{onerational fevel and vary depanding 00 tha nature of the evants, Cre
process will not it all and dezeribing alf pasalble zuents and situations is rot
) an zppropriate level of informaticn in this document.
24 Aisk information Efferts related to implementing sk information systems and reporting shauld be -

Systems

{continued,

A

Wil continue

Part of Croven's
plan, in grogr

Lezend:

No e dati
R fation d and impl 4

d - wili be imph datalater stage

{Recommendation rajacted at this stage. Will be reconsidered at a later stage.

28
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Attachment 4

Licensing’s analysis of the Deloitte recommendations

VCG.0001.0002.6151_0029

Rec. No. Deloitte | Description
Section
182 21 Consider renaming lhe documenl as Crown Resorts Limiled Risk Managemenl
J Framework lo more accurately represent ils conlentls,
iﬁontalrr:: Consideration should be given to developing a Risk Management Strategy
o parts) document over the medium to longer term. This document would typically set out
Part: 1- the strategic priorities for the risk function and program, including those key
Rejected areas of focus lo embed a more efficient and effective risk management
) function. This could include reference to People and Capability, Risk Culture,
Part; 2- Risk Appelite (including corporate profiles) and Risk Reporting.
Accepted
and
implemented
3&4 214 a) Accounlabilities for risk cullure should be reviewed in the following sactions of
the draft RMS:
(Contains
two parts) ¢ The Execulive Summary
e The role of the Board in setling the desired risk cullure
Lﬁzﬁpwd +  The role of RMC in overseeing risk culture;
implemented) « The [ole of "All other Crown slaff’ perforrﬂning their role in a manner
consistent with the expected risk culture
=  Monitoring and reporting.
b) If there is no clear expression of a targel risk cullure or an approach to its
assessment, reference to risk culture may be beller expressed as a strategic
priority.
5 212 Consider including safety and soundness and customer service as additional
A ted principles to support an effeclive and meaningful risk management framework in
{ant:’cep the ongoing review of the draft RMS document.
implemented)
6 2.1.4(a) As Crown continues to develop and embed the concept of risk appetite, any
A ted updated to the qualitative statements should consider including a clearer
(Accepte statement of acceptable risk tolerances,
and yet to be
implemented)
7 221 A more meaningful way to express the above could be as follows:
(Accepted «  Risk ownership and risk management accountability to be clearly
and defined lo support the consideralion of risk in all decision making. This
implemented) supports the integration of risk identification and assessment into
organisalional decision making processes;
¢ Independent oversight, challenge, reporting and monitoring of the risk
culture risk profile, risk management framework and business decisions
thal have the potenlial to impact the organisation’s risk profile
8 2.22(a) The role of the Board should include selling the desired risk cullure.
(Accepted
and
implemented)
9 2.2.2(b) Consider amending the role of the RMC to also include oversight of the
- ted embedding of the Board's desired risk culture and management of risks within
Lnt:.-lcep o risk appetite.

implemented)




I"HS1% 8 ()" (+&, 11-)+.8&/0123405&

6&7898:8,<=& >"777?,@& 9A?@B&,988><7

Attachment 4

Licensing’s analysis of the Deloitte recommendations

VCG.0001.0002.6151_0030

Rec. No. Deloitte | Description
Section
10 2.2.2(c) Consider amending the ERCC Charter to include oversight of management of
risks within risk appelite and the embedding of the Board's desired risk culture.
(Accepted
and yet to be
implemented)
11 222(d) | 2recommendations:
(Accepted For clarity, the First Line of Defence commentary in the graphic should be
and updated.
Unpleing) Review the accountabilities of the 1LOD to reinforce that everyone has
ownership of risk and should consider risk in the decision making and activities.
Itis also recommended thal the accountabilities of all staff in the 1LOD in
embedding the Board's desired risk culture should be recognised.
12 2.22(e) 2 recommendations:
(Accepted Amend the above to recognise that that 2LOD own the design of the Risk
and Management framework
) This statement (effectively supporting the communication of the risk
management framework, risk appelite, risk management siralegy) could be
altered lo slate that the risk function “own and lead" not support the
communication of the risk management framework
13 2.3(a) Greater clarity could be provided on
(Accepted the:
d to be
iar:plzfr:ezted} = Reporting of risks against risk appetlite;
* Nature of risk aggregation and reporting;
=  Definition and value of triggers and their definitions to support proactive
risk management, and the timely escalation where risk appetite is
exceeded. :
14 2.3(b) Greatler clarity could be provided
(Rejected) on the following:
= How quickly after a risk event should the approving authority be
informed? This could range from immediate escalation to the line
manager to a longer period for RMC and the Board.
* A description of the nature of the risk event, how it happened, and what
mitigaling aclions have been done
= Whalt lessons have been learned, additional training given or policies or
processes changed to prevent a recurrence?
15 24 Efforts related to implementing risk information syslems and reporting should be
continued.
(Accepted
and

implemented)

")
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Contact: Barry Felstead / Joshua Preston
Direct Line:

E-mail:

Document Nao: COMPLIANCE_520429.2

1 October 2019

Ms Catherine Myers

Chief Executive Officer

Victorian Commission for Gambling and Liquor Regulation
Level 3, 12 Shelley Street

RICHMOND VIC 3121

cc: Rowan Harris

By Email

Dear Ms Myers

>'777,@& 9A?@B&,988><7

Attachment 5

Sixth Review of the Casino Operator and Licence (Sixth Review) - Recommendation 15

| refer to Recommendation 15 of the Sixth Review and our response dated 2 July 2018.

