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MERKUR

4. The Three Licensing Objectives - SLOTS

THE 3 LICENSING OBJECTIVES

1. Keeping crime out of gambling

Whilst crime is considered ‘low/medium risk’ in our business, we have to be mindful
of the fact crime still exists and our venues could be considered as a target for money
laundering gained from the proceeds of crime and terrorist financing, i.e., drug
money, using TITO technology to conceal ‘fake notes’, lifestyle and spending habits.

2. Ensuring gambling is conducted fairly and openly

We must ensure the terms we offer with regards to our business practices are fair
and transparent to our customers and as Licensees we must comply with the
Consumer Rights Act 2015. This means ensuring our machines and marketing are
promoted in a fair and open way.

3. Protecting children and vulnerable people from being harmed or
exploited by gambling

We have a duty of care to ensure children and young persons do not enter our
premises, which are strictly for OVER 18’s only. As a company MERKUR Slots operate
a ‘Think 25’ policy and ID checks are carried out if we suspect a person is under 18.
Ensuring we protect people who may be ‘at risk’ from gambling and protecting them
from harm, customer interaction and helpful advice is vital to ensure we promote
our business in a socially responsible way.
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INTRODUCTION

Bingo Express 2 is a fully featured scalable Ticket on Demand / Tablet Bingo platform
for Bingo licenced premises, packaged up in a standalone small footprint terminal.

The platform allows an operator to deliver, manage and fully report on Ticket on
Demand and tablet-based Bingo.

This document describes the technical features and overall architecture of the
platform.

BINGO EXPRESS 2 TERMINAL

24 inch operator touch screen
with attract mode.
Option for Top screen

Barcode Scanner for ticket
check, tablet crediting, login

3” thermal print for Bingo
Tickets, TiTo tickets and reports

Electronic Coin Mech

Tito Compatible Note Acceptor

20 Tablet built in charge
capability

A S ; Optional external charge racks
= expand capacity. Available in
T — T NS 10, 16 and 32 slot formats.

- Dimensions:
o 700mm Width
o 550mm Depth
o 1850 Height (w/o optional top screen)

- Rear casters for local manoeuvring

- Power Supply 2 x 230v 13 amp sockets
o Charge Rack (timed supply)
o PC and Server (24 Hour supply)

- Up to 8 x RJ45 network connections

- Public Display Output on HDMI (Required for LCCP)
o Operator to provide screens / distribution

Optional Chip and Pin functionality
Currently integrated using Ocius

Sentinel payment solution, with a
Verifone VX820 PED. Merchant

accounts to be supplied and held by

operator. All transactions, processing

accounts and charges are operator’s
responsibility

Optional Membership Scan Point
functionality. Members can scan a

virtual or plastic card to register ieir

© Boomerang Digital Ltd. 2024 Commercial in Confidence
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GAMING TABLETS (OPTIONAL)

The Bingo Express 2 platform uses Lenovo tablets which offer excellent performance,
reliability and battery life.

- Android Operating System
- Locked down for security
- 10.1" Full HD Screen
- 7000 mAh battery
- Over 10 hours battery life

- Adaptive charging prolongs the life
of devices and provides an average
of 20% per hour charge rates

- Magnetic charge cables

- Remote Software management
- Customisable Skins

- Advertising whilst idle

- Built in kick stand

- Vertical or Horizontal orientation

GUEST OR MEMBERSHIP LOGIN

The system supports full membership integration if required. Users can log on to the
tablet with a membership number and secure PIN, or where appropriate securely
login as a guest.

Welcome to BUDDe! Let's get started...

@ Login to Account e Continue as Guest

Please see staff for membership benefits

Membership login allows storage of customer preferences and a personal account
balance to be held on the server. For Bingo variant games it also enables catch-up
play, where a player can purchase tickets one day and play them off later.

© Boomerang Digital Ltd. 2024 Commercial in Confidence 6



TITO

- GBG standard TiTo functionality
- Supported versions:
o 1.3(q)
o 2.1
- Option to disable Ticket In if required.

INFRASTRUCTURE - NETWORKS

The platform uses a server-based architecture that is fully scalable. For the Bingo
Express 2 application the terminal is self-contained, housing the server and separate
control PC for the user interface and public display output.

The system provides support for up to three networks depending on the
configuration of the operator’s IT infrastructure.

1. Main network
- Internet connected for secure connection to central Bingo Express
server, support and email reports.
- Subject to provision of suitable V-Lan's can carry TiTo

2. Gaming Network (tablet sites only)
- Independent to other networks
- Internal WiFi access point
- POE outputs for multiple external access points (scalable to suit all
venue sizes)

3. TiTo Network (Optional)
- Allows an independent network connection for TiTo, if this cannot be
accessed on main network via operator V-Lan.

USERS AND SECURITY

To keep the system secure, each member of staff is supplied with a unique PIN
number and their own staff card that must be entered or scanned before full access
to the Bingo Express 2 application is permitted.

Two levels of user access are provided, Manager and Staff, giving access only to
appropriate functions.

© Boomerang Digital Ltd. 2024 Commercial in Confidence 7



BINGO EXPRESS 2 INTERFACE

The Bingo Express 2 system is multi-functional, allowing a player the option to play
Bingo on paper tickets (prinfed on demand) or on tablets (where fitted).

The intuitive interface not only allows users to view and buy a full day’s worth of
paper Bingo tickets, but also allows users to Add or Withdraw credit on their tablet
account directly without the need for staff interaction.

Next Up Game

inf Game filters
Iinfo : Next Game - Americana Starts In 19m

&) 4 e >
aw\@ s ‘:’ 'MC"OJ Q'«[G LS Terminal Credit

Balance, add with

Notes, coins or TiTo
Withdraw Tablet

i i CREDIT
Credit function Sun Dec 13 m

11:10:48 © Add :’abl:t Credit
> i i ; N £20 £0.00

Game pricing and

Full Game Schedule 10 R PORN > o) purchase via basket

with time/countdown e

Local Games not

Game Info available on 5 34m @t N co00 j purchase till X

o minutes before start

£2.00

1230 01h19m ( Triple Chance Link A

Time / Countdown

Press Buy to commit
your purchase and

BUYQ print tickets

TICKETS

Collection via TiTo
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REPORTING ACCOUNTS AND AUDITS

The server-based backend is fully LCCP compliant for both Bingo and Slots content
in suitably licenced premises.

The system supports frue account-based play with secure PIN controlled access if
required. Optionally it can link to NRM's membership backend or others through an
API. This allows automatic syncing of customer details and self-exclusion status.

Where membership login/account-based play is not required operators can use
guest accounts; these are tied to a tablet with a secure algorithmically generated
PIN. They are audited in just the same way as an individual membership account
would be, but must be cashed out at the end of a session otherwise credit is
forfeited.

A full timestamped breakdown of all fransactions to and from accounts is available
from the interface.

The system has a configurable maximum AML credit limit and the latest version of
tablet software includes safer gambling controls for the users.

A promo credit system is available, accessed through the Managers level login.
Promo credit amounts can be setup as ‘packages’ and applied to accounts
individually by scanning a tablet/membership card. Promo credit can’t be cashed
out, can be set with an expiry date and is fully audited.

The system audits on daily/sessional basis. For Ticket on Demand Bingo operations
there will typically be a single session per day. The system tracks the last seen dates
and times of each tablet.

At the end of each day/session printed (and optional Email) reports are generated:

Bingo/Terminal Activity:

- Non-resetfting meters for:
o CashIn (Notes and Coins)
o TiTo (voucher) out
o Tito (voucher) in
- All Played Bingo Game, sold, won and void
o Separate entries for Paper and Electronic sales.

Tablet Activity is separately reported, including:

Full session start/finish times and dates

Total credits applied to Tablets

Staked and won figures broken down for each game type
Total credits withdrawn from the tablets

© Boomerang Digital Ltd. 2024 Commercial in Confidence 9



SAMPLE BINGO CONTENT

Bingo Games are scheduled typically every 6 -10 minutes, they start and play
automatically with all required game information shown on public screens. Games
are constantly reviewed and the schedule can vary. At the tfime of writing the
following games are scheduled and enabled for both paper ticket and tablet.

Americana - Classic 75 number style bingo game

‘ N Americana is a two part game with a guaranteed Full House winner every

time plus a fixed odds element.
: ’ 1' Win It does not have to be played live, but tickets must be marked and be
R P T validated within the timeframe identified in the game rules in force at

G E R .

Plays At Wed 21'Nov 14:30 @I the time.

Game 34877 Serial 0034877004319501

Game times will be displayed on the Bingo Express screen(s). The game is
‘linked’, with tickets sold in a number of venues and not just in this site.

TWERR OO O O 000 OO0 0

The Americana ticket has a 5 by 5 grid of 25 numbers between 1 and 75.
Prizes are awarded for the stages as follows:

1. After 38 numbers are called, any tickets which match the following
patterns win prizes as shown (highest prize only paid):
° Any complete horizontal line across of five numbers eg £2
° Four corners eg £10
7] [ = £50) (£500 o St Andrews Cross (X shape) eg £50
[ Ea| e . Picture Frame (all numbers on the outside edges) eg £500
; =III=
Any Line Across Four Corners “X" Cross. Frame
ey g g 2. The game then continues for a full house, and the first ticket to
Winning tickets must be claimed before midnight on 21 Nov achieve this across all participating sites wins a defined prize. If two or
I ‘ " | | more tickets have a full house on the same lowest number of calls, then
Printed at Shipleys Wolverhampton Wed, 21 Nov 2012 1643 the defined prize is split equally between those winning tickets.

Perm © 2011 Edward Thompson Limited

The game features an additional progressive prize available on the full house if it is achieved in less than a
specified number of calls. The number of calls to win the progressive prize is normally 50, but may be varied
during promotional periods.

The value of the progressive prize will be displayed on the Bingo Express screen(s) at the start of each game.
In the event of a win the progressive prize is split as follows:

a. The full house winner takes 50% of the advertised Jackpot value

b. The remaining 50% to be shared equally between ALL ticket holders for the Jackpot winning game
At game time numbers are called randomly via the Bingo Express system and displayed on a screen(s) while it is
being played; players can mark their tickets as the game is being played. If you think you have won, just scan

your ticket or ask a member of staff to check it for you.

Alternatively, players can mark their ticket from a printed call sequence, available directly from the terminal.

Players are required to confirm that they have marked their ticket when it is validated. Tickets are easily checked
by scanning tickets under the barcode reader at the Bingo Express control point.

© Boomerang Digital Ltd. 2024 Commercial in Confidence 10



Party Bingo Extra - 80 Number Cash Bingo style

- - “\

1. Party Bingo Extra operates as a Bingo Variant game whereby
Page tickets do not have to be played live and can be validated up to 28
10f5 days from the day in which the game has been started. Game times

umv will be displayed on the Bingo Express screen(s). Game tickets are

sold in a number of venues and not just in this site.

12:40 Party Bingo Extra
2. The Party Bingo Extra game includes two types of tickets.

J
lays At Fri 02 Mar 12:40 £ 0.50
mm=Game soz7s0 _Serial osoz7a00o1s28301 a. Type 1 includes the B..N.G.O feature and allows for win
. >~ patterns of any horizontal, vertical or diagonal line of four numbers

or four outside corner numbers.

b. Type 2 does not include the B.I.N.G.O feature and plays for
either a Full House or Picture frame. Optionally there can also be
Jackpots for either prize.

Type 1 Ticket: Line and Corners Game

3. The Type 1 Party Bingo Extra tickets have two parts:

a. Two 4 by 4 grids of 16 numbers out of a range from 1 to 80.
b. One B.I.N.G.O feature with 5 numbers one each from the
ranges 1-16, 17-32, 33-48, 49-64, 65-80.

4. Random numbers are called from the full range of 1- 80
numbers until the first card across all participating sites matches
one of the following patterns:

Any horizontal, vertical or diagonal line of four numbers.

All four outside corner numbers.

B.I.N.G.O feature - all numbers under the B.I.N.G.O.

5. The main prize is set in advance. Once a minimum prize value
has been satisfied the prize value will increase proportionally with
the number of tickets sold. Prizes may be different for wins on Board
A and Board B.

o oo

6. The optional BONUS feature allows a multiplier on a

particular win, so for example a blue line bonus means if a ticket

BN LeatursAotive: wins on a blue line then they get the main prize multiplied by the
Win on any diagonal bonus multiplier.

Win on any column
Win on any horizontal line

7. BONUS wins are only possible on the TOP board (Board A).

Bonus and Jackpots paid to eligible single winners on Board A winner, split wins default back to the Main Prize.
Winning tickets must be claimed within 28 days

I 8. B.I.N.G.O feature and BONUS wins are only paid to a single

10.

11.

12.

13.

©

9. If two or more tickets match a pattern on the same number
of calls, then the Main prize is split equally between those winning tickets.

Should a player mark all 5 numbers of their B.I.N.G.O feature before the main prize is claimed, that player will be
awarded the feature prize.

The game will be closed once a main prize or a B.I.N.G.O feature winner has been found. A main prize claim made
on the same number of calls as a feature win will result in the Main prize being shared.

Numbers are called randomly via the Bingo Express system and displayed on a screen(s) while it is being played.
Called numbers for any game on the same day are available to any player with a ticket for that game via the
terminal.

The cost of each type 1 Party Bingo Extra ticket is clearly shown on the ticket, a portion of which is retained from
each ticket to fund the feature prize which is paid out in the event of a player marking all five numbers associated
with the B.I.N.G.O feature on their ticket before the game is closed. The value of the prize will be displayed on
the Bingo Express screen(s) at the start of each Party Bingo Extra game.

Boomerang Digital Ltd. 2024 Commercial in Confidence 11
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12:40 Party Bingo Extra

J
=="ays At Fri 02 Mar 12:48 £1.50
EmmGame gop7s4  Serial g02784001528701 2

RED  YELLOW
14| |23

el \ e

15

16

19

Win on a full house
Full House Jackpot Active on Board A

Bonus and Jackoots paid to eligible sinale winners on Board A
Winning tickets must be claimed within 28 days

Type 2 Ticket: Full House Game

14. The Type 2 Party Bingo Extra ticket has one part:
a.  Two 4 by 4 grids of 16 numbers out of a range from 1 to 80.

b.  Type 2 tickets do not include the B.I.N.G.O feature and play
for either a Full House or Picture Frame pattern only. Optionally
there can be Jackpots for either prize. Number of calls to win the
jackpot is displayed during the game.

(o Random numbers are called from the full range of 1- 80
numbers until the first card across all participating sites marks the
winning pattern.

15. The main prize is set in advance. Once a minimum prize value
has been satisfied the prize value will increase proportionally with
the number of tickets sold. Prizes may be different for wins on
Board A and Board B.

16. Jackpots are only paid to a single winner, split win defaults to
the Main prize.

17. Jackpots can only be won on the Top card (Board A).

18. The cost of each type 2 Party Bingo Extra ticket is clearly
shown on the ticket, a portion of which is retained from each ticket
to fund the Jackpot.

19. The total number of tickets sold for any game within the last
7 days is available from staff if required.

20. Players are required to confirm that they have marked their
ticket when it is validated.

21. Winning tickets must be verified within 28 days from the
date that the game started, be presented wholly intact and given
up to a member of staff. Tickets are easily checked by scanning
tickets under the barcode reader at the Bingo Express control
point. Tickets presented after 28 days will be void.

© Boomerang Digital Ltd. 2024 Commercial in Confidence 12



SUPER 6 - Pick Your Own Numbers Fixed Odds Game

10.
11.

Plays At 15:00 Thu 29 May £ 1
Game 1 Serial 0000001001011101

?2))\\9))((18))\29)32))|48

Match 1-6 Numbers to WIN up to £10,000

Winning ticket must be claimed before midnight
Printed at DEMO,MODE 14:55 Thu, 29 May 2014

SUPER 6 operates as a Bingo Variant game whereby tickets do not have to be played live and can be
validated up to 28 days after the game has been started. Game times will be displayed on the Bingo Express
screen(s). Game tickets are sold in a number of venues and not just in this site.

The Super 6 ticket has six lucky numbers, these can be any six unique numbers from the range 1- 49.

Players have the option to allow the system to allocate six lucky numbers or can choose their own numbers.
In either event the system will ensure that the permutation of six numbers on every ticket is unique for each
game; players will be requested to re-select if a duplicate ticket exists.

Numbers are called randomly from the full range of 1- 49 and there are prizes for matching all six lucky
numbers before the prize grid is fully populated.

Prizes are awarded according to the number of calls released at the point when a player’s last number is
matched. Prizes will be clearly displayed on the game screen and could be varied from time to time. Prizes
will be highest for players matching all six numbers in the first 6 calls and will typically reduce for each
successive call down to the last prize. There may be multiple different winning tickets on any single game.

Prizes are displayed based on the win amounts for a £1 ticket. Winners on other value tickets will receive a
proportional prize, for example a 50p winning ticket will receive 50% of the displayed prize.

Numbers are called randomly via the Bingo Express system and displayed on a screen(s) while it is being
played. Called numbers for a game within the last 28 days are available to ticket holders from staff on
request.

Super 6 tickets cost 50p or £1 each, a portion of which is retained from each ticket to fund a variable
progressive bonus prize which is paid out in full for £1 tickets (or in part for tickets less than £1) as an
additional amount for matching 6 numbers on a specific number of a calls. The value of the progressive prize
will be displayed on the Bingo Express screen(s) at the start of each Super 6 game.

The total number of tickets sold for any game within the last 7 days is available from staff if required.
Players are required to confirm that they have marked their ticket when it is validated.

Winning tickets must be verified within 28 days of the start of the game and be presented wholly intact and
given up to a member of staff. Tickets are easily checked by scanning tickets under the barcode reader at
the Bingo Express control point. Tickets presented after 28 days will be void.

© Boomerang Digital Ltd. 2024 Commercial in Confidence 13



Super 6 Prize Table:

Prizes are awarded according to the number of calls released at the point when a player’s last number is

matched.

Prizes will be clearly displayed on the game screen and could be varied from time to time.

The Prize Table correct as at the 215t June 2024 is as follows:

Call No: Prize: Call No: Prize: Call No: Prize:
1 - 13 £250 25 £8
2 - 14 £250 26 £8
3 - 15 £100 27 £7
4 - 16 £100 28 £7
5 - 17 £75 29 £5
6 £10,000 18 £75 30 £5
7 £5,000 19 £50 31 £3
8 £2,000 20 £50 32 £3
9 £1,000 21 £25 33 £2
10 £1,000* 22 £25 34 £2
11 £500 23 £10 35 £2
12 £500 24 £10 36 £1

All prizes shown for a £1 Ticket.

* Plus Super Bonus Jackpot

© Boomerang Digital Ltd. 2024 Commercial in Confidence
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Rainbow Bingo — 80 Number Local Game

A key function of the Bingo Express 2 terminal is its ability to run local Bingo games.
With Rainbow Bingo all aspects of pricing, win conditions and prizes are controlled
locally.

The games appear between other Bingo Express games on the schedule; they
typically will be played twice an hour at 25 and 55 minutes past, but can be
available at any time.

The settings are accessed directly on the terminal via the purple highlighted buttons
below:

Admin > Config > Rainbow

Main Caller Validate Admin

Printing Reports Config Users
Tarmuinal Settings Ailler Vol Payout Vil
Logout Timer m Barcode Timeout Allow Manual Entry = OFF -
16 Save
Default Printer PRINTER 1 - e
-3 ) )
Americana
Am Community
Match Six
Bonus Draw

4X4

House Party
House Party Draw
Eazy Limer

Cash Links

Match and Win

Triple Chance

Ticket Price

Ticket Price £
Main Prize Min £
Per Ticket Prize £
Jackpot Prize
Min Calls

Max Calls

e The price per ticket.
e The price can be a minimum of £0.00 for a free game and currently has no

upper limit.
e Ticket price changes do not affect games which already have sales.

© Boomerang Digital Ltd. 2024 Commercial in Confidence
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Any changes made here will affect next game to play
unless there is less than one minute to start of next game.

Ticket price changes only take effect on a game
if no tickets have been sold yet.

Split prizes will be rounded up to nearest 50p
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Main Prize Min

e This is the minimum amount paid out for each game.

e The Rainbow Bingo prize is given to the first player to mark one number in
each coloured column.

e This value will be shared in the event of multiple winners.

Per Ticket Prize

e The contribution per ticket towards the main prize.

e The main prize value displayed will remain at the minimum value until total
contribution across all tickets sold exceeds that value.

e If the per ticket prize is set to £0.00 then the Main Prize Min remains fixed.

Jackpot Prize

e This is won if a customer marks at least one number from each coloured
column within the jackpot win criteria.

e The jackpot is not shared, it is only paid to a single eligible winner.

e If there is more than one winner even if they are within the jackpot criteria,
they share the main prize only.

e If Jackpot Prize is set to £0.00 then there is no Jackpot for the game.

Min Calls

e The minimum number of calls required to win the jackpot.

Max Calls

e The maximum number of calls to win the jackpot

Jackpot win criteria examples:

Min Calls Max Calls Win Parameters

1 50 Win between 1 & 50 Calls
0 50 50 Calls or Less

50 50 Win on 50 Calls

© Boomerang Digital Ltd. 2024 Commercial in Confidence 16




Playing the Game

Multiple instances of the game will appear on the Bingo Express schedule, with sales
opening typically 15 minutes before each game.

W,

CALL ON ONE OF EACH COLOURTO WIN

=Plays At Fri 09 Jun 11:30
=—=Game 647561  Serial 0647561000002201 Free

RED YELLOW BLUE WHITE
22 41 69

23 45 75

24 47 77

28 60 78

[ Win with one number in every column! ]

Winning tickets must be claimed within 28 days

In Game Screen:

Sold 1 (from 564 to 565)

Tickets can be purchased as normal by adding
them to your basket and pressing ‘Buy and
Print’.

In self-service sites if the ticket cost is Free (£0),
then tickets can only be printed by a logged in
member of staff. Tablets will be limited to a
single ficket if the cost if Free.

At Game time the game will start and run
through automatically until a winner is found.

Alternatively, staff can control the speed of the
game using the controls on the ‘Caller’ tab.

Winners will be declared automatically at the
end of the game and can be checked up to
28 days later by scanning the ticket.

Prize Jackpot
£ 10.00 £ 50.00

Game 66929
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MERKUR
SLOTS

1. Social Responsibility Statement

STATEMENT OF INTENT

The responsibility for an individual’s gambling is their own. Merkur Casino UK,
operating the brands Merkur Slots and Merkur Bingo, recognises that for a very small
minority of its customers gambling can become addictive which can lead to a range
of problems for both individuals and their families. As a result of this we (the
Company) believe that we have a social responsibility to act positively in relation to
sensible gambling.

WHAT IS SOCIAL RESPONSIBILITY?

Social responsibility is about going above and beyond what is called for by the law.
Ideally, proactively identifying signs of problem behaviours is better than reacting to
a problem. We apply our social responsibility through three levels:

Company

Employees

Customers :

Social responsibility is being responsible to people, for the actions of people, and for
actions that affect people. Merkur Slots has clear policies, procedures and codes of
practice which outline and support the development of the way in which employees
intervene where there is a suspected problem, and the Company then monitors and
supports the development of the awareness and knowledge of its employees in
dealing with such interventions.

The idea of being responsible to customers has long been embedded in the ethics of
business, treating a customer with respect, attention and genuinely caring about
what the customer wants and needs. As a Company we understand our responsibility
to help people.

The Gambling Commission regulates gambling in the public interest. The regulatory
framework introduced by the Gambling Act 2005 is based on three licensing
objectives.

These are to:
e Keep crime out of gambling,
e Ensure that gambling is conducted in a fair and open way; and

e Protect children by preventing their entry and vulnerable people from being harmed
or exploited by gambling.

It is our responsibility to ensure that we always comply with these licensing
objectives.

January 2025 V1.2 Social Responsibility Statement




MERKUR
SLOTS

1. Social Responsibility Statement

COMPANY
Our Statement of Intent is published and available to all our employees.

To support the licensing objectives and in addition to our Social Responsibility Policy
we also have: -

e Socially Responsible procedures including Self Exclusion
e ‘Think 25’ policy.

EMPLOYEES

The Company ensures that all employees are inducted responsibly into our
organisation through: -

e Induction checklist.
e Employee Handbook.
e Reviews and sign off at 4,8,12 weeks.

The above documentation includes comprehensive coverage of the following: -

e Safer Gambling Policy.
e Social Responsibility procedures.
e ‘Think 25’ policy.

Ongoing training is available to all our employees, and we provide a Customer Care
training programme, that specifically trains our employees about problem gambling
and how to interact with customers who may be affected (including arrangements
for self-exclusion), whilst also covering the following areas:

e Customer care.
e Conflict management.
e Social responsibility.

In addition, employees will receive refresher training every 6 months.

January 2025 V1.2 Social Responsibility Statement




MERKUR
SLOTS

1. Social Responsibility Statement

CUSTOMER

Information is clearly provided to the customer to enable them to understand the
machine/game they are playing and the percentage returns that apply on all games.

The customer is made aware of and given advice on problem gambling through
appropriate advertising, notices, information and Staying In Control leaflets on site.
Further information including sources of help and support is available via the
following organisations: -

e Citizens advice https://www.citizensadvice.org.uk

e Gamble Aware https://www.begambleaware.org

e GamcCare https://www.gamcare.org

e GamesAid https://www.gamesaid.org

e Gam-Anon https://www.gam-anon.org

e Gamblers Anonymous https://www.gamblersanonymous.org.uk
e Gordon Moody Association https://www.gordonmoody.org.uk

e Action for Children Charity https://www.actionforchildren.org.uk

e National Debtline https://www.nationaldebtline.org

e Betknowmore UK https://www.Betknowmore.org

e  YGAM (Young Gamers & Gamblers Education Trust) https://www.YGAM.org.uk
e Leeds Community Gambling Service (via Gamcare)

The implementation of the following policies and procedures and through Customer
Care and Interaction and Evaluation Training ensures that this is consistent
throughout the Company: -

e Social Responsibility Policy.
e Safer Gambling Policy.
e ‘Think 25’ policy.

A
/ 7
L\ v f r\.’.’*%{:‘_',m
Mark Schertle Egemen Coskun
Chief Operating Officer Chief Financial Officer
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MERKUR

3. Powers of the Gambling Commission - SLOTS

STATEMENT

The Company recognises its responsibility and obligation to comply with the
Licensing Objectives of the Gambling Act 2005 and the Licence Conditions and Codes
of Practice.

LCCP 14.1.1 — Access to Premises

Licensees must have and put into effect policies and procedures (including staff
training programmes) designed to ensure that their employees co-operate with the
Commission’s enforcement officers in the proper performance of their compliance
functions and are made aware of those officers’ rights of entry to premises
contained in Part 15 of the Act.

The Company acknowledges its obligation to ensure that employees co-operate with
the Gambling Commission’s Enforcement Officers in the proper performance of
their compliance functions and that they are made aware of those officers’ rights of
entry to premises.

e The Company must provide the Gambling Commission with any information
that they suspect may relate to the commission of an offence under the Act,
including an offence resulting from a breach of a license condition or a code
of practice provision having the effect of a license condition. Changes in key
circumstances must be reported within five days of their occurrence in
accordance with the terms set out in the Operating License.

e The Company must provide the Gambling Commission with such information
as the Commission may require from time to time about the use of facilities
provided such as: -

o the numbers of people making use of the facilities and the frequency of
such use.

o the range of gambling activities provided by the licensee and the number
of staff employed in connection with them.

o thelicensee’s policies in relation to, and experience of, problem gambling.

e The Appointed Manager will be informed immediately a Gambling Commission
Enforcement Officer properly identifies himself on the premises and will
attend to the Officer without undue delay. Staff will co-operate at all times
with the Commission’s Enforcement Officers.

e Members of staff are trained as part of their induction process; in the
understanding of, and the strict adherence to this policy, and required to sign
to this effect, retaining a copy for their future reference. The original is
retained on the employee’s personnel file.

January 2024 V1.1 Powers of GC Enforcement Officers
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3. Powers of the Gambling Commission - SLOTS

RIGHTS OF GAMBLING COMMISSION ENFORCEMENT OFFICERS

e A constable, enforcement officer or authorised person under the Act, may
enter premises for the purpose of assessing compliance or assessing whether
an offence is being committed.

e A constable or enforcement officer can enter a premises if he reasonably
suspects that an offence may be being committed or is about to be
committed.

e Entry may also be for the purpose of discovering whether facilities for
gambling are being provided, to determine whether an operating license or
premises license is held and to determine whether facilities are being provided
in accordance with terms and conditions of an operating license.

e Entry may also be made to assess the likely effects of activity when
application has been made for a premises license.

e The powers of the constable, enforcement officer or authorised person can
include inspection of any part of the premises or any machine, anything on the
premises, questioning any person, access to written or electronic records,
remove or retain evidence of committing an offence or beach of terms and
conditions.

e The power of inspection must be exercised only at a reasonable time.

e The enforcement officer or authorised person must provide evidence of his
identify and authority.

e A constable, enforcement officer or authorised person may use reasonable
force to enter a premise.

e |t is an offence to obstruct a constable, enforcement officer or authorised
person in carrying out their duties.

Please refer to the training section where you will find the Compliance Training
document to be used for training purposes. Our online Litmoss Training platform
hosts Essential of Compliance & Social Responsibility, Age Verification and
Safeguarding Children & Vulnerable modules, all with an online knowledge check to
be completed every 6 months by all employees.

January 2024 V1.1 Powers of GC Enforcement Officers
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3. Powers of the Gambling Commission - SLOTS

PROCEDURE

Visits by Gambling Commission Enforcement Officers may be pre-arranged or
unannounced, however, in all circumstances the employee must ask for
identification from the visitor to establish that they a Gambling Commission
Enforcement Officer.

