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Crown PlaySafe

Crown PlaySafe la cam két clia chiing téi trong viéc cung
cap trai nghiém cd bac an toan, cé trach nhiém va thu vi.
Chung t6i mong muén viéc danh bac tai Crown tré thanh
nguon vui chai gidi triva giao luu xa hoi cho tat cd khach
hang.

Do6i v&i hau hét khach hang, déanh bac tai Crown la mot trai
nghiém tich cuc va thi vi. Tuy nhién, chiing toi cting hiéu
mot s6 khach hang sir dung cac dich vy clia chiing toi
khéng phai dé gidi tri, hoac cé thé gay tén hai cho ban than,
gia dinh va cong déng xa hoéi. Biéu nay gay anh hudng dén
cam két clia Crown vé trai nghiém c& bac an toan va thd vi.
Pon gian la chdng téi khdng mudén bat ky vi khdch nao bi
tén hai khi danh bac tai Crown.

Crown PlaySafe la budc tién clia ching toi d6i vai viec ddm
bdo “Co bac cé trach nhiém”. Crown PlaySafe la phuang
thirc mdiva nang cao clia chiing téi nham dam bao:

+ Dat stc khoe clia khach hang lam trong tam.

+ M@ rong trong tam tirviéc hé trg khach hang bi tén hai
do c& bac dén viéc ngan chan diéu dé xay ra ngay tur dau.

+ Cam két cai tién lién tuc thong qua nghién c&u va danh
gid thuang xuyén, dong thoi két néi vai khach hang, cac
chuyén gia trong nganh, cadc nha nghién ctru déc lap va
cac bén lién quan khac dé tao ra trdi nghiém tich cuc va
an toan cho khach hang.

B6 quy tac ing xUr clia Crown PlaySafe (“BO quy tac”) thé
hién cam két clia Crown trong viéc thuc hién tat ca cac bién
phép hop ly nham ngan khong cho khach hang bi tén hai
khi danh bac tai Crown.

B6 Quy téc cling mo ta cac chuang trinh va hé trg danh cho
tat ca khach hang du dé la thong tin gitp quy khach dua ra
lya chon sdng sudt han, tim hiéu vé cac cdng cu cd thé hd
trg khach hang danh bac an toan hon hoac nho trg gidp khi
xay ra cac van dé lién quan dén viéc danh bac.
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Trong qué trinh phdn ddu dé trd thanh co s& tét nhéat c6
thé, ching t6i mong mudn Idng nghe y kién tir tat ca khéach
hang. Ching t6i cam két sé cdi tién khéng nglrg va coi
trong nhimg y ki€n phan héi vé cach ching toi c6 thé trg
thanh cao sé& tét nhat c6 thé cung cap cho khach hang trai
nghiém cd bac an toan, c6 trach nhiém va tha vi.

Trong tai liéu nay, “Crown” c6 nghia la Crown Sydney.

GIOI THIEU BO QUY TAC UNG XU

B& quy tac clia chiing t6i ciing ¢ cam két cdia Crown trong
viéc ddm bao hoat dong cd bac an toan va ngan ngura tac
hai cla cd bac, dong thai dinh hudng cho cac tuong tac
hang ngay cla chung toi v&i quy khach.

Nghta vu cung cap Dich vu c& bac c6
trach nhiém cda Crown

B6 Quy tac quy dinh nghta vu va trach nhiém cla Crown
trong viéc:

+ Cung cdp dich vu c& bac trong méi trudng an toan.

+ Thuc hién tat ca cac bién phap hop ly dé ngan khéng cho
khach hang bi tén hai do c& bac tai Crown.

+ Thuc hién tat ca cac bién phap hgp ly nhdm chd déng
gidm sat nhirng khach cé dau hiéu bj tén hai do cd bac va
theo dai strc khde cla khach.

« Can thiép khi quan st thdy khach cé d&u hiéu bj ton hai
do c& bac d@é hé trg va giam thiéu tac hai.

+ Dadm bdo ludn cé du s6 lugng nhan vién chuyén nghiép
da qua dao tao nham dé thuc thi B& Quy téc nay, bao
goém ca viéc chi ddong gidm sat khach hang nham phat
hién cac ddu hiéu khach dang bi tén hai.

Panh gia B6 Quy tac

Crown s& xem xét Bo Quy tac hang nam dé ddm bao tinh
hiéu qua do6i vai viéc cung cap mdi truong cd bac an toan.
Muc tiéu clia chung t6i la phoi hgp véi tat ca cac bén lién
quan (bao gdm khach hang, co quan quan ly va cac bén lién
quan trong cdng déng, néu cd) nham dadm bao thu thap day
dd y kién déng gop pha hgp cho Bo Quy tac.
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THONG TIN HO TRQ DANH CHO
TAT CA KHACH HANG

Chung tdi nd luc cung cdp nhimng thong tin va ho trg kip
thdi, phu hgp cho tat ca khach hang. Phan nay trinh bay
khai quat cac chuong trinh va hinh thic hién c6 tai Crown
Sydney nhdm tao cho quy khach trai nghiém cd bac an toan
va thu vi.

4 N

TOI €O THE TIM THAY BO QUY TAC NAY & PAU?

Tai quay |& tan Song bac Crown Sydney.

Tai quay thu ngan.

@ Tryc tiép tai trung tdm Crown PlaySafe hodc
goi dén s6 1800 801 098.

Truc tuyén tai www.crownsydney.com.au/
crown-playsafe nai quy khach co thé tim hiéu
thém thdng tin vé viéc danh bac an toan hon
va c6 thé tai xuéng Bo Quy tac ing xU.

N /
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Trung tam Crown PlaySafe

Trung tam Crown PlaySafe hoat dong trong gid kinh doanh
clia song bac. Ngoai khung gid nay, khéch cé thé lién hé vdi
nhan vién Crown PlaySafe qua s6 dién thoai 1800 801 098.
Day la noi cung cap hang loat céc dich vu cho tat ca khach
hang nham gitp khach hang ¢ trai nghiém c& bac tich cuc.
Chung t6i c6 mot doi ng nhan vién da dang c6 thé néi
dugc nhigu ngdn nglr. Ho sén sang ho trg khach hang x6a
bo rao cadn ngdn ngl nham dam bao su hgp tac, hiéu biét
va hoa nhap.