Recommendation 15 provides:

The VCGLR recommends that, within three months of implementing the new responsible
gambling strategy (Recommendation 14), there is regular reporting to the Crown Resorts
Responsible Gambling Committee for it to maintain oversight of Crown Melbourne’s harm
minimisation strategy for responsible gambling. Regular reports every two months should
include numbers and types of interventions and other harm minimisation activities of RGSC
and other staff, details of the number and nature of referrals to external service providers,
exclusion orders, breaches, revocation and appeals, as well as results from player data
analytics and other initiatives to minimise gambling related harm, These reports should also
be made available to the VCGLR for monitoring purposes. (The VCGLR intends to share this

information, as appropriate, with the VRGF).

In addressing Recommendation 15, Crown Melbourne Limited (Crown) has previously advised that
the Crown Resorts Limited Responsible Gaming Committee (Committee) meets six (6) times per
annum, and the reporting periods may therefore vary from one to three months as the case may be.

Notwithstanding the temporal anomalies, regular reporting to the Committee is being expanded to
include the types of interventions that comprise harm minimisation activities, referrals, player data

and other activity as comprises the functions of the Responsible Gaming Centre.

Crown Melbourne Limited ABN 46 006 973 262
8 Whiteman Streel Southbank Victoria 3006 Auslralia Telephone +61 3 9292 8888 Facsimile +61 3 9292 6600

crownmelbourne.com.au

VCG.0001.0002.6151_0031
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Victorian Commission for Gambling and Liquor Regulation

INFIDENTIAL AND COMMERCIALLY SENSITIVE

Yours sincerely

Michelle Fielding
Group General Manager — Regulatory and Compliance

Crown Melbourne Limited

[Encl.]

COMPLIANCE_534734.3
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Page 2
22 November 2019
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December Commisgion Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Report to the Crown Resorts Limited Responsible
Gaming Committee - 9 October 2018

AWARENESS ASSISTANCE SUPPORT

11 - Total Patron Contact with RGC

M7 Frie Y19 FY20

® Admin/Misc Services @ Harm Mirimisation Services

1.3 - Services By Harm Minimisation Categories

@ fve  @Denng Iterveton  Responding O Inf @ Service & Asist
*Exdudes Play Period

responsiblegaming - Harm Minimisation Overview

12 -Main Activities of RGC Staff

Confidential and
Commergially Sansitive

Yy o=

Draft for discussion

@ Breach of Self Exclusion & GM/TG/Staff & FATG focus @ Play Periods @Revocstion Information @ Welfare/Obsevable Sigrs

14 - Referrals from Crown Staff and Customers/Other

@ Bxternal @Intemal Gaming

Intemal Cther @ Internal RG @ Internal Sec/Sury
*Excludes Play Period

15 - Extemal Service Providers Referred To

@ Gambler's Help Facility @ Gambler's Help TeleServ

Othat
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Confidential and
Commercizally Sensitive

responsiblegaming - Exclusion Related Events Draft for discussion

AWARENESS ASSISTANCE SUPPORT

Total Statistics (s at 30th Sept 2079) 5029* 556 5585* 702*

*Since 1994 4
Current Self Excluded Current Cross Property Self Exduded Total Current Self Excluded Total Revocations
| Customer Follow Up Related To Self Exclusion Finandial Year Comparison Last 3 Morhs (FY20) Time Out Last 3 Months 3/6 month Timeout
Crown Model Data &
2603 wy IEBE
L3 vt 120 e o I e, ———
— ——
%21
20 ’
" 276538 554
. n v Y18 Fy19 FY20

17 FY18 Y19 Freo

® Attempted Breach @ Ereach of Self Exclusion  Self Exclusion

Revocation Finandal Year Comparison Revocations Last 3 Months (FY20) Appeals Financial Year Comparison Appeals Last 3 Months (FY20)

n =
o
-

Septembder 4 g

S S . |

50

©®VCGLR Appeal pending

o = BN __

Fr20 M7 FY18 Y18

© Revocation Approved  Revocation Dedined @ VCGLR Appeal declined @VCGLR Appealpending  VCGLR Appesl upheld

9€00 15192000 LO00 DN
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Commerciall

responsiblegaming

AWARENESS. ASSISTANCE SUPPORT
Crown Melbourne Responsible Gaming Statistics Commentary

Recommendation 15 requires regular reporting to the Committee for it to maintain oversight of Crown
Melbourne’s harm minimisation strategy for responsible gambling. Specifically, the reporting requires
numbers and types of interventions and other harm minimisation activities of RGC and other staff, details
of the number and nature of referrals to external service providers, exclusion orders, breaches,
revocation and appeals, as well as results from player data analytics and other initiatives to minimise
gambling related harm. This reporting will be provided to the Committee at each of its standing
meetings.

Harm Minimisation Overview

11 Total Patron Contact with RGC (Responsible Gaming Centre)

This comprises all entries from the Responsible Gambling Register, which records program and
service information. The Admin Services section refers to those entries that are administrative such
as change of address.

1.2 Main Activities of RGC Staff

This denotes the top five activities Responsible Gaming staff engage in. Note that Facial Recognition
Technology was implemented in February 2018. Additionally, changes in the Play Periods
technology and process commenced from late 2018.

