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EGM/Keno Gaming Venue Responsible Gambling Code of Conduct
1 Venue commitment to Responsible Gambling

THis Vienue is corm ifted fo providing the highest standcaras of
customer care and responsitle gamidling. Our Resporsible
Garmbling Cocle of Conduct desaribes how we o this,

Resporsible garmbling in a regulafed ervironiment is when
corsurmers have informed choices and can exercise a rational and
sensible choice based on theair circurrstances. It means ashared
resporsibility with collective action by the gambling industry,
government, individuals and cormmunities.

This message is dsplayed ot the enfrance to the gamring room and/or
at the coshier’s station in the gaming room, The message is dso
displayed in the venue where Club Keno is sold.

2 Avdilability of the Code of Conduct

This Code will be made avdilatde in witten form, including in mcjor
commrunity languages, to customers upon request. A sign advising
custormers of this is displayed at the garming rcomenirance or the
cashier’s station in the garing room,

The Code will dlso be avdilable in conmmunity languoges onthe
venue's website. [Applies only where the venue has awelsite)

Longuages will include:
Creek

ltclian
Vielnamese
Chinese

Arcbic

Turkish

Spanish

OO0 00000
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Responsible Gambling Infformdlion

This venue displays resporsible garmidling inforrmation in arange of
forrrs, including brochures, posters and Bectronic Gaming Machine
(EGM) onscreen Player Infomation Displays (PIDs).

Exarrples include:

(o] How to gamble responsitoly

WO REALLY WINST

PLAYING

TH
OF WINKINE.

E PEAL CHARSE

e

SET YOURSELF A LINIT &

DO NOT

EXCEED IT

e

DON'T CHASE
YOUR LOSSES

WALK AWAY

(c)
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{d  The payrment of winhings pdicy

By law, all winnings or
accumulated credits of $1,000
or more must be paid
in full by cheque that is not
made out to cash. These
winnings cannot be provided
as machine credits.

(e) The prohibition on the provision of credit for garmdling

The Garrbling Reguiation Act 2003
prohibits this venue from
providing credit to custormers for

playing gaming machines.

() The venue's self-exclusion program

This garming venue provides a self-exclusion program For information
cloout the program customers mary sppeck with the Responsible
Caming Cfficer/Garming Duty Manager or pick up a copy of the Self-
BExclusion brochure displayed in the gaming room.

Self-Exclusion

Self-exclusion is a self-help program to assist people to
exclude themselves lrom playing gaming machines.

For more details contact:

« Siaft at tha gaming venuse
»  AHA Self-exclusion - Ph 03 9654 3491
« wwwahavic.com.au

+  Gambler's Help - Ph 1800 858 858

Display screers in the venue also pericdicdly show resporsible
gamidling fips and contact information details for prolblem gamboling
suppart services. (This is only applicable where the venue has display
screens that cre capxable of displarying this information.)
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{g) Futher information

This venue provides cusformers with further informartion regording
responsible gonbling, induding:
o Howto access the Commonwedth Govemment's website
‘Undclerstanding Money' vwwww.understondingnoney.cov.cu
o Howgamblers and their failies or friencs con find garrbling
suppart services ond self-exclusion programs and the State
Government's problem gonmiling support welssite
www.problenmgornbling.vic.gov.au
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4 Gambling Product Informalion

The rules for each Bectronic Garring Machine (EGM) game, including
the chances of winning, are avdilable by going to the Player
Information Display (PID) screens on the machine. Information on how
{o view the PID screens is avdilable from a merrber of staff and/ar by
reading the Player Information Display (PID) lrochure, availoble within
the gamingroocm at arrinimum

BET
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Thus Ganie rs Part of almked lackpot
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lackpot { ontribution = Tv's

Thepretical Numba of Individual Ganyes Mayed Frer Win= 763
Muumunr Ret - 5- Manmwmn Bet - 210
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S Tuitles I 09.G12 2 Nincs 1m 52
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Club Keno game rules are avdiladle for inspection at each Club Keno
sde location {applies only 1o venues where Aub Keno is sold).

Cub Keno Game Guides including ‘*How to Play! instructions are
available at each Cub Keno sales point {applies only to venues where
Club Keno s soid).
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5. Pre-cormmitment Skrategy

This Verue encourages custormers who play Blectroric Garring
Machines (EGMs) 1o set a time and money limit according to their
cdrcurrstances. Sigrs in the garing room and on EGMVs recommend
that customers set a limit ond keep o it.

All EGivs at this venue encdle a player o track the fime and amount
of money spent during a session of play. information on howto
activate session racking is avdilakle from venue staff and in the Player
Inforration Display (PID) brochure displayed in the vernue.