Trung tdm Crown PlaySafe v&i khéng gian than thién, thoai

maéi va yén tinh, dem dén cho khach hang khéng gian tro

chuyén riéng tu véi nhan vién Crown PlaySafe clia ching

toi. Sau day la mot vai lgi ich khi tro chuyén vai doi ngl

nhan vién cla ching toi:

+ L&i khuyén va théng tin hitu ich, gidp t6i da hda trai
nghiém c& bac tich cuc va gidam thiéu nguy co bi tén hai.

+ Gidi thiéu kin dédo dén céc dich vu ho trg lién quan dén c&
bac, dich vu hé trg tu van tai chinh va cac té chirc cong
dong khac.

- Thoéng tin quan trong vé cac chuong trinh cdm doén cla
Crown.

+ Hudng dan va ho trg lién quan dén viéc c bac clia ngudi
khac.

+ H6 trg cai dat gidi han cam két thong qua Chuong trinh
Cam két trudc khi ddnh bac danh cho ngudi choi.

+ Hudng dan truy cap Bao cdo hoat dong ngudi choi dé
kiém tra thoi gian chaoi cling nhu sé tién thédng va thua.

+ H6 trg hlly dang ky nhan théng tin tiép thi.
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TRUNG TAM CROWN PLAYSAFE & PAU?

Trung tdm Crown PlaySafe toa lac tai Tang 2, Crown
Sydney. B&m chudng hodc nhac may dién thoai dé dugc
két ndi vai nhan vién Crown PlaySafe.

Ngoai ra, hoac khi Trung tam khdéng cé ngudi truc, quy
khach cé thé:

@ Goi cho nhan vién Crown PlaySafe theo s6
1800 801 098 (c6 thé sap x&p thong dich vién
néu can).

GUi email dén cps@crownsydney.com.au

Lién hé v&i nhan vién An ninh ngay tai ché.

- /

Cam két trudc va Quan ly gigi han

Chuong trinh Cam két trudc dugc thiét ké nham gitip khach
hang theo dai thai gian va tién bac bang cach dat ra gidi
han khi choi. Cam két trudc cho phép Thanh vién Crown
Rewards* an dinh s6 tién va/hodc gidi han thaoi gian choi tu
nguyén khi choi cac Tro choi tai ban dién tlr (ETG). Hién ¢
hai cach cai dat gidi han:
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o Tai quay I tan clia song bac Crown Sydney.

e Trao d6i vai C6 van Crown PlaySafe, tai trung
tam Crown PlaySafe cla chung toi.

*Chuong trinh Crown Rewards (Tich 10y diém Crown) 14 chuong trinh
khach hang than thiét, mang lai cho thanh vién mot sé quyén lgiva dac
quyén nhat dinh.

Bao cao hoat ddong ngudi choi

B&o cdo hoat ddng ngudi choi cung cédp théng tin vé hoat
déng co bac va gidp khach hang theo dai sé tién thang/
thua. Crown Rewards cho phép khach hang truy cap cac
bdo cdo lién quan dén qué trinh danh bac theo yéu cau.
Quy khach c6 thé 18y céc bao cdo nay tai:

+ Quay I& tan Song bac Crown Sydney
+ Trung tam Crown PlaySafe.

MEO CROWN PLAYSAFE:

‘ Ludn cap nhat thong tin bang cach thuong
Xxuyén nhan va xem lai Bao cdo hoat ddong ngudi
choi clia minh.

Théng tin cac dich vu c& bac

Crown cung cap thong tin vé Luat chai clia tat ca cac Tro
choi tai ban (TG) va Tro choi tai ban dién tlr (ETG) tai song
bac.

Thong tin gii thich ca héi chién thdng cla TG va ETG c6 san
khdp cac khu vuc choi. Néu quy khach mudn biét thém
thong tin vé cac dich vu do Crown cung cap, nhan vién
Crown PlaySafe clia ching toi luén sén long ho tro.

@ MEO CROWN PLAYSAFE:
PE tim hiéu thém vé cac tro ¢ bac minh mudn
chai, quy khéch cé thé tham khao cac Luat chai
c6 san trén trang web clia Crown tai www.
crownsydney.com.au.

Crown PlaySafe Sydney Bd Quy tac tng x{ 9



CHUONG TRINH CAM POAN

Chuong trinh cdm doén clia ching toi ludn sén sang phuc
vu cac vji khdch muén ngimng co bac hodc tam nghi co bac.
Chung t6i cling hé trg nhitng ngudi dang cadm thay lo ngai
vé hanh vi c bac clia khach hang clia ching toi.

Crown sé thu thap, luu gitr va tiét 16 thong tin thu dugc tur
cac chuong trinh cdm dodn clia chiing téi theo Chinh sach
quyén riéng tu va luat vé quyén riéng tu hién hanh.

Thay d6i ban than: Ty cdm doan

Nhan vién chuyén trach cla ching téi ludn tdc truc sdn
sang 24/7 qua dién thoai hodc tryc tiép trong gid hoat
déng clia song bac dé hd trg nhitng vi khach mudn tu
nguyén rai khdi song bac. Khach hang chon phuong an tu
cam dodn sé dugc loai trir khoi tat cd co s& cla Crown chi
v&i mot yéu cau don gidn. Khach hang tu cdm ban than dén
Crown Sydney cling c6 thé yéu cau chuong trinh tu cdm
doan vdi The Star, Sydney.

Chuong trinh Ty cdm dodn hién c6 sén trén trang web cla
Crown va c6 thé dugc thuc hién hoan toan truc tuyén ma
khéng can phai thong qua nhan vién Crown ( https:/www.
crownsydney.com.au/crown-playsafe/making-a-change ).
Trang web cung cdp sén biéu mau truc tuyén, bao gom tat
ca cac budc can thiét dé thuc hién cdm dodn thanh cong.
Qua trinh nay yéu cau quy khach nép Anh xac minh danh
tinh. Sau khi hoan tat, Crown s& xét duyét va xac nhan trang
thai cdm dodn qua email hoac phuong thirc lién hé uu tién
clia quy vi.