The visitor must also be requested to sign into the visitor’s logbook.

Employees are to co-operate at all times with the Commission’s Enforcement
Officers in the proper performance of their compliance functions.

The Enforcement Officer may remove copies of documents as required.
Any visits by a Gambling Commission Enforcement Officer must be reported to your

Area Manager and Amanda Kiernan, Head of Compliance - any supporting
documents/visit reports to be copied to Compliance UK@merkur-casino.com

Gambling Commission Sample ID

Front of card Contains the

Following:
1. Officers Name
COMMISSION 2. PhotoID
Graham Burgin q 3. Serial Number
ZZ:'O?T;:E: | 10 ;32(.);(::7 1'.;-: 4. Date of Issue
- 5 Gambling Commission

If found, please return to:

. Victoria Square House, Victoria Square, Birmingham B2 4BP Contact Details

www.gamblingcommission.gov.uk 0121 230 6500
Back of card contains the
EVIDENCE OF IDENTITY & AUTHORITY following:

Graham Burgin is designated, by thc L . EVIdenC.e of the

Gambling Commission, as an enforcement officer for Officers Identlty
the purposes of the Gambling Act 2005, and is
authorised to exercise the relevant pcwers .
contained within this Act. 2. Signature of the

- . Gambling Commission Chief
Tt CGu B Executive

oommiceass 2x Jenny Williams, Chief Executive

January 2024 V1.1 Powers of GC Enforcement Officers
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5.2. Keeping Alcohol & Drugs Out

At Merkur Slots we have clear rules on the consumption of alcohol and guidelines to
manage individuals found to be under the influence of excessive alcohol
consumption or use of drugs.

It is the duty of all licensed premises to create a safe and secure environment for
their customers and to take steps to promote the below licensing objective:

- Keeping crime out of gambling.

It is therefore vital that all licensed premises remain vigilant when it comes to illegal
drugs.

INDIVIDUALS UNDER THE INFLUENCE OF ALCOHOL/DRUGS ON ENTRY

In all venues, individuals who are deemed to be under the influence of excessive
alcohol or drugs must be prevented from entering. Employees are trained to identify
the potential sighs of someone who is under the influence of excessive alcohol or
drug use.

PROCEDURE

When such a situation occurs, an employee should politely refuse entry to the site on
the grounds of being under the influence and ask the individual to leave the premises.

Should the individual resist or refrain from leaving the premises in the first instance
a Manager or Duty Manager should be called. They should also request that the
individual leave the premises immediately. If an individual fails to leave the premises
or becomes a nuisance that cannot be dealt with by the employees on duty, the
police should be called to assist.

All incidents should be recorded fully on the Smart Tablet Incident App and, where
appropriate as an Interaction/Conversation on Maxim.

ALCOHOL CONSUMPTION ON SITE
Slots Venues

Alcohol is not available for purchase or offered free in any Slots venue and customers
must not bring alcohol onsite to be consumed.

January 2024 V1.1 Keeping Alcohol Out
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6.1. Complaints Procedure SLOTS

The Company’s written complaints procedure is available as a separate leaflet.
Slots venues operate a 4 stage complaints procedure as below.

If you receive a visit from the Gambling Commission/Local Authority, they may ask
you who our Alternative Dispute Resolution (ADR) provider is so ensure you know the
answer — see details below.

COMPLAINTS
& DISPUTES
POLICY

Unresolved complaints or disputes regarding repayments or any other issue
should be brought to the attention of the Duty Manager in the first instance.

Stage 1 — puty
Manager

If the complaint or dispute cannot be resolved by the Duty Manager, the
matter will be referred to the General Manager for action, within 7 working
days. The Duty Manager will complete the relevant form for referral to the
General Manager. The form will also be logged at the head office of Merkur
Slots.

If the matter cannot be resolved by the General Manager, the complainant
should write to: The Operations Director, Merkur Slots Ltd., Seebeck House, 1A
Seebeck Place, Knowilhill, Milton Keynes MKS 8FR.

If the Operations Director is unable to resolve the complaint or dispute to the
customer’s satisfaction, then the customer may refer the matter to the body
with which the Company has an arrangement for alternative third party
dispute resolution.

Alternative dispute resolution is provided by:
(IBAS) Independent Betting Adjudication Service Limited
P.0. Box 62639, London EC3P 3AS

VoV Y Y

PLAY P PLA
. J— sLoTs
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COMPLAINTS
& DISPUTES
POLICY

At MERKUR, we aim to provide our customers with the very best high street
venue experience. We appreciate that sometimes things may not meet our
high standards.

Our teams in venue will aim to resolve the issue for you there and then. We
have a four stage process to resolve your issue.

Stage 1: In the first instance your issue will be escalated to the Duty
Manager to discuss with you.

Stage 2: If the Duty Manager is unable to resolve the issue, they will
advise you of this and the matter will be referred to the Area
Manager for action. We understand a timely response is
essential to your experience and our aim is to contact you
within 7 days.

Stage 3: If the matter requires further attention, it will then be
referred to the Operations Director. We hope at this point we
can reach a satisfactory outcome and you can continue to
enjoy our venues.

PLAY
SENSIBLY
PLAY
ENJOYABLY

PLAY
AFFORDABLY

Think

o

Mabbeliid BeGambleAwareorg®
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Stage 4: If your complaint is solely relating to betting or gambling
activity, and after our internal complaints process you are
unhappy with our resolution, you can submit in writing to the
independent third-party alternative dispute resolution
provider: IBAS (Independent Betting Adjudication Service).

IBAS (Independent Betting Adjudication Service)
P.O.Box 62639

London

EC3P 3AS

If you wish to contact us directly, the quickest way to do this is via our online
Customer Care:

https://customercare.merkurcasinouk.com/

Here you can find help if anything has affected your experience, submit
feedback, and manage the status of your complaint.
Alternatively, you can reach us:
+ In writing:
Customer Care,
MERKUR Casino UK,
Second Floor,
Matrix House,
North Fourth Street,
Milton Keynes
MK9 1NJ
+ By phone:
01908 351265 (Please note this an automated
phone service)

Version 2.0

PLAY o
SENSIBLY Think
PLAY o
ENJOYABLY ¥ &P = P
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PLAY T
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7. The Three Licencing Objectives

Protecting children and vulnerable people from being harmed or
exploited by gambling

MERKUR Slots have a duty of care to ensure children and young persons do not enter
our premises, which are strictly for OVER 18’s only. As a company we operate a ‘Think
25’ policy and ID checks are carried out if we suspect a person is under 18. Ensuring
we protect people who may be ‘at risk’ from gambling and protecting them from
harm, customer interaction and helpful advice is vital to ensure we promote our
business in a socially responsible way.

LCCP 3 - Protection of Children and Other Vulnerable Persons

(SRCP 3.2.3, 3.2.5, 3.3.1, 3.4.1, 3.5.6) and (OCP 3.2.4, 3.2.6, 3.5.2, 3.5.7, 3.6.2, 3.6.5,
3.6.6,3.8.2)

January 2024 V1.1
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7.1.1. Proof of Age Documents

MERKUR

SLOTS

ACCEPTABLE PROOF OF AGE DOCUMENTS INCLUDE

MILITARY ID CARD ANY IDENTIFICATION
CARRYING THE ‘PASS’

LOGO

' CITiZENCARD

Ly Swwant

i
53432186 4587 3001

w18+
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DRIVING LICENCE
WITH PHOTOCARD

PASSPORT

DRIVING LICENCE
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+ 118 D enoow
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I o e csene -
o ¢

fr—y
B ]

The law states that licensees must only accept Identification which:

1. The ID contains a photograph from which the Individual can be identified

2. Clearly states the Individuals date of birth

3. Is valid

4. Is legible and has no visible signs of tampering or reproduction

January 2024 V1.1
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The Proof of Age Standards Scheme (PASS)

The UK'’s national proof of age accreditation scheme, endorsed by the Home Office, the National
Police Chiefs’ Council (NPCC) and the Security Industry Authority (SIA).

Every card that carries a PASS hologram will have been issued by a provider who has been
through a stringent application and accreditation process which examines the procedures they

adopt to check and verify identity.

The PASS Scheme accredits seven national and local suppliers of PASS hologrammed cards; two
have ceased trading but are valid for the duration of the card.

PASSE oo of Agn oo CITIZENCARD
Lxopes o 31 Dee 200

torm
Lly Stewart

https://www.citizencard.com/

PASSFYcol o' &0 Do u N lE' D41
o - 5

‘l’.:m‘wmn Tuniny

ASA3 2445 4843 7am
_Sa 18+

PASSProol of Age Card

L) rorum 1o | g
Webey Toveres

o ¢ L o Ve

= 9ani1) 6016 5583 £184

INPCC sk 18+

https://www.totum.com/proof-of-

age-id-card

Y

| Bracknell
— ‘Forest

Council 1295

https://www.bracknell-
forest.gov.uk/e-card/apply-e-card

M Wiz

8363 853 11z 83
D03 . 1210585
Valid %o - 11102006

SCOTTESH EXECUTIVE

11-26
https://young.scot/the-young-scot-card

all’ 1
m

https://www.milton-keynes.gov.uk/highways-
and-transport-hub/bus-and-taxi/bus-passes-
and-cards/all-in-1-mk-card-junior-
concessionary-travel-scheme

Proof of Fage e ;'D CAR D

ﬁa— Jones
07 Mag 2017 -

U16

U7 May 200

https://www.myidcard.co.uk/

PASS ot of Ace Coed

Front af Ags Llondan

Smﬁnmm

B514 2040 8843 2301

INPCC s 18+
Scheme ended in 2021. Existing
cards should be accepted anywhere
in the UK.

iAW

VALIDATE UK &

Validate UK ceased trading. Existing
cards should be accepted anywhere in
the UK.

https://www.pass-scheme.org.uk/card-suppliers/
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7.2. Employment of Children and
Young Persons

STATEMENT

The Company recognises its responsibility and obligation to comply with the
Licensing Objectives of the Gambling Act 2005 and the Licence Conditions and Codes
of Practice.

LCCP 3 - Protection of Children and Other Vulnerable Persons (OCP 3.6.2, 3.6.5, 3.6.6)

COMPLIANCE

It is an offence for children (under-16s) and young persons (those aged 16 and 17)
to be engaged, or permitted to be engaged in: -

e Providing facilities for gambling.

e Performing any function (including cleaning) in connection with a gaming
machine at any time.

e Carrying out any other function on the Licensed Premises, whether directly
employed or not, whilst any gambling activity is being carried on in reliance on
the premises licence. All relevant staff, including children and young persons,
employed by this Company have been trained about the laws relating to
access to gambling by children and young persons.

IT IS STRICT COMPANY POLICY THAT:

e Children and young persons are not employed to carry out any work in an
adult-only area of family entertainment licensed premises at a time when any
gambling is taking place.

e Gaming machines sited in Licensed Premises are turned off if children and/or
young persons are working on the premises outside the hours when the
premises are open for business.

e Due diligence is given to verifying the age of all new members of staff where
there is reason to doubt authenticity of birth dates supplied.

January 2024 V1.1 Employment of Young Persons
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5 Summary of research and information



Formal guidance under SR Code 3.4.1: customer interaction in online gambling

Your regulatory responsibilities

All licensees are required to interact with customers in a way which minimises
the risk of customers experiencing harms associated with gambling, as set out
in Social Responsibility Code 3.4.1 of the Licence Conditions and Codes of
Practice (LCCP).

Social responsibility code provision 3.4.1 (From 31 October 2019)
Customer interaction

All licences, except non-remote lottery, gaming machine technical, gambling
software and host licences

1. Licensees must interact with customers in a way which minimises the risk of
customers experiencing harms associated with gambling. This must include:
a. identifying customers who may be at risk of or experiencing harms
associated with gambling.
b. interacting with customers who may be at risk of or experiencing harms
associated with gambling.
c. understanding the impact of the interaction on the customer, and the
effectiveness of the Licensee’s actions and approach.

2. Licensees must take into account the Commission’s guidance on customer
interaction.

A requirement to LCCP with effect from 31 October 2019 requires licensees to
take into account the Commission’s guidance on customer interaction. This
guidance is structured along the three key outcomes operators will be
expected to meet: to identify — interact — evaluate.

This guidance sets out why customer interaction is a requirement, makes our
expectations clear, and suggests ways you could meet them. This includes
learnings from research and some ways that gambling operators have found
worked for them and their customers.

How to use this guidance

The purpose of this guidance is to share knowledge based on research,
current practice and lessons learned in order to support licensees in
determining how they can meet the outcomes. It sets out why customer
interaction is important and makes our expectations clear. Not all of the
content of the guidance will be relevant to all operators, but licensees must
take it into account and be able to demonstrate how they have done so.

Following the guidance is no guarantee that all customers experiencing or at
risk of harm will be identified. The guidance is not the only source of
information which operators should use to help them develop their own
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processes, and licensees should also keep up to date with published research
and other sources.

How the Commission will use this guidance

For compliance and enforcement purposes, we will expect licensees to
demonstrate how their policies, procedures and practices meet the required
outcomes. This can be through implementing relevant parts of the guidance or
demonstrating how and why implementing alternative solutions equally meet
the outcomes.

Our understanding of gambling harms and how they manifest is constantly
evolving, so for the purposes of raising standards, protecting consumer
interests, and preventing harm to consumers, we will update and re-issue
guidance where new evidence or risks emerge which may have a meaningful
impact on how the outcomes can be met.

Identifying the right customers
You need to know:

the types of markers and behaviours that could indicate harm relevant
to online gambling, and

how to spot when those indicators should trigger an interaction.

You need to put together what you know about the customer, with the relevant
indicators of harm, to decide whether you need to interact. More knowledge
about what to look for, with effective processes for monitoring customer
behaviour, can mean quicker and better-informed decisions.

Some indicators of harm, such as high staking behaviour, can look similar to
VIP and high-value customer activity. Even if you think the customer can
afford it, they may still be experiencing gambling harms. Your enhanced
contact with your VIPs means you have many opportunities to get to know
them well and make better informed decisions.

Identify — what we expect you to do

e Use arange of indicators relevant to your business. Do not rely on financial
indicators alone. You should use realistic thresholds and trigger points, and
remember that not every customer who is experiencing or at risk of harm will
trigger every indicator.

¢ Monitor customer activity so that you are able to interact early and quickly.
Invest in systems and staff to manage your customer interaction process
effectively.

e Monitor customer accounts from the time that they are opened.

e Make sure your process keeps pace with any increase in demand — through
growth, mergers or other internal changes.




Formal guidance under SR Code 3.4.1: customer interaction in online gambling

e Train your staff to know their roles and responsibilities, and ensure they are
supported and able to act promptly when they spot or are alerted to indicators
of harm. This includes your VIP teams.

e Aim to minimise the risk of harm for customers, whatever time of day they play,
as well as for new customers.

e Take safer gambling seriously for all customers, including VIPs, and not let
commercial considerations override customer protection. This means your VIP
customers get the same level of protection as your other customers.

e Make meaningful records of all interactions with customers. Make these
records available to staff and use them to aid decision-making. This should also
take place in circumstances where an interaction has been ruled out e.g.
because the customer is displaying signs of agitation.

e Even if you think your sector is “lower risk”, all forms of gambling present risks
and you should understand the prevalence of gambling harms for the type of
gambling products you offer and implement appropriate processes.

e Actively promote and encourage the use of gambling management tools to all
customers, and in particular where you have carried out a customer interaction.
Research (Behavioural Insights Team, 2018) has shown that reducing friction in
applying a gambling management tool leads to increased numbers taking it up.

Understanding the impact of gambling harms

In 2018, the Gambling Commission published research (Wardle et al 2018) on
understanding the full range of gambling harms and the impact this can have
on society. This research defined gambling harms as ‘the adverse impacts
from gambling on the health and wellbeing of individuals, families,
communities and society’. This can include loss of employment, debt and
crime — gambling harms can also have detrimental impacts on physical and
mental health and relationships, and at its worst, gambling can contribute to
loss of life through suicide.

Gambling harms cannot be solely measured in terms of finance and
resources. This is why we expect you to use a range of indicators in order to
identify customers who may be experiencing harms.

Using the right indicators for your business

Change compared with previous gambling activity is a general trigger for
customer interaction. Building up your knowledge of your customers is key to
helping you spot changes in their behaviour.

You should use a range of indicators based on research, experience and
shared practice. The PWC remote gambling research (2017) identified some
account and play indicators, but they are not a definitive list. Your list should
include:

Time and spend indicators: amount and frequency of time and
deposits, time of day (according to research (PWC 2017), a higher
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percentage of overnight gamblers were found to be problem gamblers,
than during other times of day), increasing length of sessions or
escalation in deposit levels, large losses.

Account indicators: cancelled withdrawals, failed deposits, multiple or
more expensive payment methods, pre-loaded cards and e-wallets
which could indicate gambling with money the customer does not have.

Use of gambling management tools: changing deposit limits, trying to
‘switch off’ the reverse withdrawal option to prevent re-staking prior to
withdrawal, previous self-exclusions, frequent or repeated use of the
time out facility or previous customer interactions.

Customer-led contact: information or hints from customers, frequent
complaints about not winning, requests for bonuses following losses, or
talking about the negative impacts of their gambling.

Play indicators: chasing losses, erratic betting patterns, gambling on
higher risk products or unusual markets or outcomes on which the
customer is unlikely to have been able to make an informed choice.
People who bet in-play may place a higher number of bets in a shorter
time period than people who bet in other ways, as in-play betting offers
more opportunities to bet (Gambling Commission, In play betting
position paper 2016). Some studies have shown that placing a high
number of in-play bets can be an indication that a customer is at an
increased risk of harm from gambling.

A ‘big win’ or a windfall: research shows (Parke and Parke 2017)
high staking following a win could hide or even lead to harmful
behaviour. Suddenly having more money than usual can lead to
increasing staking, which can lead to harms not associated with wealth
or resources.

Affordability and a customer’s personal circumstances

Historically, gambling operators have not systematically considered customer
affordability when developing their customer interaction policies. Many have
used deposit or loss thresholds as a main or sole prompt for a customer
interaction, but these have often been set at levels that were inappropriately
high, in comparison to the average amount of money that the majority of
people have available to spend on leisure activities. This has led to a number
of examples of customers spending more than they could afford, and this not
being identified sufficiently early, as seen in much of the Commission’s
compliance and enforcement casework since 2017.

Operators should aim to identify those experiencing or at risk of harm and
intervene to try to reduce harm at the earliest opportunity. Reliance on deposit
or loss thresholds that are set too high will result in failing to detect some
customers who may be experiencing significant harms associated with their
gambling. It is therefore imperative that threshold levels are set appropriately.
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Open source data exists which can help operators assess affordability for their
GB customer base and improve their risk assessment for customer
interactions. Thresholds should be realistic, based on average available
income for your customers. This should include the Office of National
Statistics publications on levels of household income.

In considering these thresholds, you should be aware of the difference
between ‘disposable income’ and ‘discretionary income’ which refers to the
amount left after living costs are taken into account, but it does still include
many other unavoidable costs. Most people would consider it harmful if they
were spending a significant amount of their discretionary income on gambling.

Vulnerability

Life events or changes to an individual customer’s circumstances may mean
that a person becomes more or less vulnerable to experiencing gambling
harms. Those circumstances could include bereavement, loss of income or
other factors (see below). It will not always be obvious or clear to an operator
when such events have occurred, but knowing your customers, and ensuring
staff ask questions when there are potential signs of vulnerability, will help to
determine whether those individual circumstances present an increased risk.

As part of ‘know your customer’ and developing customer interaction policies
and procedures, operators should consider the factors that might make an
individual more vulnerable to experiencing gambling related harm. Factors
include:

Personal and demographic: if the individual is experiencing poor
physical or mental health, physical or cognitive impairment, suffering
side effects from a brain injury or medication or has an addiction.

Situational: if the individual is experiencing financial difficulties, is
homeless, is suffering from domestic or financial abuse, has caring
responsibilities, experiences a life change or sudden change in
circumstances.

Behavioural: if an individual has a higher than standard level of trust or
high appetite for risk.

Market related: if an individual is engaged in an activity which is highly
complex; that they have a lack of knowledge and/or experience of the
market.

Access: if an individual has difficulty accessing information because of
poor literacy or numeracy skills, knowledge, dyslexia.

We have seen examples through our casework of customers who should have
received some interaction but did not, including customers who were
particularly vulnerable, and more susceptible to experiencing gambling harms.
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Spotting harmful gambling

How you monitor activity depends on your business. Larger operators with
more active customers will need comprehensive systems, which could include
a mix of automated and manual processes, and should draw on all available
sources of data to give a comprehensive picture of the customer’s gambling.
Options for spotting harmful gambling include:

In-play real time monitoring to identify harmful behaviour as it occurs.
Daily reports on activity.
Chatroom monitoring and moderation.

The right information can mean better and quicker decisions. You should aim
to integrate your systems so that staff have a more complete picture of the
customer’s activity, and this includes records of previous customer
interactions.

Unmonitored overnight gambling carries an increased risk. Remote gambling
research (PWC 2017) found that the highest risk customers were much more
likely to gamble overnight than non-problem gamblers. Some operators have
full 24-hour dedicated safer gambling monitoring and support, so that
customers have the same level of protection overnight as during the day.
Another option could be more training and extra responsibilities for customer
service staff or chat hosts to provide that support.

Because VIP customers can also experience gambling harms, it is good
practice to carry out a safer gambling check when upgrading a customer to
VIP status, and to keep this under review. You should also use these
opportunities to carry out checks for AML. This could also help you to support
customers who have had major wins.

The role of staff

It is important that all staff receive training so that they are aware of the signs
that could indicate that a customer may be experiencing harms associated
with gambling. This is not an exhaustive list, but you should ensure that:

Staff are trained to identify the signs of harm and are able to refer back
to documents that include the types of behaviour that may trigger
customer interaction at an appropriate moment. Staff should know how
to escalate a situation if they are unsure or require support.

Staff understand how indicators of harm could be displayed differently
in VIP or ‘high value’ customers, and know how to spot the signs.

As a minimum, staff receive training at induction as well as refresher
training.
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Identify — questions to consider

Are you curious about your customers?

Are your indicators relevant to your products and customers?

Do you rely too much on financial indicators like deposit levels or losses?

Do you consider all types of vulnerability?

How do you decide the right level of your thresholds? Do you set your
thresholds based on the staff you have to manage the workload, or do you think
about what is right for your customers?

Do you take into account all relevant information, and act quickly?

Do all appropriate staff have access to customer interaction records?

How could you assess the risks around new customers? What can you find out
about your customers? What protections could you put in place until you know
enough about your customers?

Can your monitoring process keep up with demand?

Do you offer the same level of protection for all your customers, no matter how
long they have been a customer, what time of day they play, or whether they
are VIPs?

Do you track customers across your different platforms and do enough to spot
multiple customer accounts?

Is staff training on customer interaction meaningful and engaging?

When you are concerned that a customer may be experiencing harm, acting
early and quickly could help stop or prevent the harm worsening.

For some customers, making them aware of why you are concerned may be
enough to prompt them to think and make a change. Some customers will
need more support or advice.

Your interactions should have an outcome. Knowing what impact your
interaction has had will help you support the customer and help to keep
improving your approach. To achieve this, it is vital to keep good records and
make them available to staff to inform decisions.

Interact —what we expect you to do

We expect you to be curious, and if you spot behaviour or vulnerabilities that
could indicate harm, to act on it.

Make all reasonable efforts to make contact and interact with a customer, and
find out what impact your interaction had.

You should choose the type of interaction based on the extent of the potential
harm — from automated responses to human contact — and adapt your
messaging to try to get the best outcome. You should trial and evaluate
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different approaches to achieve this. Importantly this may include refusing
service or ending the business relationship.

e Think about what information you should give the customer, such as describing
the type of behaviour they display or practical help or support where
appropriate.

Interacting with the customer

There are a number of ways for you to interact with your customers, including
emalil, telephone calls, live chat or pop-up messages. The best way may
depend on the circumstances:

What you need to know from the customer, and what you already know
about them.

What information you want to give to the customer.

How urgent it is to make contact.

How many times you have already interacted with the customer.
The outcome you want to achieve.

A customer interaction has three parts:

Observation — behaviour or activity you have spotted or something the
customer tells you.

Action — contact to prompt the customer to think about their gambling,
for you to find out more, and an opportunity for you to offer information
or support.

Outcome — what you or the customer did next. In some cases, you
may need to monitor the customer’s gambling to spot any change
which may prompt further action.

Tailoring messages for your customers

You may already target your marketing messages to different customers. You
could also use insight about your customers, such as how the customer
prefers to contact you, to decide the best way to interact with them about their
gambling.

Industry-led research (Revealing Reality 2017) shows that messages that get
customers to think and make their own decisions based on the information
they are given can be more effective than messages that seem to be
‘nagging’. Research (Auer and Griffiths 2015) also shows that personalising
feedback can also improve the impact it has on customers. You should test
different types of messaging to see what works best.

Offering help and support

Encourage customers to think about their gambling. Their responses will help
you work out the right kind of help and support to offer.
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It is good practice to suspend direct marketing to customers who show signs
of harm so that you do not actively encourage them to keep gambling while
you consider them to be experiencing or at risk of harm.

If you have difficulty making contact with a customer, you could suspend
account access until you are able to interact with them.

A self-assessment questionnaire can help customers think about their own
gambling. Their shared responses, alongside their gambling behaviour, can
help both you and the customer work out the right kind of help and support
they may need.

You will need to direct some customers to information about safer gambling,
and/or suggest suitable gambling management tools. You might need to
signpost them to sources of help and specialist support from organisations
who deal with advice and treatment for problem gambling.

You will need to interact with some customers a number of times. Your
records of previous interactions with customers will help you decide how to
provide the right help and support.

Feedback from consumers shows that they often respond better to being
informed about their behaviour and why, rather than being “told” what to do.
But for some customers, and particularly if the behaviour continues to cause
concern, you may need to take a more proactive approach. In some cases,
you may need to take action for the customer, such as setting limits or
refusing service by closing their account.

The role of staff
You should ensure that your staff:

understand the types of interaction that could take place and how to
interact appropriately e.g. only need a brief intervention may be
needed.

know the type of help or support to offer, such as information,
signposting customers to specialist support or the gambling
management tools which are available. These may be the minimum
required under the LCCP or the Remote Technical Standards, or tools
you offer which go beyond minimum requirements.

know the circumstances and process for refusing service to customers,
such as by applying limits or closing an account.

understand their respective responsibilities and who is designated to
carry out customer interactions, if only certain staff members are
authorised to interact.

Whilst training on the legislative framework is important, staff also need to be
trained on the skills and techniques they need to help them carry out customer
interactions, including what to do if a customer becomes distressed.

10



Formal guidance under SR Code 3.4.1: customer interaction in online gambling

Keeping records

Good record keeping allows you to demonstrate when and why you have
interacted with customers, and helps with ongoing monitoring of customers.
You should:

Keep records of all customer interactions, including where an
interaction didn’t take place, the reasons for this, and how it was
followed up.

Make use of and record all relevant sources of information to guide and
deliver effective customer interactions, including your records of
previous interactions.

Good records should include:
the behaviour or activity before the interaction.

the change in behaviour or prompt for the interaction.

how you interacted and what was said or done, for example advice or
suggestions to help the customer manage their gambling, or to take a
break from their gambling, and

what happened next.

You should also record situations where an interaction was prompted but did
not take place, and how you followed that up.

In some cases, you will need to monitor the customer’s gambling to spot
behaviours which could indicate further harm.

Interact — questions to consider

e Where concerns arise, are you able to intervene early and engage with a
customer?

e How do you decide the best way of interacting with a customer? Do you use
different methods for different groups of customers?

¢ Do you tailor your method and message depending on the extent of the harm?

¢ Do you know if the customer received and acted on the information you gave?

e Have you allocated sufficient resources to be able to interact with customers
early and effectively when you have concerns?

By evaluate, we mean to understand impact and effectiveness in two ways:
did an individual customer interaction have a positive outcome for the
customer, and does your overall approach to customer interaction work? To
help with the latter, the Responsible Gambling Strategy Board (now known as
the Advisory Board for Safer Gambling) published an evaluation protocol in
2016 for the industry to use when designing evaluations. More information on

11
43




Formal guidance under SR Code 3.4.1: customer interaction in online gambling

evaluation and links to the evaluation protocol and other resources can be
found via the National Strategy to Reduce Gambling Harms website.

Evaluate — what we expect you to do

e Understand the impact of individual interactions on a consumer’s behaviour and
whether/ what further action is needed.

e Evaluate the effectiveness of your approach by trialling and measuring impact.

e Embed lessons learned and best practice across the business and collaborate
to share across the industry.

Understanding the impact of individual interactions

In this context, by impact we mean a change in the customer’s gambling
activity which could be attributed to the interaction. An important part of this is
whether the customer has understood the information or advice you gave.

Not every customer who receives an interaction will require active follow up,
but many will. In these cases, follow up activity should be proportionate to the
severity or extent of the harm being displayed. This approach will help you
target your resources where they are most needed.

Understanding the impact of the interaction on the customer includes being
able to look at and compare:

the behaviour before the interaction.

the change in behaviour or prompt for the interaction.
how you interacted and what was said or done, and
what happened next.

Some ways to work out that impact include:

Did the customer start using gambling management tools;
independently or following your advice?

If you are tracking links from emails, did the customer click through to
safer gambling information?

Was there a positive change in behaviour? Did the customer’s
gambling seem to change after the interaction?

You could also follow up and ask the customer whether they found the
interaction helpful or not.

Is there a need for further or follow up action?

You may already quality assure individual customer interactions by spot-
checking chat records and emails. As well as checking that customers are
getting the right support, this can also identify staff development needs and
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highlight good practice that you can share across your business and across
the industry.