13 Services by Harm Minimisation Categories

The Responsible Gaming Operations Manager and Responsible Gaming Psychologists worked to
categorise the various activities recorded in the Responsible Gambling Register. These are defined
by the following harm minimisations categories:

Harm minimisation category Main activities

Exclusion Related events Includes Self exclusions issued, breach and attempted breach
of self exclusion, Time Outs issued, Time Outs breached, Bans
issued and Third Party Exclusion issued

Initiating intervention Includes Gaming Machines, Table Games, staff interaction
and Fully Automated Table Games focus, Observable signs,
Exclusion/Revocation follow up

Responding to Information Includes Self exclusion and Third Party Exclusion inquiries,
Revocation information, Missing persons, Unattended
Children

Service and Assistance Includes Counselling, Chaplaincy, Counselling information,

Revocation contact

Excludes Play Periods as the volumes would affect the visual representation. These are depicted in
1.2.

Confidential and Commercially Sensitive

CWN_LEGAL_195729.1

"&

VCG.0001.0002.6151_0037
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Condidentiz
Lommerciably

14 Referral from Crown Staff and Customers/Other

The ‘Internal RG' category incorporates activities that are initiated by Responsible Gaming staff such
as proactive presence on the gaming floor (includes Gaming Machines, Table Games, staff
interaction and Fully Automated Table Games focus), program follow up, observable signs and
welfare follow up. The other ‘Internal’ staff categories are referrals from gaming machines, table
games, security, surveillance, hotel staff etc. ‘External’ referrals are mainly where customers have
‘referred’ themselves.

Excludes Play Periods as the volumes would affect the visual representation. These are depicted in
1.2,

1.5 External Service Providers Referred To

In these, ‘Gambler’s Help Facility’ denotes the direct referral to the Gambler's Help offices such as
Southern, City, Northern et al; ‘Gambler’s Help TeleServ’ means the customer was referred to the
24/7 telephone counselling service; and ‘Other’ refers to specialised services including Chinese Peer
Connection, Australian Viethamese Women’s Association, other industry Self Exclusion Programs
and law enforcement (such as in the case of Missing persons).

Exclusion Related Events

Data Follow up - Relates to the conversations initiated by the Responsible Gaming Advisors on
information provided by the Customer Analytics team as part of the Crown Mode! Trial.

Appeals Financial Year Comparison — Relates to Self Exclusion Appeals received by the VCGLR and
the status, either upheld, declined or pending. ;

The attached tables are a visual representation of the data contained in Section 2.2 (Self Exclusion
and Revocation Statistics) of the Australian Resorts Responsible Gaming Report.

Confidentiol ond Commerclally Sensitive

CWN_LEGAL_195729.1
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Attachment 7

Contact: Michelle Fielding
Direct Line:

E-mail:

Document No: COMPLIANCE_521152.1
4 October 2019

Ms Catherine Myers

Chief Executive Officer

Victorian Commission for Gambling and Liquor Regulation
Level 3, 12 Shelley Street

RICHMOND VIC 3121

cc: Rowan Harris

By Email

Dear Ms Myers

Sixth Review of the Casino Operator and Licence (Sixth Review) - Recommendation 12 Quarterly
Update

| refer to Recommendation 12 of the Sixth Review, which provides:

‘The VCGLR recommends that, by 1 July 2019, Crown Melbourne expand facial recognition
technology to cameras on all entrances to the casino and that Crown Melbourne provide
written updates on a quarterly basis on its effectiveness to the VCGLR.”

Crown Melbourne Limited (Crown) wrote to you on 28 May 2019, confirming that it had completed
the installation of Facial Recognition Cameras at all public entrances to the casino.

Pursuant to Recommendation 12, Crown is also to commence providing quarterly written updates to
the VCGLR on the effectiveness of Facial Recognition Technology (or Neoface), which Crown
undertook to provide for the first quarter (July-September 2019) from October 2019. Accordingly,
attached is Crown’s first Quarterly Update, providing the data captured during the reporting period.

The attached Quarterly Update demonstrates that Crown’s Facial Recognition Technology has been
effective during the quarter, in detecting persons who are not permitted to enter either the Casino
and/or the Property. We expect that this new technology will continue to evolve and assist in
strengthening our perimeter access, in identifying barred persons and ultimately our responsible
gaming framework.

By way of overview we note as follows:
» Of the 679 breaches/attempted breaches detected during the quarter (committed by 518
unique persons), Neoface identified 584 of the instances or 86% of all detections.*

! Crown is unable to determine how many of those breaches/attempted breaches woulkd have been identified by staff, s Neoface is the
first line of defence and has the earlier detection capability, with staff being a second line of defence. Crown does not hold data in relation

to false positives.
Crown Melbourne Limited ABN 46 006 973 262

8 Whiteman Street Southbank Victoria 3006 Australia Telephone +61 3 9292 8888 Facsimile +61 3 9292 6600
www.crownmelbourne, com,au

VCG.0001.0002.6151_0039
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> In comparison, there were 1067 breaches/attempted breaches (by 422 unique persons)
during the prior calendar period of 1 July — 30 September 2018, pre-Neoface.

Although software upgrades will continue to improve the effectiveness of our Facial Recognition
Technology, limitations remain. In this respect, we note that failures to identify barred persons can
result from a number of variables, including, for example: a person looking downwards, wearing a
hat or facial coverings like sunglasses, a person covering their face with their hands i.e. scratching
their face and poor quality images stored in Neoface. We also note that persons who are Excluded
by the Chief Commissioner of Police in Victoria or other states or territories by way of Order, will
automatically breach their Order if detected by Neoface, as legislation prohibits their entry to any
part of the Property.

Please let me know if you would like to discuss the attached Quarterly Update or if there is any
further information that can be provided to assist.