Crown thuc hién céac bién phdp hgp ly nham dam bao
nhirng khach hang chon tu cdm doan sé khong dugc phép
vao song bac va dam bao loai trir ho khdi danh sach quang
cdo truc ti€p hodc cac tai liéu quang cdo khac lién quan dén
hoat d6ng cd bac tai Crown.
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Giup d& ngudi khac: Cam doan bdi bén
thr ba

Chuong trinh Cam dodan béi bén thir ba cla ching téi mang
dén co hdi cho nhitng ngudi than yéu nép don xem xét
hanh vi c& bac clia khach hang néu ho cam thay lo ngai vé
hanh vi cd bac clia nguai nay.

Khéng nhat thiét phai théng bao cho khach hang dang
dugc xem xét vé don xin cdm doan nay. Tuy nhién, ching
toi dac biét khuyén nghi nén thdo luan nhiing lo ngai vé
khach hang nay va thong tin cho ho biét vé chuong trinh Tu
cam doan tu nguyén trudc khindp don.

CACH NOP BON XIN CAM DOAN B&1 BEN THU BA:

o Tai xuéng mau don tir trang web hodc |dy mau don
tai Trung tam Crown PlaySafe.

Hoan thanh muc L&i khai c6 tuyén thé va dam bao
don ¢6 chit ky ciia nhan chirng cé tham quyén.

Nop don xin cdm doan kem theo dnh gan day cla
khach hang ma quy vi yéu cau cdm doén bdi bén

th( ba, cing v6i bang chimg hé trg théng tin ghi

trong don.

Sau khi nop don, Crown s& xem xét thong tin dé quyét dinh
xem liéu cé dd can c dé tién hanh C&m doan bdi bén thu

ba hay s& cung cap hinh thirc hé trg khéc. Crown cé thé lién
hé v&i quy vi dé yéu cau thém théng tin hodc dé nghi ho tro.

Cam doan bat budc

Crown bao luu quyén cdm doan bat budc bat ky vi khach
nao dang khién ban than hodc ngudi khac c6 nguy co bj tén
hai do hanh vi danh bac ctia minh.

Trong mot so truong hop, Crown sé ban hanh Lénh cam
doan theo Pao luat kiém soat song bac nam 1992 (NSW)

- chi dp dung cho song bac - hodc Rut gidy phép - dp dung
cho toan b6 co s& kinh doanh clia Crown Sydney (bao gom
cad nha hang va khach san).

Crown PlaySafe Sydney Bd Quy tac tng x{ 1



C4c 1énh nay c6 thé dugc ban hanh trong trudng hop khéch
hang:

+ P&t ban than hodc ngudi khac vao nguy co bj tén hai do
hanh vi c bac cdia minh.

+ C6 hanh vi rdi ro khéng thé chdp nhan dugc.

+ Gay ra rui ro khong thé chdp nhan dugc cho khéch hang
khac hoac doanh nghiép.

+ Khong roi khdi co sd dugc cap phép ban rugu theo nhu
yéu cau.

+ Vipham cam két Tu cdm doan clia minh.

+ Lién tuc tlr ch6i tudn thi theo B Quy tac, bao gém ca
viéc tam nghi bt budc.

Két thuc qua trinh cdm doan (Thu hoi)

Crown duy tri quyét dinh Tu cdm doan hoac Cam dodn bat
budc cho dén khi Crown cham ddt (“thu hoi”) quyét dinh
bang van ban. Quy khach c6 thé ndp don xin thu hoi
chuong trinh Tu cdm dodn hodc Cam doan bat budc sau khi
hét thai gian cdm doan téi thiéu. Khodng thai gian Tu cdm
doan téi thiéu do khach hang tu chon trong don xin Tu cdm
doan. Khoang thai gian Cam dodn bat budc téi thiéu do
Crown quyét dinh va dugc quy dinh cu thé trong Lénh cam
doan.

CACH NOP DON XIN THU HOI QUYET PINH CAM DOAN
Ngudi ndp don phai hoan tat quy trinh xin thu hoi quyét

dinh cdm dodn trudc khi dugc phép quay tré lai song bac
Crown:

o Hoan thanh Bon xin thu hoi, ¢ thé I8y tai Trung
tdm Crown PlaySafe hodc tai xuéng tir trang web
cla chung toi https://www.crownsydney.com.au/
crown-playsafe/making-a-change.

a Tham du va hoan thanh budi tu van dé hiéu ré
nhirng rdi ro khi tré lai con duong co bac, danh
gid murc d6 sén sang clia quy khach va nhan hé trg
trong suét qud trinh thu hoi quyét dinh cdm dodn.

e Tham du cudc hop vdi nhan vién Crown PlaySafe.
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PE don xin dugc chdp thuan, Crown phai tin chac rang
ngudi ndp don xin thu hoi quyét dinh cdm doén da giai
quyét mot cach thich hgp céc van dé dan dén viéc ho phai
tu cdm dodn hodc bi cdm dodn bat budc. Crown cé toan
quyén quyét dinh trong viéc phé duyét don xin thu hoi
quyét dinh Ty cdm dodn hodc Cam doan bat budc.

D€ xac nhan quy khach dd diéu kién ndp don xin thu hoi
quyét dinh cdm dodn va nhan gidy gidi thiéu tu van va hd
trg mién phi, xin vui 1ong lién hé vdi nhan vién Crown
PlaySafe theo s6 dién thoai 1800 801 098 hoac email cps@
crownsydney.com.au.

Vi pham cam két cam doan

IC&c c& nhan bj phat hién vi pham cam két Ty cdm dodn
hodc Cam doan bat budc sé phai rai khéi khu vuc han ché,
theo quy dinh trong théng bao Cdm dodn, va cé thé bj gia
han thém thai gian cdm dodn hodc bi rdt gidy phép vao cac
ca s& clia Crown. Nhitng ngudi dang chju cdm dodn bat
budc, néu bj tim thay trong khu vuc han ché, c6 thé bj khdi

t6 hinh su.

a N

QUY VI CAN BIET THEM THONG TIN VE CAC CHUONG
TRINH CAM DOAN CUA CHUNG TOT?