Evaluating the effectiveness of the approach

Records of interactions provide useful evidence of what types of indicators,
methods of interacting and options for support work well for customers. They
will help to inform an evaluation of the effectiveness of your overall approach
to customer interaction. Good evaluation helps you to understand which
aspects of your approach are the most effective at identifying the right
customers, and the types of tools or support that work well to help customers
manage their gambling in a way that works for them. The following measures
could help to work out whether your approach is working well:

Gambling management tools — increased take up and more customers
sticking within their limits.

Customer retention.
Reduction in complaints.

Numbers of customer interactions appear to be in line with the
prevalence of gambling harm for the product (see below).

Statistics which estimate the numbers of problem and ‘moderate risk’
gamblers are published regularly, based on the combined health surveys in
England, Scotland and Wales (NatCen 2018). This data is broken down to
gambling activity type, and by region, and can help you to work out the
percentage of your customers you should be interacting with. When looking at
the potential percentage of your customers who may be experiencing harm,
remember to consider the percentage of gamblers participating in that activity
and not the percentage of the adult population.

Currently the only industry-wide quantitative measure of identifying and
interacting with customers who may be experiencing harms associated with
gambling is data on the numbers of customers who received an interaction,
submitted to the Commission as part of requlatory returns. We have clarified
the definitions in regulatory returns to offer guidance on what should be
included in a customer interaction (incident) log and make clearer what should
be recorded. Your log should include as a minimum:

the identity or other identifier of the customer involved
the behaviour or activity that prompted the interaction
the advice or support given, and

the outcome of the interaction.

Keeping your policies and procedures under review and up to date by taking
into account research and industry best practice will help you to identify
customers you should be interacting with, which will help you target your
resources where they are most needed, in ways which may lead to better
outcomes. You should also review your internal controls following the

13


https://www.gamblingcommission.gov.uk/news-action-and-statistics/news/2018/Latest-combined-Health-Survey.aspx
https://www.gamblingcommission.gov.uk/news-action-and-statistics/news/2018/Latest-combined-Health-Survey.aspx
https://www.gamblingcommission.gov.uk/for-gambling-businesses/Compliance/General-compliance/What-you-need-to-tell-us/Regulatory-returns.aspx

Formal guidance under SR Code 3.4.1: customer interaction in online gambling

publication of a regulatory settlement, to address any similar weaknesses
which could exist in your own processes.

The role of staff

4.11  Your staff have an important role to play to understand whether your approach
works, and as a minimum, you should:

a. Ensure that staff make records of all customer interactions and use
them to aid decision making. Such records should be used for
evaluation purposes e.g. dip sampling for quality assurance purposes
or to assess whether a customer changed their behaviour as the result
of an interaction.

b. Train staff to recognise when follow-up activity to an interaction is
required.

c. Ensure that staff use customer interaction records as a decision-
making tool.

d. Ensure that staff are properly supported in carrying out effective
interventions.

Evaluate — questions to consider

¢ Do you know how many of your customers may be experiencing some level of
harm associated with gambling?

e How do you know you are delivering positive outcomes for your customers?

e How could you improve on your policy and procedures? How do you plan to
make improvements over time?

e How could you share your good practice with the industry?

5 Summary of research and information

Can behavioural insights be used to reduce risky play in online environments?
(Behavioural Insights Team, 2018)

A framework for measuring gambling related harms (Gambling Commission, RGSB,
GambleAware, 2018)

Gambling Behaviour in Great Britain in 2016 (NatCen, 2017)

Responsible Gambling: Collaborative Innovation (Revealing Reality, 2017)

Getting Grounded in Problematic Play (Jonathan Parke and Adrian Parke, 2017)
Remote Gambling Research (PWC, 2017)

Testing normative and self-appraisal feedback in an online slot-machine pop-up in a
real-world setting (Auer and Griffiths, 2015)

Office for National Statistics household income data (ONS, 2017)

Further information on research to inform action will be made available on
www.reducinggamblingharms.org
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Terms and Conditions

Welcome to SmartEXCLUSION - Please note, if you selected to be excluded from an Adult Gaming Centre (AGC), High
Street, MSA/Airport or Holiday park or Bingo High Street or Holiday Park then your exclusion data is currently shared
with the operators using SmartEXCLUSION. A list of Operators and their trading names can be found here Operator
listing (/operator_listing). There may be other operators in the chosen exclusion zone(s) who are not signed up to the

scheme.
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The AGC Industry Self-Exclusion Scheme - SmartEXCLUSION

Anyone wishing to engage in self-exclusion from gambling premises does so of their own volition. By engaging in the

self-exclusion process, self-excluders are agreeing to abide by the terms and conditions of that process hereunder;

1. The self-excluder will determine which gambling premises they wish to be self-excluded from.

2. The self-exclusion system will notify all other venues selected by the self-excluder of their inclusion.

3. The self-excluder will determine how long the self-exclusion period lasts; between a minimum of 6 x months and
a maximum of 12 x months.

4. Once the self-exclusion request is registered with SmartEXCLUSION, the excluder cannot terminate the self-
exclusion before the selected date of expiry.

5. Self-exclusion will continue to be effective for a further 6 x months after the selected expiry date unless the self-
excluder informs the SmartEXCLUSION system at the end of the core expiry period that they no longer wish to be
self-excluded. If and when they do, a 24 hour ‘cooling off’ period will elapse before reinstatement can become
effective and gambling activity can take place again.

6. During the self-exclusion period employees working in the selected gambling premises will endeavour to identify
all self-excluders and prevent them from breaching their self-exclusion, but this cannot be guaranteed. If a self-
excluder successfully and/or purposely gains access to gambling premises from which they have self-excluded
there is no responsibility or obligations upon the operators of that premise for any actions of the self-excluder
whilst on those premises.

7. In the event that a self-excluder enters a selected gambling premise during the self-exclusion period they will be
required to leave the premise immediately. Self-excluders in breach of these terms will, if necessary, be removed
by the use of reasonable force.

8. The self-excluder can only be self-excluded from land bases premises and not from UK online gambling
platforms. The self-exclusion scheme for online operators can be found at www.gamstop.co.uk. By completing
the self-exclusion via Gamstop the system will notify all online gambling companies licences in Great Britain of

their inclusion. Any withdrawable funds will be returned to you following the online operator’s policies.

SmartEXCLUSION includes a register of individuals who have chosen to self-exclude from entering specific gambling
premises. In order to support the individual with their self-exclusion, staff working in those gambling premises need to
be able to identify the excluder and to notify other selected gambling premises using the information they have

provided.

1. The self-excluder will provide the following information, where applicable, to be recorded onto SmartEXCLUSION;

o A passport style photograph, which can be taken at the point of self-exclusion in the premises.

[o]

Vehicle details including registration number.

Confirmation of home address

[o]

Mobile number or Email address

[o]

All self-exclusion registrations and the details provided will be recorded onto a database maintained by
SmartEXCLUSION. 49
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3. Personal details and a photograph will be kept by SmartEXCLUSION and used by selected participating AGC's to
support the exclusion.

4. In order to support self-excluders to maintain their exclusion, photographs will be available and displayed on
tablet devices in the selected premises to help with observation and detection. However, it is the sole
responsibility of the self-excluder to refrain from entering any of the selected premises for the duration of the
self-exclusion period.

5. The details of all self-exclusions will be retained by SmartEXCLUSION for a period of up to three years beyond
the expiry of the self-exclusion period.

6. SmartEXCLUSION has a legal obligation to record and report all interactions with self-excluders, including
breaches or attempted breaches. These records have to be made available to those gambling premises selected

during registration, and also to the UK Gambling Commission.

The Operators of SmartEXCLUSION and the gambling premises selected for the purpose of self-exclusion will take all
reasonable steps to refuse admittance or otherwise prevent self-excluders from gambling. However, it is the
responsibility of the self-excluder to ensure that they do not enter any gambling premises, or ask anyone to gamble

on their behalf during the self-exclusion period.

Retention of Winnings

You acknowledge and agree that in the event that you breach or circumvent your self-exclusion request during your self-
exclusion period you will not be entitled to receive winnings.

Deposited Funds

If you have any funds deposited on any electronic device on the premises at which you have self-excluded, these will be
returned to you in accordance with the operator’s usual policies.

Data Protection

| acknowledge that in order to process my request for self-exclusion | may be required to disclose personal details
about me, including providing a photograph. | will be asked for sensitive personal data about my decision to self-
exclude and the reason for reaching it. SmartEXCUSION and its members may make use of NON personal data for the
purpose of statistical analysis on problem gambling, which may be shared with governing bodies like the Gambling
Commission and Responsible Gambling Trust. Neither SmartEXCLUSION nor its members will share or sell personal

data to third parties.
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The Bingo Industry Self-Exclusion Scheme

3ingo

Tl B0 AESODATION

Your Commitment to Self-Exclusion

By requesting to proceed with the self-exclusion process, you agree to provide full and accurate personal details, now
and in the future, to enable bingo operators who are members of The Bingo Association (BA) to prevent you from
accessing and/or gambling on their premises. A list of premises which are part of this self-exclusion scheme can be

found on The Bingo Association’s website: www.bingo-association.co.uk (http://www.bingo-association.co.uk)

Some members of The Bingo Association operate a self-exclusion scheme based on locality which may include other

gambling sectors, these premises are identifiable on the list on the BA website.

The details relating to your self-exclusion and any image provided will be held on the BA’s self-exclusion non-public
secure database for the duration of your self-exclusion. Reasonable checks and safeguards will be undertaken to

ensure that whilst you are self-excluded, you cannot access or gamble at any BA member premises.

Once you have requested self-exclusion, BA members will use all reasonable endeavours to comply with your self-
exclusion request. However, by signing the self-exclusion agreement you also declare and accept that you are
responsible for your actions and will not seek to circumvent your request to self-exclude by attempting to gain access
to or gamble at any BA member premises or to use any online gambling service that you have similarly requested self-

exclusion from during this application process.

Accordingly, the BA, the operator of the bingo premises at which you have submitted your request to self-exclude and all
other members of the BA accept no responsibility or liability for any consequences or losses, however caused, that you

may suffer or incur:

 If you continue to gamble
» If you have provided misleading, inaccurate or incomplete details

» If you successfully circumvent your self-exclusion

Retention of Winnings

You acknowledge and agree that in the event that you breach or circumvent your self-exclusion request during your self-
exclusion period you will not be entitled to receive winnings which may, at the discretion of the BA and/or the operator
of the premises at which you breach your self-exclusion, be re-distributed to other players at the club or be given to a

charity.

Deposited Funds
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If you have any funds deposited on any electronic device on the premises at which you have self-excluded, these will be

returned to you in accordance with the Club’s usual policies.

Processing your request

The premises from which you self-exclude will take reasonable steps to promptly process your self-exclusion request
and to notify the BA and other BA members of your decision. You should be aware however, that it may take up to seven
days for other bingo companies to implement similar changes to their systems. You acknowledge and agree that
neither the BA nor the premises from which you initiated your self-exclusion nor any other BA member will be held liable
to you or any third party, if you successfully breach or circumvent your self-exclusion request or if any marketing

material gets sent to you.

Online Self-Exclusion

Self-Excluding in a Bingo licensed venue does not exclude you from UK online gambling sites. The self-exclusion
scheme for online operators can be found at www.gamstop.co.uk By completing the self-exclusion via Gamstop the
system will notify all online gambling companies licensed in Great Britain of their inclusion. Any withdrawable funds will

be returned to you following the online operator’s policies.

Counselling and Support Services

Problem gambling information will be available to you at your self-exclusion interview. The BA also provides factsheets
within The Bingo Association’s Operators’ Handbook with details of a selection of national counselling and support

services. Please ask the Duty Manager of the premises where you self-excluded if you wish to receive these factsheets.

GamCare is the national association for gambling care, educational resources and training and provides information,
advice and counselling to individuals, their family and friends, who have concerns about problem gambling. The
Helpline number for GamCare is 0808 8020 133 (tel:08088020133) and their e-mail address is: info@gamcare.org.uk
(mailto://info@gamcare.org.uk). Help can also be found on the gambleaware website: www.gambleaware.co.uk

(http://www.gambleaware.co.uk)

Reinstatement

You will not under any circumstances be permitted to terminate your self-exclusion agreement before the end of the
period that you have applied for. At the end of your self-exclusion period, including any extension to the period that you
may subsequently make, the self-exclusion remains in place for a further six months unless you take positive action in
order to gamble again. To do this, you must complete the Reinstatement Request Form. You may make this request at
the end of your period of self-exclusion or at any time during the six month period following this. Once a request to

reinstate has been received by a club, a 24 hour cooling-off period will be enforced.

If you do not request re-instatement, your period of self-exclusion lapses on the expiry of six months after your self-
exclusion agreement ends. You may then be able to gamble again, should you choose. Nevertheless, some companies
may additionally and independently ask you to formally request reinstatement if your self-exclusion has lapsed. No

eting material will be sent to you unless you request it as part of the reinstatement process.
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1/21/22, 4:25 PM IHL Hub
| acknowledge that in order to process my request for self-exclusion | may be required to disclose personal details
about me, including providing a photograph. | will be asked for sensitive personal data about my decision to self-
exclude and the reason for reaching it. The BA and its members may make use of NON personal data for the purpose of
statistical analysis on problem gambling, which may be shared with governing bodies like the Gambling Commission

and Responsible Gambling Trust. Neither the BA nor its members will share or sell personal data to third parties.

53
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MERKUR

BINGO

MANUAL SELF-EXCLUSION REQUEST FORM (Only to be used should the SMART Tablet malfunction)

Site Name:

Site Address:

Customer Name:
Customer Date of Birth:

Customer Address:

Customer Mobile NUMDEI: ... ettt e e e e
Customer Email Address:

Start Date:

I request that | be refused entry to the following MERKUR SLOTS venues:

for a period of 6 or 12 months* (Customer to specify) *.. .. (minimum six months/maximum 12 months)
from the date of signing and acknowledge that | am not aIIowed to rescmd my self exclusion during this period.

| understand that | will be contacted within 24 hours to provide a photograph of myself and further ID verification for GDPR
purposes to enable the self-exclusion to be activated.

Signed et s, (CUSTOMNET) Date: ..o
Witnessed D et sss s s sns s (DUEY M@NAger) DaAte: ..
Upon completion of the above verification this self-exclusion application will be entered onto our IHL SMART Exclusion system
and the Terms and Conditions of the self-exclusion agreement will be sent directly to confirm activation.

You will be contacted within 24 hours by a member of the Compliance department to complete your self-exclusion if you

have not been contacted within 24 hours contact us via MERKUR Customer Care
https://customercare.merkurcasinouk.com/index.php

Once the term has elapsed (minimum é months/maximum 12 months), the customer needs to inform the Duty Manager that
they wish to re-instate. The customer must then wait a further 24 hour period before they are permitted to gamble.

OFFICE USE ONLY

Instructions: To be completed by the Duty Manager:

e Hand a copy of this completed form to the customer
e Scan/email a copy to the Head of Compliance
e DO NOT obtain photographs or retain copies of ID documentation

e The original copy must be retained securely then shredded once Self-Exclusion is active on the SMART Tablet

(Self-Exclusion Request Form — Manual) 54
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This page provides a brief explanation of the multi operator gambling self-exclusion schemes
that are available for free to people in Great Britain.

STOP

muLTi operaTor ~ M
SELF EXCLUSION SCHEME

FOR BETTING SHOPS

SENSE

13i1ngo

THE BINGO ASSOCIATION

SMART
@ EXCLUSION

GAMSTOP helps you put controls in place to restrict your online gambling activities.
Once registered, you will be prevented from using any gambling websites and apps run
by companies licensed in Great Britain, for a period of your choosing.

Betting Shops

Call the MOSES help line to self-exclude from multiple bookmakers in your area.

Casinos

SENSE self-exclusion programme offers self-exclusion from all licensed land based casinos
in Great Britain. Register in person anytime at a casino venue or to enrol by email contact

Bingo Premises

The Bingo Industry Self-Exclusion Scheme (BISES) offers self-exclusion from all licensed
land-based bingo premises across Great Britain. You can register either in-person at a
licensed bingo venue or by telephoning the venue direcily.

Adult Gaming Centres/High Street Arcades/ Motorway Service Areas/
Family Entertainment Centres

If you want to self-exclude from one or more Adult Gaming Centres, High Street Arcades,
Motorway Service Areas and Family Entertainment Centres with age-controlled sections in your
area for up to 12 months, you can do so in person at the venue, by telephoning the venue or by
telephoning BACTA on 020 3930 9769 Monday to Friday between 9am and 5pm.

High Street Bingo/Motorway Service Areas/Holiday Parks

If you would like to self-exclude from High Street Bingo premises, Adult Gaming Centres,
or both at once, you can do so using SmartEXCLUSION. This is easy to do in person at a
premises or by calling our support line on 0844 884 3433.

Last updated: April 2022


https://www.gamstop.co.uk
https://www.self-exclusion.co.uk
https://www.self-exclusion.co.uk
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https://www.bingo-association.co.uk/self-exclusion
https://www.bacta.org.uk/self-exclusion
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MERKUR

8. Smart Tablet — Quick Guide SLOTS

SOCIAL RESPONSIBILITY & CODES OF PRACTICE LOGS

Age Verification app - all ID checks for customer(s) you suspect being under the age
of 25 are to be recorded on the tablet (remember we operate a Think 25 policy).

SmartINTERACTION app - If you are approached by a customer, or you instigate a
conversation with regards to “AT RISK” customers who may have a gambling problem,
if you offer a “Staying In Control” Leaflet, and discussions regarding self-exclusion,
you need to record the incident on the tablet.

SmartINCIDENT App — the app should be used to record all incident types 1-6 as
listed below. You can view this information by selecting “View Incidents” and “Incident
Type” on the tablet.

Listed below are the incident types on the tablet. Further information can be
recorded by selecting the drop-down box.

Incident Types:

Incident relating to aggressive behavior.

Incident relating to barred or previously barred customer.

Incident relating to alcohol.

Incident relating to drugs.

Incident relating to disturbance inside / outside / near premises.

Venue Staff Training (Training Only).

R

SmartEXCLUSION On the Smart tablet, is to be completed if a customer wishes to
self-exclude. Ensure all staff check the tablet daily at the start of each shift to
familiarise themselves with any new photos which will appear in the top left-hand
corner of the photo carousel for new self-excluded customers, as the tablet will
update automatically each day! Please refer to the Self Exclusion Policy page 7.4 in
the Compliance folder for staff training information.

De

A copy of all User Guides for the tablet are available in your Venue Floor Folder for
reference purposes.

You can also view and download these documents on Upskill > Knowledge Base >
Categories.

January 2024 V1.1 Smart Tablet
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10. Premises Licence

All venue have a Premises Licence which allows them to operate machines and Bingo,
if it is a Bingo licence. A copy of the licence must be displayed at the front of the
venue on the Information Board.

Licenses are issued by the Local Authority Licensing Department.
All premise licences contain 'mandatory licence conditions' detailing how the premise
must be operated and some may contain 'special conditions' such as opening hours

specific to that premise.

It is the Manager’s responsibility to adhere to the conditions applied to the premise
licence.

January 2024 V1.1 Premises License




MERKUR

11. Local Area Risk Assessment LARA SLOTS

All venues must have a Local Area Risk Assessment (LARA), produced as part of the
Initial Licence Application, or for venues opened before 2017, as part of the
requirement introduced by the Gambling Commission.

LCCP 10.1 — Assessing Local Risk

The LARA is unique to the venue and surrounding area and must record any local risks
that are relevant to the venue operation.

The LARA must be reviewed annually and updated in-line with any changes in and
around the surrounding area. Any changes to the identified risks in the local area
must be communicated to the Compliance Department.

Compliance UK@merkur-casino.com

The LARA must be made available to any Local Authority, Gambling Commission or
Police Officer upon request.

January 2024 V1.1 Local Area Risk Assessment
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MERKUR
SLOTS

12. Powers of Local Authorities

The Company recognises its responsibility and obligation to comply with the
Licensing Objectives of the Gambling Act 2005 and the Licence Conditions and Codes
of Practice.

Under the Statutory powers of inspection under the Gambling Act 2005 (information
note 2017) local authority authorised personnel are lawfully permitted to enter our
venues to deal with legal compliance and to investigate suspected offences.

Inspect gambling: Under s.307 authorised persons may enter a premises if they
reasonably suspect that facilities for gambling are being provided, are about to be
provided, or have been provided on the premises. Similarly, an authorised person may
enter to determine whether an operating or premises licence is held in respect of the
provision of facilities for gambling, and to determine whether facilities are being, will
be or have been provided in accordance with the terms and conditions of an
operating licence or premises licence.

The Company acknowledges its obligation to ensure that employees co-operate with
the Local Council Authority Compliance Officers in the proper performance of their
compliance functions and that they are made aware of those officers’ rights of entry
to premises.

e |ocal Authorities will conduct premise inspections, these may be announced
or unannounced visits.

e Entry may also be for the purpose of discovering whether facilities for
gambling are being provided, to determine whether an operating license or
premises license is held and to determine whether facilities are being provided
in accordance with terms and conditions of an operating/premise license.

e The powers of a compliance officer or authorised person can include
inspection of any part of the premises or any machine, anything on the
premises, questioning any person, access to written or electronic records,
remove or retain evidence of committing an offence or breach of terms and
conditions.

e The appointed Manager will be informed immediately a Local Authority
Compliance Officer identifies himself on the premises and will attend to the
Officer without undue delay. Staff will co-operate at all times with the
Compliance Officer.

e The enforcement officer or authorised person must provide evidence of his
identify and authority.

e The visitor must also be requested to sign into the visitor’s logbook.

e |t is an offence to obstruct a constable, enforcement officer or authorised
person in carrying out their duties.

January 2024 V1.1 Powers of Local Authorities
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12. Powers of Local Authorities

It is essential the below are in place at all times:

e Premise Licence on display.

e |ocal Area Risk Assessment (LARA) available — any significant changes within
your local area should be reported to AKiernan@merkur-casino.com.

e B3 machine ratios are maintained at all times and machines are available for
use.

e BACTA or Bingo Association Certificates. Please contact AKiernan@merkur-
casino.com.

Examples of Premise Inspection templates can be found in the Social Responsibility
and Compliance Manual.

12.1 Bingo Inspection Guide

12.2 AGC Inspection Guide

12.3 FEC Inspection Guide

12.4 Unlicensed FEC Inspection Guide

Any visits by a Local Authority Compliance Officer must be reported to your Area
Manager and Amanda Kiernan, Head of Compliance - any supporting
documents/visit reports to be copied to Compliance UK@merkur-casino.com

Please refer to the training section where you will find the Compliance Training
document to be used for training purposes. Our online LITMOS Training platform
hosts the Essential of Compliance & Social Responsibility workbook and online quiz
to be completed every 6 months by all employees.

January 2024 V1.1 Powers of Local Authorities
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Better Business All

COMMISSION N\

Inspection guide — Bingo

Premises name and address

Premises person(s) present

Authorised Officer(s)

Signature of Authorised
Officer(s)

Date and time of the
assessment

Please tick sections completed

Pre-Assessment

Visual Assessment

Operator Policies - Protection of Children

Operator Policies — Customer Interaction

Additional Questions

@Ok W=

Action Points

1.1) Relevant when assessing policies for preventing Under Age Primary Authority Name:
Gambling (SRCP 3.2)

(England and Wales only) Has the operator formed a Primary
Authority partnership with another Local Authority? If so, who
is the Primary Authority?

If the operator has agreed a National Inspection Plan or primary authority advice in place, officers do
not need to review policies and procedures relating to age verification. However, they are
encouraged to ask questions/ test knowledge to check that children are protected from being harmed

or exploited by gambling.

A list of current Primary Authority Partnerships relating to gambling operators is available on the
Gambling Commission website

1.2) Reviewing the following documents may be useful when preparing for an assessment:

» The premises licence and any attached conditions
» The premises plan attached to the licence
* The operator’s Local Risk Assessment (if a copy has been submitted to you)

October 2019 Leicester, Leicestershire and Rutland Licensing Forum Page 1 of 8



2.1) Gaming Machines in Gambling Premises (SRCP 9.1.1)

Yes |0
Could a customer be reasonably expected to recognise that the premises is |:|
licensed for bingo? No 10 |:|
. - . . . Yes |0 [ ]
Are there substantive facilities for non-remote bingo available in the
premises? No 10 |:|
Yes |0 |:|
Is there appropriate supervision of gambling activities at all times?
No 10 |:|
Yes |0
2.2) Plan (MC - S1 2007 / 1409/SSI| 2007/266) |:|
Does the plan match the layout of the premises? No 10 |:|

Plans must include: the boundary of the premises, external and internal walls, points of exit and

entry (plus a description of where exit leads to and entry leads from).

A variation application (s.187 of the Gambling Act 2005), along with an updated Local Risk
Assessment, will be required if there has been a ‘material change’ to the layout since the licence

was last issued.

Any gaming machines authorised by the premises licence must be located within the licensed area

shown on the plan.

2.3) Premises Summary Display (MC — SI 2007 / 1409/SSI 2007/266) Yes |0 |:|

Is a summary of the premises licence displayed in a prominent place within

the premises? No 110 []

2.4) Under 18 Notices (MC - SI 2007 / 1409/SSI 2007/266) Yes |0 D

Is there a notice stating that no person under the age of 18 is permitted to

play bingo on the premises and is the notice displayed in a prominent place No 10 |:|

at every entrance?

2.5) Rules of Variants of Bingo and Prize Gaming (SRCP 4 and MC - SI 2007 / Yes |0 |:|

1409/SSI 2007/266

Are the rules about each variant of bingo and any prize gaming made No 10 |:|

available?

Are the rules of each type of game available to customers within the

premises by either displaying a sign, making leaflets or other written

material available, or running an audio-visual guide prior to any game

commencing?

2.6) Admission Charge (MC - SI 2007 / 1409/SS| 2007/266) Yes/ |0 [ ]

If there is an admission charge, is there a notice of this charge displayed in N/A

a prominent place at the principal entrance to the premises? No 10 |:|
) Yes/ |0 |:|

2.7) Notice of Other Charges (MC - SI 2007 / 1409/SSI 2007/266) N/A

If there are any other charges in respect of the gaming, is there a notice No 10 |:|

displayed at the main point where payment is made which sets out these
charges?

Notices of other charges must include the cost (in money) of each game card or set of game cards

payable in respect of the game of bingo and the amount that will be charged by way of a

participation fee. There should also be in the notice a statement that all/part of the participation fee

may be waived at the discretion of the person charging it. This notice can be displayed in

electronic form.

October 2019 Leicester, Leicestershire and Rutland Licensing Forum
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2.8) Problem Gambling Materials (SRCP 3.3) Yes 0

Is information readily available to customers on how to gamble
responsibly and seek help in respect of problem gambling?
Things to consider and evidence:

Improvement | 5
Needed

No 10

Is information displayed prominently on posters appropriate to the size and layout of the
premises?

Is information contained in leaflets that may be taken away or through the use of links for
online or smart technology?

Can information be obtained by customers discreetly?

2.9) Lottery Tickets (MC - SI 2007 / 1409/SSI| 2007/266) Yes |10

Is the premises being used to sell tickets for a lottery?

No 0

N

The mandatory conditions attached to premises confirm that neither National Lottery products nor
tickets in a private lottery may be sold on the premises. In England and Wales tickets for customer
lotteries also cannot be sold. Operators can sell society lottery tickets subject to the society holding
the relevant permission (an operating licence from the Commission if a large society lottery or a
local authority registration if a small society lottery.)

In some instances the operator may also require an External Lottery Manager licence from the
Commission (for more detail see para 34.15 of the GLA 5th edition)

2.10) Gaming Machines Available for Use Yes 0

Bingo premises licences in existence before 13 July 2011: No 10 |:|

Is the premises offering a maximum of 8 Category B3/B4 Machines or do
Category B3/B4 Machines make up no more than 20% of the total number of
machines?

Bingo premises licences granted on or after 13 July 2011:

Do Category B3/B4 Machines make up nho more than 20% of the total
number of machines?

Premises can also offer any number of Category C and D machines

Gaming machine content can be made available on hand held bingo terminals and this will
contribute to the total number of machines. However, for this to apply the devices must be
‘available for use’ i.e. if a player could take steps to use the device without the assistance of the
operator.

Stakes may be paid by cash or non-cash forms of payment, except that credit cards cannot be
used directly or indirectly to pay for any gaming machine use. Debit cards may only be used as an
indirect form of payment e.g. to purchase a token or smart card that is subsequently put in the
machine. (S| 2007 / 2158 and SI 2007 / 2319).

2.11) Gaming Machine Display Requirements S| 2007 / 2319 and S| 2007 / 2320 Yes |0 |:|

Do all

aming machines display:

What category it is? MY 10 |:|

The name and telephone number for assistance with problem gambling?
That the machine is not to be used by child/ young person unless it is a
category D?

The percentage return to player?

The information above needs to be readily accessible by a person using the machine. It may be
found on the machine cabinet or within the information shown on screen.

2.12) ATM Location (MC - S| 2007/1409/ SSI 2007/266) Yes/ |0 [ ]
Is the ATM located in a place that requires any customer who wishes to use N/A
it to cease gambling at any gaming machine in order to do so? No 10 |:|
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2.13) Access Between Licensed Premises (MC - S| 2007/1409/SSI 2007/266) Yes |10 |:|
Is there direct access to the bingo premises from a premises with:
» A casino premises licence No 0 |:|
* An adult gaming centre premises licence
» A betting premises licence other than a track premises licence
2.14) Hours of Operation (DC - SI 2007 / 1409/SSI 2007/266) Yes |0 |:|
No facilities for gambling shall be provided on the premises between the hours of No 10 |:|

midnight and 9am. This condition does not apply to making gaming machines
available for use.
Is the premises compliant?

