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Keno Responsible Gambling Code of Conduct Victoria

y Dafiniti

Accredited agent means the pearson or parsons whao have been accredited by
the Kenao Licensee under section GA2.4(2) of the Gambling Regulation Act
20032 to sell fickets in Keno games

Qutlat or Keno outlet means tha place of business of the accredited agent

Tabcorp means the Keno licensee, which is Taboorp Investments No. 5 Ply.
Ltd. AEBM 72 105 241 368 of & Bowen Cresceni, Melbourne, Vicloria

2. QOur commitment to Responsible Gambling

Keno is committed 1o providing the highest standards of customer care and
Responsible Gambling. Keno's Responsible Gambling Code of Conduct
illustrates how we demonstrate 1his commitment.

Responsible Gambling occurs when cusiomers can make informed choices

about gamkbling and make ralional and sensible choices based on their
indiwvidual circum stancas.

q. Availability of the Code of Conduct

This Code is awailable in English and major community languages in Keno
oullets, and in the Responsible Gambling section of Tabcorp's websile at

www taboorp.com.au.
Major community languages are:

= |talian
Graek
Vielmamesea
Chinese
Arabic
Turkish

= Spanish

Upon request copies of the Code in all the above languages will be provided
to customers.

4. Froduct Information

Keno Rules must be on display where Keno is sold including Keno self-service
terminals.

Brochures containing information on how to play Keno are provided to
accredited agents lor display al each Keno outlel.
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5. Rezponsible Gambling Information

Keno works with VWictorian accredited agents and oullets 1o provide
responsible  gamkbling information in a range of {forms, including
brochures, stickers and posters. This includes but is not limiled to inform ation
in relation to:

= how lo gamble responsibly

= making a pre-commitment decision
ihe availability of gambling suppori services
information on our products enabling customers to make
infarmed decisions

= the prohibition on the provision of credil for gambling
= resirictions that apply to the payment of winnings by chegque

Conlact information for support services and Responsible gamkbling tips are
also displayed by warious means, including screen displays, within Keno
oullets.

The following responsible gambling message will be displayed on all relevant
matarial.

Think! About your choices

Call Gambler's Help

1800 555 a58

www.gambling helponline. org.au

b, Intaraction with customears

Keno does not have direct conlact with customers who play Keno. Howewver,
Tabcorp encourages accredited agents, outlets and their staff 1o engage with
customers and provide informalion (supplied by Taboorp) on Keno to
customers upon request.

In a wanue, a person who approaches a siaff member for information aboud,
or assislance wilh, a gambling problem or who is displaying behaviours that
may be related to problem gambling will be directed to the Wenue's
Responsible Gambling OHicer/Gaming Duty Manager or a senior employes
(preferably the Agent) far help.

A customer displaying signe of distress or unacceptable behaviour will ba
approached by a staff member who will offer assistance. These signs may
include, but are nal be limiled to:

= a person either gambling every day or finding it difficult 1o stop gambling
at closing lima

= gamkbling for extended periods. Thal is, gambling for three hours or more
withoul a break

= avoiding contact while gambling, communicating very lillle with anyone
glze, barely reacling to events going on arocund them, making requesis to
borrow money from staff or other customers or continuing to gamble with
the proceeds of large wins

= displaying aggressive, anti-social or em oliocnal behaviour while gambling
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This assistance may take the form of;

= slaff interacting with the customer and encouraging them to {ake a break
from their gambling

= stafl offering the cuslomer some refreshments (eq. cup of lea or colfes) in a
quieter, more private part of the gaming wenue.

If the behaviour could be due to problem gambling, the customer will be referred to

the Responsible Gambling OHicer! Wenue Manager Duly Manager or Gaming
Manager.

Keno respects and protects the privacy of our customiers.  Our Privacy Policy is available on
our website www.tabcomp.com.au.

All incidenis will be recorded in the outlets Responsible Gambling Registars.

7. Pre-commitment

Tabcorp encourages, and supports all accredited agents to encourage, all
customers who play Keno to =et a {ime and moaoney limit accerding to their
circumstances.