@ Lién heé tryc tiép v&i nhan vién Crown
PlaySafe hodc goi t&i s6 1800 801 098.

GUi email dén cps@crownsydney.com.au

Truy cap https://www.crownsydney.com.au/
crown-playsafe/making-a-change

- /
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QUAN TAM PEN KHACH HANG

Crown cam két s& hét strc ngan chan va giam thiéu tac hai
cla cd bac. Do d6, nhan vién cla ching t6i sé thay lo ngai
khi mot vi khdch c6 ddu hiéu bén ngoai cho thdy ho cé thé
dang gap phai tac hai do cd bac. Cac dau hiéu nhu kich
dong nghiém trong, that vong, hung hdng hoac cac hanh vi
tiéu cuc khac do co bac can dugc can thiép ngay lap tuc.

Tuy nhién, nhimg vi khach cé thé bj tén hai khong phai ltc
nao cling cho thdy nhirng dau hiéu ré rang hodc cuc doan.
Nghién clru da xac dinh céc dau hiéu khac it ré rang hon
nhung van c6 thé quan sat dugc cé thé cho thay ai d6 dang
bi tén hai hodc c6 nguy co bj tén hai.

Crown dao tao tat ca cdc nhan vién song bac canh gidc vai
tat ca cadc dau hiéu cling nhu gidm sat va bédo cdo lén cap
cao hon khi can thiét.

Cac ddu hiéu tén hai do c& bac c6 thé
guan sat dugc

Crown c6 nghta vu thuc hién cac bién phap giam sat khach
hang hgp ly nham phat hién cac dau hiéu tén hai do c& bac
€6 thé quan sét dugc. B6 Quy téc lam rd nghfa vu nay va
chia céc ddu hiéu c6 thé quan sat dugc nay thanh hai loai.
Loai th&r nhat bao gom cac dau hiéu cho thay can phai theo
déi thém, trong khi loai thi hai bao gém céc dau hiéu cho
thay can phai xem xét viéc tuong tac ngay vdi khach hang.
Crown ¢6 thé sir dung cong nghé dé gitp theo di va xac
dinh c&c ddu hiéu c6 thé quan sat dugc.

Néu khach c6 mét hoac nhiéu dau hiéu dudi day, Crown sé

thuc hién cac bién phap tang cudng quan sat hgp ly nham

xem liéu c6 ddu hiéu tén hai do c& bac hay khéng. Nhirng

dau hiéu c6 thé quan sat dugc nay cé thé bao gom viéc

khach hang:

+ C8 gadng modt cach am anh dé gianh chién thang trén mot
may danh bac hodc mét tro co bac tai ban.

+ Danh bac trén hai hodc nhiéu méy hodc ban cing mot
lUc.

- Danh bac hau hét cac ngay trong tuan (tir bén ngay trd
|én trong mot tuan).

14 Crown PlaySafe Sydney B& Quy téc ing x{r

+ Khiéu nai v&i nhan vién Crown vé viéc thua bac hodc dé
16i cho dia diém hodc may madc khién ho bi thua.

+ Dua ra nhirng nhan xét khéng thuc té hoac sai lam vé co
bac.

+ D3 mat nhiéu tién hon so vdi khd nang ban than co thé
chitra.

+ Uu tién cd bac hon cdc moi quan hé va cam két vaéi ngudi
khac.

Khi cac nhan vién Crown quan sat thdy mét hodc nhiéu dau

hiéu c6 thé quan sat dugc trong danh sach bén dudi, cac

hanh déng tuong tac thich hgp sé dugc xem xét va 1én ké
hoach, va trong mot sé trudgng hgp sé dugc nhan vién

Crown PlaySafe yéu cau. Nhimng dau hiéu nay c6 thé bao

gom viéc khach hang:

+ Tranh dén quay va chi sir dung cac phuong tién rut tién
ty déng.

+ Rt tién mat (thdng qua ATM hodc EFTPOS) hodc chuyén
tién nhiéu lan (tir hai lan trd 1én) trong moét phién.

+ Giao dich EFTPOS hoac ATM lién tuc bi tir choi.

+ Chi tiéu déng ké so vdi thu nhap hoac luong cdng viéc.

+ Cho thdy su gia tang dang ké vé thoi gian danh cho c&
bac.

+ Cho thdy su gia tang dang ké trong mé hinh chi tiéu (theo
quan sat clia cdng nghé hién cd).

+ Danh cugc so tién thang 1én hodc dat sé tién thang 16n
ngugc laivao tro choi ETG hodc cac tro chai tai ban.

+ R&i khéi co s& dé tim tién tiép tuc danh bac.

+ C6 gang vay tién tlr ngudi khac hodc xin tin dung tr co
sé.

+ Cham chu dénh bac ma khéng dé y nhimg gi dang dién
ra xung quanh.

+ DBanh bac tai song bac hon 12 gid trong vong 24 gid.

+ Danh bac tai song bac hon 48 gid trong mot tuan.

+ C6 dau hiéu dau khé sau khi danh bac (vi du nhu khoc,
6m dau, run rdy, tic gian vdi nhan vién Crown hodc may
danh bac).

+ Tlc gian khi danh bac (vi du nhu d4, danh may, chti thé,
chai mét cach hung hang) hoac thé hién hanh vi thé 16,
bao luc hoac hung han.
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+ Tuc gian hodc de doa nguadi khac khi bi gianh may danh
bac hodc chd ngoi ua thich tai ban.

+ Tranhlién lac hodc tro chuyén v&i nguai khac.

+ Vé sinh kém hoac bét chai chubt va ngoai hinh xuéng cap
dang ké trong vai ngay.

+ Che gidu viéc minh cé mat tai song bac (vi du: yéu cau cac
nhan vién Crown khéng cho nguai khac biét minh dang &
do).

+ Tu thra nhan dang bj t6n hai do c& bac va/hodac yéu cau
tu cdm doan.

+ Pe doa tu gay thuong tich.