If a variation to the hours of operation has been granted, this will be shown on the premises licence.

2.15) Christmas Day (GAQ5 Section 183). Yes |0 |:|
The premises shall not be used to provide facilities for gambling on

Christmas day. No 10 |:|
Is the premises compliant?

3.1) Policies for preventing Under Age Gambling (SRCP 3.2) Yes 0 |:|
In England and Wales please also check Primary Authority status Improvement | 5 |:|

before asking these questions (see section 1.1 above) needed
No 10 |:|

Does the licensee have and put into effect policies and procedures
designed to prevent underage gambling?

Things to consider and evidence when answering the question above:

Are staff members trained on the prevention of underage gambling on induction to the company?

Is training regularly updated — can this be evidenced within staff training logs?

Are checks of age carried out on apparently underage customers? Can this be evidenced?

|

Is there a procedure in place for challenging any adult who may be complicit in allowing a child or young
person to gamble?

Are only suitable forms of I.D. accepted by the operator? (Driving Licence, Passport, Military 1.D,
PASS Logo I.D?)

Is there an awareness of the legal requirements on returning stakes and not paying prizes to
underage customers?

Does staff training cover all relevant prohibitions against inviting children or young persons to
gamble or to enter gambling premises? (GA05 sections 46 and 47)

L] CA |

3.2) Test Purchasing (SRCP 3.2) Yes 0
Larger Operators NO 10
* Does the licensee conduct test purchasing or take part in
collective test purchasing programmes? Staff
Smaller Operators unable to
* Does the licensee monitor the effectiveness of their policies answer/
and procedures for preventing underage gambling? Unknown
Smaller operators could monitor effectiveness through participation in collective test purchasing
programmes.

A distinction between larger and smaller operators is made based on their operating licence fee
category within SRCP 3.2. This information may not be available at the time of assessment.
Please contact your local Gambling Commission Compliance Manager if clarification is needed.
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Is the operator employing anyone under the age of 18 to carry out the

3.3) Under 18s Employment Yes |10 |:|
functions shown below? No 0 |:|

It is an offence to employ:

» aperson under 18 to provide facilities for gambling (GA05 Section 51)

e aperson under 18 to perform any function on the premises where gaming machines are sited
or in connection with a gaming machine (GA05 Section 54)

e aperson under 18 to perform any function on the premises where a premises licence has
effect and where the gambling activity is being carried on (GA05 Section 53)

3.4) Over 18s Gaming Machines Area (MC - S| 2007 / 1409/SSI 2007/266) Yes 0 |:|
Where children/ young people are permitted to enter the premises, and
category B or C gaming machines are made available for use on the Improvement | 5 |:|
premises, are the gaming machines: Needed

No 10 D
Separated from the rest of the premises by a physical barrier to prevent access other than via an |:|
entrance designed to be the entrance?

Supervised at all times to ensure children or young persons do not enter the area? |:|

Arranged so that the area can be observed by persons responsible for supervision or closed circuit |:|
television which is monitored?

The gaming machines area must also have a notice at the entrance stating that no person under
the age of 18 years is permitted to enter the area

4.1) Policies for Customer Interaction (SRCP 3.4.1) Yes 0 |:|
Has the licensee put into effect policies and procedures for customer

interaction where they have concerns that a customer may be at risk of Improvement | 5 |:|
or experiencing harms associated with gambling &eeded n |:|

0

Things to consider and evidence:

Are staff members trained on the protection of customers on induction to the company? |:|
Is training regularly updated — can this be evidenced within staff training logs? |:|

Are employees trained in recognising types of behaviour that may be indicative of being-at risk of or |:|
experiencing harms associated with gambling?

Are staff members trained to deal with customers showing signs of distress? |:|

Does the licensee use all available sources of information to identify customers who may be at risk |:|
of or experiencing harm?

Is the licensee able to evidence that customer interaction has been undertaken in appropriate |:|
circumstances?
Do records show circumstances where customer interaction has been ruled out? D

Are staff members able to talk about how a customer interaction has had a positive impact? |:|
October 2019 Leicester, Leicestershire and Rutland Licensing Forum Page 5 of 8 65




Is the licensee able to evidence that there is an evaluation process to understand the impact of
customer interaction?

o , Yes 0 |:|
4.2) Policies for Self Exclusion (SRCP 3.5)
Does the licensee have and put into effect procedures for self- Improvement | 5 |:|
exclusion? needed
These procedures must include: No 10 |:|

Employee induction and refresher training to ensure the system is enforced

A register of those excluded, with appropriate records (i.e. name, address)

Photo ID (or an effective alternative) and a signature

Signposting to counselling and support services

The removal of excluded persons found on the premises

Consideration of the premises layout - Is the premises appropriately supervised to ensure that
customers adults are protected?

Minimum exclusion period of between 6 and 12 months with the option to extend for periods of at
least 6 months

Following a period of self-exclusion, customers who make a request to begin gambling again must
be given one day to cool off before being allowed access to gambling facilities. The contact must
be made via telephone or in person.

Removal of customer from marketing databases during period of exclusion

Policy to guard against self-excluded individuals using another person to gamble on their behalf

Informing staff of individuals who have breached agreements

NN O

4.3) Multi-Operator Self-Exclusion Scheme (SRCP 3.5.6) Yes |0
Does the licensee offer the ability for customers to exclude from similar No 10
local venues through participation in a multi-operator exclusion scheme?

4.4) Free and Discounted Alcohol (SRCP 5) Yes |10
If customers are offered free or discounted alcohol, is this linked to

whether or when they begin or continue to gamble or made at times when No/ | 0
they are participating in gambling activities? N/A

4.5) Advising Employees on Socially Responsible Gambling (SRCP 7) Yes |0
Has the licensee ensured that employees involved in the provision of

facilities for gambling are made aware of advice on socially responsible No 10
gambling and where to get help should their own gambling become hard

to control?

October 2019 Leicester, Leicestershire and Rutland Licensing Forum Page 6 of 8




5.1) Premises Licence Availability (GA05 s185) Yes 0

Is the premises licence (including the premises plan) kept on the No 10

L]

premises and available on request?

5.2) Reward Schemes — Terms and Conditions (SRCP 5) Yes 0

Are the terms and conditions of any customer incentive or reward No 10

L0

schemes clearly set out and readily available to customers?

Things to consider:
« Marketing and advertising must not be misleading
* ‘Free bet’ or ‘bonus’ offers must comply with the CAP/BCAP ‘Guidance on the rules for
gambling advertisements
» Terms and conditions must be made available for their duration of the promotion

« Staff members should be able to explain the terms and conditions of incentives and reward

schemes offered to customers.

5.3) Complaints and Disputes (SRCP 6) Yes 0 |:|
Has the licensee put into effect appropriate policies and procedures for Improvement | 5 |:|
accepting and handling customer complaints and disputes in a timely, needed

fair open and transparent manner? No 10 |:|
Things to consider and evidence:

Can customers refer any dispute to an Alternative Dispute Resolution (ADR) entity if not resolved
to their satisfaction within 8 weeks?

Is dispute resolution free of charge for customers?

Terms must not restrict the customer’s right to bring court proceedings against the licensee. Terms
may provide for the resolution to be binding on both parties if the customer agrees to a resolution
with the assistance of an ADR.

There must be clear and accessible information on how to make a complaint, the complaints
procedure, timescales for responding and the escalation procedure.

Policies and procedures must be implemented effectively and kept under review

In this Code, ‘ADR entity’ means a person offering alternative dispute resolution services
whose name is on the Gambling Commission’s list of approved providers. The list is on the
Commission’s website and is updated from time to time.

5.4) Local Risk Assessment (SRCP 10)
Yes |0 |:|
Can the operator evidence policies, procedures and control measures to
mitigate risks identified within the Local Risk Assessment? No 10 |:|
Yes |0 |:|
Has the operator taken into account relevant matters identified in the
Licensing Authority’s policy statement? No 10 |:|
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Yes/ |0 |:|
5.5) Licensing Authority Conditions N/A

Is the premises adhering to any additional premises licence conditions? No 10 |:|

Licensing Authorities may have requested/ received further information relating to physical aspects
of the premises during the application stage (for example: CCTV, supervision of gaming machines,
floor staff location). The appropriateness of these arrangements can be checked at assessment.

Where a condition is attached to a premises licence to require door supervisors, if the Private
Security and Industry Act 2001 means that they must be SIA registered then that also becomes a
condition of the premises licence (GA05 Section 178).

Registration of S.I.A licence holders can be found at www.sia.homeoffice.gov.uk

Assessment Score:

6) Action Points

Question Number Issue/ Resolution

‘Assessment outcome letters’ are available for you to use and can be downloaded from the LLEP
website. Where possible please share this letter, or the notes shown above, with your Gambling
Commission Compliance Manager.
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9. Acronyms & Abbreviations

ACRONYM MEANING COMPLIANCE & SOCIAL RESPONSIBILITY DEFINITION
ABBREVIATION

ADR ALTERNATIVE DISPUTE | If we are unable to resolve a customer complaint internally within our

RESOLUTION organisation, we would use the services of a “Alternative Dispute
Resolution” provider. (See details below regarding our ADR provider
IBAS).

AML ANTI As a company we have to have procedures and policies in place to

MONEY LAUNDERING prevent anti money laundering and terrorist financing within our
business. A new electronic AML button is now available on the IHL
Tablet for reporting incidents of £50 or more of stained notes/dyed
notes/foreign coins.

AML OFFICER | ANTI Our Licence conditions and codes of practice state that we have an

MONEY LAUNDERING appointed Anti Money Laundering Officer.

OFFICER The appointed officer is: AMANDA KIERNAN
Email: akiernan@merkur-casino.com

BCAP BROADCAST As a company we have to comply with the advertising codes of
COMMITTEE OF practice issued by the Broadcast Committee of Advertising Practice.
ADVERTISING The code applies to the way in which we advertise gambling facilities
PRACTICE and services. We are not allowed to use images of a child or young

person and no-one who is, or appears to be, under the age of 25
years of age. This includes being compliant with what we broadcast
on electronic TV screens which are installed in some venues.

CAP COMMITTEE OF As a company we have to comply with the advertising codes of
ADVERTISING practice issued by the Committee of Advertising Practice. The code
PRACTICE applies to the way in which we advertise gambling facilities and

services. We are not allowed to use images of a child or young person
and no-one who is, or appears to be, under the age of 25 years of
age.

IBAS INDEPENDENT IBAS are the external company who provide “Alternative Dispute
BETTING Resolution” (ADR) services, whereby we are unable to resolve a
ADJUDICATION customer complaint. Details are available on the Complaints &
SERVICES Disputes Policy leaflet available in your Compliance folder/staff area.

Address details: Independent Betting Adjudication Services, P.O. Box
62639, London, EC3P 3AS

LCCP LICENCE All UK licensees have to abide by the rules and regulations of the
CONDITIONS & Licence Conditions & Codes of Practice. The document is issued by
CODES OF the Gambling Commission who regulate the UK Gaming industry. New
PRACTICE regulations have to be sanctioned by Central Government and the

“Department of Culture Media & Sport” (DCMS) and agreed with the
Gambling Commission.
MOSES MULTI Multi Operator Self Exclusion Scheme came into effect on éth April
OPERATOR 2016. UK gaming operators have to use the scheme to allow
SELF customers to self-exclude from gaming premises. The scheme is
EXCLUSION sector specific i.e. AGC, Bingo, Licensed Betting Office and Casinos.
SCHEME

POCA PROCEEDS Proceeds of Crime Act 2002 allows the authorities to enforce the law
OF and prosecute criminals whereby criminal activity such as money
CRIME laundering is taking place in gaming establishments. The authorities
ACT (2002) have the power to prosecute criminals which could lead to heavy

fines and imprisonment!

TITO TICKET TITO technology allows a player to insert cash into a machine to
IN commence play. They then have the option to collect the credited
TICKET amount, which is printed via a ticket. The ticket can be inserted into
ouT another machine with TITO, or redeemed for cash at a cash

redemption machine or cash counter.
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Why:

CCTV is an essential tool to help prevent crime and capture those responsible for breaking
the law. In a business where cash is being transferred continuously between customers,
machines and employees, it is important for the safety of employees and customers that all
areas of the venue area covered by CCTV at all times.

Best Result: Worst Result:

The CCTV system is only accessed by those The CCTV is accessed by those who should
with authority to do so. Cameras angles have no access, data is lost. Cameras are
are never changed without the correct moved without authorisation causing a
authority. The security of the venue is loss of coverage of key areas. The security
increased. of the venue is compromised.

What:

The CCTV system must be switched on and recording at all times

Any faults with the CCTV System should be communicated to the Area Manager
immediately, as well as the IT department

e CCTV should always cover: the front and rear exits, all machines, the offices and the
GeWeTe. The CCTV should cover the inside of the GeWeTe when the door is open

e The CCTV should be checked daily to ensure its working correctly and the time and date
are all correct

Information in regards to the CCTV should never be disclosed to any 3rd parties

Placing and adjusting of the cameras should only be completed by IT with authorisation
from the Area Manager and Operations Director

e Records should be kept to show who has access to the CCTV password and username
e Decorations should be not placed in areas which obscure the CCTV camera’s view

e The CCTV should be stored in a security cabinet

e The key to the security cabinet to be locked in the key cabinet

When:

e The CCTV should be checked daily to ensure correct function

e The Venue Manager has responsibility for the CCTV system being checked and fully
functional

e The Area Manager is responsible for the placement/vision position of the camera

Order of who to contact if in need of help / advice:
e Area Manager
e |T Department
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Why:
Machine fraud is a threat which is ever present. Employees should be aware of the ways in
which fraud can take place, and what to do in the event of spotting a “customer” defrauding

a machine.

Best Result: Worst Result:

Allemployees are aware of the potential of Employees fail to identify fraud taking
machine fraud and what to look out for. place, resulting in a loss of revenue. The
Machine fraud is reduced and Company employees responsible may be subject to
revenue is protected. disciplinary processes.

What:

e The venue floor should never be left unattended, with the exception of an emergency
situation occurring
Employees should be thoughtful in regards to customers who they are not familiar with

e Employees should be given access to photos of known fraudsters by the Area Manager
Known fraudsters shall be asked to leave immediately upon entrance with no explanation
needed to be given

e Following any machine being defrauded, at the earliest opportunity the duty manager
must send an email to the security email address, Security@Merkur-Casino.Com with as
much evidence and information as possible

e Employees are not to endanger themselves or customers at any time when dealing with
a fraudster

When:

Fraud may be taking place when

e Machines are being played with large amounts of credit. Normally people do not play with
large credit in the machine (be aware that some customers may have won a jackpot and
have that credit sitting in their balance)

e Machines going empty regularly or a large succession of tickets being collected

e Suspicious activity — Large amounts of customers coming into the venue and dispersing
or trying to distract employees

e Customers with their hands over the coin mechanism, display or pay out tray

e Large amounts of coins (one pounds and ten pence coins) being separated into
denominations in the payout tray

e Customers leaving the venue with machines still having money left in the bank

o Allemployees have a responsibility for protecting the business from machine fraud
e The Area Manager should provide employees with photos of known fraudsters

e The duty manager should inform the security email address following machine fraud
taking place — Security@Merkur-Casino.Com
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Order of who to contact if in need of help / advice:
e Venue Manager

e Area Manager

e Operations Director

How:

If you suspect that machine fraud is taking place either:

e Activate staff guard and ask the customer to leave the venue if you feel comfortable to
do so

Oor:
e Do not alert the suspect(s)

o Inform the duty manager who will telephone the police

e Continue to watch the suspect(s) and try not to alert their attention that you have
identified them

Following a fraud

1. Information should be gathered from the CCTV and stored on a memory stick

2. This information should be provided by email to the security email address as soon as
possible to prevent another venue being targeted in the local area

3. The Area Manager should be contacted to inform them of the event

4. Income protection should be informed

Operations Manual — M05 Version 1 — Nov 2024




Operations Manual
Machine Ratio Check

MERKUR

MO7 - Version 1 SIS oA

Why:
Under the conditions of the Company’s Gambling Commission Operating Licence and venue
local authority Premise Licence all venues must ensure they are operating within the B3 Ratio
regulation of the 20%* rule for B3’s and the Gambling Commission’s guidance on ‘Available
for Use’.

*There are exceptions for licenses issued prior to 13 July 2007 - The Gambling Commission
states licensed AGC and bingo premises in existence before 13 July 2011 will enjoy so-called
'‘grandfather rights', entitling them to make available four (AGCs) or eight (bingo) category B
gaming machines, or 20% of the total number of gaming machines, whichever is the greater.

Best Result:

Allemployees are aware of the importance
of maintaining the correct machine ratio
throughout all hours of operation,
therefore ensuring the business remains
compliant in relation to the machine ratio

Worst Result:

Employees are not aware of the
importance of maintaining the correct
ratio. The business operates outside of
the conditions of the operating licence,
putting the operating licence at risk of

allowances.

What:

o All machine ratio checks are to be completed on the Smart Tablet.

e [fthereisanissue with the machine ratio which needs to be addressed in order to remain
compliant with the 20% rule; the duty manager at the time should refer to MARS to
identify the lowest revenue B3 to switch off and the machine must remain switched off
until the faulty machine is available for use.

e Venues must take into consideration where they have Tablets that account towards the
B3 ratio, faulty tablets must be factored into the B3 ratio in exactly the same way as
gaming machines and appropriate action taken with switching off B3’s where applicable.

When:

Checks must be completed when:
e Prior to a new venue opening its doors to trade for the first time

e A machine move has taken place

e A machine faults/failure occurs which results in the machine being not available for
use/turned off

o After an engineer has fixed and faults on a machine and it is turned back on

being withdrawn.

Available for use

Tablet and Handheld machines —the Gambling Commissions guidance on machines available
for use means it is imperative that where the number of B3 machines takes into account any
tablets and handheld machines that they are available for use at all times.
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This includes:

e Switched on and working at all times

e Not kept under lock and key so available to the customer without assistance
o All staff fully trained on how they operate

If any tablet/handheld machine needs to be sent away for repair a B3 Ratio check MUST be
completed to ensure the venue ratio is within the 20% rule, switching off B3’s as appropriate.
In addition to the circumstances above venues should be entering regular B3’s ratio checks
on the SMART Tablet.

The Gambling Commission and/or Local Authority Compliance Officers may from
time to time carry out venue inspections. One of their checks will be 20% ratio and
they have the powers to review our licenses if we are found to be in breach.

e All venue employees hold responsibility for ensuring the 20% rule is maintained at all
times of operation, however, the duty manager for any given shift holds ultimate
responsibility.

Order of who to contact if in need of help / advice:
e Venue Manager

e Cluster Manager

e Area Manager

e MERKUR Technical Venue Technician and/or MERKUR Technical Gaming Support
Representative.
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Why:
The security of employees is of the upmost importance; therefore, personal alarm systems

and the staff guard system have been installed to help deter aggressive incidents and give
employees a way of contacting help when required.

Best Result:

The staff guard and MPA fobs are carried
by employees at all times as per policy.
This increases the security of our
employees and guests. Employees become
more comfortable in their roles knowing

Worst Result:

The staff guard and MPA fobs are not
carried by employees which reduces the
safety of employees and guests. During
events when emergency assistance is
needed, it is not acquired.

they have methods of contacting
assistance in emergency situations.

What:

o Employees should always carry a mobile panic alarm (MPA) or staff guard fob on their
person while at work. (Ideally both should be carried)

e Activation of staff guard should be prioritised over using the MPA in circumstances which
do not require immediate police attention

e Staff guard should be tested at least once per week — Recorded on MS141 (Note: it is
recommended to test the system during times of higher customer numbers, as it makes
the customers aware that staff have a communication link to a security service)

e Mobile Panic Alarms should be tested and recorded once per month MS116-V1 MPA test
record

e Employees should not be hesitant to use staff guard when there is a genuine reason —
This is a service which MERKUR pay for.

o Employees should be more thoughtful about using the MPA system, and should only
activate it in times of imminent physical threat or robbery, or anything which police
would usually be called for. This is a system which is linked directly to police. Inappropriate
use of this device may lead to the venue losing the right to use it altogether.

e Staff guard and the MPA system should only be used if it is safe to do so —never endanger
colleagues or customers during a situation arising when it would not be safe to active
either system

e For static alarms ensure that the reset key is available at all times
Some Venues have panic buttons on the intruder alarm — These will usually be found
under the Service Desk and near the safe. These alarms require 2 red buttons to be
pressed simultaneously which will trigger a silent alarm. These alarms will also workin the
event of a network or power failure

When:

e The staff guard unit should be tested once per week

e The staff guard unit should be activated whenever employees are feeling
uncomfortable, threatened or in danger

e The MPA system should be used only when immediate police assistance is required
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e The MPA unit and/or Staff guard fob should be carried by employees at all times
e All venue employees should have access to these devices
e All venue employees should have received training on how to use these devices

Related / supporting documents:
e MS141 - Staff Guard Test Record

Order of who to contact if in need of help / advice:

e Area Manager

e |T Department

e For any technical issues regarding staff guard call: 01623 649013 (This is a 24hr line but
it's best to call during normal business hours. Out of hours, the number transfers straight
to an engineer so he may be woken by the call, do not press the fob if you have
maintenance issues — dial this number as directed)

How:

Staff Guard Operation
1. Slide cover up on fob and press the red button —this ~ i
dials Staff Guard. \ =
2. Ablue light will flash on the unit which shows that it's \
dialing. .
3. Theredlight appears/will stay on continuously after a
few seconds meaning the call has connected and someone
is listening. They will not speak for the first 10 seconds.

-

IF YOU ARE IN IMMEDIATE DANGER, SAY: T =

CALL THE MANAGER - This is our pass phrase that tells \
them to call for IMMEDIATE POLICE ASSISTANCE

However, they will also call the police if they can hear that
a crime is being committed, or anyone is in immediate
threat.

&« Sta
If you say:” Stand By”

They will stay online and listen to whatever is happening so
you can use this as a safety measure if you feel a situation
could escalate. Again, they will call the appropriate
authorities if required.

They will say "Standing by" every few minutes to
assure/remind you that they are still there. '
Say: “Stand down” once you no longer need assistance.
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How to make a test call:

Once per week a test call must be made: '

1. Press the fob (red button) and wait for a

response. Say, “Just a test call” and give the t
password when asked. \
The password is your venue name and number. .

2. They will confirm the test and end the call

-
\— \‘

Mobile Panic Alarms (MPA)

Mobile Panic Alarms are designed to offer staff the security of a personal attack alarm at all
times whilst they are at work. The MPAs should be worn by staff members and key holders
should be issued with one to keep with them at all times. MPAs are not to be taken off site
and should not be taken home.

1. Slide the black button downwards to
unlock the orange buttons \

p— )
2. Press the two orange side buttons \ o (f Sle

together
\

The panic alarm does not work if you press —
only one button \ |
The black button should be kept in the locked

position to prevent false activations

How it works:

The MPA transmits a signal to a receiver on site. This signal is then transmitted INSTANTLY
to an alarm control centre who inform the local Police. The Police will aim to attend site in
less than 5 minutes when a MPA is activated as this is given priority over a normal 999 call.

CAUTION — The transmitter range will be affected by the condition of the MPA aerial,
always ensure your MPAs are in good condition. If the MPA is defective or damaged,
contact the Commercial Administrator to arrange a repair/replacement straight away.
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Why:
The smoke free laws passed on 1st July 2007 prevent smoking in work places and other
public places. Therefore, to remain compliant with the law, smoking should only be permitted

in designated areas for employees and customers alike.

Best Result:

All employees and customers observe the
smoke free policy and only smoke in areas
in which smoking is permitted. We are
compliant with the law.

Worst Result:

Employees and customers do not observe
the smoking policy, the customer
experience is negatively affected and we
are not compliant with the law.

What:

Smoking is strictly prohibited within venues

Customers must not be allowed to smoke inside doorways or toilets

Where possible there should always be a place to dispose of finished cigarettes

Should the venue have no designated smoking area for customers, there should be steps
taken to keep the front of the venue looking presentable at all times

Vaping is allowed within our venues however these devices should not produce excess
vapour

e Employees must not vape in the venue

e Employees who vape must take designated breaks to vape, as smokers do
o Employees who smoke must follow the employee smoking guidelines

e No smoking signs should be clearly displayed at the entrance

When:

o [tisillegal for anyone to smoke inside the premises at any time
e This document is applicable at all times

e Smokefree laws are applicable to both employees and customers
o Allemployees are responsible for ensuring that these rules are followed at all times

Related / supporting documents:
e Venue Manager
e Area Manager

Operations Manual
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MERKUR Slots Lone Working Policy

1. Introduction

MERKUR Slots, like many companies operating in the gaming and entertainment industry,
has several aims when it comes to lone working. These aims typically focus on ensuring the
safety, security, and well-being of employees while maintaining operational efficiency.

MERKUR Slots aims to keep lone working periods to a maximum of é continuous hours alone
for individual employees, whenever possible. However, there may be times when
circumstances make this aim unachievable and longer periods of lone working are required
to meet business needs. MERKUR Slots will only schedule lone working between the hours of
22:00 and 06:00 as a last resort in order to avoid business closure.

MERKUR Slots is committed to ensuring the health, safety, and welfare of all employees,
including those who work alone. This Lone Working Policy and Procedures outline the
measures and procedures in place to protect employees who work alone, ensuring they are
not exposed to undue risk.

2, Scope

This policy applies to all employees engaged in lone working activities at MERKUR Slots
Venues. Lone working is defined as any work activity carried out in isolation from other
workers without close or direct supervision.

3. Objectives
e Toidentify lone working activities and assess associated risks.

e Toimplement control measures to minimise risks.

e To provide training and resources to support safe lone working.

e To establish communication and monitoring systems for lone workers.
e Toreview and improve lone working procedures regularly.

4. Responsibilities
4.1 Management

e Ensure arisk assessment is conducted.

e Provide appropriate training and resources.

e Implement and maintain effective communication systems.
e Monitor and review lone working practices.

4.2 Employees
e Follow the lone working procedures and guidelines.

e Complete all Company provided training.
e Report any hazards or incidents to management.
e Use provided communication devices and systems.

5. Risk Assessment
A comprehensive risk assessment must be conducted. This assessment will consider:

e Potential hazards and risks.

e The environment in which the task is performed.

e The health and safety of the lone worker.

e Emergency procedures and communication systems.

Pagelof 11
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6. Control Measures
Based on the risk assessment, appropriate control measures will be implemented, including
but not limited to:

e Ensuring the lone worker is medically fit for the task.

e Providing training on safe lone working practices.

e Supplying necessary personal protective equipment (PPE).

e Establishing a robust communication system, such as regular check-ins, emergency
contact numbers, and lone worker alarms.

e Ensuring access to first aid supplies and emergency procedures.

7. Communication and Monitoring
Effective communication and monitoring are crucial for the safety of lone workers. Measures
include:

e Scheduled check-ins at regular intervals.
e Use of mobile phones or two-way radios.
e Emergency contact procedures and escalation protocols.

8. Training
All lone workers will receive training on:

e The risks associated with lone working.

e Control measures and safety procedures.

e Emergency escalation and response.

e Use of communication and monitoring systems.

9. Emergency Procedures
Clear emergency procedures must be established, including:

e Access to emergency contact numbers.
e First aid and medical assistance procedures.
e Incident reporting and response protocols.

10. Review and Improvement

This Lone Working Policy will be reviewed annually or following any significant incidents or
changes in work practices. Employee feedback on lone working issues is encouraged and
should be provided to the Area Manager in the first instance. Feedback from employees will
also be considered in order to improve the policy and procedures.

11. Policy Compliance

Non-compliance with this policy may result in disciplinary action. All employees are expected
to adhere to the lone working procedures and report any concerns to management
promptly.

12. Conclusion

MERKUR Slots is dedicated to providing a safe working environment for all employees. This
Lone Working Policy is a testament to our commitment to the health and safety of MERKUR
Slots employees. By following this policy, MERKUR Slots can ensure that lone workers are
protected and supported in their roles

Page2or 11
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Why:

In order to ensure the safety of employees during periods of lone working, security
precautions must be taken to ensure that risks to employees and the business are
minimised. Employees should familiarise themselves with procedures which must be
followed when lone working, before commencing any period of planned/unplanned lone

working.

Best Result: Worst Result:

All employees adhere to the processes Lone working processes are not followed,
relating to lone working. The safety of the which compromises the safety of
business, and more importantly employees and customers and impacts
employees and customers are improved the security of the business

as a result.

Lone Working Procedure

Before commencing a period lone working in any venue, whether planned or emergency lone
working, please ensure that the below processes are followed (step by step documents and
guidance is included as per page numbers)

Ensure that a telephone (landline or mobile) is available on the shop floor at all times
Ensure that a Staff Guard Fob is carried at all times

1. Refer to the order of contact list, and contact relevant Manager/Nominated
lone working contact venue dependent on the time of day, to inform of lone
working situation

Venue specific contacts list: Page 4 Order of contact list: Page 5

1.1 If the period of lone working will be longer than 6 continuous hours; in addition
to the above, please also contact the relevant Manager to discuss how a break
period will be managed

Venue specific contacts list: Page 4 Order of contact list: Page 5

2. Review and Refresh understanding of emergency procedures and contact

numbers to use in the event of an emergency
Venue specific contacts list: Page 4 Emergency contact list: Page 6
3. Review and refresh understanding of the lone working risk assessment
4. Review and refresh understanding of the lone working “do’s and do nots” list
Page 7

5. Review and refresh understanding of the Checking in and Keeping In Touch

procedures

Page 8

6. Review and refresh understanding of Locked Door Operation
Page 9

Page 3 ot 11
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Contacts List

Night Manager (Night Phone) 07887 416522
Between 22:00 and 06:00 only

Primary Nominated Lone Working
Contact Venue:

Telephone:

Secondary Nominated Lone Working
Contact Venue:
(if applicable)

Telephone:

Venue Manager:

Mobile:

Cluster Manager:
(if applicable)

Mobile:

Area Manager:

Mobile:

Operations Director:
(Emergency only)

Mobile:

Page 4 o1 11

Operations Manual — S01 Version 2 — Jan 2025




Lone Working MERKUR

Policy and Procedure - SLOTS
S01-V2

1. Employee to refer Non-Emergency Contacts list below, and contact relevant
manager/Nominated lone working contact venue, dependent on the time of day,
to inform of lone working situation;

Non-Emergency Contacts

Order of contact between the hours of 22:00 and 06:00
e Nominated Lone Working Venue

e Night Manager

Order of contact between the hours of 06:00 and 22:00
e Venue Manager

e Cluster Manager
e Area Manager

1.1 If the period of lone working will exceed 6 hours, and a break is not able to be
taken during the entirety of the shift; in addition to the above, please also
contact the relevant Manager below, to discuss how break will be managed.