Keno outlets/venues display signs thal recommend customears "set a limil and
stick to it", where Keno terminals are located. In addition the Keno Game
Guide has information on circumstances {hat can lead to overspending. These
include:

= gambling every day or finding il hard to stop al closing time

= gambling lor long periods, thal is, for three hours or more withoul a break
= avoiding contact while gambling, communicating very little, barely reacting
to evenis going on around the player

= frying to borrow money from staff or other customers or conlinuing to
gamble with the proceeds of large wins

= agqgreseive, anli-social or emotional behaviour while gambling

= trying to win back gamkbling losses

= when leeling stressed or unhappy

= |losing control because of excessive consumplion of alcohol

Accredited agents and outlet staff will support customers whe inform them of a

pre-commitment decision, by encouraging them 1o keep their pre- commitmeant
daecisian.
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8.

Staff Gambling Palicy

All employees of Tabcorp are required to comply with the Tabcorp Gambling
Employes Policy. Adherenca to this policy is a strict requirement of employment
or contract with Tabcorp. Mon-compliance is trealed as a serious breach of a

kay policy.

The policy places a range of resiriclions on the abilily of our employees 1o
participate or octherwise engage in Keno activilies operaled by us whelher on or
off duty. This includes not permilting our employees to take part in Keno whilst
an-duty unlese this is parl of an employees’ official dulies

Keno cutled staff are not permitted to play Keno while on duty [including
rostered breaks) unless required to do so in order to perform their normal work
duties. Licensed venues owned and operated independently of Tabcorp have
policies thal strictly prohibit gambling by employees whilst on duty {including
rostered breaks). We encourage these wvenues 1o alzo have in place palicies
relating 1o the participation of employees in gambling products al their venue
during off-duly pericds.

They are given responsible gambling training as parl ol their employment
imduclion. Any slalf member who indicates thal they have a gambling problem
will be direcled 1o the venue's Responsible Gambling Cificar/ Duly Manager. Any
coniacl with a sialf member who indicales thal they have a gambling problem
will occur in a manner that respects the staff member's right to privacy.

support Services

Keno displays responsible gambling messages and makes available information
for gambling support services for individuals and/ar their families as to where
to oblain assistance 1o manage a gambling problem. Keno is commitied fo
facilitating sirong links belween HKeno outlels and local problem gambling

support services, including encouraging regular meelings with local Gambler’s
Help services.

Examples of these meelings may include:

= holding annual staff training sessions, run by the local Gambler's Help
EErvice

= twice yearly/regular meetings between the Keno outlet!manager and the
Gamblaer's Help service

Details o these meetings should be kepl in a Responsible Gambling
Folder! Regisler 1o be located in the gaming room/! Keno outlet. The meeting
details must includa:

= {ime and date of the meeling

« allendees at the meeling

« {opics discussad

« putcomes S action items from the meeating
« nexl meeting date
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10. Customer Complaints

Cusliomers who have complainis relaling 1o 1this Code should write directly to:

Responsible Gambling and Compliance Manager
Tabcarp

GFD Box 1943

Melbourne VIC 2001

E-mail: Kenoregulaioryi@tabeorp com.au

A customer with a complainl about an outlet's operation of 1his Code should
write directly to the outlet's management. All complainis will be checked by
Tabcorp to ensure that they pertain to 1he oparation of this CGode.

Complaints aboul cuslomer service or Keno operations should go direclly to
the outlet manager/staff on duly. Gomplaints will be investigated sensitively
and promptly. If it is decided nel to invesligale the complainl because it doas
nol relate to the operation ol this Gode, the complainant will be informed of
the reasons.

Dwuring the investigalion of the complaint informalion may be soughi from the
staff member concerned. If a complaint is substaniiated, the complainant will
be informed of the outcome of a complaint. Information will be provided to the
VCGSLR if requested.

If a complaint cannol be resclved al the cutlet level or by Taboorp it will be
refarred to the Institule of Arbitrators and Mediators Australia (1TAMA) for
resoclution.