Group General Manager — Regulatory and Compliance

COMPLIANCE_521152.1
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Facial Recognition Effectiveness Update 1 July — 30 September 2019

This Quarterly Update details recorded breaches' and attempted breaches® by persons who are
prohibited from entering the Casino Gaming Floor® and/or the Property, as directed by an Exclusion
Order or Self-Exclusion Order. These persons are detected via the Neoface system or by other
methods of detection.’

Excluded Breaches

12

oN & O

Jul-19 Aug-19 Sep-19

m Neoface Detections  m Other Detections

The above graph represents the number of persons who are Excluded from entering the Casino
Gaming Floor and have breached during the reporting period. Six people committed the 11
breaches in the month of July, 10 people committed the 16 breaches in August and 6 people
committed the 6 breaches in September.

1A 'breach’ occurs where a person enters the Casino Gaming Floor in breach of thelr Exclusion or Self-Exclusion Order; or enters the Property in breach of
their Police Commissioner’s Exclusion Order.
2 An ‘attempted breach’ occurs where a person attampts to enter the Casino Gaming Floor In breach of their Excl Sell-Excl Orderbut is

prevented by ctaff. Note thatthere cannot be an “sttempted breach’ for Police Cq 1 ! b as the subject personis excluded from the
entire Property, they have breached as soon as they enter any partof Crown whereby Neoface could detect them,

3 The “Casino Gaming Floor” means the licensed casino boundary.

4 The ‘Property’ means the entire Crown Site.

5 ‘Other Detections’ means persons are detected by employees, through loyalty card use identification, MICK swipes and guest ID checking and/or registration
at The Mahogany Room entrances,

COMPLIANCE_520826.1
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Facial Recognition Effectiveness Update 1 July —~ 30 September 2019

Excluded Attempted Breaches

Jul-19 Aug-19 Sep-19

W Neoface Detections  m Other Detections

The above graph represents the number of persons who are Excluded from entering the Casino
Gaming Floor and have attempted to breach during the reporting period. Seven people committed
the 7 attempted breaches in the month of July, 6 people committed the 7 attempted breaches in
August and 2 people committed the 2 attempted breaches in September.

Self Exlcuded Breaches

100
80

& 8

Jul-19 Aug-19 Sep-19

M Neoface Detections M Other Detections

The above graph represents the number of persons who are Self-Excluded from entering the Casino
Gaming Floor and have breached during the reporting period. Seventy-seven people committed the
99 breaches in the month of July, 83 people committed the 100 breaches in August and 65 people
committed the 93 breaches in September.

COMPUANCE_520826.1

#
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Facial Recognition Effectiveness Update 1 July — 30 September 2019

Self Excluded Attempted Breaches

100
80

40
20

Jul-19 Aug-19 Sep-19

m Neoface Detections  ® Other Detections

The above graph represents the number of persons who are Self-Excluded from entering the Casino
Gaming Floor and have attempted to breach during the reporting period. Sixty people committed
the 69 attempted breaches in the month of July, 76 people committed the 96 attempted breaches in
August and 61 people committed the 78 attempted breaches in September.

Excluded & Self Excluded Breaches

12

ON O

Jul-19 Aug-19 Sep-19

m Neoface Detections  ® Other Detections

The above graph represents the number of persons who are dual Excluded and Self-Excluded from
entering the Casino Gaming Floor and have breached during the reporting period. Six people
committed the 9 breaches in the month of July, 5 people committed the 17 breaches in August and 5
people committed the 9 breaches in September.

COMPLUANCE_520826.1
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Facial Recognition Effectiveness Update 1 July — 30 September 2019

Excluded & Self Exlcuded Attempted Breaches
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The above graph represents the number of persons who are dual Excluded and Self-Excluded from
entering the Casino Gaming Floor that have attempted to breach during the reporting period. Six
people committed the 7 attempted breaches in the month of July, 9 people committed the 14
attempted breaches in August and 6 people committed the 9 attempted breaches in September.

Chief Commissioner Exclusion Victoria
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The above graph represents the number of persons who are Excluded from entering the Property by
the Chief Commissioner of Police in Victoria that have breached during the reporting period. Three
people committed the 8 breaches in the month of July, 2 people committed the 2 breaches in August
and 3 people committed the 3 breaches in September.
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Facial Recognition Effectiveness Update 1 July — 30 September 2019

Chief Commissioner Exclusions All Other States
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The above graph represents the number of persons who are Excluded from entering the Property by
the Chief Commissioner of Police in other states or territories in Australia, that have breached during
the reporting period. Three people committed the 5 breaches in the month of July, 2 people
committed the 4 breaches in August and 9 people committed the 10 breaches in September.
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Facial Recognition Effectiveness Update 1 July — 30 September 2019

This Quarterly Update details recorded breaches' and attempted breaches’ by persons who are
prohibited from entering the Casino Gaming Floor’ and/or the Property,” as directed by an Exclusion
Order or Self-Exclusion Order. These persons are detected via the Neoface system or by other
methods of detection.®

Excluded Breaches
12
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The above graph represents the number of persons who are Excluded from entering the Casino
Gaming Floor and have breached during the reporting period. Six people committed the 11
breaches in the month of July, 10 people committed the 16 breaches in August and 6 people
committed the 6 breaches in September.

1 A ‘breach’ occurs where a person enters the Casino Gaming Floor in breach of their Exclusion or Sell-Exclusion Order; or enters the Property in breach of
thelr Police Commissioner's Exclusion Order.

2 An ‘attempted breach’ occurs where a personattempts 1o enter the Casino Gaming Floor in breach of their Exclusion or Self-Exclusion Order but is
prevented by staff, Note that there cannot be an ‘attempted breach’ for Police Commissioner Exclusions, because as the subject person is excluded from the
entire Property, they have breached s soon as they enter any part of Crown whereby Neoface could detect them.

