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1. INTRODUCTION

Batemans Bay Soldiers Club is committed to responsible gambling and as such have developed a plan
of management in consultation with Batemans Bay Soldiers Club board and management team to
promote responsible service and delivery of gambling products.

This plan highlights our current initiatives and support services that are available to our customers and
team to improve the overall standard of customer care and encourages a responsible gambling
culture.

This Gaming Plan of Management has been adopted at:

Batemans Bay Soldiers Club Ltd (LIQC300239462)
23 Beach Road, Batemans Bay NSW 2536

A copy of this document can be found in-house and on our website.

As at the date of this Gaming Plan of Management Batemans Bay Soldiers Club does not trade beyond
1:30am.

Batemans Bay Soldiers Club is located in a Band 3 (LGA Band Classification) and is licenced to operate
160 gaming machines. Batemans Bay Soldiers Club is currently operating 160 EGMs.

For more information, please email admin@baysoldiers.com.au

2. CLUBSAFE MEMBER

Batemans Bay Soldiers Club are a member of ClubSAFE which is the club industry’s leading best
practice and preferred responsible gaming program in NSW. It is based on a Multi-Venue Self-
Exclusion (MVSE) program designed to assist people with a gambling problem by self-excluding them
from multiple venues around which they live, work and socialise.

3. OUR VENUE

Batemans Bay Soldiers Club has an electronic gaming system installed which allows for the reporting
of meters in fifteen minutes increments and gives management visibility of activity occurring on each
gaming machine throughout the day.

Batemans Bay Soldiers Club has CCTV cameras located at the entrance to the venue, the entrances to
the gaming floor and throughout the gaming floor.

Batemans Bay Soldiers Club offers a loyalty rewards program in-venue. This rewards program allows

members to earn points for purchases in all areas of the Club and Motel as well as for gaming machine
play.

A player reward scheme means a system, used in connection with the operation of gaming machines
at a hotel or club, in which players of gaming machines accumulate bonus or reward point from playing
the gaming machines. A promotional prize means prizes or rewards (including bonus points) offered

by the hotel or club to
their patrons in connection with a player reward scheme or any other marketing or promotional
activity that involves gaming machines. A hotel or club must not offer or permit promotional prizes:

Page 3 of 23



* inthe form of cash

* that exceed $1,000 in value

* that are indecent or offensive (including free giveaways), or
* to be exchanged for cash.

You must not allow bonus or reward points accumulated under a player reward scheme to be
redeemed for cash.
Player activity statements

If you conduct an electronic player reward scheme or provide player account cards, you must let your
player reward scheme participants and account card holders know that player activity statements are
available.

If requested, you must provide them with a monthly player activity statement free of charge.

Monthly activity statements must include:

* the player’s total amount of turnover, total wins, and net expenditure

total points earned and redeemed as the result of playing gaming machines

* the total length of time during which a participant’s player card was inserted in gaming
machines during each 24-hour period in the month, and the total length of time during the
whole month

. anote advising that the statement only relates to the gaming machine play while the player’s

card was inserted into the machine

GambleAware information: ‘Help is close at hand. Call GambleAware 1800 858 858 or visit the

GambleAware website’

You must keep a record or copy of any player activity statement made available to patrons.

You must only disclose information in a player activity statement to:

The person to whom the information relates, or

Persons lawfully entitled to have access to the information.

4. OUR CUSTOMERS

The decision to gamble lies with the individual and represents a choice, and in order to properly make
that choice individuals must have the opportunity to be informed.

Batemans Bay Soldiers Club is committed to providing appropriate information to all individuals
including those from different cultural and linguistic backgrounds, so they are able to make informed
decisions consistent with their personal preferences and individual circumstances.

Batemans Bay Soldiers Club takes the issue of responsible gambling very seriously and actively
promote the following initiatives to ensure all patrons to our club are aware of such services available
to them.