+ Gia dinh va’/hoac ban bé bay té quan ngai hodc yéu cau
ho tro vé hanh vi co bac cla khach.

+ C6 xung dot vé van dé cd bac vdi cac thanh vién trong gia
dinh hodc ban beé.

+ D& tré mot minh, khdng c6 ngudi tréng coi trong khi cha
me/ngudi giam h danh bac.

+ Ngu tai khu vuc danh bac, hodc tai ban danh bac dién t&
hoac truyén théng.

H6 trg va tuong tac

Tuong tac vdi khach 1a dat stiic khde clia khach lam trong

tam va theo d&i quan sat dé ngan chan cac tén hai mot

cach t6t han. Cac tuong tac sé dugc diéu chinh cho phu

hop vdi tirng tinh hudng va c6 thé bao gom:

+ Yéu cau khach tam nghi, roi khoi ban, ETG hoac khu song
bac.

+ Khuyén khich khach nghi ngai va khdm phé cac hoat
dong gidi tri khac ngoai cd bac tai Crown.

+ Thoéng tin vé cac chién luge choi an toan hon va/hodac cac
yéu t8 nguy co khién khach bj tén hai

+ Khuyén khich khach khéng chuyén, rat thém tién.

+ Thao luan vé viéc thiét 1ap gidi han Cam két trudc hoac
cac chirc nang gidm thiéu tac hai khac.

+ Thao luan vé chuong trinh Tu cdm doéan.
+ Thdo luan vé cac phuong an ho trg cé sén.
+ Cam dodan bat budc.
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Diéu quan trong la chiing téi dat ra nhirng ky vong thuc té

va tao ra trdi nghiém cd bac an toan cho khach hang.

Chung tbi sé khong cling ¢6 hoac khuyén khich théng tin

khong chinh xac vé cd bac trong thu tir lién lac clia ching

toi. Vi du vé nhirng viéc ching t6i sé khdng lam, bao goém:

+ NOivdi khach rang ho cé thé kiém tién khi choi cd bac tai
ban hodc ETG

+ Noivdi khach rang giai ddc dac da hoac chua dugc thanh
todn hodc sdp dén han thanh toan.

+ Thao luan vé sy may man hodc mé tin.

+ Noi véi khach rang ho sédp thang.

+ Gaiy hoac khuyén khich khéch tin rang cac vong chai
khdng ddc lap v&i nhau.

+ Gaiy hoac khuyén khich khach tin rang c6 nhirng chién
lugc gidip gianh chién thdng khi chai cd bac tai ban hoac ETG.

+ Gieo racy tudng rang khach sé thdng bang cach néi vai
ho rang ho xirng dang dugc théng.

Luu trir théng tin

T&t ca c4c tuong téc va ho trg clia Crown PlaySafe déu dugc
ghi lai d& d&m bao cac quy trinh va dich vu clia ching téi c6
thé& dugc xem xét va cap nhat mot cach hiéu qua. Crown
duy tri S8 theo ddi Crown PlaySafe dé dam bao rang thong
tin chi tiét vé cac hoat dong tuong tac déu duogc ghi lai, c6
thé bao gom:

+ Ngay va gio tuang tac.

+ Ly do tuong tac.

+ Thong tin chi tiét vé tuong téc va hd trg cung cap.

- Y kién phan hoi ctia khach hang.

+ Ngay va gidr luu s6.

+ Tén cla khach khi dugc cung cap hoac cé san.

Théng tin nay dugc thu thap dé Crown hoan thanh cam két
thuc hién tat ca cac bién phdp hop Iy nham ngan chan
khach hang gdp phai tén hai do cd bac tai Crown.

Thong tin tuong tac va ca nhan do Crown ghi lai sé dugc
luu gilr theo Chinh séch quyén riéng tu clia Crown, cé thé
tim thay tai www.crownsydney.com.au/general/rules-
policies/privacy-policy.
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Chung to6i luu gitr théng tin trong S6 theo ddi Crown
PlaySafe theo quy dinh phép luat ké tir ngay théng tin d6
dugc ghivao S6 theo ddi Crown PlaySafe.

Thong tin trong S6 theo d&i Crown PlaySafe dugc cung cap
cho Co quan Cap phép ban rugu va cd bac NSW (L&GNSW)
hang ngay va theo yéu cau theo quy dinh phdp luat phap va
BO Quy tac nay.

NGHI GIAI LAO KHI PANH BAC

Nhiém vu clia ching téi la ddm bao khéach hang thudong
xuyén nghi gidi lao khi dadnh bac nhdm gidm thiéu va ngan
chan cac tén hai vé tai chinh, xa hdi hodc cac hinh thic tén
hai khac.

Crown khuyén khich tat ca cac khach hang nghi giai lao
thudng xuyén sau khi danh bac va thinh thoang ching toi
6 thé kiém tra tinh trang clia khach. Nhan vién sé tiép can
nhitng khach hang theo quan sat da danh bac lién tuc
trong ba (3) gio v&i ETG hodc sau (6) gio vdi tro chai tai ban
va khuyén khich ho nghi ngoi mudi lam (15) phut.

Diéu hay 1a khach hang co rat nhiéu phuang an nghi ngai:

+ Strdung khu vuc phong chd ¢ sn trén khap Crown.

+ Anu6ng tai clta hang thuc phdm va dd uéng clia ching
toi.

+ Khdm phéa khung canh dep xung quanh.

+ Tan hudng viéc di dao ngoai trdi.

Chinh sach quy dinh thai gian chai mudi hai (12) gicy mai

ngay va bén muai tdm (48) gio hang tuan dang dugc ap

dung tai Crown Sydney. D& dam bao quy khach cé trai

nghiém cd bac an toan, ¢é tradch nhiém va thu vi, ching toéi

khdéng cho phép khach danh bac tai ban hodc ETG khi da

chaoi:

+ TU mudi hai (12) gio tich 10y tré 1én trong hai muoi bén
(24) gio.

+ TU bén mudi tdm (48) gio choi tich 10y trd 1én trong bay
(7) ngay.