Between the hours of 22:00 and 06:00
e Night Manager

Between the hours of 06:00 and 22:00
e Venue Manager

e Cluster Manager
e Area Manager

2. Review and refresh understanding of emergency procedures and contact
numbers to use in the event of an emergency

Emergency Procedure

Should a serious incident happen in your venue, in the worst-case scenario try and stay
calm and REMEMBER; we do not expect you to be a hero. Your safety, along with that of
other employees and our customers, are of paramount importance.

To help you stay calm and deal with a serious incident remember the following:

v' The priority is always the safety of employees and customers

v Initial reaction is normally “fight or flight”. Do neither. Stay calm and don’t take any
sudden action

v' Keep calm, don’t shout or scream

v' Do as you are told and keep your hands in view at all times

v' Only activate the Staff Guard/PA if it is safe to do so

v" Do not make eye contact with offender(s)

v

Try to memorise things like scars, tattoos, unusual accents as well as clothing. You
must write these down as soon as it is possible and safe to do so

Page 501 11
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Following such an incident the below steps should be followed;
e Close the venue

e Do not touch anything

e Checkeveryone is OK and if anyone needs assistance

e [f the robbers dropped anything do not pick it up

e Trynot to stand in the areas that the robbers have stood in

e |f Staff Guard or a Panic Alarm was not activated, call 999 and inform the police of
the situation

e Inform your Area Manager via a telephone call, if the Area Manager is not available
contact the Operations Director.

REMEMBER
If faced with a serious incident, only activate Staff Guard/ Static Panic Alarm if it is
safe to do so and will not put any one at risk

Emergency Contacts List

Emergency contact telephone numbers can be found on page 4

Order of contact during day time lone working
Between the hours of 06:00 and 22:00

e Venue Manager

e Cluster Manager

e Area Manager

e Operations Director

During night time lone working
Between the hours of 22:00 and 06:00

e Night Manager

e Venue Manager

e Cluster Manager

e Area Manager

e Operations Director

Incident Reporting Process

Any unusual incidents must be recorded and reported using the Safety Culture template:
“MERKUR Casino Security Report”

In instances where, for whatever reason, an incident cannot be recorded on Safety Culture,
the “MS65 -V1 INCIDENT REPORT FORM”

The form can be found on my MERKUR; From the home page > Documents > Venue
Documents > MERKUR Paperwork > “MSé65 -V1 INCIDENT REPORT FORM”

It is recommended that a small stock of this document is kept alongside the “Lone Working
Policy and Procedures” document, for ease of access.

Page 6 or 11
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3. Review and refresh understanding of the lone working risk assessment

4. Review and refresh understanding of the lone working “do’s and do nots” list

The Do’s of Lone Working

e Ensure that a Staff Guard fob is carried at all times
e Ensure that a telephone (mobile or landline) is available at all times

e |If you are in need of non-emergency assistance/guidance, make contact with time
relevant colleagues in the business via the non-emergency contacts list

e Keep all emergency contact numbers to hand at all times

e Make an assessment to whether Locked Door Operation should be used, if so, the Locked
Door Operation guidance must be followed

e Ensure that you carry a Staff Guard Fob and remind yourself of Static Panic Alarm
locations

o Keep all office doors locked
e Ensure that all safes are locked
e Ensure that all keys are stored inside time delay safes

e Ensure that all money is inside time delay safes — apart from a venue optional personal
float (to be agreed by Venue Manager) of £500 which is to be stored in a safe without a
time delay requirement for access

e Be mindful/wary of unfamiliar customers
o [fthereis athreat to the safety of employees or customers, do not hesitate to use Staff
Guard, providing it is safe to do so

e Inthe event of an emergency situation Call 999, providing it is safe to do so
e Record all incidents, as per the incident recording process

e Remind yourself of the GeWeTe S.0.S code;
The GeWeTe S.0.S COAE FOr thiS VENUE IS; ...ttt ettt see e et s et sasss s sesens sessne senne

The Do Nots of Lone Working

e Leave the premises unattended at any time, except in the case of an emergency

e Discuss security or operational procedures with anyone whilst working on the venue floor

e Access or remove cash from any time delay safe, GeWeTe, Machine or ATM

e Remove machine, GeWeTe or ATM keys from any time delay safe

e Undertake any maintenance involving electrics or heights within the venue

e Hesitate to contact a member of management using the emergency contact procedures
if you are in doubt about anything

e Approach anyone who is threatening the security of the venue. Employee and customer
safety must come first and you must co-operate at all times

e Activate the staff guard or static alarm system, if you feel it is unsafe to do so
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5. Review and refresh understanding of the Checking in and Keeping in Touch
Procedures

The Keeping in Touch Procedure

Employees must follow the keeping in touch procedure when lone working

1. When a period of lone working takes place, the lone working employee must contact their
nominated keeping in touch venue and advise that they are lone working

2. Thelone working employee should contact their designated venue every half hour for the
full duration of the period of lone working

3. Following the period of lone working being completed, the nominated checking in venue
should be informed

4. If no contact is made at the above times to check in, the nominated venue must try to
make contact with employee who is lone working

5. If no contact is made following the above step; The nominated venue must contact the
Area Manager or Night Manager (between the hours of 22:00 and 06:00) immediately

Checking In

Employees must follow the checking in when opening/closing a venue alone

When opening/closing a venue or re-opening a venue following a period of
locked door operation:
e Bevigilant and aware of anyone suspicious in immediate surrounds of the venue

e Be alert and pay particular attention to parked cars with people sitting inside them
and/or anyone waiting in the vicinity of the premises

e |f you notice anything suspicious, please contact your Area Manager for advice before
opening the venue

e |[fitis safe to do so, employees should enter the building and immediately lock the door
behind them before turning off the venue alarm system

o Collect a Staff Guard fob immediately, and carry at all times.

Opening/Closing Venue - The Checking in Procedure

1. Prior to opening/closing the venue, a call must be made to the nominated contact venue,
Area Manager or Night Manager (if between the hours of 22:00 and 06:00) to inform them
that you will be opening/closing a venue alone

2. Once the venue is alarmed and closed, a call must be made to the same venue/manager
to confirm that all is OK

3. Ifanyissues occur which need reporting, these must be immediately reported to the Area
Manager or Night Manager (if between the hours of 22:00 — 06:00)
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6. Review and refresh understanding of Locked Door Operation

Locked Door Operation

If, while lone working, an employee feels that that the safety of themselves, and/or the
safety of other customers is at significant risk, a locked door operation can be applied.

All employees are able to make the decision to apply a locked door operation without prior
permission, however, as noted below, any occurrences of the door being locked during
operational hours must be reported

e Where License Conditions or the Local Area Risk Assessment (LARA) specify that a locked
door operation must be in place throughout set hours, venues must comply. The Venue
Manager/Area Manger are responsible for ensuring licensing conditions are adhered to,
and will provide employees with relevant information on this point.

e Inanyinstances where there is a significant risk to the safety of employees or customers,
locked door operation should be applied

e Where locked door operation is applied, and mag locks are in place, the door should be
secured by maglock only. In venues which do not have a mag lock, the front door should
be locked by key and the lone working employee should pay attention to the front door
incase customers wish to enter or exit

e Throughout all hours of trade, a locked door operation should only be applied during
hours of lone working, or if there is a safety concern for employees and/or customers

e Operating with a locked door is authorised. however, operating with a locked door must
still be reported to either: Cluster Manager, Area Manager or Night Manager, relevant to
the time of day as below;

Between the hours of 06:00 and 22:00
e Cluster Manager

e Area Manager

Between the hours of 22:00 and 06:00
e Night Manager - 07887 416522

e Thelength of the time which the locked door operation will be applied for, is to be agreed
with the Cluster Manager, Area Manager or Night Manager at the time of reporting the
door being locked

e While operating with a locked door, the front door should be manned for as much time
as possible

e During operating with a locked door, employees should allow known customers access to
the venue (providing they are no threat to safety)

e Employees should consider the access to non-known customers on a customer-by-
customer basis, and should make an informed decision on whether to allow entry or not.
However, there should be a clear reason as to why an unknown customer is not provided
access to the venue
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Other Relating Procedures

Reporting of Safeguarding Equipment Faults

It is of the highest importance that all equipment which acts as a safeguard for employees
during lone working, and non-lone working periods alike, are always in working order.

Ininstances whereby safeguarding equipment is found to not be working correctly, this must
be reported at the earliest opportunity. Ideally to the Venue Manager or as per the email
contacts below.

Safe guard equipment which should always be working (or reported):

ITSupport@merkur-casino.com

e Staff Guard fobs
e Staff Guard unit
e Telephone

e CCTV

Fmhelpdesk@merkur-casino.com

e 60-minute time lock delay main safe

e Maglock system

e Lock system on door of agreed panic room
e Fire alarm system

Venue Manager

e Door chimes (if in place/applicable)
e First aid kit — Agreed Company stock standards and up to date
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Staff Guard Fob

The Staff Guard system helps to de-escalate and deter aggressive incidents and give
employees a way of contacting help when required. We are not charged as a Company for
individual usage of the Staff Guard System; therefore, it should be used freely when deemed
necessary and is considered safe to do so. Never use the Staff Guard system if you believe it
will cause the situation to become more dangerous.

1. Slide cover up on fob and press the red button — this i
dials Staff Guard.

2. Ablue light will flash on the unit which shows that it's \
dialing. \ . |

3. Thered light appears/will stay on continuously after a
few seconds meaning the call has connected and someone
is listening. They will not speak for the first 10 seconds in
order to try and understand what is happening in the
venue.

-

\_ \\
IF YOU ARE IN IMMEDIATE DANGER, SAY:
“CALL THE MANAGER” - This is our pass phrase that tells \

them to call for IMMEDIATE POLICE ASSISTANCE

However, Staff Guard will also call the police if they can
hear that a crime is being committed, or anyone is in
immediate threat.

&« Sty
If you say: “Stand By”

They will stay online and listen to whatever is happening so
you can use this as a safety measure if you feel a situation
could escalate. Again, they will call the appropriate
authorities if required. -

They will say "Standing By" every few minutes to X
assure/remind you that they are still there. X
Say: “Stand Down” once you no longer need assistance.
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Why:
MERKUR Slots venues may, at times, operate a venue with a locked door, in order to ensure

the safety of employees and customers. There are certain considerations and reporting
processes which must be followed when operating a locked door during operational hours.

Best Result:

Allemployees are aware of the importance
of following Company processes, when
operating with a locked door. Employee
and customer safety is heightened as a
result.

Worst Result:

Employees do not follow the process for
operating the venue with a locked door.
Resulting in decreased safety for
employees and customers and a risk of
impact to the businesses profitability.

What:

e Where License Conditions or the Local Area Risk Assessment (LARA) specify that a locked
door operation must be in place throughout set hours, venues must comply.

o Employees of MERKUR Slots must always make the safety of themselves and customers
a priority

e Inanyinstances where thereis a significant risk to the safety of employees or customers,
locked door operation should be applied

e Throughout all hours of trade, a locked door operation should only be applied during
hours of lone working, or if there is a safety concern for employees and/or customers

e Operating with a locked door is authorised. however, operating with a locked door must
still be reported, as per below points

e Anylocked door operation must be reported to either: Cluster Manager, Area Manager or
Night Manager, relevant to the time of day

e Thelength of the time which the locked door operation will be applied for, is to be agreed
with the Cluster Manager, Area Manager or Night Manager at the time of reporting the
door being locked

e While operating with a locked door, the front door must be manned for as much time as
possible

e During operating with a locked door, employees should allow known customers access to
the venue (providing they are no threat to safety)

e Employees should consider the access to non-known customers on a customer-by-
customer basis, and should make an informed decision on whether to allow entry or not.
However, there should be a clear reason as to why an unknown customer is not provided
access to the venue

e During times of locked door operations, employees should follow Company processes
noted in the $S1/01 Lone Working document, found in the Operations Manual

When:

e Locked door operation can be applied at any point during operational hours, however,
as noted, there must be a clear reasoning behind the decision to do so

e Allemployees are able to make a decision to operate with a locked door, providing the
circumstances warrant the decision
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Who to contact if in need of help / advice:
e (Cluster Manager

e Area Manager

e Night Manager (As per S1/01 Lone Working document)
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Why:
The keeping in touch procedure is a safety and security procedure which promotes regular

communication between venues during periods of lone working, or opening/closing a venue
whilst alone.

Best Result:

All employees follow the keeping in touch
procedure while lone working, increasing

Worst Result:

Employees do not follow the keeping in
touch process, resulting in an increased

the safety and security of those
employees undertaking lone working.

risk to employees who are lone working.

What:

e Employees must follow the keeping in touch procedure when lone working

e Employees must follow the keeping in touch procedure when opening/closing a venue
alone

When opening a venue:
e Bevigilant and aware of anyone suspicious

e Be alert and pay particular attention to parked cars with people sitting inside them
and/or anyone waiting in the vicinity of the premises

e If you notice anything suspicious, please contact your Area Manager for advice before
opening the venue

e |If you are alone when opening the venue, you must observe the “Checking In:
Opening/Closing A Venue Alone” process

e [fitis safe to do so, employees should enter the building and immediately lock the door
behind them before turning off the venue alarm system

How:

Keeping In Touch

1. When a period of lone working takes place between the hours of 22:00 — 06:00, the lone
working employee must contact their nominated keeping in touch venue and advise that
they are lone working

2. The lone working employee should contact their designated venue on the hour and half
hour for the full duration of the period of lone working

3. Following the period of lone working being completed, the nominated checking in venue
should be informed

4. If no contact is made at the above times to check in, the nominated venue must try to
make contact with employee who is lone working

5. If no contact is made following the above step; The nominated venue must contact the
Area Manager or Night Manager (between the hours of 22:00 and 06:00) immediately
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Checking In: Opening/Closing A Venue Alone

1. Prior to opening/closing the venue, a call must be made to the nominated contact venue,
Area Manager or Night Manager (if between the hours of 22:00 and 06:00) to inform them
that you will be opening/closing a venue alone

2. Once the venue is alarmed and closed, a call must be made to the same venue/manager
to confirm that all is OK

3. Ifanyissues occur which need reporting, these must be immediately reported to the Area
Manager or Night Manager (if between the hours of 22:00 — 06:00)

When:

e This document applies to all periods of lone working

e This document is applicable to all employees during periods of lone working

Related/supporting documents:
e S1/01 Lone Working
e S7/01 Locked Door Operation

Order of who to contact if in need of help/advice:
e Venue Manager

e Cluster Manager

e Area Manager

o Night Manager (between hours of 22:00 and 06:00 only)

e Operations Director
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1. INTRODUCTION

MERKUR Slots is fully committed to delivering the highest standards in relation to Safer
Gambling (SG). This policy outlines robust and effective procedures which have been
implemented to ensure compliance with the current regulations and standards.

This policy provides guidance and a systematic approach for the Company’s employees to
follow, to ensure that they fully understand both their own and the Companies
responsibilities under the Gambling Commission’s Licence Conditions and Codes of Practice
(LCCP), Gambling Commission/Wider Industry guidance/learning and the Company’s own
procedures. This policy is presented in an easy to read and understandable format which
contains information on all relevant procedures and guidance relating to Safer Gambling
(SG).

The latest version of this policy is available as a reference document and is available to all
employees on MyMERKUR.

This policy extends to all employees, defined as: permanent, fixed term, temporary, third-
party representatives, sub-contractors, agency workers, volunteers, interns, and agents
engaged with the Company in the United Kingdom or Overseas.

It is the responsibility of all employees to ensure that they read and understand this policy
and that they are familiar with its contents. Employees with personal licences (PML) are
reminded that it is their responsibility to keep themselves updated with any changes in
Gambling Legislation/Guidance or the LCCP. To keep up to date with Gambling Commission
communications employees are recommended to subscribe for the fortnightly Gambling
Commission e-bulletin/newsletter.

This policy does not form part of any employee's contract of employment and the Company
canamend it at any time. Any employee who breaches this policy may face disciplinary action
in accordance with the Company’s disciplinary policy, which could result in dismissal for
misconduct or gross misconduct. The disciplinary policy is available to view in the Employee
Handbook

1.1 Responsibility for the document

The Head of Compliance has overall responsibility for the Company Safer Gambling Policy.
This includes operational management of this policy and responsibility for Company Safer
Gambling issues including reviewing, updating and the maintenance of Company Safer
Gambling policies, procedures, and controls.

Any changes to this document will be devised and written by the Head of Compliance and/or
the Safer Gambling Compliance Manager with approval from the Board. Changes and
approval are to be recorded in the Revision History at the front of this document.

It is the responsibility of all Senior Employees and Managers to ensure that any changes to
the Safer Gambling Policy are communicated and trained to all relevant employees at their
site with training records updated accordingly.

The board will be advised of changes to the Safer Gambling Policy through the minutes of
the Compliance Risk Monitoring Meetings and policy changes will be forwarded for review by
Board Members with any comments documented in Compliance Risk Committee Meetings
minutes.
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1.2 Gambling Commission

The Gambling Commission was created under the provisions of the Gambling Act 2005 and
is responsible for regulating the Gambling Industry within the United Kingdom.

Three key regulatory goals underpin the Gambling Commissions activity, these regulatory
goals are defined by the Gambling Act 2005 and are known as the Licensing Objectives. These
Licensing Objectives are mandatory and are detailed below.

e Preventing gambling from being a source of crime and disorder,
being associated with crime and disorder or being used to support
crime.

e Ensuring the gambling is conducted in a fair and open manner.

e Protecting children and other vulnerable people from being harmed or
exploited by gambling.

Where the Company or a licensed employee fail to uphold the licensing objectives, for
example ignoring their Safer Gambling responsibilities or failing to comply with the Licensing
Conditions and Codes of Practice (LCCP), the Gambling Commission will consider reviewing
the company operator’s licence and/or the individual employee’s personal licence (PML)
under Section 116 of the Gambling Act. Where failings are identified sanctions can result in
penalties from a warning up to revocation under Sections 118 and 119 of the Gambling Act
2005 (the Company can also be subject to financial penalties under Section 121 of the
Gambling Act).

1.3 Licence Conditions and Codes of Practice (LCCP)

The LCCP sets out the mandatory conditions (issued under Section 24 of the Gambling Act
2005) which the Company must meet to hold its operating licence. The latest LCCP revision
is dated 30 August 2024; https://www.gamblingcommission.gov.uk/licensees-and-
businesses/Iccp

The LCCP is broken down into three parts; Operating Licence Conditions attached to
operating licences (mandatory), the Code of Practice Provisions (social responsibility and
ordinary provisions) and Personal Licence Conditions attached to personal licences.

The principal codes of practice are divided into Social Responsibility Code Provisions (SRCP)
which are mandatory and Ordinary Code Provisions (OCP) which are considered best practice.
The key Operating Licence Conditions (both AML and Safer Gambling/Social Responsibility)
relating to MERKUR Slots are.

e Qualified persons and personal licences (1.1.1, 1.2.1 and 1.2.2).
e General Fair and Open Provisions (7.1.1).

e Prevention of money laundering and terrorist financing (12.1.1).
e Access to Premises (14.1.1).

e Reporting suspicion of offences (15.1.1, 15.1.3).

e Reporting key events (15.2.1, 15.2.2, 15.2.3)

e General and regulatory returns (15.3.1).

e Responsible placement of digital adverts (16.1.1).
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The key Code of Practice Provisions (Ordinary and Safer Gambling) relating to MERKUR Slots
are.

e General (OCP 1.1.1) and (SRCP 1.1.2).
e Protection of Children and Other Vulnerable Persons (SRCP 3.2.3, 3.2.5,
3.3.1,3.4.1,3.5.6)and (OCP 3.2.4,3.2.6,3.5.2,3.5.7,3.6.2,3.6.5,3.6.6, 3.8.2).

e Fair and Open Provisions (SRCP 4.1.1, 4.2.2).

e Marketing (SRCP 5.1.1,5.1.6,5.1.9,5.1.11) and (OCP 5.1.8, 5.1.10).
e Complaints and Disputes (SRCP 6.1.1).

e Gambling Licensees’ Staff (SRCP 7.1.2).

e Information Requirements (OCP 8.1.1).

e Gaming Machines in Gambling Premises (SRCP 9.1.2).

e Assessing Local Risk (SRCP 10.1.1) and (OCP 10.1.2).

1.4 Trade Association — BACTA

As a responsible operator the Company are members of BACTA and as such are obliged to be
committed to providing Safer Gambling and to provide confidence to the public, the
Government, and the Gambling Commission, in the way the industry conducts its business.
The trade association has created industry wide codes with the aim of understanding the
importance of Safer Gambling. The key actions are outlined https://www.bacta.org.uk

1.5 The Compliance Team

The Company has a Compliance Team who can be contacted by any employee by email —
Compliance UK@merkur-casino.com

Head of Compliance/MLRO Nominated Manager
Name: Amanda Kiernan - Email: akiernan@merkur-casino.com

Safer Gambling Compliance Manager
Name: Stacey Irvine - Email: sirvine@merkur-casino.com

Deputy MLRO
Name: Merk Wells - Email: mwells@merkur-casino.com

2. REGULATORY FRAMEWORK
2.1 Legal Background

The Company Safer Gambling Policy is based on the following.

e The Gambling Act 2005 (‘the Act’) — The principal legislation that
is used to regulate the United Ringdom Gambling Sector,

e https://www.legislation.gov.uk/ukpga/2005/19/contents

e The Gambling Commission Licence Conditions and Codes of
Practice (‘LCCP’) — The Code of practice provisions provide.

Page6

MERKUR Slots Safer Gambling Policy V1.2 — September 2024



https://www./
mailto:Compliance_UK@merkur-casino.com
mailto:akiernan@merkur-casino.com
mailto:sirvine@merkur-casino.com
mailto:mwells@merkur-casino.com
https://www.legislation.gov.uk/ukpga/2005/19/contents

MERKUR

Safer Gambling Policy SLOTS

e mandatory obligations under the Social Responsibility Code
Provisions (SRCP),

e https://www.gamblingcommission.gov.uk/licensees-and-
businesses/lccp

The Company has further considered numerous sources when identifying and assessing the
key risks to its licensed activities such as.

e Gambling Commission Safer Gambling Hub,
https://www.gamblingcommission.gov.uk/public-and-
players/safer-gambling

e Gambling Commission Compliance Hub,
https://www.gamblingcommission.gov.uk/licensees-and-
businesses/compliance

e Advisory Board for Safer Gambling
https://www.gamblingcomission.gov.uk/absg

e Wider industry learning including Gambling Commission guidance and
enforcement actions,
https://www.gamblingcommission.gov.uk/news

e GamcCare
https://www.gamcare.org.uk/

2.2 Information Requirements and Access to Premises

The Company conducts its gambling operation in accordance with both the licensing
objectives and LCCP and works with the Gambling Commission in an open and co-
operative way. Information is submitted to the Gambling Commission as required
through Key Events.

Employees will cooperate with Gambling Commission officials and are made aware of
entry requirements for Gambling Commission Enforcement Managers under Part 15
of the Gambling Act 2005.

3. FINANCIAL REQUIREMENTS

3.1 Anti-Money Laundering

The Company has in place its Anti-Money Laundering and Prevention of Terrorist
Financing Policy and a Money Laundering and Terrorist Financing Risk Assessment.
The Company takes into account the Gambling Commission guidance.

The latest version of Company AML Policy & Procedure document is available as a

reference document and is available to Company employees on MyMERKUR.

4. THE RISK BASED APPROACH

4.1 Risk Based Approach for Safer Gambling

The Company has in place its Safer Gambling Policy to comply with the LCCP and has in place

proportionate policies, procedures, and controls to mitigate and mange effectively the Safer
Gambling risks identified.
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The LCCP imposes compulsory requirements and a breach can constitute a failure to apply
the Licencing Objectives. However, within this regulatory framework of requirements, the
Company has flexibility to devise policies, procedures and controls which best suit its
assessment of the possible safer gambling risks faced by its customers. The LCCP require
the establishment and maintenance of proportionate policies, procedures, and controls to
mitigate and manage effectively the risks identified.

The required risk-based approach involves a number of discrete steps in assessing the most
proportionate way to manage and mitigate the safer gambling risks faced by its customers.
These steps require the Company to:

e |dentify the Safer Gambling risks that are relevant.

e Design and implement appropriate policies, procedures, and controls to
manage and mitigate these assessed risks.

e Monitor and improve the effective operation of these controls.
e Record what has been done and why.

The Company uses an amended three lines of defence model to ensure that Safer
Gambling policies, procedures and controls are effectively communicated to its
Employees, to provide oversight from the Manager, the Safer Gambling Compliance
Manager and Senior Management to identify weaknesses and provide improvements
and/or remedial actions/training where necessary.

Company Employees (including Duty Managers) make up the first line of defence and
are responsible for the following.

e Implementing Safer Gambling policies, procedures, and controls in MERKUR
Slots venues.

e The conducting and recording of age verification checks aligned to the company
Think 25 policy.

e Toensure that all employees are aware of their responsibility in the conducting
and recording of customer Interactions/Conversations.

e Any subsequent reporting following a request from the Compliance
Department or the Manager.

e The monitoring of customers for signs of behavioral changes that may indicate
they are beginning to show signs of gambling harm

e Carrying out Interaction/Conversations with any customers identified as
spending at an above average level, in line with the Safer Gambling Interaction
and Evaluation process.

e Processing and guiding persons wishing to self-exclude through the exclusion
scheme.

e Conducting effective re-instatement interviews with people wishing to return
to gambling after a period of self-exclusion has expired and ensuring ongoing
monitoring upon.
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The Manager and Area Manager make up the second line of defence and are responsible for
the following.

e Ensuring that Safer Gambling policies, procedures and controls are
implemented and followed at each MERKUR slots venue.

e Reviewing breaches of Safer Gambling policies, procedures, and controls
(including such breaches as identified by the Safer Gambling Compliance
Manager).

e Provide oversight and guidance/advice to employees in the first line of defence.

e Ensuring that any policy, procedure, or control updates have been
communicated, trained (where required) and implemented in relation to
Company Employees.

e The identification of any training needs or remedial actions in relation to
employees (including conducting additional training for employees identified by
the Safer Gambling Compliance Manager as having a specific need).

e Reviewing and evaluating Safer Gambling Interaction/Conversations completed
to determine if the correct outcome was delivered.

e Processing and guiding persons wishing to self-exclude through the exclusion
scheme.

e Conducting effective re-instatement interviews with people wishing to return
to gambling after a period of self-exclusion has expired.

Senior Management (including the COO, CFO, Head of IT & Head of Marketing, Head of
Compliance, Operations Director, and the Safer Gambling Compliance Manager) make up the
third line of defence as members of the Compliance Risk Committee and are responsible for
the following.

e Setting of the Company’s Safer Gambling strategy, framework, and risk
appetite.

e Ensuring that there is the correct balance between the Company’s compliance
obligations and commercial activity.

e Ensuring that the Company is compliant under the LCCP.

e Reviewing breaches of Safer Gambling policies, procedures, and controls.

e Reviewing any weaknesses in the Company’s Safer Gambling policies,
procedures and controls and the recommendations of any improvements or
remedial action made by the Safer Gambling Compliance Manager.

e Providing oversight of Employees in the first and second lines of defence.

e Ensuring that any policy, procedure, or control updates have been
communicated, trained (where required) and implemented in relation to
Company Employees, Senior Management, and the Board by the Safer Gambling
Manager.

e The review of any minutes of meetings and reports to the Compliance Risk
Committee in relation to Safer Gambling compiled by the Safer Gambling
Compliance Manager.

e The completion and submission of any minutes of meetings and reports to the
Board in relation to Safer Gambling.
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The Safer Gambling Compliance Manager is integral to each line of defence under the
Company Safer Gambling framework. Outside of the specified role of the Safer Gambling
Compliance Manager (detailed in Section 6 of the Company Safer Gambling Policy), the Safer
Gambling Manager is responsible for the following as part of the three lines of defence.

e Ensuring that Safer Gambling policies, procedures and controls are
implemented and followed by all Company Employees.

e Reviewing breaches of Safer Gambling policies, procedures, and controls
(including those escalated at site level by the Manager).

e Provide oversight and guidance/advice to all Company Employees within each
line of defence.

e The identification of any training needs or remedial actions in relation to
Company Employees.

e The review of age verification and customer interaction records.

5. PROTECTION OF CHILDREN AND OTHER VULNERABLE PERSONS
5.1 Combatting Problem Gambling

The Company makes annual financial contributions to organisations approved by the
Gambling Commission which between them deliver or support research into the prevention
and treatment of gambling related harms, harm prevention approaches and treatment for
those harmed by gambling (the full list of Gambling Commission approved organisations can
be found at.
https://www.gamblingcommission.gov.uk/licensees-and-businesses/guide/list-of-
rganisations-for-operator-contributions

5.2 Access to Gambling by Children and Young Persons

Itis an offence under Section 47(1) of the Gambling Act 2005 to permit a child (those under
the age of 16) or a young person (those aged 16 — 17) to enter a gambling premise.