GREDIT BET
46630 200

V,jar -t

e ]
‘EE"""‘ ELECTRCGNIL PLAYER INFOR MATION
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Hehaitdh Wetor (Lone] 2435 301 Lashvut 250 Q0

Sewvienata led 100 402 Tolal tineyp Fenw
Gutrantime: 2u8pmd 402 Credits Availefos 2y

_Dmm5ﬁwm
G]DDLFI]

204pm

This Verue diso displays signs and krochures in the garring roomwith
informartion on the friggers that can lead to overspending. These
include:
o garbling every day or finding it hard to stop at dosing
time;
o gambling for lorng periodk, that is, for three hours o more
without albreck;
o avodng contact while gamrbling, corrmunicating very
litlle, barely reacting to events gaing on around the player;
o tying o barowmoney from siaff or ofiher custormers or
confinuing fo garrble with the proceeds of large wins;
o aggessive, antisocid o emotional behaviour while
garrbling;
o nyingtowin bock what hos been lost;
o ganbling when feeling stressed or unhappy:
o losing control because of too much dcohaol;
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é. Interaction with Custormers

The staff at this venue are commitied o providing consistently high
levels of customer service, induding being constantly awcre of their
custormers and the venue's resporsiblity towards Resporsible
Gambling.

This Venue has a nominated Responsible Garriding Officer/Gaming
Duty Monoger who is cways avdiladle when the venue is open.

A parson, who approaches astaff member for information aoout
problem gamridling services or shows signs of having a problem with
their gomling, will be directed o the Resporsible Ganling
Cificer/Garming Duty Monoger for help.

A custormer displaying signs of disiress or unoccepiaole behaviour will
be approached by a staff memioer who will offer cssistonce. These
signs maty include, but not be lirited to:

o apearson either gambling every day or finding it difficult fo
stop gambling ot dosing time;

o gamrbling for extended petiock. That s, gambling for three
hours o more without a loreck;

o avading confact while gambling, comrmunicating very
little with aonyone else, barely reacting 1o events going on
cround them

o maoking requests to bomrow money from staff or other
customers or continuing o gamidle with the proceedts of
lorge wins;

o displaying aggressive, anfi-social or emotional behaviour
while garrbling.

This cssistfance may take the formn of:

o staff interacting with the customer and encouraging them
to tcke a breck from the garring machine;

o staff offering the customer some refreshiments (eg. cup of
tea or coffee) in a quieter, more private part of the
gaming venue.

If the behaviour could be due to problem ganrbling, the custormer will
be refared to the Responsible Gandling Officer.

Con'facts with customers by the Resporsible Garmdling Officer are
recorced in a Resporsible Goambling Incident Register and include
action taken. This register is covered by the Privacy Act. Detdils fo be
included in the indident register include:

o the date aond fime of the incident;
the name(s) of the siaff mermber(s) involved;
the name of the customer involved (if avdilable);
on outline or overview of the incicent;
action tcken by staff {eg: the provision of Garrbler's Hell /
Self Bxclusion information):

00O0OQ
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7. Staff Gambling Pdlicy

(** Venue to select one option— 2 x page 9s included.)

* Oif-duty enployees of this vernue may gamble at the verue
providing they are not in uniform, not wecaring thelr garming licence
identification and have been cosent from the venue since their last
rostered shift.

Each year resporsible garridling professional development sessions
for staff are held in conjuncticn with the locd Ganboler's Help
service. Information aloout responsible gamidling and problem
garrbling support services Is In the package received by staff
memoers when they stat ermmployment.

8. Problem Gambling Suppoit Services

This Venue is committed to maintaining strong links with locd
problem garbling support services. Senior staff from this venue will
meet reguarly with the locd Gamider's Help.
o Excn’ples of these meetings may include:
holding annud staff training session, run by the locd
Garmrbler's Help service;
v hwice yearly meelings between the Venue Operator /
Manager and the Gammbler's Help service.

Petails of these meetings will be kept in aResporsible Garmoling
Folcker / Regster 1o be located in the Gaming Room. The meeting
details must include:
= fime and date of the meeting;
aftendees at the meeting
topics discussed;
outcomes / action iterrs from the meeting;
next meeting date,
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9. Customer Compldints

A customer with a cormpldnt about the operation of this Code of
Concuct should mcke it in wiiting drectly to the venue
mancgerment. All complaints will be checked by the venue
manager to mcke sure that they are aloout the operation of this
Code. Conmplaints cloout custormer service or machine gperations
should go direclly 1o the venue manaoger / staff on duty. Venue sioff
will cssist customers with this process if csked.,