Néu thoi gian danh bac cla quy khach dat muirc gidi han, quy

khach bat budc phai nghi gidi lao theo quy dinh nhu sau:

+ NEu téng thai gian choi clia quy khach t&r mudi hai (12)
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gig tr& 1én trong moét ngay, ching toi s& yéu cau quy
khach nghi gidi lao hai muai bén (24) gio.

+ Néu tong thai gian choi cdia quy khach tir bén muoi tam
(48) gio trd 1én trong by (7) ngay, chiing t6i sé yéu cau
quy khach nghf gidi lao bay (7) ngay.

Diéu quan trong quy khach phai hiéu rang quy dinh thdi
gian choi dp dung cho ca tro chai tai ban va ETG. Thoi gian
choi dugc tinh tich 10y va la téng thoi gian chai mét trong
hai, hodc ca hailoai hinh.

Chung t6i s& thuc hién vai tro ho trg quy khach nghi giai lao
bang cach:

* Yéu cau khach tam nghi sau khi choi ETG hodc tro choi tai
ban.

+ Quan sat khach rai di va giam sat khu vuc xem khach cé
quay lai khéng.

- Ap dung |énh cdm tam thdi hodc khéa clra, néu digu nay
la can thiét dé dam bao khach nghi ngoi theo yéu cau.

+ Thdo luan vé chuong trinh Ty cdm doan, cac dich vu ho
trog khach choi ca bac va dé nghi di cing khach dén Trung
tam Crown PlaySafe.

+ Ghinhan vao S6 theo ddi Crown PlaySafe dé luu gitr hd
SO Vé cac bién phép can thiép.

Theo cam két quy dinh trong Bo Quy tac, nhirng vi khach
dugc danh gid 1a khdng nghi gidi lao day dd trong khi choi
hoac nhirng ngudi dang ¢ dau hiéu rd rang dang bj tén
hai do cd bac, cé thé dugc yéu cau rai khoi song bac va
khéng dugc phép quay lai trong khoang thai gian toi thiéu
la 24 gid.

Viéc khach hang tuan tha thai gian nghi bat budc la rat
quan trong. Chang t6i s& sir dung mot s6 phuang phap dé
thuc thi nhu chia sé thong tin trong s theo dai véi nhan
vién, gidm sat khu vuc choi va cdnh bdo qua nhiéu phuong
tién.

MOI TRUONG CO BAC

Nhan vién Crown

Tai Crown, chdng t6i cé mét déi ngl dong dao cac nhan
vién chuyén nghiép d& qua dao tao nham hé trg khach
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hang va thuc thi B6 Quy tdc mét cach chuyén nghiép va
hiéu qua.

Cac nhan vién Crown PlaySafe dugc dao tao chuyén mon vé
phong ngtra va hé trg khach hang bi tén hai do ¢ bac.
Nhan vién Crown PlaySafe phdi hoan thanh khéa dao tao da
dugc phé duyét trudc khi ddm nhan céng viéc.

Tat cd nhan vién phuc vu khach danh bac cda ching téi déu
dugc dao tao dé gidm sat thdi gian chaiva theo dai céc ddu
hiéu c6 thé quan sat dugc va bao cdo 1&n cdp trén khi can
thiét.

Crown cam két luén cé du so lugng nhan vién tai song bac
dé cé thé gidm sat thudng xuyén va san sang hé trg khach
hang.

Chuing téi nhan thirc sau sac trach nhiém cdia minh trong
viéc bdo vé doi ngli nhan vién tranh khoi tac hai cla co bac.
Cac nhan vién Crown khong dugc phép tham gia cac hoat
déng cd bac tai bat ky co s& nao cda Crown. D6i véi cac
nhan vién can trg gilp, Crown cung cap cac dich vu hé trg
chuyén nghiép théng qua Chuang trinh hd trg nhan vién
hoac cac cudc trao déi riéng tu véi nhan vién Crown
PlaySafe.

Nhan vién Crown dugc dao tao thudng xuyén dé dam bao
rang ho luén nhan thirc rd vé céc rdi ro gia tang. Crown da
xay dung cac quy trinh van hanh néi bd va giao thurc lién lac
dé hé trg, hudng dan va gidi thiéu nhan vién dén céc dich
vu hé tra.

Trung tam Crown PlaySafe va cdc ngudn luc déu san sang
danh cho tat c& nhan vién Crown.

Nhan vién Crown PlaySafe

Khach hang cé thé tim thdy nhiéu bién hiéu, tai liéu va chi
dan clia Crown PlaySafe khdp song bac, bao gém ca 15
nhac nhd rang cac nhan vién Crown PlaySafe ludn san sang
hé trg tat cd quy khach.

Nhan vién Crown PlaySafe hé trg ngan chan tac hai do c&
bac bang cach:

+ Gidm sat song bac va ddm bao tuan thd cac quy dinh vé
cO bac, cac quy dinh phap luat lién quan va B6 Quy tac
nay.
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+ Dam bdo va ho trg cdc nhan vién khac bdo cdo va’/hodc
ghi nhan cac quan sét vé cac dau hiéu tac hai do co bac
cling nhu cac tuang tac va can thiép.

+ Quan sat nhirng vi khach c6 hanh vi cho thay khach dang
bi tn hai do c& bac, tir dé can thiép va ho trg.

+ DPua ra lgi khuyén cho cac nhan vién khacsveé viéc phat
hién cac tac hai do c& bac va cach irng phoé.

+ Thuyc hién cac bién phdp can thiép khi quan sat thay déu
hiéu tén hai hoac khi thai gian choi dat murc gidi han.

- Giai dap thac mac va cdc méi quan ngai clia khach hang.

Crown c6 trach nhiém béo céo cac vi pham lién quan dén
nghia vu phap ly da dugc xac dinh hoac con dang nghi ngo
(bao gdm céc vi pham lién quan dén hoat déng cdia Crown
PlaySafe) cho Co quan Cap phép ban rugu va co bac NSW
(L&GNSW) va Oy ban Song bac Boc lap NSW (NICC). Vdi sy
hé trg clia L&GNSW, NICC déng vai tro 1a ca phap ly chiu
tradch nhiém quan ly hoat déng song bac & NSW South
Wales, tuan thi theo cac diéu khodn dugc néu chi tiét trong
Dao luat Kiém soat Song bac nam 1992.