The Company will therefore maintain a strict approach of challenging any person who
appears to be under the age of 25 (which is a legal requirement in Scotland and considered
best practice in England/Wales). Employees are required to either challenge a person who
appears to be or who they believe under the age of 25 who is on Company premises or refer
any such concerns/observations to a Duty Manager.

Any approved visitor or contractor employed by the Company to conduct works within the
Company’s licensed premises must be informed that they and, or their employees must be
aged over 18 years and that they may be asked to provide verifiable age-related
identification before entry is permitted.

If there is any doubt as to a person’s age the person will not be permitted entry unless
verifiable age-related identification is provided.

If a child or young person is accompanied by an adult, service is to be refused and both
persons are to be denied entry or asked to leave. The incident is to be recorded on the IHL
Smart Tablet.
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If a child or young person gains access to Company premises and gambles, it is a legal
requirement that only stakes (initial buy-in) are to be returned and under no circumstances
are winnings or prizes to be paid. Any identified winnings will be considered forfeit and will
be donated to a gambling charity. The incident is to be recorded on the IHL Smart Tablet.

The Company does not use any signage, promotions, or marketing materials for the purposes
of gambling that would appeal to children or young people.

It is a mandatory licence requirement that the Company displays signage at each entrance
stating that entry by a person aged under 18 is not permitted. Marketing materials, other
information, equipment, or other decorative items must not obstruct the signage. The
Manager has a responsibility to replace any signage that is worn or defaced without delay.

5.3 Gambling Management Tools and Responsible Gambling Management Information

The Company displays information both within its premises and on its website that help
customers to gamble responsibly and where to seek further help and advice should they
experience problem gambling or gambling related harms.

The Company displays responsible gambling information on all marketing information and
notices within its premises.

Staying in Control leaflets are available for customers to take away which provide
information on help and advice for problem gambling. These leaflets are available at the
following locations within the premises.

e Service Desk

e Entrance

e Customer Toilets

e Employee Rest Area

The Manager is responsible for ensuring that leaflets are available in the above locations and
that enough stock is available for replenishment.

GamCare Helpline numbers and QR Code are also displayed on gaming machines, tablets,
GeWeTe and ATM’s. The Manager has a responsibility to ensure that any stickers that are
worn or defaced are replaced without delay.

The Company has ‘Set Your Limit’ Features enabled on all its B3 category slot machines which
allows customers to set time and deposit limits.

5.4 Customer Interaction

The Company aims for its employees to have Interaction/Conversations with customers as
part of the Customer Journey to ensure employees ‘know their customers’ and minimises
the risk of them experiencing harms associated with gambling and takes into account the
Gambling Commissions guidance.

MERKUR Slots Employees attend Interaction and Evaluation Training workshops where, in
addition to reviewing the language used in an Interaction/Conversation the evaluation of
such conversations is considered. Employees are trained in.
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e Observing any changes in customer behaviour which may indicate signs of them
suffering from gambling harm.

e |dentifying Customers who may be at risk of, or experiencing harms associated with
gambling.

e Interacting with Customers who may be at risk of, or experiencing harms associated
with gambling.

e Understanding the impact of the interaction on the Customer and Evaluating the
interaction/conversation and the impact of the licensee’s actions and approach.

The Company has set in place a number of intervention points where a customer may be at
risk of or experiencing harms associated with gambling.

Behaviour signs or triggers can be displayed but are not limited to the following.

e Changes to appearance, demeanour and wellbeing brought about through non-
gambling related negative events.

Remaining on the premises for an extended period.

Patterns of frequent leaving and returning to the premise.

Repeated evidence of a customer being tired and/or sleep deprived.
Mentioned self-exclusion or taking a break.

Seeking to borrow money from associates or unknowns.

Changes in the nature, patterns, or levels of play.

A person affected by a health condition which may impair their judgement.
Frequent use of ATMs on the premises.

Family/partner/close friend visiting the premise to find Customer or receipt of
information with respect to a concern about a customer.

e Mentions frequently about losses or hints that they have been treated unfairly,
irrespective of whether they wish to make a complaint.

e Repeated aggressive behaviour, agitation, distress, or changes which would be an
indication that gambling is having a negative impact on a customer’s wellbeing.

e Admission of a gambling problem or direct request for help in respect of gambling
problems.

e Intoxication/substance abuse or other suspected/known addictions.

Behaviour/Problem Gambling Signs - in all cases where a customer’s behaviour has changed
and it is believed they ae showing signs of problem gambling or gambling related harm, this
must be immediately brought to the attention of the Duty Manager. A Safer Gambling
interaction/conversation must be conducted and recorded on the SMART Tablet. Should the
Interaction/Conversation give the employee any cause for concern the Customer should be
offered advice on where to seek further help, and on self- exclusion (as with all interventions
with people who may be in distress, the Duty Manager is required to consider the health and
safety of themselves, the customer and other employees/customers within the premises).
The Duty Manager must record details of the interaction, what behaviour triggers were
observed and the outcome (ranging from customer self-exclusion to an enforced suspension
with details of advice offered). The interaction/conversation is to be recorded on the SMART
Tablet.

Long Periods of Play —While it is recognised that some Customers may only visit the premise
with the sole aim of participating in gambling, employees should be vigilant to ensure that
unusually prolonged periods of play are monitored and where appropriate measures taken
to ensure that the Customer is to take rest breaks.
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The Duty Manager or Authorised Person must record details of any
Interaction/Conversation, the length of time observed etc. and the outcome (ranging from
continuation of gambling to suspension) and why they made this decision. The interaction is
to be recorded on the SMART tablet.

Visitation — Consideration should be given to the fact that the Customer may just be a
regular visitor and the frequency of their visit may not be a concern. In these cases, an
interaction/Conversation may not always be required.

The Duty Manager or Authorised Person must record details of the interaction, the number
of visits recorded etc. and the outcome (ranging from continuation of gambling to
suspension) and why they made this decision. The interaction is to be recorded on the SMART
Tablet.

The Manager and the Safer Gambling Compliance Manager are to be informed and the
Customer prevented from further gambling and/or entry at that time in cases where the
Duty Manager/Authorised Person has concerns that the Customer may be at risk of gambling
harm.

Significant Win — As with all types of play, it does not necessarily follow that because a
customer has won an interaction must take place. However, there is a risk that high staking
following a win could hide or lead to harmful behaviours and attention must be paid to this.

e As a guide, normal practice ticket wins of £1,000 will require intervention from an
employee to approve pay-out.

e Or where the win is significant in relation to the Customers normal play history and
information we hold on the Customer, upon their next visit a safer gambling
interaction/welfare check may be undertaken before any gambling takes place.

The interaction is to be recorded on the SMART tablet.

Consecutive Losses — As with all types of play, it does not necessarily follow that because a
customer has lost an interaction must take place. However, there is a risk that consecutive
losses could hide or lead to harmful behaviours and attention must be paid to this.

e Asaguide, normal practice where 3 or more consecutive losses are understood to have
occurred, the customers play will be reviewed and depending on information known
regarding the customer an Interaction/Conversation will be undertaken and recorded
on The SMART tablet.

e Or where the loss is significant in relation to the Customers normal play history and
information we hold on the Customer, upon their next visit a safer gambling
interaction/welfare check may be undertaken before any gambling takes place

The interaction is to be recorded on The SMART tablet.

Return from a Period of Self-Exclusion — Customers who self-exclude do so for many reasons
ranging from a short-term control mechanism to instances of potential or actual gambling
related harms. Customers returning from periods of self-exclusion must be given options to
regulate their gambling behaviours and an increased level of protection against gambling
harm.
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e Acustomerreturning from a period of self-exclusion will be subject to a re-instatement
interview and they will not be permitted entry until after a minimum 24 hrs cooling off
period.

e The reinstatement is to be recorded on the Smart Tablet and further safer gambling
interactions/welfare checks will be scheduled with the Customer, where deemed
appropriate following reinstatement.

Intoxication/Substance Abuse - Where a customer is suspected of/or observed to be
intoxicated/under the influence of an illegal substance either attempting to enter or on the
premises the Duty Manager is to be informed immediately.

e Any Customers who are suspected of/or observed to be intoxicated/under the
influence of an illegal substance either attempting to enter or on the premises are
required to have a safer gambling interaction/conversation with the Duty Manager and
entry may not be permitted. (As with all interventions with people who may be
intoxicated, the Duty Manager is required to consider the health and safety of
themselves, the Customer, and other employees/Customers within the premises).

e Forinstances that require police assistance such as refusal to leave, operating a motor
vehicle etc. the Duty Manager will be required to record on the Smart Tablet Incident
App and as an Interaction/conversation on The SMART tablet.

To evaluate an interaction, it is important to understand the impact on the Customer and
the effectiveness of the Companies approach. See Appendix A for the safer gambling
interaction process. The Company will consider the interactions with those Customers who
may be at a higher risk of suffering gambling related harms or displaying signs of problem
gambling by looking at the following.

The Customer behaviour that led to the interaction.

e How the interaction was undertaken and how this was communicated to the
Customer.

e Did the Customer understand the reason for the interaction and the purpose of any
advice that may have been offered.

e What action was undertaken upon completion of the interaction.

e [sthere a need for any follow up action to the interaction.

Safer Gambling Interactions that relate to Customers who may be at an increased risk of
gambling harm will be reviewed by the Manager and the Area Manager who will report any
situations they feel require escalation to the Safer Gambling Compliance manager.

The Safer Gambling Compliance Manager will report to the Compliance and Risk
Committee and will consider the following as part of the evaluation process.

e The outcome and evaluations of the interactions, where Duty Managers have
informed the Manager and Area Manager, and which have been escalated to the Safer
Gambling Compliance Manager that they have concerns that the customer may be at
risk of gambling harm.

e Are Company resources being correctly directed towards those customers that may
be at risk of gambling harm.

e Any recommendations to strengthen Company safer gambling policy, identify
Customers who may be at risk of gambling harm or to improve staff training.
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The Safer Gambling Compliance Manager will conduct regular dip samples of the active
Customer base with data available on The SMART tablet to ensure that the Customer
interaction process is being followed by Venue Management and that customers who may
be at risk of gambling harm are being identified and interacted with/evaluated where
required.

5.5 Self-exclusion

The Company will help those who have identified themselves as having a problem with
gambling or who may be suffering gambling harm by, offering enrolment into voluntary self-
exclusion schemes.

The Company is part of the National Self- Exclusion schemes managed under BACTA, which
covers all United Kingdom land-based premise operators.

Customers who wish to voluntarily enrol into the self-exclusion scheme can do so at the
premise.

The Company are unable to accept any applications to enter self-exclusion from third
parties, unless in exceptional circumstances. Any applications must be directed to the Head
of Compliance.

Any customer that has entered a period of self-exclusion will have their marketing
permissions checked. Any customers that have marketing enabled will have the permissions
removed by the Head of Marketing before any further promotions are sent.

Any Customer entering a period of self-exclusion will be offered advice on where to seek
additional help in relation to problem gambling/gambling harm and will be advised that the
following applies.

e Minimum self-exclusion period is six months and not more than 12 months.
e Any self-exclusion period can be extended by the same time period upon request.

e |If a self-excluded person manages to enter a premise and gambles any funds
gambled or won may be considered forfeit, and the breach recorded.

e Following a self-exclusion period, the Customer may request for their self-exclusion
period to be lifted, (the Company will not notify a customer that a self-exclusion
period has, or is about to, expire).

e Following a self-exclusion lift request a 24hr cooling off period will apply.

Duty Managers are not trained treatment providers and as such can only offer advice to
Customers on where to seek professional help and are not required/trained to offer
counselling.

Should a customer who is enrolled on a self-exclusion scheme or who has been excluded on
safer gambling grounds attempts entry, the Duty Manager is to be called and no entry is to
be permitted.

Where a customer who is enrolled on a self-exclusion scheme or who has been excluded on
safer gambling grounds gains entry, they must be told to leave, and the breach is to be
recorded on the Smart Tablet Self-Exclusion App and an Interaction/Conversation recorded
on The SMART tablet.
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Where a customer who is enrolled on a self-exclusion scheme or excluded on safer gambling
grounds gains entry and gambles, this must be immediately brought to the attention of the
Duty Manager. Any identifiable stakes and or winnings will be considered forfeit, and the
Customer may not be permitted to cash out. They must be told to leave, and the breach is
to be recorded on the Smart Tablet Self-Exclusion App and an Interaction/Conversation
recorded on The SMART tablet.

5.6 Employment of Children and Young Persons

The Company does not employ anyone under the age of 18. All new employees are required
to verify their age as part of the application/employment process.

5.7 Money Lending Between Customers

Whilst it is accepted that there are occasions where customers may lend money to each
other for the purpose of gambling, the Company is required to monitor and prevent
organised or systematic money lending from individuals operating as loan sharks. Where
money lending is observed or suspected to be taking place the Duty Manager is to be
immediately informed (employees are not to approach customers directly in relation to this
matter).

Where the Duty Manager believes that any money lending is non-commercial, a safer
gambling interaction/welfare check is to be undertaken. The Duty Manager must record
details of the interaction/conversation on The SMART tablet, the reason for non-commercial
money lending etc. and the outcome (ranging from continuation of gambling to suspension)
and why they made this decision.

Where the Duty Manager believes that any money lending is of a commercial (organised or
systematic) nature the Customer must be asked to leave the premises, the Duty Manager is
required to consider the health and safety of themselves, the Customer, and other
staff/Customers within the premises. The Duty Manager must notify the Nominated Officer
to submit a Suspicious Activity Report (SAR).

Where a report is made to the Nominated Officer in relation to systemic or organised money
laundering the Nominated Officer will report to the Gambling Commission via a key event
and will determine what action to take in relation to any SAR submissions.

Any customers who are believed to be borrowing money from other customers are required
to have a safer gambling interaction/welfare check with the Duty Manager. The Duty
Manager must record details of the interaction/conversation, reason for Customer
borrowing money etc. and the outcome (ranging from continuation of gambling to
suspension) and why they made this decision.

The interaction is to be recorded on The SMART tablet.

6. FAIR AND OPEN PROVISIONS

The Company ensures that its terms and conditions are not unfair within the meaning of the
Consumer Rights Act 2015.
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The Company displays the following information within its premises to assist customers in
making an informed choice about which games they may intend to play and/or to provide
further assistance if required. Information is available in the following locations.

e Machine information screens
The Company ensures that all gaming areas are correctly supervised. Duty Managers,

Supervisors and other employees conduct regular checks of both gaming and non-gaming
areas to ensure the safety and security of employees and Customers.

7. MARKETING
7.1 Rewards and Bonuses

Any rewards or bonuses that are offered to any existing or potential customers by the
Company are subject to the following rules.

e Terms and Conditions are clear and available to all customers who are offered the
reward or bonus.

e The reward or bonus is not subject to the customer gambling for a predetermined
length of time.

e Thereward or bonus is not subject to the customer spend.

From time to time the Company will send promotional offers in the form of free plays and
match plays to its customer base. Any promotional offers will not be based on spend.

The Company does not designate any of its customers as VIP and as such does not offer any
increased incentive or reward programs.

7.2 Alcoholic Drinks

The Company does not sell or offer complimentary alcoholic drinks to its customers in
MERKUR Slots venues.

7.3 Promotion by Agents

The Company does not use agents for the promotion of any of its gambling activities or to
promote its business.

7.4 Compliance with Advertising Codes

The Company undertakes all its marketing in a socially responsible manner and complies with
the codes of conduct issued by the Committees of Advertising Practice, non-broadcast

(CAP) and the Broadcast (BCAP) which are administered by the Advertising Standards
Authority (ASA).
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When conforming to the UK Code of Non-broadcast Advertising and Direct and Promotional
Marketing (CAP Code, https://www.asa.org.uk/codes-and-rulings/advertising-codes/non-
broadcast-code.html) particular attention is paid to the following sections;

e Section 3 — Misleading Advertising.

e Section 8 — Promotional Marketing.

e Section 16 — Gambling.

When conforming to the UK Code of Broadcast Advertising (BCAP) Code
https://www.asa.org.uk/codes-and-rulings/advertising-codes/broadcast-code.html

particular attention is paid to the following sections.
e Section 3 — Misleading Advertising.
e Section 17 — Gambling

The Company also complies with the Gamcare Industry Code for the display of Safer
Gambling information (Gambling Venues).
https://www.safergamblingstandard.org.uk/news/new-code-of-conduct-for-land-

based-gambling-venues/

The Company currently has no partnership agreements in place.

7.5 Other Marketing Requirements

The Company ensures that any marketing promotions and new media are within the meaning
of the Consumer Protection from Unfair Trading Regulations 2008
https://www.legislation.gov.uk/uksi/2008/1277/contents/made

All marketing material requires approval from the Head of Compliance and where necessary
legal advice is sought.

Terms and conditions for all promotions are available to Customers for the duration of said
promotion. Terms and conditions can be viewed both on the premises and websites.

The Company ensures that no marketing information or promotions are displayed on
materials that are for the purposes of safer gambling.

7.6 Direct Electronic Marketing Consent

Upon initial registration for membership all customers are asked to give their consent to
receive marketing and promotions by post, email, text, and social media. The default setting
is for no permissions to be set and only customers who give consent (completing a privacy
card) will have these permissions enabled on their profile.

All Customers who receive marketing or promotional contact can unsubscribe at any point.

Further information relating to the Privacy and Electronic Communications (PECR) are
available on the Information Commissioners Office (ICO) website https://ico.org.uk
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8. COMPLAINTS AND DISPUTES

8.1 Alternative Dispute Resolution

The Company has a mechanism in place for customers to refer gaming disputes to a
recognised Alternative Dispute Resolution (ADR) provider. The Companies approved ADR
provider is the Independent Betting Adjudication Service (IBAS www.ibas-uk.com) which is
free of charge to customers and approved by the Gambling Commission.

A complaint as determined under the LCCP relates to licensed activities for the outcome
of agambling transaction or a concern over how the Company conducts its gambling
business.

Dispute as determined under the LCCP is the non-resolution of a customer complaint which
has ntbeen resolved by the Company.

Only disputes of a gambling nature can be referred to IBAS. The Company will address
Customer complaints within 8 weeks following receipt.

8.2 Non-Gambling Related Customer Complaints

Customers from time to time may wish to complain on issues relating to service (non-

gambling)etc. These complaints will not qualify for ADR and will be dealt with internally by
the Company via the Customer Care platform:

e Customer Complaint procedures are available for customers in the premise.

e Customer Care details are displayed on the Customer Information Board and via
the company website.

9. COMPANY EMPLOYEES

9.1 Responsible Gambling Information for Employees

Employees are encouraged to report any issues they are experiencing in relation to safer
gambling as soon as possible to ensure that the Company can provide both the correct and

the right level of advice/support that is required.

The company provides a confidential Employee Assistance Programme (EAP), for free
information, support, and counselling - available on the Hapi App or on Inform People.

The Company does not permit any of its employees to gamble within any of its premises.

10. SENIOR MANAGEMENT RESPONSIBILITY
10.1 Compliance Risk Committee
For the purpose of the Company Safer Gambling Policies, Senior Management means

individuals within the Company with sufficient knowledge of the Company’s Safer Gambling
risks and with sufficient authority to take decisions that affect the Company’s exposure to
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Safer Gambling risk. The Company has determined that members of Senior Management will
make up the Compliance Risk Committee and will report to the Board.

The Compliance Risk Committee will be chaired by the Head of Compliance and will include
the COO, the CFO, Safer Gambling Compliance Manager, Operations Directors, Head of
Product, Head of Marketing, Head of HR, Head of IT. In addition, there is a group Compliance
Committee that meet quarterly which is attended by the Chief Executive Manager, Group
Compliance Director, and the Company Licensing Advisors, Poppleston Allen. The Compliance
Risk Committee makes up the third line of monitoring in the Company’s risk-based approach
for protecting its customers against the risks of gambling related harms.

The Company has a starting position that most of its customers gamble safely and are not at
risk of suffering from gambling related harm and as such present a low risk. All policies,
procedures and controls are proportionate to identified Safer Gambling risks.

The Head of Compliance will chair the Compliance Risk Committee meetings and as such they
will set agendas and complete minutes.

10.2 Company Safer Gambling Obligations

The Head of Compliance and the Safer Gambling Compliance Manager will provide monthly
(calendar), quarterly (calendar) and annual (calendar) reports to the Compliance Risk
Committee covering the Company’s operation and effectiveness of the systems and controls
in place relating to Safer Gambling and will take any action necessary to remedy deficiencies
identified by the report in a timely manner. The quarterly and annual reports will set out the
following.

o Safer Gambling risks to the Company and/or its customers/employees that are
either new/emerging or have changed.

e Remedial action identified through deficiencies or Company Safer Gambling
weaknesses.

e Improvements to be made or progress reports on previous measures.

e Internal and independent audit results.

e Interactions with the Gambling Commission or other external bodies.

e Any key notifications (regulatory changes/guidance) from the Gambling
Commission or other industry bodies complete with an
explanation/interpretation, effects on the company operations/employees/
customers and any further recommendations.

e Senior Management and Relevant Employee Safer Gambling training.

e Safer Gambling resource considerations or concerns.

e Any other relevant information at the discretion of the Safer Gambling
Compliance Manager.

10.3 Policies, Procedures and Controls

The Company has in place policies, procedures, and controls to mitigate and manage the Safer
Gambling risks that have been identified. The Company Safer Gambling policies, procedures
and controls are.

PageZO

MERKUR Slots Safer Gambling Policy V1.2 — September 2024




MERKUR

Safer Gambling Policy SLOTS

e Proportionate to the size and nature of the business using guidance issued by the
Gambling Commission (and other relevant bodies such as The Bingo Association)

e Approved by the Head of Compliance and are submitted to both the Compliance
Risk Committee, the Board and Group Compliance.

10.4 Safer Gambling Training

The Company provides training to its employees to ensure that they both understand the
culture of the company and their personal responsibilities in relation to safer gambling. Safer
Gambling training is undertaken upon commencement of employment and then on a six-
monthly basis (the Company aims to deliver safer gambling training on a six-monthly basis
consisting of a cycle of remote and face to face learning).

All Safer Gambling Training will be devised and supervised by the Safer Gambling Compliance
Manager and L&D department and will be reviewed/updated in line with legislation/Gambling
Commission guidance. Employees are made aware of.

e The Safer Gambling risks applicable to the Company’s customers and how these
risks are managed.

e |dentifying behavioral changes which may indicate a customer is at risk of
Gambling harm.

e |dentify Customers at risk of Problem Gambling or Gambling Related Harm.

o Legal requirements of children and young people accessing company premises

e The Customer interaction process.

e Industry Self-Exclusion Scheme.

e Fair and Open provisions.

e The Customer Dispute process.

e Therole and responsibilities of the Safer Gambling Manager.

It is the Manager of each venues responsibility to ensure that all employees receive Safer
Gambling Training both upon commencement of employment and as a refresher on a
minimum six-monthly basis throughout employment with the Company. The Manager will
ensure that employee training records are complete and up to date.

Safer gambling Interaction and Evaluation workshops are held on a regular basis to ensure all
senior MERKUR Slots Management are aware of the need to conduct
Interaction/Conversations and evaluation of these interactions is conducted.

Safer Gambling Interaction and Evaluation workshops review real interactions, give examples
of true to life scenarios and encourage open and honest discussions from the attendees.

Internal Compliance Auditors also attend Safer Gambling Interaction and Evaluation
workshop to support their Compliance audit assessments.
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11. THE SAFER GAMBLING MANAGER
11.1 Role of the Safer Gambling Manager

The Company has appointed a Safer Gambling Compliance Manager who is responsible for:

e Reviewing Safer Gambling documentation that has been collected/completed.

e Reviewing Safer Gambling interactions that have been completed by Duty
Managers and approved by the General Manager in line with Company auditing
procedures.

e Reviewing transaction data to determine potential Safer Gambling risks or
patternsin line with Company audit procedures.

e Being the Company point of contact for all Safer Gambling issues.

e Preparing Safer Gambling training materials for all Company Employees and
ensuring face-to-face Safer Gambling training is delivered for Senior
Management, Managers and Head Office Employees and ensuring that online
Safer Gambling training is relevant.

e Collating, preparing, and presenting Safer Gambling reports on a monthly,
quarterly, and annual basis to the Compliance Risk Committee (and where
required the Board).

e Providing additional support to the Head of Compliance, the Compliance Assistant
or other areas of the business as determined by the Head of Compliance or were
identified by the Safer Gambling Compliance Manager.

11.2 Standing of the Safer Gambling Manager

The Company has determined that the Safer Gambling Compliance Manager is responsible
for the oversight of all the Company’s Safer Gambling activities and is the key person relating
to Safer Gambling.

The Safer Gambling Compliance Manager has.

e The authority to act independently in carrying out their Safer Gambling
responsibilities (relating to the LCCP).

e Hasthe necessary seniority within the Company and the resources/information to
discharge their duties in an objective manner which may conflict with short term
operational concerns.

In the temporary absence of the Safer Gambling Compliance Manager Safer Gambling
responsibilities will be undertaken by the Head of Compliance.

In the temporary absence of the General Manager (due to holidays/absence etc.) Safer
Gambling responsibilities will be undertaken by a Designated Deputy.
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12. GAMING MACHINES IN GAMBLING PREMISES
12.1 All non-remote operating licences

The Company makes available Gaming Machines within its licensed premises where there are
substantive facilities for non-remote premise games.

All gaming areas are appropriately supervised by staff.

13. ASSESSING LOCAL RISK
13.1 Local Risk Assessment

The Company has in place Local Area Risk Assessments for each of its premises. Each Risk
Assessment considers identified risks that are associated with the provision of gambling and
the policies/procedures that the Company has in place to mitigate these identified risks.

Each Local Risk Assessment considers matters identified in the relevant licensing authority’s
statement of licensing policy.

The Safer Gambling Compliance Manager and Internal Compliance Auditors will review the
local risk assessments and will update where necessary (at least on a yearly basis or where a
notable change has been identified).

The latest version of the Local Area Risk Assessment is available as a reference document in
each premise.

14. ONGOING MONITORING AND AUDITING

14.1 Monitoring Techniques

The Company uses various techniques to monitor Customers. The list below is non-
exhaustive:

e Monitoring customer play on machines, customer behaviours and ensuring that
relevant Safer Gambling interactions are completed and correct. Further to this
any Customers of concern are reported to the Duty Manager.

e Monitoring customer behaviours and ensuring that relevant Safer Gambling
interactions are completed and correct. Further to this any customers of concern
are reported to the Duty Manager.

e Managers to review Safer Gambling Interactions providing rationale for decisions
made, ensuring they are recorded correctly. Further to this providing oversight of
employees, ensuring training is up to date, reviewing breaches/exceptions to Safer
Gambling policy and forwarding information to the Safer Gambling Compliance
Manager.

e Area Managers to review Safer Gambling Interactions on a regular basis.

e Safer Gambling Compliance Manager to review Safer Gambling documentation,
outcomes and rationale for decisions made and Company documentation.
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14.1 Regulatory Compliance Audits

The Company Internal Auditors conduct unannounced Regulatory Compliance audits to
ensure both the Company and its employees are compliant with legislation, LCCP and
Company policy.

15. ANTI-MONEY LAUNDERING AND SAFER GAMBLING

It is important to be aware that while some Customers may display signs that they may be
engaged in some form of money laundering activity, the signs may also be an indication of
problem gambling.

For instance, a customer whose playing habits increase may be chasing losses, rather than
engaging in money laundering activity. Similarly, there may be occasions whereby a customer
may be a problem gambler, but in fact, may be spending the proceeds of crime.

Whatever the circumstances, Duty Managers must be prepared to engage with the customer
and ask pertinent questions to satisfy themselves, as to whether the Company shall
commence or continue with the business relationship with the Customer or terminate it. In
summary, it is perfectly plausible that an individual attempting to spend criminal proceeds
or launder money could also be a problem gambler, but one does not necessarily follow the
other.

The effective identification and management of these risks rests upon the ability to have a
comprehensive knowledge of customer relationships and upon Duty Managers having a clear
understanding of their responsibilities.

Commercial and business information should be considered for AML as well as safer gambling
purposes when transacting with an individual.

If Customers expect that a customer interaction is likely, should they play with large
amounts of money, or for lengthy periods and such interaction is consistently applied, there
would be less reason for players to question or become suspicious of the motives for these
interactions.
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APPENDIX A - Safer Gambling Interaction/Conversation Process

Social Responsibility Code Provision 3.4.1 Customer Interaction has been in force since
315t October 2019. A Safer Gambling Interaction is broken down into three parts.

e |dentify—What is the behaviour, activity or trigger that has led to the interaction.

e Interact—What has been discussed between the customer and the Duty Manager
to find out more information relating to the behaviour, activity, or trigger.

e Evaluate — What was the outcome of the interaction (follow up action where
required), did the Customer understand the interaction and why did the Duty
Manager make their decision.

Identifying Customers who may be at risk of or are experiencing gambling harm at the
earliest opportunity is a key factor in reducing any possible or actual harm. Duty Managers
will interact with, observe Customers, and record any such safer gambling interaction.

Before any safer gambling interaction/conversation is undertaken the Duty Manager should
where review and consider the following.

e Any previous interactions/conversations recorded with the Customer that
are relevant and theiroutcome.

e Whatinformation do they know about the Customer.

e |s the reason for the interaction out of character or a cause of concern in
relation to the Customer.

o What outcome is expected to be achieved from the interaction.