3 The “Casino Gaming Floor’ means the licensed casino boundary.

4 The ‘Property’ means the entire Crown Site.,

5 ‘Other Detections’ means persons are detected by employees, through loyalty card use Identification, MICK swipes and guest ID checking and/or reglistration
at The Mahogany Room estrances.
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Facial Recognition Effectiveness Update 1 July — 30 September 2019

Excluded Attempted Breaches
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The above graph represents the number of persons who are Excluded from entering the Casino
Gaming Floor and have attempted to breach during the reporting period. Seven people committed
the 7 attempted breaches in the month of July, 6 people committed the 7 attempted breaches in
August and 2 people committed the 2 attempted breaches in September.

Self Exlcuded Breaches
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The above graph represents the number of persons who are Self-Excluded from entering the Casino
Gaming Floor and have breached during the reporting period. Seventy-seven people committed the
99 breaches in the month of July, 83 people committed the 100 breaches in August and 65 people
committed the 93 breaches in September.
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Facial Recognition Effectiveness Update 1 July — 30 September 2019

Self Excluded Attempted Breaches
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The above graph represents the number of persons who are Self-Excluded from entering the Casino
Gaming Floor and have attempted to breach during the reporting period. Sixty people committed
the 69 attempted breaches in the month of July, 76 people committed the 96 attempted breaches in
August and 61 people committed the 78 attempted breaches in September.

Excluded & Self Excluded Breaches
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The above graph represents the number of persons who are dual Excluded and Self-Excluded from
entering the Casino Gaming Floor and have breached during the reporting period. Six people
committed the 9 breaches in the month of July, 5 people committed the 17 breaches in August and 5
people committed the 9 breaches in September.
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Facial Recognition Effectiveness Update 1 July — 30 September 2019

Excluded & Self Exlcuded Attempted Breaches
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The above graph represents the number of persons who are dual Excluded and Self-Excluded from
entering the Casino Gaming Floor that have attempted to breach during the reporting period. Six
people committed the 7 attempted breaches in the month of July, 9 people committed the 14
attempted breaches in August and 6 people committed the 9 attempted breaches in September.

Chief Commissioner Exclusion Victoria
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W Neoface Detections ™ Other Detections

The above graph represents the number of persons who are Excluded from entering the Property by
the Chief Commissioner of Police in Victoria that have breached during the reporting period. Three
people committed the 8 breaches in the month of July, 2 people committed the 2 breaches in August
and 3 people committed the 3 breaches in September.
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Facial Recognition Effectiveness Update 1 July — 30 September 2019

Chief Commissioner Exclusions All Other States
12
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The above graph represents the number of persons who are Excluded from entering the Property by
the Chief Commissioner of Police in other states or territories in Australia, that have breached during
the reporting period. Three people committed the 5 breaches in the month of July, 2 people
committed the 4 breaches in August and 9 people committed the 10 breaches in September.
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Analysis of Crown's first quarterly report (July -September 2019)

Attempts

Excluded

Self-excluded

Excluded and self-excluded breaches

Breaches

Excluded

Self-excluded

Excluded and self-excluded breaches
Chief Commissioner

Chief Commissioner - other states

Total

>'777,@8 SA?@B&,988><7

VCG.0001.0002.6151_0051

Attachment 8

Neoface Staff Total % Neoface % Staff % Total
20 13 33 60.6 39.4 100.0
233 10 243 95.9 4.1 100.0
28 2 30 93.3 6.7 100.0
281 25 306 91.8 8.2
Neoface Staff Total % Neoface % Staff % Total
16 0 16 100.0 0.0 100.0
243 48 291 83.5 16.5 100.0
17 17 34 50.0 50.0 100.0
11 2 13 846 15.4 100.0
16 3 19 84.2 15.8
303 70 373 81.2 18.8
584 95 679 86.0 14.0 100.0




December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please nofe: The recommendalions highlighted in blue have been implemenied. The recommendations highlighled in green are pending. The recommendations highlighted in red will be

considered at the 19 Decamber 2019 Commission meeling. The recommendations in black are not due yet.

ATTACHMENT: 9

TRIM: CD/M9/17116

Number

Recommendation

Due Date

Comments re Commission
Decisions

Corporate Governance and Risk

The VCGLR recommends that, by 1 January 2019, Crown develop, and
submit to the VCGLR for approval, a change program to fully engage its
independent directors in proactive strategic oversight of the operations
of the Melbourne Casino. Particular consideration should be given to:

» formulating a charter for the Crown Melboume board

» fully documenting, for visibility to the VCGLR, the reporting and
decision-making relationships between all of the boards, commitiees
and executive meetings with responsibility for, or oversight of,
Melbourne Casino functions, and

« elevation of governance to the group board and committees.

The submission should identify any changes to regulatory frameworks
and how these will be addressed.

1 January
2019

Commission determined Crown
implemented recommendation 1
al its 28 February 2019 meeting

VCGLR
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please note: The recommendations highlighted in biue have been implemented. The recommendations highlighted in areen are pending. The recommendations highlighted in red will be

considered at the 19 December 2018 Commission meeting. The recommendations in black are not due yel.

ATTACHMENT: 9

TRIM: CD/19/17116

Number

Recommendation

Due Date

Comments re Commission
Decisions

The VCGLR recommends that, by 1 January 2019, Crown undertake a
review of the required qualifications for committee chairs set out in the
charters, and ensure that the appointees’ actual qualifications match

1 January
2019

Commission determined Crown
implemented recommendation 2
at Its 28 February 2019 meeting

The Commission further
requested a review of Crown
Resorts commiltee chairs by 30
May 2018.