Tré vi thanh nién

Khédch hang dugc phép vao song bac phai dd muai tdm (18)
tudi trd 1én. Phap luat nghiém cam tré dudi mudi tam (18)
tudi tham gia danh bac. Cac bién bdo dugc dat tai cac diém
ra vao khu vuc danh bac dé ngan khong cho tré vi thanh
nién budc vao. Crown gidm sat tat ca cac |6i ra vao 24/7 va
y&u cau khach xuat trinh badng chirng chirng minh tudi tac.
Khéch hang chi dugc phép vao khu vuc song bac khi xuat
trinh dugc gia to tuy than hop 1é.

Tat ca chiing ta déu c6 trach nhiém yéu cau khach xuat trinh
bang chiing ching minh tudi tac khi khéng chédc chan rang
khach c6 phai la tré vi thanh nién hay khéng. Bé phan Bao an
Crown s& dugc canh bao va néu khdng thé xudt trinh dugc
gidy to tuy than hop 1€, khach sé phai rai khoi song bac.

Tré em khdng cé ngudi trong coi

Crown cam két ddm bdo an toan va an ninh cho tat ca
nhitng ngudi s&r dung co s& vat chat va dich vu clia chidng
téi. Vivay, cha me hodc ngudi gidm ho dua tré em hodac tré
dudi mudi tam (18) tudi dén Crown khong dugc phép bd
mac con em minh, ké ca khi dang luu tri tai khach san cla
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chting téi. Khach hang dudi 18 tudi khéng dugce phép luu
tru trong khach san Crown tru khi c6 ngudi giam hé hop
phap hodc ngudi I&n chiu trach nhiém di cung.

Nhan vién Crown dugc dao tao dé bao cdo su hién dién cla
tré em khong cé ngudi di cing hoac tré dudi 18 tudi cho
Doi Bdo an Crown.

Poi Bdo an Crown, vdi su hd trg clia nhan vién Crown
PlaySafe, sé tim cach xac dinh:

+ Danh tinh cla tré hodc thanh thiéu nién.

+ Noi & cGa phu huynh hoac ngudi gidam ho.

+ Bang ching ngudi I6n di cung 1a cha me hodc ngudi
gidm ho cla dua tré.

Van dé nay ciing ¢ thé dugc chuyén dén Canh sat va/hodac

Co quan Bao vé tré em néu can thiét.

Doi tién, tin dung va cho vay

Khach nhan tién thang bac cé thé nhan thanh todn (tuan
theo mét s6 diéu kién nhat dinh) mét phan hodc toan bd
bdng tién mat (hodc cac vat pham tuang duong tién mat);
chi phiéu; chuyén khoan dién tir (néu cé); hoac dong phinh.

Crown Sydney mang dén cho khach hang co hoi “ha nhiét”
bdng cach thanh todn mét phan hodc toan bd bang chi
phiéu hoac chuyén khodn. Phuong an nay cé thé thuc hién
ma khong yéu cau sé tién thang téi thiu. Pay cé thé 1a
phuong én toét dé dam bao quy vi choi trong dinh muc cla
minh va bao vé s6 tién thadng bac khdng bi sir dung dé tiép
tuc danh bac.

Crown sé khéng cung cép tin dung hodc cho khach hang la
cdng dan Uc vay tién vi muc dich danh bac ngoai trir cac
trudng hop dugc phap luat cho phép. Khach hang cé thé
dang ky mé tai khoan ky quy hoac tai khoan tro choi dién tlr
(Ezpay) cho muc dich danh bac.

Quy vi c6 thé yéu cau nhan thong tin chi tiét hon tai tat ca
cac quay thu ngan clia Song bac Crown.
May ATM

May ATM dugc dat cach xa khu vuc song bac va dugc bé tri
va/hodc han ché theo quy dinh cdia phap luat.
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Anh sang

Hé théng chiéu sédng dugc 1&p dat day du dé dam bao an
toan cho quy khach va dé nhan vién clia ching téi cé thé
phuc vu khach hang. Hé théng chiéu sédng clia chiing toi
tuan thu cac quy dinh lién quan vé co bac.

bong ho
Péng hd dugc hién thitrén man hinh ETG va ban choi dé
khach hang cé thé theo dai thai gian.

Cac hinh thirc giai tri khong lién quan
dén co bac

Khéch hang clia Crown c6 thé tan hudng nhiéu hinh thirc
gidi tri khdng lién quan dén cd bac, bao gom quan rugu,
nha hang va cac tién nghi trong khach san.

Dich vu rugu bia cé trach nhiém

Crown s& khéng cho phép mét ngudi dang ¢ dau hiéu say
xin hodc dang bi d&nh hudng bai cac chat kich thich khac
khong phai rugu dugc danh bac hodc dat cugc trong song
bac. Theo luat dinh, mét nguai dugc xem la say rugu néu 1o
ndi, kha nang thang bang, kha nang phéi hgp hoac hanh vi
cla ngudi nay duang nhu bi suy gidm rd rét. Trong cac trudng
hop do, chiing t6i cé co sé tin rang nguyén nhan 1a do ngudi
dé da udng rugu hodc st dung cac chéat kich thich khac.

Quang cdo va quang ba cd bac

Trong quéng cdo cla Crown, cd bac dugc xem nhu mot
trong nhitng hinh thic gidi tri va thu gian.

Quang céo va quang ba clia Crown Sydney phai tuan thd
Pao luat va Quy dinh vé Kiém soat Song bac cling nhu céc
quy tac, quy dinh phap luat va cac quy dinh vé quang céo
lien quan khac. Qudng cdo va quang ba phai:

+ khdng khuyén khich hanh vivi pham phép luat;

+ khong c6 tré em tham gia;

+ khong dugc sai su that, gay hiéu Iam hoac Ira déo;

+ dugc thuc hién trén tinh than lich su, ddng dén va gu
tham my t6t cling nhu phu hgp véi céc quy téc quang cao
lien quan dang co hiéu luc;
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+ khoéng ggiy rang thang cugc la két qua chac chan khi
tham gia danh bac;

+ khoéng ggiy rang danh bac c6 khad nang cai thién trién
vong tai chinh clia ngudi choi;

+ khoéng goiy rang k§ nang cdia ngudi chai ¢ thé anh
hudng dén két qua clla mét tro choi mang tinh may rui
thuan tay;

+ khéng mé ta hodc c6 sty udng rugu khi tham gia cac
danh bac.