When conducting the safer gambling interaction/conversation, the Duty Manager is to
consider the health and safety of themselves, the Customer, and other
employees/customers within the premises as the Customer may be in distress. The Duty
Manager is best placed to decide on when, where,adhow an interaction will take place.

When interacting with a customer the Duty Manager must remain friendly and supportive.
Questions are to be open ended (conversational) to stimulate a response from the Customer
and closed questions (yes or no answers) are not recommended.

Examples of open questions are as follows.

e | have noticed that you are not having much fun lately, can you tell me if
anything has changed.

e You seem to be spending more time in the premise lately, have things
changed at work.

Duty Managers are reminded that the interaction is a conversation relating to customer
welfare and is not an interview.

During the interaction/conversation the Duty Manager is to remain vigilant towards signs of
gambling harm (agitation, behaviour, language etc). At the same time the Duty Manager is
required to assess whether the Customer is showing signs of frustration or is upset for
another non-gambling reason. The best outcome for the Customer will only be achieved
through an honest and open dialogue.
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When evaluating a safer gambling interaction, it is important that the Duty Manager looks at
what is in the best interests of the Customer. The evaluation should give an assessment as
to whether the Duty Manager feels that the Customer may be at risk of or suffering the
effects ofgambling harm.

Considerations in the evaluation should include the following.

e Did the Customer understand the reasons for the safer gambling interaction.

e Did the Duty Manager feel that the Customer should be offered further
information/advice in relation to problem gambling/Self-exclusion etc.

e Were other gambling management tools discussed such as the Customer
reducing their visits, playing at a lower stake, or moderating spend etc.

e Was the Customer considered to be at risk of gambling harm.

e Wasitdetermined that the Customer presents a minimal risk of gambling harm as
such no follow up action is required.

The Duty Manager, as part of their evaluation is to give the reasoning for their decision and
are to clearly determine what action is to be taken along with any advice that was offered to
the Customer.

All Safer Gambling Interactions are to be recorded on The SMART tablet.

The Safer Gambling Compliance Manager will conduct regular reviews of the Safer Gambling
Interactions to ensure that the Customer interaction processis being followed by venue staff
and that customer who may be at risk of gambling harm, are being identified and interacted
with/evaluated where required.
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APPENDIX B — Industry Self-Exclusion Scheme (The Bingo Association & BACTA)

Self-exclusion social responsibility code provision 3.5.1 is a condition of our Operating Licence
under the Licence Conditions and Codes of Practice — (LCCP). New regulations were
implemented by the Gambling Commission (LCCP Self-exclusion 3.5.1) and as from éth April
2016, all gaming operators must be part of a multi operator self-exclusion scheme.

The Bingo Association and BACTA national schemes covers all UK land-based premise. The
system aids operators in preventing access to premises by those Customers who have
declared themselves as problem gamblers and have expressed a wish to exclude within the
scheme rules.

A customer can self-exclude for a minimum 6 months and a maximum 12 months.

Self-exclusion is sector specific:
e BINGO Licensed Premises ‘Traditional Bingo Clubs’ — National exclusion zone
e BINGO Licensed Premises ‘High Street’ - 1km exclusion zone
e AGC Licensed Premise ‘AGC’ — 1km exclusion zone

The Company has appointed the Head of Compliance as its Primary Administrator for the
Self-exclusion system (SmartHub).

Where a customer has expressed a wish to enrol in self-exclusion the Customer is to cease
gambling and will be enrolled via the Smart Tablet Self-Exclusion App after establishing the
identity of the Customer and explaining how the scheme works.

Where a customer breaches their self-exclusion, the breach must be recorded on the
SmartTablet against the persons exclusion.

As self-exclusion is a voluntary scheme a customer can ask to be reinstated once their
minimum period of self-exclusion has elapsed. Following a reinstatement interview, a
customer enters a 24 hours cooling off period before they can commence gambling.
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Safer Gambling — Observation & Interaction
Introduction
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Safer Gambling — Observations & Interactions
Background

Gambling Commission Recommendations

Teams’ having an awareness of their customers behaviours

Teams’ knowing their responsibilities and being accountable

Understanding why interactions is an important part of the customer
experience

Changing how we approach and perceive a Safer Gambling Interaction
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Safer Gambling — Observations & Interactions
AIms

MERKUR Slots teams, gain confidence and
knowledge on how to Identify and Interact
with customers who may be at risk of
suffering from gambling harms.

Retain MERKUR Slots Customers, so they
play and visit at a level that is affordable to
them and continue to enjoy their gaming
experience.

MERKUR Slots teams, being balanced in
their approach.
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Safer Gambling — Observation & Interaction
Objectives

e Understanding of why being proactive with interactions can benefit the overall Customer
Experience and integrity of the MERKUR brand

e Understanding an Interaction is a ‘conversation’ and should be positive not just negative
e Observe customer behaviours, recognising any changes that will initiate an interaction
e Observe extended periods of play, and recognise when and how to interact appropriately

e Proactive interactions utilising the resources and tools available to the operation,
demonstrating due diligence

e Utilising the WOW factor framework to observe and interact with our customers

SLOTS
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Safer Gambling — Observation & Interaction
What is an Interaction
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Safer Gambling — Observation & Interaction
What is an Interaction

Definition of interaction, (Oxford Dictionary)
The act of communicating with somebody, especially while you work, play
or spend time with them.

Definition of customer service interaction, (Oxford Dictionary)
Help and advice that a company gives people who buy or use its products
or services.
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Safer Gambling — Observation & Interaction
What is Safer Gambling?

“Safer Gambling is a term used to
describe the industry's approach to
limiting the risk of problem gambling

\J and gambling related harm. The term Is

Pl AYPAUSE often interchangeable with social

responsibility”
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Safer Gambling — Observation & Interaction
What is Safer Gambling Interactions?

Pro — Active Reactive

« Customer contacting the
business

« Business reacting to the contact

« Business unaware of changes
within the customer

« Getting to know our customers
Observing behaviours for any
changes

« Conversing and Listening

« Acting on concerns
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Safer Gambling — Observation & Interaction
Recording and Interaction

What is the difference between a
customer service interaction and a
safer gambling interaction?
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Darius

Darius is aregular customer, pleasant enough and keeps himself to himself when in MERKUR
Slots .

Darius is usually found playing the £500 jackpot machines. You can tell that he is in the venue,
as you can hear the buttons being pressed or tapped loudly.

Darius usually plays the machines approx 6 hours at a time and never complains . He usually
comes in at 6pm and leaves at midnight. He visits at least twice a week but has been known to
come in and play up to four times a week.

This week, he has been in every night. On Thursday night Darius could be hear complaining to
himself at the machine he was playing. On Friday night, he stayed until early hours of Saturday
morning leaving around 2am.

Saturday night Darius was heard banging the buttons, rather than loudly tapping the buttons. He
then approached the staff asking how to self exclude.
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Safer Gambling — Observation & Interaction
Observe, Action and Outcome

OBSERVE ACTION OUTCOME

Member of staff approaches Member of staff records the
e customer and politely says, interaction.
i veJnue ona da}f E.he “Mary is your bus not due Mary returns the next day
doesn’'t normally visits, she et on her usual visit to the

states that she has just come
in to wait for her bus, and she Mary thanks the member of
has a spare £10. staft for reminding her, and
leaves saying, “see you

tomorrow if you're working”.

venue.

Her bus is in 10 mins and the

bus stop is outside the venue
front door.

She finishes playing her £10,
she starts to walk towards
the cash machine (ATM)
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Safer Gambling — Observation & Interaction
Observe, Action and Outcome Cont..

: Whilst offering the Member of staff records the
s ,ﬂDt'cE 2 S AL customers a drink refill in the interaction.
2 one 2l thg games on venue. You initiate a
our gaming machines on £2 conversation and let them Customer initially thought
Sitlile oy s know that you have seen the member of staff was
You also notice they are going them go to the cash machine being a bit of a job’s worth,
to the cash machine a bit more than usual. however reduce stake and

more than usual disabled the Auto Play

Within conversation, inform
them about set your limits,
or that they could reduce to
a £1 stake
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Safer Gambling — Observation & Interaction
Signs & Triggers

» Repeated aggressive behaviour

« Changes in appearance

* Remaining on the premises for extended periods of time

« Patterns of frequently leaving and returning

« Mentioning self — exclusion

* Repeated evidence of a customer being tired and/or sleep deprived
« Seeking to borrow money

« Changes in the nature, pattern, levels of play

« Judgement affected by a health condition

* Frequent use of cash machine on the premises

« Mentions frequently about losses, hints they are treated unfairly
» Multiple Profiles or profiles under different names
 Intoxication/substance abuse

« Family, partner or friends visiting the club to find a customer
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Safer Gambling — Observation & Interaction
Interaction Outcomes

customer said that he was
spending far too much and
needed to take a break.

a few days later he came

back to self-exclude.

Chris asked to self-
excluded, was completely
out of the blue did ask if this
was what he wanted, and it
was so he self-excluded

Peter is a regular but has increased visits
recently, spoke to regarding this and he
said his wife is in hospital which is why he
is in more. discussed that he doesn't
need to come in and play if he's feeling
lonely, he can pop in for a coffee and chat
without the need to spend more money.
Will keep an eye on him

Left after spinning off
money

self-excluded

he wishes to be told what
the fault is with either the
game or machine.
| will report this to the
manager as requested by
the customer.

customer was refused to
play and left the venue

SLOTS
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Safer Gambling — Observation & Interaction
Exclusion

Why is an interaction advised at self-exclusion?

» Actively listen to the “why” a customer wishes to self-exclude
* Is this the right option for the customer

« Sign post them on where to receive help

Why is an interaction advised at re instatement?

» Actively listen to the “why “ a customer wishes to return

« Evaluate and follow up with an interaction at a following date

» Record of the customer's journey

Interacting is preserving the customers business and helping them to
gamble at a safe level, evaluating their interactions and acting upon any
concerns.

Learning and Development — Compliance % MZRKUR
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CUSTOMER SERVICE JOURNEY

IS THE
CUSTOMER
WELCOME KNOWN WELCOME
TO YOU?
OFFER OFFER
OF A DRINK OF A DRINK
AND SNACK AND SNACK

OFFER :
INFORMATION ) Sl = ;

or e o i it | | | e
GAMES & . . e\ - S |

MACHINES {

.MERKUR "

AND SHLEET YOUn RRME

o=

OFFER
LATEST
PROMOTION

OFFER OF
MATCH PLAYS

OPEN OFFER OF
CONVERSATION REWARDS
WITH THE CLUB &

CUSTOMER BENEFITS
OFFER OFFER

ADDITIONAL ADDITIONAL
DRINKS & WELCOME BACK DRINKS &
SNACKS ALL IMPORTANT GOODBYE, SNACKS

HOPE TO SEE YOU AGAIN




Safer Gambling — Observation & Interaction
Summary and Best Practices

« Retain customers to play affordable

« Customer Experience use it as part of the journey

* Recording the right information

« Handover between shifts

* Prevention before a customer feels that they need to self — exclude

* Self - exclusion and re —instatement
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Essentials of Compliance

Welcome to the Essentials of Compliance and Social Responsibility Training course
EVERYONE who works in one of our venues is responsible for making sure that our
gaming and bingo operations are monitored and supervised correctly to prevent entry

by underage people, to identify vulnerable people and to prevent crime.

This training module will ensure you have covered every element of the Gambling Act
and the Gambling Commission's requirements of each and every one of us.

As this is such an important part of our business, this course will be refreshed every 6
months. Remember to go through it carefully when it refreshes as any changes and

updates to the law will be updated in this training and quiz.

Click on the first lesson below to get started:
INTRODUCTION

— Learning Outcomes
— Introduction

— The Law
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OBJECTIVE 1

Objective 1: The Protection of Children

Checking Age

Refusing Entry

Knowledge Check 1

Objective 1: The Protection of Vulnerable People

Self Exclusion

MERKUR Self Exclusion

OBJECTIVE 2

Objective 2: Fair & Open

The Complaints Procedure

OBJECTIVE 3

Objective 3: Crime Free

Theft and Fraud

Money Laundering

COMPLIANCE IN MY VENUE

The Compliance Folder
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=== Around the Venue

? Quiz
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Lesson 10of 18

Learning Outcomes

ESSENTIALS OF

COMPLIANCE

Work through this online training module and complete the activities and quiz.

You must ask your Line Manager if you are unsure about any aspect of this

training or the gaming operation you work in.
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This training session will explain everything you need to know to stay

compliant and operate within the law whilst at work.

IMPORTANT: The playing of any gaming machine by a member of staff within a
venue is considered a Gross Misconduct offence under the Company’s

disciplinary rule.

LEARNING OBJECTIVES

By the end of this session you will be able to..

List your responsibilities regarding gaming operations

Explain the 3 licensing objectives

Implement the Think 25 policy including identifying proof-of-

age documentation and the procedure for confirming age

Identify the consequences of failing to identify and refuse entry to those

who are underage

Recognise a potentially vulnerable person and take the appropriate

action

Explain self exclusion and the action that should be taken
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Recognise a potentially suspicious situation and take the

appropriate action

Complete the relevant compliance logs at the appropriate
time

Money Laundering - procedures and what to report

Explain the complaints procedure and the 4 stages to follow
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Lesson2 of 18

Introduction

We o

This training module will ensure you have covered relevant elements of the Gambling Act and

the Gambling Commission's requirements of each and every one of us.

L

oy —
245
Scotland
s “dig =

All across the UK

perate gaming operations all over the country from Aberdeen in Scotland to Lowestoft in the South

East and Plymouth in the South West. The majority are licensed as Bingo premises, however a number of

them

Your

are operating as Adult Gaming Centres and some as a Family Entertainment Centre (FEC).

Manager will inform you of the license(s) held by the venue you are working in. All the venues have

gaming machines that vary from low stake 10p play machines to high stake, high jackpot machines. Some

venues and all those with a Bingo License venues will have one or more Bingo products - this may be a
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traditional Cash Bingo rig, Bingo Plus Terminal /G Tab Tablets, Bingo Express Terminal/Flexi Tablets, BETS
in Bingo Clubs plus Bingo Video Terminals . All the venues apart from the FEC areas are restricted by law to

those who are over the age of 18.
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Lesson 3 of 18

The Law

All gaming businesses need a Premises Licence to operate and are
operated according to the LCCP (Licence Conditions and Codes of
Practice).and the Gambling Act 2005

The 3 Main objectives of the Act are:

The protection of children and vulnerable people
To be fair and open

To be crime free
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WHAT ARE LICENCE CONDITIONS?

There are four types of licence condition, and they have different status in the law, but you need to comply with them
all:

1. General licence conditions can be applied by the Gambling Commission to an individual operating licence or a class of operating
licence (for example, all betting operating licences).

2. Individual licence conditions can be applied by the Gambling Commission to an individual operating licence. They are likely to address
matters concerning an individual operator and their activities.

3. Conditions imposed by the Secretary of State may be applied to a class of operating licence using statutory instruments (amendments
to the law).

4.  Statutory conditions imposed by the Gambling Act 2005 may be applied to a class of operating licence.

WHAT ARE CODES OF PRACTICE?

Codes of practice are either:

social responsibility code provisions - which must be adhered to by all licence holders
> ordinary code provisions —these do not have the status of licence conditions but failure to take account of them can be used as
evidence in criminal or civil proceedings

Click on picture toenlarge

LCCP (Licence Conditions and Codes of Practice)

The Licence conditions and Codes of Practice set out the requirements you must meet in order to hold your

operating licence and your personal licence.

It is a very important part of running your business

AGCs, FECs, Bingo and Casino premises are regulated by the Gambling Commission. Gambling

Commission Officers, Local Authority Officers and the Police can visit your venue at any time.

If we, or our employees break the law with regard to the Gambling Act 2005, the Company could lose their

licence and would not be allowed to operate gambling areas in the future.

The Company could also be heavily fined and individual employees could be prosecuted.
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@ Any employee found breaking the law relating to the Gambling
Act, playing any machine or not complying with the company’s
policies and procedures relating to gaming operations may face
disciplinary action (including dismissal). If you work through this
training you will have all the knowledge you need to get
Compliance right.

CONTINUE

* Social responsibilityiis all about protecting




PLEASE USE THE ARROWS TO CLICK THROUGH THE 4 CARDS

social responsibility is all abo_u’r
protecting people from gambling-
related harm.

Three licensing objectives support
the whole basis of gambling
regulation: that crime should be
kept out of gambling, it should be
conducted in a fair and open way;
and children and other vulnerable
persons should be protected from
harm or exploitation from

gambling.
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Most people who gamble do
so safely most of the time. But
gambling can be harmful for
some. Excessive play due tfo
inexperience or binge
gambling, periods of loss of
control and more serious
gambling addiction. The harm
suffered is not restricted to the
gambler, but also felt by
tamilies, friends, communities
and employers.

It's not always easy to know who may have a problem so Customer Service and Interaction are
vitallyimportant
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proactively interacting early
enough and in the right way can
help someone keep control of
their gambling and you will
retain them as a customer,

instead of them choosing to opt
for self-exclusion or ending
their membership. In the long

term this approach is more
Sustainable for oyr business

Proactive interaction is about how we interact with our customers when they arein our venues &
clubs
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It'simportant we fully understand the 3 Objectives so we can deliver Socially Responsible
Gambling. YOU; the staff who interact with Customers every day, are atthe fore of how we deliver
socially responsible gambling at MERKUR.

So lets get started with the 3 main objectives.

Licensing

In order for us to operate gaming premises the business is required to hold an operating licence.

Several directors and key senior personnel must also hold a personal licence, just as you would

to be able to own a pub or drive a car.

All these licences, at different levels, confirm that your venue is legal. These are checked for
when officers from the Gambling Commission and local authorities visit venues.

Each individual venue/club must have a premises licence.
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Lesson4 of 18

Objective 1: The Protection of Children

It is illegal for anyone under the age of 18 to enter any AGC, Bingo or Casino premises; even
babies in pushchairs, toddlers wandering in by accident, or any child, even if they are with adult

who is playing the machines, bingo or casino.

The first measure the company takes to prevent entry to under 18's is to make sure that
signage stating the minimum age requirement (18) is displayed clearly at each entrance to the

venue and on each machine.

If someone who appears to be under the age of 25 enters any AGC, Bingo or Casino premises,

the only way we can be sure they are old enough to play is to check directly with them.

WE PROTECT CHILDREN UNDER THE LAW BY ASKING FOR
PROOF OF AGE WHEN PEOPLE ENTER OUR PREMISES. IF YOU
THINK SOMONE IS UNDER 18 YOU SHOULD CHECK BEFORE YOU
LET THEM IN/PLAY. IN OUR BUSINESS WE OPERATE A 'THINK 25'
POLICY; THIS MEANS WE ASK FOR PROOF OF AGE OF ANYONE
WHO LOOKS UNDER 25 YEARS OLD.

Click to flip each card and reveal the answers:
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A business that has age restricted areas
WHAT DOES PROOF OF AGE like ours must have a system to check
MEAN IN OUR BUSINESS? the age of its customers, to prove that

they are over 18; no proof - no play.

The company operates a Think 25
Policy. If you think a person entering

WHEN SHOULD I ASK FOR
PROOF OF AGE?

the AGC or Bingo premises looks under
the age of 25, you must ask them for

identification as proof of their age.
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A passport, a European photograph

driving licence, a PASS accredited

WHAT PROVES THEIR AGE?

proof of age scheme. A military ID card

can also be accepted as proof of age.

‘ ks ¥ ge Card
e e et R oy VALIDATE Ul‘
Yy G Name/Enw o
Your Name e
DoB/Dyddiad Geni
04 May 1996

ag'f:f Teolt Sesir =
T e e

et
et et i e

0101 1045 9843 2301

PASZPORT -
mple Military ID Cards; these can diffe
weass @mﬁm mm* 1 by Country
PASSPORT EUROPEANPHOTOCARD PASSACCREDITED SCHEME  MILITARY ID

LICENCE
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Date of birth shows the person is old enough to be in the AGC or Bingo

premises

The photograph is a true likeness of the person attempting to play the

machines

That the ID document is valid by checking it, feel that it is smooth with no
ridges,that it has not been altered or tampered with and that it has not

expired

The hologram is present on the proof of age scheme card

How do I approach the Customer?

Please click on the boxes to show you have read and understood

each point.

If a customer (adult or child) who appears to be under 25 enters the

gaming premises it is important that you approach them immediately.
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Explain politely that they have entered a restricted area where the

company operates a Think 25 Policy. If it is...

A) a child or baby accompanied by an adult wishing to play the machines,
you must inform the adult that the child is not permitted to stay in the

gaming area under any circumstances as it is against the law.

B) an adult who wishes to play the machines, request politely that they

provide ID to prove they are over 18.

If ID proves the customer is over 18 and it is valid, thank the customer

and serve as normal.

If proof of age cannot be provided or the ID appears to be fake or invalid,
politely and briefly explain that they cannot play; this is Company policy

and a legal requirement.

> @ 00:14

Listen for how to apporach the customer

> e 00:14

Listen for How to refuse Play

> @ 00:16
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If you need to explain why we are asking. . this will help

NO ID = NO PLAY!

IF THIS HAPPENS WE MUST REFUSE ENTRY.

Let's take a quick quiz to see if we can tell how old people are. Click

on the next lesson.
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Checking Age

Isshe Under 25?

Yes

No
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O | Don't Know - would need ID.

Ishe Under 25?

O Yes | think he s
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Q No I don't think he is

Q I'm not sure - | would ask for ID

How old do you think this lady is?
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18
24
28

| don't know - I'd ask for ID

SUBMIT

CONTINUE

®

We cannot know these peoples ages for sure - if there is ANY
DOUBT; ASK!
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No ID = No PLAY

If someone has been challenged and cannot provide ID we must refuse them entry and not allow

them to play the machines. In the next section we look at refusing entry so click to find out more.
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Refusing Entry

Sometimes we have to refuse entry either because the person does not have ID or because their

ID proves they are underage.

This section is about what to do
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YES émmsm= DO THEY LOOK UNDERAGE? =y NO

REMEMBER THE THINK 25

ALL OF THESE:
v ACCEPTABLE FORM OF
1.0?

¥ IT IS VALID/NOT FAKE?

¥ DATE OF BIRTH
PROVES THEY ARE
OVER 18?7

¥ THE PHOTO I5 A GOOD
LIKENESS OF THEM

POLICY

Look carefully at

the person who

has entered the
premises

ARE YOU
YOU MUST CHECK 100% SURE?

FIRMLY & POLITELY

4 ASK THE CUSTOMER
- TO LEAVE THE
- GAMING AREA;
EXPLAIN THE
REASONS

RECORD THE

INTERACTION ON
THE IHL TABLET
USING THE AGE

VERIFICATION
APP

It is a legal requirement that licencees must have (and put into effect) policies

and procedures designed to prevent underage gambling and monitor the

effectiveness of these. This is a very important part of your role and to

support you we have a separate training module dedicated to age verification

- please make sure you have completed this.
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Access-to-gambling-by-children-and-young-persons-may-
PDF  2021-v-1-2.pdf L2
178 KB

Click continue for advice on how to refuse entry

OK!So we know that you have to refuse anyone without ID that
appears under 25. But what is the best way?

Click on each picture for some top tips for dealing with refusing
entry

Always remain calm and be
tactful and polite in your
refusal to play
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Use a firm tone of voice but
do not humiliate the person.
Be positive about what you
are saying

élll

C Be Confident and maintain eye
A L M contact. Positive body language
AND

reinforces your message

MAKE EYE
L )N | A
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L§/:/
7]

KEEP
CALM

AND

RESPECT
PERSONAL SPACE

Keepitlight and avoid any
conflict. Do not enter into a
negotiation or argument

Maintain personal space
and do not get too close to
the customer
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C A L M Make sure you have an easy
and clear exit route away

from the customer

AND HAVE AN

If the customer continues to be uncooperative or you are in any
doubt call your Duty Manager. If you are working alone and feel in

danger then you should call the police.

WHAT HAPPENS IF AN UNDERAGE PERSON
ACTUALLY PLAYS THE MACHINES BEFORE I CAN
CHECK THEIR ID?

It is illegal for anyone under 18 to play machines or to gain from
illegal gambling. This means that if an under age customer has not
been asked for ID and has started to play the machines, they must
be stopped immediately and given their stake (the money they have

put into the machine) back.
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If you discover either of these incidents has happened, you must call
for a member of Management immediately or if you are working
alone, you must deal with it. The under age customer must have
their money refunded. This type of incident must be recorded on
the tablet specifically as a ‘child or underage person playing the

machines’.

If you do not stop an underage person from playing YOU will be

breaking the law.
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Knowledge Check 1

Read each of the statements on the cards. Put them on the TRUE or FALSE piles.

We operate a THINK 25
POLICY

For the purpose of the law a

17 year old is considered a
child.

| can be personally
prosecuted

Age restrictions are the law in
our premises

Anyone entering the premises
must be 18 or over and be
able to prove it

The Gambling Commission is
the Regulatory Body
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| can accept a passport as
proof of age

. . I don't have to age check
| can accept a birth certificate

regular customers even if |
as proof of age

think they are Under 25

If | refuse entry &they go Children of staff are allowed
quietly I don't have to record in if they are with the member
it on the Smart Tablet of staff

Children in buggies are
allowed in if they are with
someone over 18
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Objective 1: The Protection of Vulnerable People

Legislation states that the company must promote ‘socially

responsible’ gambling and protect vulnerable people

Vulnerable People

A vulnerable person is someone who may become addicted to gambling. You may be concerned

about someone who......

Plays the machine for a long time

Goes to the cash machines frequently for more money
Looks agitated

Behaves aggressively

Is visibly upset
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'Does this mean tl{ey have a

~gambling problem?_

P
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ASSUME

ALWAYS
CHECK

Although the signs listed can signpost a problem with gambling, it's not clear cut so we should

check.

But we should check!

If you are concerned about a player, you have an obligation to try and break or interrupt their play; do this

by chatting to them; being in the areas close to them; cleaning the machines around them or simply making
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your presence felt.

Try and make conversation; try some of the ideas below

(click play to listen)

> @ 00:05

Do you wantabreak?

> @ 00:04

Tea or Coffee?

> o 00:04

Areyou OK?

If they are OK and choose to carry on playing - that's OK. Keep an eye on them and if you are
concerned, let your Line Manager know. If you are working alone, try talking to them again.

Under no circumstances should you tamper with the machine they are playing.

If a customer is concerned about the level of their gambling, they may request help or
information from you. REMEMBER; as a responsible Operator we may need to approach a
customer who we think may have a problem with gambling - it is a 2 way process, so if you

are concerned you should approach the customer.

Whether you approach them or they approach you for help; you must record it as this is an interaction and

should be recorded.

Use the Staying in Control leaflets which are available in the machine area and the toilets. The helpline

number is also on every machine.
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Click the material below to see MERKUR Customer Interaction Procedures

PLAYING THE
MACHINES

If you feel you are in Staying in Control

difficulty with your

gambllng or know If"’-]:“'\ JOCUL LA APARATE: ‘ GRAJAC NA AUTOMATACH:
5 y CUM SA DETINETI CONTROLUL NIE TRAC KONTROLI

someone who is <
and would like help,

I.\ WIPATb HA MIPOBbIX ABTOMATAX
A '_4" OEPHATL CEEA B PYHAX

Call the National
Gambling Helpline:

0808 8020 133

HRANI NA AUTOMATECH:
J MEJTETO POD HONTOLOU

HrPA HA POTATHEHI: HE NYEETE MAHRINELERDE OYNARKEN:

U KOHTPON KONTROLU ELINIZDE TUTUN

BeGambleAware.orj ,
Q occambienarecrs GOO MERKUR
|_ SENSIBLY ] l ENJOVABLY J ‘_AF FORDABLY | SLOTS

Leaflets and Contact information are readily available in your venue

PDE Customer-interaction-may-21-v-1-4.pdf J
158.8 KB -

What is a Vulnerable Person?
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O Someone who IS or MAY become addicted to gambling

O Someone who comes in every day

O Someone who doesn't interact with staff

What behaviour from a customer might cause you some concern about

their gambling?

Q Playing the machines for long time periods
Q Frequently visiting the cash machine

Q Agitated or upset

Q Displays aggressive behaviour

180



Any/all of these could indicate a gambling problem

What should you doif you are concerned about a MERKUR Customer?

Try and break their play by chatting or offering a tea/coffee

Wait until they ask for help its not right to interrupt

Ask 'Do you have a problem?'
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Self Exclusion

The majority of our customers are able to enjoy
gambling responsibly, but the Company recognises
that we have a duty of care to the very small number
of people who may have problems and where gambling
ceases to be fun.

This duty of care includes a Self Exclusion facility. Self

exclusion 1s when a customer requests to be ‘excluded’

from your venue for a specific length of time. That way,
they will not be allowed to gamble in your venue.

',,_., ™ .If"_:-::-i |. F] "'gﬁ

2l =

COMMISSI@N

/

What does the Gambling Act 2005 tell us about self exclusion?

The Law and Self Exclusion
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If you interact with customers you must provide the option of self exclusion for those who would like to take

steps to stop gambling. Click on each of the tiles below to find out more about how to do this

Entering into a self-exclusion is a
significant step, and you should
OFFER CUSTOMERS HELP do what you can to ensure that
the individual understands what
1t means

For example, that it is a commitment
not to attempt to gamble for a
minimum period of six months.
TIME RESTRICTED Generally speaking, it is considered
that this length of self-exclusion is
necessary to enable an individual to

deal with their problem gambling

behaviour.




A customer who has decided to
take the step of self-excluding
should be able to do so
immediately and should not be
required to wait.

IMMEDIATE

The customer should be offered
the opportunity to speak to
someone appropriate about self-
exclusion, in some

TAKE ACTION circumstances this may not be
possible immediately. However,
arrangements should be made as
soon as possible, and if a
customer is certain that they wish

to self-exclude and does not wish
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All our staff need to know how to
self exclude. You have to be able
SELF EXCLUSION TABLET to explain the process to the
customer and complete the self
exclusion on the tablet

We have set processes to follow;
continue with this section to find
out WHAT you need to DO and
HOW to doit.