4.1Self-Exclusion

The ClubSAFE Multi-Venue Self-Exclusion (MVSE) Program is an online system designed to enable
people with a gambling problem to self-exclude from our venue as well as multiple venues around
where they live, work and socialise. Batemans Bay Soldiers Club will initiate self-exclusion when
requested by a patron at any time during its open hours.
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The ClubSAFE MVSE Program removes barriers for people with a gambling problem such as the
difficultness of visiting multiple venues or the embarrassment of visiting their local club to place
the exclusion and makes the process easier for a person with a gambling problem. A patron can
self-exclude by speaking to a duty manager at the club or by contacting a gambling help
counsellor. Theminimum period for a self-exclusion is six months. Once a patron agrees to stay
away from the clubfor a specific time, our venues have processes in place to help them honour
that commitment. Ifapatron breaches their self-exclusion, it is reported through the MVSE
program for assessment by trained counsellors. Batemans Bay Soldiers Club is considering
procuring facial recognition technology toassist in identifying self-excluded patrons entering the
premises.

4 JPartial Self-Exclusion

Apartial self-exclusion allows a patron to exclude themselves from gambling activities at the club such
asTAB/KENO and/or gaming machines, but still allows them access to other club facilities including
restaurants, bars and other entertainment. Apatron can self-exclude by speaking to a duty manager at
the club or by contacting a gambling help counsellor. Theminimum period for a self-exclusion is six
months. Once a patron agrees to stay away from the gaming activities of the club for a specific time,
our venues have process in place to help them honour thatcommitment. Ifapatron breaches their self-
exclusion, it is reported through the MVSE program for assessment by trained counsellors.

4.3Counselling Services

Asrequired by law, Batemans Bay Soldiers Club display problem gambling brochures at critical points
within the venue and have a wide range of these brochures in many languages to help with our
culturally diverse community. These brochures contain details about the ClubSAFE Counselling Service
and Gambling Help Line:

ClubSAFE Counselling Service — 1800 997 766
GambleAware Helpline — 1800 858 858

The management team at our venue are proactive in handing out the relevant information to patrons
in need. Batemans Bay Soldiers Club will display information about local support services in strategic
locations, like the bathroom and on rolling digital displays.

4 4\WelfareChecks

Batemans Bay Soldiers Club aims to ensure all our patrons have a positive experience this includes
undertaking welfare checks on any guests who may be at risk of problem gambling. Our
management and frontline team are vigilant in monitoring our patrons undertaking any gambling
activity. If they are showing signs of extended play or distress, a duty manager will conduct a welfare
check to gauge their mood, stress level and assertiveness and if required undertake the steps
necessary whether that be encouraging them to take a break, explaining our exclusion or counselling
services or asking them to leave the environment. All encounters are recorded in our gaming
incident register. Indirect interactions such as daily announcements are made over the Clubs PA
system to encourage customers to take regular breaks from gaming machines. Such announcements
are regarding other events, promotions or services (such as courtesy bus departures) that are
underway.
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4.5Signs ofProblemGambling

Some of the signs of problem gambling are listed below. Staff are to remain vigilant in detecting any
of the indicators mentioned below whilst on duty. If uncertain whether a patron is exhibiting any of
the signs of problem gambling, the staff member is encouraged to contact a speak with the duty
manager and/or the Responsible Gambling Officer.

GENERAL WARNING SIGNS WHAT TO DO

Gambles most days

Behaviour during play

» Gambles on more than one machine at once
* Rushes from one machine to another

- Significant increase in spending pattern

- Complains to staff about losing, or blames
venue or machines for losing

» Rituals or superstitious behaviours (rubbing
or talking to machine)

PROBABLE WARNING SIGNS

Length of play
+ Finds it difficult to stop gambling at
closing time

Behaviour during play

+ Often gambles for long periods (three or
more hours) without a proper break

* Plays very fast

« Gambles intently without reacting to what's
going on around them

STRONG WARNING SIGNS

Length of play
» Gambles from opening to closing

Behaviour during play

- Shows obvious signs of distress or anger
(crying, holding head in hands, shaking,
outburst towards staff or machine)

Length of play Money On their own, these may be early warning signs.
- Starts gambling when the venue is opening, - Asks to change large notes before A patron showing several of these signs could
or only stops when the venue is closing gambling be experiencing problems with gambling.