Either parly involved in the complaint may contact the TAMA. To initiate a
complaint either party can go to 1AMA's website [(www.iama.org.ag .,
download a Dispule Resclver form then submit the compleied form with the
relevant fee to 1he | AMA.

The mediatar/arbitratar will conlact bolh parties to facililale a resolution.
Mole: Costs may be associaled with complaints sent for resclulion to [AMA.
All Parties are encouraged to allempt to resolve the matier al the venue level
before seeking professional mediation.

Documentation regarding all complaints must be maintained in ihe

Responsible Gambling Folder/Register for access by the WVCOGLR as
regquired.

11. Minors

It is illegal for minors 1o gamble. Keno oulletsfvwenuas will display signs where
Keno is sold advising cusloem ers of 1this prohibition.

All stalf must ask for prool of age il they are unceriain whether a cusiomer is
at least 18 years of age. |1 photo identification cannol be produced, the
customer will be asked to leave the gaming room/farea where Keno is sold.
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12. ambling Environment

Keno cuslomers will be encouraged 1o take regular breaks from gambling and
nat to engage in extended or intensive gambling. This
encouragem eni may take the form of an announcementregarding a staged
evant. Types of staged evenls may include;

= announcing that merning 1ea is now available;
= announcing a member's draw;
= lhe commencement of activities such as morning melodies.

Clocks are in all major areas of the outlet =0 custlomers are made aware of the
passage of time. Outlet stal will meniion the time when making announcements
aboul venue activities.

13. Transactions

Keno outlats do not cash cheques from cusiemers, including the cashing of
cheques for the purpose of playing Keno. A sign stating 1his is displayed at
the cashier's station or near {he Keno terminal in the Keno outlet’ venue.

If requested by a customer Kena winnings will be paid wholly or parily by
cheque.

14. Advertising and promotions

All Keno adwerlising undertaken by or on behalf of Tabcorp complias with all
applicable Commonwealth and State laws, regulations and codes relaling to
the adwertising or promotion of Keno producls, including 1the advertising code
of ethics adopied by the Australian Association of National Advertisers.

Further, we will ensure thal Keno advertising malerials will:

= not be false, misleading or deceptive about odds, prizes or the chances of
winning

= nol be olfensive or indecent in nature

= not creale an impression thal gambling is a reasocnable strategy lor
financial bettermeni

= not promote ithe consumption of alcohol while purchasing gambling
producis

#« Hawe the conseni of any person identilied as winning a prize prior to
publication

« Wil not be aimed at ar designed to appeal to minars and da nol appaar in
conjunclion with an offer, event or facility adverlisement that pertains ta
minares.

15, Implementation of the Code

Tabcorp's Keno Responsible Gambling Code of Conduct is included in induction
malerials given to all new slalf upon commencement of employment with
Tabcorp, and to Keno outlet stalf.
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16.

February 2014

lssues identified by staff or customers relating 1o this Code will be direcled to
the Responsible Gambling and Compliance Manager, Tabcorp wia e-mail:
Eenoregulatoryi@abocorp.com.au, mail; Responsible Gambling and Com pliance
Manager GPO Box 1943, Melbourne VIC 30071 ar {elephone: 02 9218 1441,

Heview

A raview of this Code will be conducted on an annual basis to ensure 1hat it
complies with all legislalive requirements, including any Ministerial directions.
The review seeks fesdback irom all relevant slakeholders, including Keno
oullet staff, Gaming /Keno Managers, Agenis, cusiomers and any feedback
provided by problem gambling support services.

We may also conduct a further assessment ol this Code on an as needs basis
where there are significani changes in the Responsible Gambling
Environment. Required changes will be implemented where possible.

The updated wersion ol the GCode must be approved by the Viclorian
Commission for Gambling and Liquer Regulation befare its release. Faollowing
approval, the updated wersion of the Code will be awvailabla in our Keno
venues/outlets and on our websile www. tabcorp.com.au.