The Commission at its 25 July
2019 meeting noted Crown's
review of the above.

VCGLR
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

ATTACHMENT: 9

Status of Sixth Casino Review Recommendations as at 29 November 2019 TRIM: CD/19/17116

Please note: The recommendations highlighted in blue have been inplemented. The recommendations highlighted in areen are pending. The recommendations highlighted in red will be
considered at the 19 December 2019 Commission meeling. The recommendations in black are not due yet.

Number | Recommendation Due Date Comments re Commission
Decisions
3 The VCGLR recommends that, by 1 July 2019, Crown assess the 1July 2019 Al its meeting on the 22 August

robustness and effectiveness of its risk framework and systems, 2019, the Commission deferred its

including reporting lines in the chain of command, and upgrade them consideration of implementation

where required. This assessment should be assisted by external advice. until members reviewed the
external advice obtained by
Crown to support this

recommendation. A copy of the
external advice was provided on
13 September.

The VCGLR has completed its
review of the Deloitte report and
recommends implementation of
recommendation 3. Licensing will

monitor implementation of the
remaining three Deloitle
recommendations.

Regulatory Compliance

4. The VCGLR recommends that, by 1 July 2019, Crown undertake a 1 July 2019 Commission determined Crown

robust review of internal controls to ensure that Crown's regulatory and implemented recommendation 4

compliance department is aware of all projects and works in progress for at its 22 August 2019 meeting

which regulatory approvals might be relevant.

VCGLR Page 3|15
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December Commission Meeting #14/2019~ STATUTORY DECIS8ION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please nole: The recommendations highlighted in blue have been inplemented, The recommendations highlighted in green are pending. The recommendations highlighted in red will be

considered at the 19 December 2019 Cammission meeting. The recommendations in black are nol due yel.

ATTACHMENT: 9

TRIM: CD/19/17116

Number

Recommendation

Due Date

Comments re Commission
Decisions

The VCGLR recommends that Crown convene annual roundlable
sessions briefing key internal staff on the VCGLR's risk-based approach
to regulation, with a particular focus on how that approach relies on the
integrity of Crown's internal processes

Annual

Commission determined Crown
implemented recommendation 5
at its 26 September 2019 meeting

Responsible Gambling

The VCGLR recommends that, by 1 January 2020, Crown Melbourne
review its allocation of staffing resources to increase the number of work
hours actually available to responsible gambling and intervention with
patrons. This might be achieved by training more gaming staff to
undertake assessments and then approach patrons identified as at risk,
without the need to contact a RGLO. However, this will only be effective
if those staff have sufficient time aside from their gaming duties.

1 January
2020

The VCGLR recommends that Crown Melbourne use observable signs
in conjunction with other harm minimisation measures such as data
analytics to identify patrons at risk of being harmed from gambling.

Ongoing

VCGLR
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please note: The recommendations highlighled in blue have been implemented. The recommendations highlighted in green are pending. The recommendations highlighted in red will be

considered al the 19 Decamber 2019 Commission meeling. The recommendations in black are not due yel

ATTACHMENT: 9

TRIM: CD/19/17116

Number

Recommendation

Due Date

Comments re Commission
Decisions

The VCGLR recommends that Crown Melbourne proceed with
development and implementation of comprehensive data analytics tools
for all patrons, to proactively identify for intervention patrons at risk of
harm from gambling. These tools would utilise both historical data (with
parameters developed from the second player model), and real-time
monitoring of play periods. Crown Melbourne should look to models in
other jurisdictions, and consult with external data analytics experts, with
a view to implementing world-class, proactive approaches with real-time
(or near-real time) operational effectiveness, In particular—

(a) for carded play (that is, player activity which can be systematically
tracked), Crown Melbourne will have in operation a comprehensive
real-time player data analytics tool by 1 January 2020, and

(b) for uncarded play (that is, all other player activity), Crown
Melbourne will, by 1 January 2019, commence a comprehensive
study of all the practical options for a real time player data analytics
tool, with a view to reporting in detail (including legal, technical and
methodological issues) to the VCGLR by 1 January 2020 and the
tool being in operation by 1 July 2022.

1 January
2020

1 January
2019

1 January
2020 and 1
July 2022

Commission delermined Crown
implemented recommendation
8(b) only at its 28 February 2019
meeting

VCGLR
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

ATTACHMENT: 9

Status of Sixth Casino Review Recommendations as at 29 November 2019 TRIM: CD/19/17116

Please note: The recommendations highlighted in blue have been implemented. The recommendations highlighted in green are pending. The recommeandations highlighted in red will be
considered al the 19 Decamber 2019 Commission meeting. The recommendations in black are not due yet.

Number | Recommendation Due Date Comments re Commission

Decisions
9. The VCGLR recommends that Crown Melbourne arrange, at its 12 months
expense, for an independent assessment of the real-time player data after .
analytics tool for carded play (see Recommendation 8(a)), to be implementation

completed 12 months after implementation of the tool. The independent | ©f the tool
assessment is to be undertaken by a person approved by the VCGLR,
after consultation with Crown.

VCGLR Page 6|15
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please nofe: The recommendations highlighted in blue have been implemented. The recommendations highlighted in green are pending. The recommendations highlighted in red will be

considered at the 19 Decamber 2019 Commission meeting. The recommendations in black are not due yet.