= Uses coin machine at least four times

Money

» Gets cash out more than once through
ATM or EFTPOS

+ Avoids cashier, and only uses cash
facilities

= Puts large wins back into the machine

« EFTPOS repeatedly declined

Social behaviours

- Becomes angry or stands over others if
someone takes their favourite machine/
spot

Money

= Tries to borrow money from other patrons
or staff

Social behaviours

« Tells staff that gambling is causing them
problems

- Significant decline in personal grooming
and/or appearance over several days

= Friends or family raise concerns

- Tries to hide their presence at the venue
(doesn’t answer mobile phone, asks staff
not to let others know they are there)

= Monitor the patron’s behaviour.

« If you notice a patron who is showing two or
more of these signs, record what you have
noticed and tell your manager.

WHAT TO DO

A patron showing any of these signs is much

more likely to be experiencing problems with

gambling.

= Monitor the patron's behaviour.

» Record what you have noticed and tell your
manager, who will speak with the patron.

« If a patron shows two or more of these
warning signs, follow the steps for strong
warning signs (below).

WHAT TO DO

A patron showing any of these warning signs is

probably experiencing problems with gambling.

» Monitor the patron’s behaviour

» Record what you have noticed, and tell your
manager, who will speak with the patron, refer
them to support and counselling services,
offer them the opportunity to self-exclude, or
recommend an exclusion order if the patron
is at risk of harm or at risk of causing harm to
others.

At-risk Gambling Behaviour is gambling behaviour that leads to gambling harm because it involved:

* financial commitments: and/or
Spending so much time on gambling that it interferes with the person’s relationships, social
life and/or work responsibilities

Spending more money on gambling than a person can afford based on their income and

Gambling Harm refers to difficulties or other negative consequences that result from excessive

gambling and affect the wellbeing of the person and/or their loved ones in many areas of their daily
lives. Gambling harm can affect people’s physical and mental health as well as their financial
wellbeing, relationships, education and employment, social and psychological wellbeing.

All staff are encouraged to discuss instances of at-risk gambling behaviour with a Responsible

Gambling Officer, Duty Manager/Supervisor, or other Senior Staff Members.
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4.60K2PLAY?

Batemans Bay Soldiers Club has implemented OK2PLAY? technology platform in venue.

OK2PLAY? is a digital player protection platform that checks in with members in a seamless manner
to confirm if they feel “OK” to play.

This technology platform is an additional measure implemented by Batemans Bay Soldiers Club which
provides alternative ways for people to reach out and seek help when they need it.

5 OUR TEAM

Batemans Bay Soldiers Club are committed to facilitating staff training so that we can continue to
improve the way we provide a responsible environment for gambling and customer care. Our staff
regularly undertake in-house training and refreshers on our policies and procedures.

5.1Staff Training andAwareness

As legislated, all Batemans Bay Soldiers Club employees undergo regular Responsible Conduct of
Gambling (RCG) training to equip them with the skills and knowledge to identify the signs of risky
and problematic gambling behaviour and assist problem gamblers.

In addition to the mandatory training, our team undergo regular training sessions:

Multi Venue Self- Exclusion
Responsible Gambling
Compliance Officer Training

These annual training sessions are vital in keeping our team up to date with industry updates,

legislation and most importantly methods to ensure we are adhering to customer care and making it
clear to staff that patron welfare is of the utmost importance.

Such training sessions give our team the forum to discuss and establish appropriate policies,
procedures and lines of responsibility to provide customer care. These include house policies, clear
accountability, reporting mechanisms and follow up procedures for dealing with responsible gambling
issues.

Appendix B provides a list of all staff competency records for RCG and ARCG. This list includes expiry

date of these competencies and is reviewed monthly to ensure that staff remain current in their
training requirements.

5.2Responsible Gambling Officer

5.2.1 The Licensee shall ensure that two Responsible Gambling Officer, being staff members who
hold a current RCG Certificate and Advanced RCG Certificate, are on duty and monitoring the
gaming machines of the venue whenever gaming machines are operating.

5.2.2  The Licensee shall ensure that one Nominated Responsible Gambling Officer, being a

dedicated staff member who holds a current RCG Certificate and Advanced RCG Certificate, is
on duty and monitoring the gaming machines of the venue at any time that the gaming
machines are operating between the hours of midnight and 8am. Nominated RGQO’s are
permitted to perform gaming-related tasks that allow them to interact with, and monitor,
gaming patrons.

523 The Responsible Gambling Officer’s duties include:
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