Quang céo va khuyén mai cd bac trai qua quy trinh xem xét
noi bo nghiém ngat d€ ddm bao chiing téi tuan thd cac quy
tac néu trén, ngoai ra, con dé dam bado rang ching toi:

+ Khdng co y tiép thi cd bac cho nhitng khdch hang bj cam
doan.

+ Khoéng thé hién hinh anh nhitng ngudi dudi mudi tdm
(18) tudi va s& khong dugc phat séng trir khi tuan thd luat
phédp hoac tiéu chuan hién hanh.

+ Khong nham vao cac nhém ddi tugng dé bj tén thuong
hoac yéu thé.

+ Xem xét va dénh gid xem liéu quang cdo va quang ba
dugc dé xuat clia chung toi cé thé dugc xem la miéu ta
ngudi dan mot cach phan biét doi x(r do chiing toc, dan
toc, qudc tich, gidi tinh, dd tudi, khuynh hudéng tinh duc,
ton gido, tinh trang khuyét tat hay quan diém chinh tri
hay khong.

+ Thong bdo cho khach hang vé cac diéu khodn, diéu kién
va han ché dang 4p dung hoac noi khdch hang c6 thé tim
ki€ém thong tin vé cac diéu khoan, diéu kién va han ché
hién hanh.

Chon néi dung chung t6i guri cho quy
khach

Crown sé khoéng gUlri bat ky thong tin tiép thj truc ti€ép nao
t&i khdch hang trir khi ho déng y tiép nhan. Bd Quy tac ing
xr Crown PlaySafe clia ching téi cling ddm bao rang khach
6 thé:

+ DPang ky thé nguai chai hoac chuong trinh khach hang
than thiét ma khéng dong y nhan tiép thj truc tiép hodc
phai thuc hién céc budc b sung dé tir chéinhan tiép thj
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truc tiép. Va tat nhién, khach cé thé hly dang ky bat cur
luc nao.

+ Nglng nhan bat ky tai liéu quang cdo nao trong vong
nam ngay ké tir ngay yéu cau hdy dang ky hoac trong
khoang thai gian ngan hon theo quy dinh cla phéap luét.

+ Chon khéng nhan théng tin quang cdo khi dang ky
Crown Rewards.

Crown s& khéng ¢8 y gt hodc chuyén tiép bat ky tai liéu
quang cao hoac khuyén mai nao lién quan dén cd bac tdi
nhitng khach hang bi cdm dodan. Crown sé khéng cung cép
bat ky khodn tin dung, phiéu gidm gid, phan thudng hay Igi
ich nao khac dé khuyén khich khach hang dong y hoac tiép
tuc dong y nhan tiép thi truc tiép.

PHAN HOI VA KHIEU NAI CUA
KHACH HANG

D6i vdi phan hoi va khiéu nai lién quan dén viéc cung cap

dich vu c bac va Bd Quy tac nay:

+ Hoan thanh biéu mau y kién phan hoi tai www.
crownsydney.com.au/plan-your-visit/contact-us

+ Lién hé vai Crown qua s6 dién thoai 02 8871 7188

+ GUithu dén dja chi 1 Barangaroo Ave, Barangaroo NSW
2000

+ GUithu truc tiép cho nhan vién Crown PlaySafe.

Chudng téi cam két ddm bao moi khiéu nai nhan dugc déu dugc:

+ XU ly va phan hoi kip thai, phtu hop.
+ Piéu tra mot cach té nhi.

+ Ghi lai trong hé théng Quan hé khach hang cdia Crown va
do nhan vién Crown PlaySafe thuc hién (néu co).

- XUrly va gidi quyét theo quy dinh phap lut hién hanh.

Tat cd cac khiéu nai ctia khach déu dugc xac nhan, néu co

thé, trong vong ba ngay lam viéc ké tir khi nhan dugc, va sé

dugc gidi quyét ngay lap tic hoac trong vong bay ngay lam

viéc (trir khi can diéu tra thém).

Trong viéc quan ly va gidi quyét khiéu nai clia khach hang,
Crown sé tuan thd cac nghta vu phép ly lién quan, bao gom
ca viéc bao vé quyén riéng tu clia khach hang.

Trong trudng hgp khiéu nai lién quan dén van dé co bac va
van chua dugc gidi quyét, khach hang cé quyén khiéu nai
truc tiép véi Co quan Cap phép ban rugu va cd bac NSW.

THONG TIN LIEN HE HO TRQ

THONG TIN LIEN HE CUA CROWN

- SO PIEN
TEN THOAI EMAIL
Crown cps@crownsydney.com.au
PlaySafe 1800 801 098 | crownsydney.com.au/
Centre crown-playsafe
THONG TIN LIEN HE KHAC

- sO PIEN
TEN THOAI TRANG WEB

1800 858 858 | gambleaware.com.au
(Dich vu 24/7) gambleaware.nsw.gov.au

(el ZUELS (Céséndichvu | gamblinghelponline.org.

NSW P
théng dich vién) | au

(cd tinh nding tro chuyén truc

tuyén 24/7)
NSW
Aboriginal Telephone o ‘
Safe Gambling (02) 4023 aboriginalsafegambling.
Services (Dich 8080 com.au

vu co bac an toan
cho ngui thé dan)

Lifeline 131114 lifeline.org.au

Beyond Blue | 1300 224 636 | beyondblue.org.au

Relationships

Australia 1300 364 277 | relationships.org.au
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Crown PlaySafe

A more enjoyable way to play
Crown PlaySafe Centre 1800 801098
Help is close at hand

GambleAware 1800 858 858
gambleaware.nsw.gov.au

Phién ban 2
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