ATTACHMENT: 9

TRIM: CD/19/17116

Number | Recommendation Due Date Comments re Commission
Decisions
10. The VCGLR recommends that, by 1 July 2018, Crown Melbourne 1 July 2019 Al its 24 October 2019 meeting
undertake a comprehensive review of its policy for the making and the Commission agreed that
revocation of voluntary exclusion orders under section 72(2A) of the Crown had implemented
Casino Control Act. The comprehensive review should be undertaken in recommendation 10
conjunction with the VCGLR, VRGF and other relevant external The Commission directed Crown
stakeholders. The review should be undertaken with a view to to provide data from its 12-month
implementing policies that facilitate: evaluation trial of three- and six-
. month Time Out Program
« Crown Melbourne issuing short term exclusion orders for 3, 6, 12 or Agreements, to determine
24 months under section 72 of (he Casino Comfol Ac‘. ConSDdeﬁng whe'her n ls mm br TmAs
the specific circumstances of the person and their preferred time to transition to a formalised
period for exclusion, and conditional on the person undertaking lo exclusion order under section
comply with the order and with other matters (such as obtaining 72(2A) of the CCA.
treatment), and
» Crown Melbourne reviewing voluntary exclusion orders which are
more than 10 years old to consider whether the continued operation
of these orders serves a useful purpose, with a view to retaining only
those orders that are beneficial to the persons who are subject to
them, and can be adequately enforced. The VCGLR further
recommends that the review of such orders occurs in an orderly
manner between 1 July 2018 and 30 June 2020.
VCGLR Page 7|15
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please note: The recommendalions highlighted in blue have been implemented. The recommendations highlighted in green are pending. The recommendations highlighted in red will be

considered at the 19 Decamber 2019 Commission meeling. The recommendations in black are not due yet.

ATTACHMENT: 9

TRIM: CDi19/17116

Number | Recommendation Due Date Comments re Commission
Decisions

11. The VCGLR recommends that, by 1 July 2019, Crown Melbourne 1 July 2019 Commission determined Crown
develop and implement a policy and procedure to facilitate Crown implemented recommendation 11
Melbourne issuing involuntary exclusion orders under section 72(1) of at its 24 October 2019 meeting.
the Casino Control Act at the request of family members and friends in
appropriate cases. The policy and procedure should be developed in
conjunction with the VCGLR, VRGF and other external stakeholders.

Crown Melbourne should include information about this option in all its
responsible gambling publications, website and regularly provide
information to relevant stakeholders, such as Gambler's Help and other
similar organisations, about this option.

12. The VCGLR recommends that, by 1 July 2019, Crown Melbourne 1 July 2019 Commission determined Crown
expand facial recognition technology to cameras on all entrances to the implemented recommendation 12
casino and that Crown Melbourne provide written updates on a quarterly at its 25 July 2019 meeting,
basis on its effectiveness to the VCGLR. First written update for the

September 2019 quarter was
provided by Crown on 4 October
2019, A review of the first written
updale as to the effectiveness of
facial recognition technolegy has
been completed and provided to
the 19 December 2019
Commission meeling.

VCGLR Page 8|15
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please nolfe: The recommendations highlighted in bite have been implemented. The recommendations highlighted in green are pending. The recommendations highlighted in red will be

considered at the 19 December 2019 Commission meeling. The recommendations in black are not due yetl.

ATTACHMENT: 9

TRIM: CD/19/17116

Number | Recommendation Due Date Comments re Commission
Decisions
13. The VCGLR recommends that, as part of developing a new responsible | 1 July 2019 Commission determined Crown
gambling strategy, by 1 July 2019, Crown Melbourne rebrand or refresh implemented reoommendap’on 13
its responsible gambling messaging and publish new responsible at its 22 August 2019 meeting
gambling messages throughout the casino, in all Crown Melbourne
publications, including online and social media platforms.
VCGLR Page 9|15
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Status of Sixth Casino Review Recommendations as at 29 November 2019

Please nole: The recommendations highlighted in blue have been implemented. The recommendations highlighted in areen are pending. The recommendations highlighted in red will be

December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

considered at the 19 Decamber 2019 Commission meeting. The recommendations in black are nol due yet.

ATTACHMENT: 9

TRIM: CD/19f171168

14

The VCGLR recommends that, by 1 July 2019, Crown Melbourne
develop and implement a responsible gambling strategy focusing on the
minimisation of gambling related harm to persons attending the casino.
The strategy should address:

early proactive intervention initiatives
player data analytics
proactive engagement with pre-commitment

intervening with local players with continuous play based on shorter
timeframes which are more reflective of responsible gambling

the role of all staff in minimising harm
the effective use and monitoring of exclusion orders
internal reporting arrangements

integrating responsible gambling into proposals for trialling or
introduction of new products and equipment

performance measures to assess the performance of the RGLOs,
RGSC and casino staff in relation to harm minimisation

the roles of the Crown Resoris Responsible Gaming Commitiee and
the Responsible Gambling Management Committee in driving harm
prevention strategies based on world’s best practice

the objectives of the RGSC in relation to minimising ham to patrons,
and

1 July 2019

Commission determined Crown
implemented recommendation 14
at its 24 October 2019 meeting.

VCGLR
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Plaase nole: The recommendations highlighted in biue have been implemented. The recommendations highlighted in grean are pending. The recommandations highlighted in red will be

considered al the 19 Decamber 2019 Commission meeling. The recommendations in black are not due yel.

ATTACHMENT: 9

TRIM: CD/19/17116

Number | Recommendation Due Date Comments re Commission
Decisions
= the responsible service of gaming as a fundamental core business
consideration when making strategic decisions regarding casino
operations.