Corrplcints will be investigated sensitively and os soon as possible.
Conngaints will be resolved in the following wary:

o dl comrplaints will be acknowledged prorptly;

o ifitis decided not fo investigate the conmmplaint os it does not
relate to the operdtion of the code, you will be informed of
the recsons;

o duingthe investigation of vour carpldnt the Verue
Monager mary seek infomation from the: staff menoer
concerned on the subject of the conrplcint;

o the Venue Manger will seek to establish whether yvou have
been treated recsoncaoly and in accordance with the
Resparsible Gamicling Code of Conduct;

o if your compldint is subbstantiated, the Venue Manager will
inform you of the action that is to be taken to remedly the
problen

o youwill dways be inforrmed of the outcome of your
complaint;

o complant details will be maintainedin the Resporsible
Gamcling Folder / Register;

o infomation aoout the compldnts will be provided to the
VCGRif requested.

If a complaint cannot be resclved at the venue it goes for resolution
to the Institute of Arbitratars and Mediators Austrddia {LAMA). Either
party involved in the complant may contact the IAMA. To initicte a
conmplaint elther party can go to lAMA's welbb site
(wwwiiama.org.au), download a Dispute Resolver fom, and then
subtrit this cormpleted fomwith the relevent fee to the 1AMAL The
mediator / ardifrator will then contact boih parties to fadiitate a
resolution. These formrs are diso avdilable ot this venue

Note: Compldnts sent to this independent body for resolution mary
be expersive. All parties are urged to attermpt to resolve the matter
cit the venue level before going to professiond medation.

Documentation regarding all complaints {looth valid and invdic])
against the code must be maintained in the Resporsible Garrcling
Folder / Register for access by the VCGR os required.
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10. Minors

Garrbling by minors is prohikited. Signs are located ot every gaming
room enfrance banning minors fromentering the room, All staff
share the responsikility for asking for proof of age if they are
uncertain whether a custormer is af least 18, If relevant verification
cannot be produced, the customer must be asked to leave the
garring room

11. Gambling Environment

Custorrers will be encouraged to take regulor brecks from gaming
machine play. This encouragenent may take the foomof an
cnnouncement regarding a staged event. Types of staged events
may include:

o Announcing that moming teais now avdilable;

o  Announcing a member's draw;

o The commencement of activities such as moming melodies.
Clocks are in all mgjor arecs of the venue so custorers know fime is
passing. Staff will mention the time when making announcenents
about venue activities.

12. Anancid Transaclions
This venue does not cash chegues from custormers.

A sign stating this is displayed at the coshier's station in the gamring
room. '

" Winnings below $1,000 from gaming machines art this venue canbe
pdd by cash and/or cheque. By law dll of the winnings or
cccumulated creclits of $ 1,000 o more must be paid out entirely by
chegue, which carnot be mode out To cash. These winnings or
accumulaled credits cannot e provided as machine credits.

A Prize Payiment Register is maintdned in the gaming room,
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13. Advedlising and promolions

Unaddressed advertising of Blectronic Gaming Machine (EGW)
garmbling products is prohibited in Victoria,

All non-EGM adivertising undertcken by or on bhehdf of this venue will
corrply with the advertising code of ethics adopted by the
Austrdian Assocication of National Advertisers (see Appendix B).

Each prospeciive advertisemeant and promotion will be checked
agairst a checklist developed from the AANA Code of Ethics to
ensure compliance.

Further this veriue will ersure that our advertising rmiaterids will;

o not be fdse, misleading o deceptive albbout odds, prizes or
the chances of winning;

o hot be offersive o indecent in nature;

o not areate anirmpression that garidling is areasoncole
strategy for financid betterment;

o not promote the corsurrption of daohd while purchesing
garbling products;

o have the corsent of any person identified s winning a prize
pricr to puklication,
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14, Implementation of the Code

The Code is part of the induction infomation given to dll new staff when
they start enployment. Staff members enmmployed when the Code wes
infrocdluced have received franing aloout its punpose, contents and
pProcedures.

Matters raised by staff or custamers aoout the Code should go to the
Responsible Gamiling Officer/Duty Manager for attention.

Staff menmbers who effectively implerment and adopt the practices in
the Code will be recognised by venue management.

15. Review of the Code

This Code is reviewed annudly o ersure that it conplies with the
Garrbling Regulation Act and any other Ministerid direcliors. The
operation and effectiveneass of the Code for the preceding 12 monihs
will diso be reviewed at this tirme. The review seeks feedback from all
relevant stakeholders, including venue stalff, custormers and problem
ganrling support services.

Required changes will be noted and then implemented where possible.
Any changes will be recorded in the venue's Resporsitle Gambling
Folcier / Regjister.
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