15. The VCGLR recommends that, within three months of implementing the | Within three Crown's submission was received
new responsible gambling strategy (Recommendation 14), there is months of on 1 October 2019 and has been
regular reporting to the Crown Resorts Responsible Gaming Committee | implementing | assessed. Recommend to the
for it to maintain oversight of Crown Melbourne’s harm minimisation mp':)er:lm cc::pﬁ::dogmlﬁ;?dr;?:: -
strategy for responsible gambling. Regular reports every two months > '
should include numbers and lypes of interventions and other harm g;'a"tu"g ;‘"et‘sgc;‘l’_gfzr“‘gm‘:im reports to
minimisation activities of RGSC and other staff, details of the number - wirdl st sagg P
and nature of referrals to external service providers, exclusion orders, [ (effectively: | ooy oo oo e fom player data

1 October
breaches, revocation and appeals, as well as results from player data 2019 analytics’ in the reports lo the
analytics and other initiatives to minimise gambling related harm. These ) Crown Resorts Responsible
reports should also be made available to the VCGLR for monitoring Regular Gambling Committee post
purposes. (The VCGLR intends to share this information, as reports every | completion of recommendation 8.
appropriate, with the VRGF ) two months.
VCGLR Page 11|15

T900 1519'2000 L0000 DA



December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please nole: The recommendations highlighted in blue have been implemented, The recommendations highlighted in green are pending, The recommendations highlighted in red will be

considered at the 19 December 2019 Commission meeting. The recommendations in black are not due yel.

ATTACHMENT: 9

TRIM: CD/19/17116

Number | Recommendation Due Date Comments re Commission
Decisions
16. The VCGLR recommends that within three months of implementing the | Within three Commission determined Crown
strategy, a charter is developed for the Crown Melbourne Responsible | months of implemented recommendation 16
Gaming Management Committee (staff committee) which includes implementing | at its 28 November 2019 meeting
reference to the role and responsibility of driving a harm minimisation the sirategy
culture, (effectively
1 October
2019)
Money laundering
VCGLR Page 12|15

€900 1519'2000 L1000 DA



Status of Sixth Casino Review Recommendations as at 29 November 2019

Please nole: The recommendations highlighted in blue have been implemenied. The recommendations highlighted in areen are pending. The recommendations highlighted in red will be

December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

considered at the 19 December 2019 Commission meeting. The recommendations in black are not due yet

ATTACHMENT: 9

TRIM: CD/19/17116

17.

The VCGLR recommends that, by 1 July 2019, Crown undertake a
robust review (with external assistance) of relevant intemnal control
statements, including input from AUSTRAC, to ensure that anti-money
laundering risks are appropriately addressed.

1 July 2019

Al ils meeting on 15 August 2019,
the Commission determined to
defer its decision on
implementation until Crown
provided a copy the external
report (Initialism Pty Lid report)
which assisted Crown's review.
The external report was received
on 29 August 2019,

At its meeting on 26 September
2019, the Commission considered
the Initialism Pty Ltd report and
agreed that recommendation 17
has been implemented, noting
that the VCGLR will undertake its
own review of Crown's relevant
ICSs to consider whether risks
relating to money laundering and
junkets have been adequately
considered by Crown, and
whether further controls in its
ICSs are required to address any
risks identified.

VCGLR
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please nole: The recommendations highlighted in blue have been implemented. The recommendations highlighted in green are pending. The recommendations highlighted in red will be

considered at the 19 December 2019 Commission meeting. The recommendations in black are not due yet.

ATTACHMENT: 9

TRIM: CD/19/17116

Melbourne to the VCGLR for approvals under the Casino Control Act or
Gambling Regulation Act, that Crown document:

« the purpose

« obligations under relevant provisions of legisiation, the Transaction
Documents, and existing approvals

« what changes the grant of the approval would make to products,
rules and procedures, elc

o risks associated with the approval and how they will be treated

« how responsible gambling considerations have been taken into
account in the process and the measures Crown will implement to
mitigate the risk of gambling related harm, and

= which areas of Crown will be responsible for managing
implementation.

Number | Recommendation Due Date Comments re Commission
Decisions
Applications for approvals
18. The VCGLR recommends, in all future submissions by Crown Ongoing Commission determined Crown

implemented recommendation 14
at its 24 October 2019 meeting

Integrity exclusion orders

VCGLR
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December Commission Meeting #14/2019~ STATUTORY DECISION MAKING MATTERS

Status of Sixth Casino Review Recommendations as at 29 November 2019

Please nole: The recommendalions highlighted in blue have been implemented. The recommendations highlighted in green are pending, The recommendations highlighted in red will be

considered at the 19 December 2019 Commission meeting. The recommendations in black are not due yel.

ATTACHMENT: 9

TRIM: CD/M9/M17116

this report.

Number | Recommendation Due Date Comments re Commission
Decisions
19. | The VCGLR recommends that, by 1 July 2019, Crown Melbourne thiygore | SSe EmeRan du B S O
; . a ommission agreed that Crown
implement a policy to make an exclusion order under section 72 of the has implemented
Casino Control Act in appropriate cases where a person has engaged in recommendation 19, and
significant unacceplable conduct in the casino or is the subject of requested Crown to make further
serious criminal charges. amendments to Crown's
Corporate Paolicy Statement
(clauses 3.4.2 (e) and 3.4.3). This
malter is in progress.
Review of implementation of recommendations
20. The VCGLR recommends that, between November 2019 and March Between
2020, VCGLR Commissioners and directors of the Crown Resorts board | November
meet to review the implementation of the recommendations set out in .2‘01;:%20
a

Prepared by: VCGLR Licence Management and Audit unit

VCGLR
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