OUR POLICIES & PROCESS

What we need to do.

Please check/click each box to confirm you have read and
understand:
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If a customer requests to be self excluded, you must call the Duty

Manager to carry out the self exclusion process.

If you are working alone, you must deal with the self exclusion process

yourself.

A customer can initially exclude themselves for a minimum of 6 months
and a maximum of 12 months, the customer will have the option to

extend their exclusion upon expiry.

The exclusion is active in the immediate area and will include other
operating premises of the same licence type in that area. Please note: this
is defined by either AGC or Bingo, therefore you need to know which type
of Premises Licence your venue holds, the Smart Tablet will default to
your licence type and the customer has the option to select other licence
types. Further details are available in the Self Exclusion Policy &

Procedure.

Once excluded the customer is NOT allowed to enter the premises during

the exclusion period.

Once a customer has excluded themselves they cannot change their

minds - they must wait until the end of the exclusion period.

If an excluded customer enters the venue and/or plays the machines
whilst they are excluded, this is classed as a "BREACH" and they must be
asked to leave. If they refuse to leave you must call for the duty manager.

If you are working alone YOU must ask them to leave.

A breach must be recorded on the tablet by selecting the customer photo
and pressing the "BREACH" button.

An excluded customer can only start using the venue once their exclusion
period has expired and following the completion of a Self Exclusion
Reinstatement. This is completed using the Smart Tablet EXCLUSION
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App and must be followed by a 24 hour cooling-off period before the

customer can play.

Please move on to the next lesson to look at the process of self

exclusion in Merkur venues

YOU MUST UNDERSTAND THE PROCESS FOR YOUR
VENUE/CLUB.
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Lesson 10 of 18

MERKUR Self Exclusion

It is very important to follow procedure.

It's the LAW - Regulations have changed in recent

years:

In April 2015 the length of time a Customer

could self exclude for changed.

Up to 5th April 2015 Customers could exclude for a minimum of 6

months and a maximum of 5 years.

From 6th April 2015; Customers could exclude for a minimum of 6

months and a maximum of 12 months.

In April 2016 - the paperwork used for self
exclusions and reviews changed due to the
introduction of the Multi Operator Self-
Exclusion Scheme (MOSES)

Once a reinstatement has been actioned the customer will need to wait

for a 24-hour cooling off period before they can enter the venue.
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[% Please tick the boxes to confirm you have read both statements above. You
cannot continue until you have done this.

New regulations were implemented by the
Gambling Commission and as from 6th April
2016, all gaming operators have to be partof a
Multi Operator Self-Exclusion Scheme, referred
to as MOSES.

Please take your time and work through this
lesson and the updated policy attached so you
understand the changes.

Here's what you need to know:

The procedures for MERKUR are set out below - please open and read the attached policy and

make sure you understand it. Ask your Manager if you have any questions.

Self-Exclusion-Nov-21-v-1-4 (2).pdf d
PDF
302.3KB

What this means in practise:
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SMART EXCLUSION TABLET

Customers Wishing to Self Exclude now

Customers who wish to self exclude should be excluded on the SMART EXCLUSION
Tablet.

NB: A user guide on how to use the tablet can be found in knowledge base

REMEMBER:

If a customer requests to be self excluded, you must call the duty manager to carry out the self

exclusion process.

Ask your manager to show you next time they complete one on the tablet. A user guide on

how the tablet can be found in your venue/club. It is also available to view and download
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in Knowledge Base.

When a customer's self-exclusion period has expired they are
required to go through a reinstatement before they can
commence gambling.

A customer reinstatement is actioned on the Smart Exclusion
Tablet.

From the carousel you can click on an image and
view in a larger format.

From here you can reinstate a customer.

NB. YOU CAN ONLY REINSTATE IN THE VENUE
THE CUSTOMER COMPLETED THE EXCLUSION.

The option will not appear if the customer
excluded from another venue.

Clickonimageto enlarge
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As this is a legal requirement; let's check you got all that

information right:

What is the minimum length of time a customer can exclude for currently?

O 4 months
O 6 months
O 12 months

What is the maximum length of time a customer can self exclude for since April

2016?

O 6 months
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12 months

18 months

What does MOSES stand for?

Mandatory Operations Self-Exclusion Scheme

Multi Operator Self-Exclusion Scheme

Understanding how to deal with self exclusion is

very important. If you are unsure on what to do
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please ask your Manager to show you.

Self-Exclusion Procedure

Self-exclusion-nov-21-v-1-4.pdf
302.3KB
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Lesson 11 of 18

Objective 2: Fair & Open

The company is required to operate a fair gaming operation. To
achieve this there are complaints procedures which are well

publicised, fair and effective.

The complaints procedure has an internal and an external element.
We are also required to keep records of complaints and disputes in
Casino, AGCS, FECS or Bingo premises and provide these records to

the Gambling Commission annually and on request.
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THE LAW STATES THAT ..

IN OTHER WORDS . ..

+ We must give full and
~ unrestricted access to
gambling
premises and provide
any information the
Gambling Commission
and/or local
authorities requires
about gambling
facilities and activities.

....Running an ‘open’ and
transparent gambling
operation.

To achieve this, each
venue must give full and
unrestricted access to:

OUR GAMBLING PREMISES

ALL OUR GAMBLING

The three main objectives of the Gambling Act and how you can help to

achieve them.

How to ask for proof of age documents and what to do if you need to

refuse entry to under 18’s.
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What you can do if someone asks for help with their gambling.

What to do if you observe suspicious activity (covered in Objective 3 -

Crime Free)

What the rules of the gaming area are and where they are displayed.

Where the premises licence is displayed.
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The Complaints Procedure

The law requires us to have a clear
Complaints Procedure.

CUSTOMERS CAN ONLY REINSTATE IN THE
VENUE WHERE THEY COMPLETED THEIR
EXCLUSION

complaints-and-disputes-policy.pdf d
1.4 MB

PDF

Complaints Procedure Process

The Gambling Commission requires the Company to record all complaints through MERKUR

Customer care that are specifically about Casino, AGC, FEC or Bingo operations.

If it is the case that the complaint cannot be resolved in the first instance; we operate a four

stage complaints procedure.
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Should a customer wish to complain about any aspect of the gaming operation, you should deal

with it in the first instance
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COMPLAINTS
& DISPUTES
POLICY

At MERKUR, we aim to provide our customers with the very best in venue
experience. We appreciate that sometimes things may not meet our high
standards.

Our teams in venue will aim to resolve the issue for you there and then and in
the first instance will escalate to the Duty Manager to discuss with you.

If the Duty Manager is unable to resolve, they will advise you of this and the
matter will be referred to the Area Manager for action. We understand a timely
response is essential to your experience and our aim is to contact you within 7

days.

If the matter requires further attention it will then be referred to the
Operations Director. We hope at this point we can reach a satisfactory

outcome and you can continue to enjoy our venues.

@BeGamhleAware-: 3° ﬁ o ' MERKUR

[seﬂﬂbw | | ENJOVABLY I AFFORDABLY _ SLOTS




If you wish to contact us directly you can do so via:
The quickest way to do this is to visit our online Customer Care:
https://customercare.merkurcasinouk.com/

Here you can find help if anything has aected your experience, submit
feedback, and manage the status of your complaint.

Alternatively, you can reach us:
In Writing:
Customer Care,
MERKUR Casino,
Seebeck House,
1A Seebeck Place,
Hnowlhill,

Milton Heynes,
MKS 8FR

* By Phone: 01908 351200
(please note our phones are not manned 24/7)

If your complaint is solely relating to betting or gambling activity, and
after our internal complaints process you are unhappy with our
resolution, you can submit in writing to the independent third-party
alternative dispute
resolution provider:

IBAS (Independent Betting Adjudication Service).
PO.Box 62639,

London
EC3P 3AS.

@ BeGamble Aware.org” ﬂ o ' MERKUR
SLOTS

"

pray [ PLAY [ PLAY
| SENSIBLY . ENJOYABLY | AFFORDABLY

The process has 4 stages:
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1st Stage; Deal with it Inmediately —

Make sure you follow the 8 stage process in the complaint handling training. It is important to listen
attentively and acknowledge the impact to the customer. Any complaint resolved in venue must be
documented on customer care and marked as resolved in venue.

2nd Stage; Escalate —

If you are unable to resolve the complaint you must explain the next stages to the customer and record the
complaint on Customer care marking as unable to resolve for this to then be passed to the Area Manager. It
is essential at this point that you obtain contact information for the customer to enter on to the system.

3rd Stage; Operations Manager - Head Office —

Should the customer be dissatisfied with the response from the Area Manager they are to inform the
Operations Director and the customer that this has been escalated. The ticket on customer care will then be
assigned to the Operations Director.

4th Stage; Alternative Dispute Resolution —

The decision of the Operations Director is final. Should the customer not be satisfied and their complaint is
solely in relation to gambling then the Operations Director is to provide the customer with the details of our
alternate dispute resolution services (ADR). At this stage the customer is to be provided with a deadlock
letter signed by the Operations Director.

Our ADR provider is: ‘Independent Betting Adjudication Services (IBAS)’


http://www.ibas-uk.com/

What does ADR mean?

O Alternative Dispute Resolution
O Additional Dispute Resolution
O Another Dispute Received

At what Stage of the Complaints Process would we use ADR?

O 1st stage

O 2nd stage
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O 3rd Stage

O 4th/Final Stage

Who is our chosen ADR Provider?

O BASS (Betting Adjudication Service System)
O IBAS (Independent Betting Adjudication Service)
O BASI (Betting Adjudication Services Independent)
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Objective 3: Crime Free

Objective 3: Crime Free

The Law states that: We must operate a crime free
gambling business. This means that the business must
also be free from disorder.

Crime and disorder can occur in a gaming operation in the
form of cheating, fraud, theft, money laundering, abusive or
aggressive customers as well as non gambling related

crime such as drug taking, stolen goods, customer
intimidation etc.




Crime and disorder is minimal in our venues. However, it is important that you are aware of the
controls and procedures in place to help you, your colleagues, our customers and to keep the

business safe.

Crime can take place in many forms but in our
business there are 2 ways which we should all be

aware of:

Theft and Fraud Money Laundering
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Theft and Fraud

All gaming operations are subject to fraud or theft at some point and your venue is no

exception.

WHAT TO DO IF SOMEONE IS ACTING
SUSPICOUSLY:

Tick each box to show you have read and understood the point

For your own safety, NEVER approach a customer who is

acting suspiciously unless you feel confident to do so.
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If you feel someone is acting suspiciously, make your
presence felt - this is the biggest deterrent to a fraudster.
Clean machines, check paperwork, or offer them
refreshments - experience tells us that just by beingin the

area, 90% of frauds are prevented from happening.

If you are confident that a fraud is taking place call your Duty
Manager, or ask them to leave. If a fraudster becomes
aggressive, or you are working alone and feel endangered,

then call the Police.

NB - such incidents should be recorded on on the Smart
Tablet Incident App and an email circulated on the group

'Security' email.
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Money Laundering

As a Company we have to comply with the Money Laundering
Regulations 2007, to ensure we have processes to be adopted to

avoid the possibility of money laundering in our premises.

The document explains new obligations which were imposed by the
Proceeds of Crime Act 2002 (the "POCA").and the Money
Laundering Regulations 2007.

The document explains New obligations in respect of money
laundering were imposed by the Proceeds of Crime Act 2002 (the
“POCA”) and the Money Laundering and Terrorist Financing
Regulation 2017 (“the Regulations”).

MERKUR is committed to ensuring all necessary safeguards are in
place with regards to the receipt of money in our venues, in order to
avoid it being used to launder money that may originate from the

proceeds of crime.



Money Laundering Policy Dec 21 V1.3.pdf
163.6 KB

|&

PDF

What does this mean to us in the venue?

With the ever increasing use of digital payment methods and the reduction of cash on the high

street Gambling premises are often a target for Money Laundering.

If suspected Money Laundering has taken place ina MERKUR venue,

staff should record the incident on the Smart Tablet AML App.

When submitted a copy is automatically emailed to the Money

Laundering Officer (MLO) for information purposes.

To answer the following questions correctly you will need to have read the Money Laundering

Policy:

What does POCA stand for?
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O Proceeds of Crime Act

O Proceeds of Cash Act

O Proof of Crime Act

What amount of stained/dyed notes or foreign coins would you report if suspicious

transactions were taking place inyour venue?

All venues need to report any suspicious cash transactions of

O any note denomination value, i.e. one stained/dyed note, and
foreign coins to the value of £50 during one machine empty
or cash collection.

All venues need to report any suspicious cash transactions of
O any note over £20in value, and foreign coins to the value
of £50 during one machine empty or cash collection.

All venues need to report any suspicious cash transactions of
any note denomination value, i.e. one stained/dyed note, and
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foreign coins to the value of £100 during one machine
empty or cash collection.

MERKUR has appointed a designated Money Laundering Officer (MLO), whoiis

this?
O My Area Manager
O Mrs Amanda Kiernan
O Mr Mark Schertle
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Lesson 16 of 18

The Compliance Folder

Every venue/club has a Compliance Folder which contains all the policies and procedures mentioned in this training. It

is important you know where the folder is and are familiar with its contents.

Get the compliance folder and sort the following cards into the correct piles.

LICENSING CONDITIONS

AML POLICY AND CODES OF PRACTICE
(LCCP)
DEALING WITH COMPLAINTS PROCEDURE &
AGGRESSIVE CUSTOMERS COMPLAINTS LEAFLET
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MARKETING AND
PROMOTIONAL GUIDELINES

SELF-EXCLUSION T&C's

LOCAL AREARISK
ASSESSMENT (LARA)

CONTRACTS HOLIDAY FORMS
MEMBERSHIP LEAFLETS PROMOTIONS POSTCARDS
EMPLOYEE HANDBOOK HO CONTACT LIST
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Lesson 17 of 18

Around the Venue

The Law and Regulations have an impact on how we present

ourselves in the venue. It covers the following areas:

Machine Standards/Point of Sale Stickers
Marketing & Promotions

The Information Board

marketing-code-of-practice-2021.pdf
2.1 MB

PDF
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https://articulateusercontent.com/rise/courses/IPYdO2hP9ztTVL0SaF3TSxVneSMDGSEl/3ZrOgH40wjCVZJ3J-marketing-code-of-practice-2021.pdf

PDF

Information Board.pdf
100.6 KB

|&

We MUST follow the below standards to ensure our machines are fully compliant and presented in a

MARKETING & PROMOTIONS

INFORMATION BOARD

consistent manner throughout all venues. Please refer to the Machine Standards Document available in your
venue or in knowledge base.

The following notices/stickers are required by law on every AWP (amusement with prize) machine:

e No Under 18’s to Play

e Gamble Responsibly (Gamcare UK Helpline)

¢ Minimum percentage payout

¢ Machine Category - either B3, Category C/D, Legacy or Non Legacy

N.B.Notices' refers to those that are already built into the machine
'Stickers' refers to those manually applied by us or machine supplier.
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GAMBLE RESPONSIBLY - GAMBLING SHOULD BE FUN

s @ GamCare

e Mg
' Eﬂ,

If gambling is causing you a problem
for confidential support contact:

GAMCARE UK HELPLINE 0808 8020 133
www.gamcare.org.uk Safer Gambling

MACHINE STANDARDS - AWP'S INFORMATION BOARD

All advertising and marketing by the Company must comply with standards set by the Committee of
Advertising Practice (CAP) and the Broadcast Committee of Advertising Practice (BCAP).

All advertising and marketing by the Company complies with standards set by the Committee of Advertising
Practice (CAP) and the Broadcast Committee of Advertising Practice (BCAP).

We adopt the general principles that our advertising is:

e |legal decent, honest and truthful.
e Prepared with a sense of responsibility to consumers and to society.
¢ Respectful to the principles of fair competition generally accepted in business.

¢ Not intended to bring advertising into disrepute.

More specifically (click to enlarge):
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MACHINE STANDARDS - AWP'S

ETING CODE OF | r'CE

A GUIDE TO GETTING OUR ADVERTISING
AND PROMOTIONS RIGHT — EVERY TIME !

The Marketing Dapartment provides an annual programme of National activity
Al these communications an - splay materials are legally compliant and present
‘ur customers wit Sl
HBWEVER, occacionally 0k activty miay ba requested from yousll oc ity shoul
‘claarod through M arleting Departent. This wil ik we ars shea

1. All our advertising and promations mustBe legally compliant and MUST NOT ba
misleading or indecent. NPrTRimeaT

2 Al our advertising and promotions must be socially responsible and NOT

promote gambling for financial gai mwm%

Al our advertising and promotions must BETRANSPARENT and clearly state the
affer and any reguirements or conditiong@pplied to cbtaining it

Any terms or coditions related to the offer. including of fer end dates MUST BE
displayed clearly at the point-of-sale and/or on any related printed literature
or publicity matariaks.

. Any printed [iferature, display or p@int-of-sale material MUST contsin the
company’s apBroved compliance bageline (see example below) which includes
the over 18 sgmbol and Gamble Respensibly statement alongside your business
name, brang/flogo

ing and promotions MUST. MT t'E "EVEE"Ed at. or exploit chidren, or
uingrable to gambling. Thelaw st
tisements and Promotions Sh.rmj 'n.t be spe: ly and intentionally
29 towards peogle undét the oge of 15 th
medi ! n, j@BAtent or context ir &
elerisons ardd gt ool o be aware Ehat it is an
offance under Section 48 of the Gambling toimite a chid or young
person togas

The use of models, photographic images or illustrations in advertising or
promotions must look a minimum of 25 years of age

DOINOT make purchase a co of Entry into a draw or raffle - buyi
‘chance’ of winning is a lots Sy state MO PURCHASE NECESSARY

if for charitable causes)

resent offers whigh reward-extended ply or incentiviss
disproportionate stake levels.

communicate offers dearlyin grammatically correct English, avoiding
letives or abusive text. Avoid anything customers could perceive as
ve or discriminatory and remember the 4 key code words:

EGAL - DECENT - HONEST - TRUTHFUL

IMPORTANT: All lo.cal promoticns are required to be run through the Marketing Department.

@BeGambleAware.origl ) o o MERKUR
“ENJ:‘JL;:BLV ‘ AF‘POPEEABLV| SLOTS

PLAY.
| SENSIBLY

MARKETING & PROMOTIONS

Every venue has an information board displaying our license to operate and age restriction information.

This is usually by the entrance.

Take a look at what is on the board in your venue.
If you are unsure about anything you see ask your Manager.
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STAYING IN CONTROL

0808 8020 133
[ —

<
-
-
<L
>3
2
O
LL
=

Which notices/stickers do we need on every machine?

4 which are:
e No Under 18’s to Play
e Gamble Responsibly (Gamcare UK Helpline)
O e Minimum percentage payout

e Machine Category - either Legacy or Non Legacy (see
below)



1 whichiis:

Q e No Under 18’s to Play

2 which are:
e No Under 18’s to Play

e Gamble Responsibly (Gamcare UK Helpline)

Whatis BCAP?

O Basic Cashino Advertising Practice

O Broadcast Committee of Advertising Practice
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Whatis CAP?

O Committee of Advertising Practice

O Cashinos Advertising Policy



Lesson 18 of 18

Quiz

Read each question and the answer options carefully.

When you complete the quiz your score will be shown. You can then get feedback on the questions and see which you

got right and wrong (if any!).
Read any feedback carefully and follow the instructions of what to do.

Good luck!
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Question

Which of the following form part of the Licensing Objectives?

There are 2 correct answers

[]

Maximise cost savings

Operate a crime free venue

Protection of Children and Vulnerable People

Ensuring promotions are carried out efficiently
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Question

Having excluded for 12 months, a customer requests permission to re-enter the premises after

7 months. What doyoudo?

Welcome them without question

Say "l am sorry self exclusion periods cannot be altered" and politely ask them
to leave and record on the “SmartHub ”

Give them some free plays and see how they get on

Say "I'll have to ask the Manager first"



Question

If the company were unable to resolve a customer complaint or dispute, which external

organisation would we refer the complaint or dispute to?

Gambling Commission

Independent Betting Adjudication Services (IBAS)

International Betting Association Services (IBAS)

Compliance Director



Question

You recognise that a regular customer's behaviour changes whilst playing a machine. Thisisa
sign that they may be having problem with gambling. What approach would you take?

There are 3 correct answers

Ignore them and let them carry on playing

Try chatting to them and ask if they are OK and offer them a drink

Make your presence felt by cleaning the machines near them so you can keep
an eye on their behaviour

If you are concerned about the customer's behaviour inform your Line
Manager
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Question

Which areas, by law, are restricted toover 18's?

There are 2 correct answers

[]

Bingo

Family Entertainment Centre (FEC)

Adult Gaming Centre (AGC)

All of these are restricted to over 18's



Question

During a machine empty you suspect money laundering has taken place in your venue. Which of
the following would you report?

There are 3 correct answers

[] Dyed/Stained notes

D Foreign Coins

D Forged/Fake notes

D | would not report anything



Question

As a company we operate a 4 stage complaints & disputes procedure. At what stage would the

customer refer the complaint to the Alternative Dispute Resolution (ADR) provider?

Stage 1

Stage 2

Stage 3

Stage 4
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Question

During a machine empty you find some dyed notes and foreign coins. What is the amount you
would report on the Anti Money Laundering Form using the AML app at MERKUR Slots and
MERKUR Bingo?

£5

£50

£500

£1000
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Question

What would you do if you suspected a known machine fraudster was in your venue?

There are 2 correct answers

[]

Let them play the machines

Offer them a coffee

Call the Duty Manager

Ask them to leave if you feel confident to do so and if necessary, call the police



Question

What type of Licence is required to operate gaming premises?

O An Operating Licence

Q A Drivers Licence

Q A Premises Licence

Q A Liquor Licence
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Question

Which proof of age documents are acceptable? (there's more than one answer)

There are 4 correct answers

[]

A European photographicdriving licence

A UK paper driving licence

A passport

A PASS accredited proof of age scheme document

A Military ID card
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Question

What is the maximum period of time a customer may self exclude from our venues?

O 12 months

Q 18 months

Q 36 months

Q 5years



Question

As a company we need to ensure all our advertising & marketing material is compliant and legal.
This includes what we advertise on our TV screens, radio and marketing material for gambling
facilities in our venues. Which 2 UK regulatory organisations are responsible for overseeing this
function?

There are 2 correct answers

Broadcast Committee of Advertising Practice

British Compliance of Advertising Practice

Committee of Advertising Practice

Committee of Advisory Practice
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Question

Where would you see sighage displayed in your venue/club stating the minimum age

requirement (18)?

By the door

At the entrance to a venue/club and on each machine

Displayed on each machine and in the toilet

By the door, on the machines, in the toilet and on all promotional posters
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Question

When might you refuse entry to a customer?

There are 2 correct answers

[]

When they are not clean shaven

When they are obviously under 18

When they look under 25 and have no proof of age documents with them

When they are over 65



Question

How would you identify a vulnerable person who you consider may have a problem with
gambling?

There are 3 correct answers

Someone who asks for help because they realise they may have a problem with
gambling and are unable to control their habit

Someone who goes to the cash machine frequently for money and you have
concerns on their level of spend

Someone who keeps on asking for coffee

Someone who looks agitated and show signs of mood swings, keeps swearing
at their machine and banging the buttons aggressively with possible threats of
violence to staff and other customers
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Question

Which authorised persons are allowed to visit your premises unannounced at any time?

There are 3 correct answers

[] A police constable/officer

D Gambling Commission Enforcement Officer
D Local Authority

D Building Inspector



Question

What is the minimum period of time a customer may self exclude from our venues?

O 1 month

Q 3 months

Q 6 months

O 12 months

241



Question

What should you do if you suspect someone of being underage?

There are 2 correct answers

Let them play and once they have played off their credits ask them to leave

If they have managed to actually play a machine, stop them from playing, ask
for suitable ID and if no suitable ID is available return only the stake monies
but no winnings and politely ask them to leave the site and log it on the tablet
using the Age Verification App.

Offer them a drink and new membership

Challenge them on entry for suitable ID if they look under 25; if no suitable ID
is available politely ask them to leave the site and log it on the tablet using the
Age Verification App, telling them they are welcome to return when they have
the correct ID



Question

When would you complete a Self Exclusion Reinstatement/Review Form? (either using the
Smart Exclusion tablet or in paper format for any existing exclusions you have on file)

There are 2 correct answers

At the beginning of the Self Exclusion period

When the Self Exclusion period has expired

Before the 24 hours cooling off period

After the 24 hours cooling off period



Question

You suspect a customer is underage and ask for proof of ID.

Where would you record the details?

Smart Hub - Customer Interaction App

Smart Hub - Self-Exclusion App

Smart Hub - in the Age Verification App

Smart Hub - Incident Disputes and Complaints



Question

What does the acronym POCA stand for when associated with money laundering activities?

O Prevention Of Criminal Activity

Q Proceeds Of Criminal Activity

Q Proceeds Of Crime Act

Q Police Official Crime Administrator



Question

Name 3 of the stickers which are required to be displayed on AWP machines by law

There are 3 correct answers

D Machine category

D Percentage

D Gamble Responsibly

D Price of Play



Question

Which regulatory body oversees gambling in the UK?

O The Police

Q The Gambling Commission

Q The Local Council

O The National Lottery
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Question

If a customer has a complaint regarding payouts or another unresolved issue, who should you

report it tointhe firstinstance?

O A team member

O A key holder

O A Duty Manager

O Nobody



Question

How often are staff required to refresh the Essentials of Compliance course and knowledge

quiz?
O Every 6 months
O Every 3 months
O Every 12 months
O As often as they want to



Age Verification

=)
Iy
<)

((

The content of this course is designed to give you all the knowledge, information,
and confidence to be able to effectively deal with a customer complaint in venue. It
will introduce you to the Customer Care function on the Smarthub and how to
effectively use this.

INTRODUCTION

— A reminder about the Law

—— Over 18 - THINK 25

PROOF OF AGE/ACCEPTABLE ID

Proof of Age
— What ID is acceptable?

@ﬁ What do | need to look for when checking ID?



Spotting Fake ID

INTERACTION - WHAT AND HOW FOR OUR EMPLOYEES

What do | say and how do | say it?

REFUSING ENTRY

Refusing Entry

End of Module Quiz
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Lesson1of9

A reminder about the Law

When you completed the Essentials of Compliance training
you learnt about the Gambling Act 2005, the 3 main
objectives of the Act and about LCCP (License Conditions
& Codes of Practice)

This sectionis arecap on what you learnt in that training:

The Gambling Commission and Age Verification




The Gambling Commission

AGC, FEC and Bingo and Casino premises are regulated by the Gambling Commission. Gambling

Commission Officers, local authority officers and the police can visit your premises at any time.

If we or our employees break the law with regard to the Gambling Act 2005, the company could

lose their licence and may not be allowed to operate our premises in the future.

The company could also be heavily fined and individual employees could be prosecuted.

All gaming businesses are operated according to the
Gambling Act 2005. The 3 Main objectives of the Act
are:

The protection of children and vulnerable people



To be fair and open

To be crime free

Age Verification sits under Objective 1:

It is illegal for anyone under the age of 18 to enter an AGC or Bingo premises; even

babies in pushchairs, toddlers wandering in by accident, or any child, even if they are
with an adult who is playing the machines or bingo. In terms of the law; a child is

anyone under the age of 18

The first measure the company takes to prevent entry to under 18 is to make sure that
signage stating the minimum age requirement (18) is displayed clearly at each

entrance to the venue and on each machine, as shown below:
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OVER 18s

lear Signage



Machine Stickers/Signage

Each machine should have clear signage showing

the age restrictions to play

Clear Signage

On entry doors stating the minimum age requirement to enter the
premises

Point of Sale

We have various different posters, stickers and leaflets that clearly
state the age requirements to be on the premises and playing the
machines

Let's be clear:

No one Under 18 can enter the

premises




CONTINUE
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Lesson 2 of 9

Over 18 - THINK 25

MERKUR adopts a
THINK 25 POLICY

THINK 25!
To help us stay within the lawand'not make mistakes we operate
a

THINK 25 POLICY.

This means if someone who appears to look under the age of 25

enters our premises, the only way we can be sure they are old
enough to play is to check directly with them, by asking them for
proof of age |.D.




Staff Think 25 Badge

All employees are required to wear a 'Think 25' badge. This MUST be worn as part of

your uniform.

You can use this to show the customer that we adopt a Think 25 policy when you need

to ask for I.D.

Its not just about playing the machines - its about

being on the premises

Certain services we supply are not age restricted, for example using the ATM. We still have to be

aware.

The proof of age policy applies to people on the premises. As the ATM is inside our premises you
cannot allow under 18's into the venue to use the ATM machine. In this case, regardless of
whether or not they intend playing the machines, they MUST be 18 years or over to enter our

premises.

REMEMBER: You MUST always apply the Think 25 policy regardless of who they are and what

services they may require.



This is not a choice; it's the

Law.

To abide by the law we
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Lesson3of9

Proof of Age

Asking for Proof of Age

Lets start by understanding what Proof of Age is and why we must ask for it.

Click on the '+' symbols below to reveal the information:

What is meant by proof of age?

Proof of age simply means that you can be asked to PROVE your age.
In environments like ours this is a LEGAL requirement

Many businesses legally need a proof of age scheme such as pubs,
clubs, casinos and our business too - Casino, Bingo and Adult

Gaming Centres.

Age restricted areas must have a system to check the age of its
customers, to prove that they are over 18;

NO PROOF = NO PLAY



When must | ask for proof of age? —_

This must be actioned as soon as a customer enters the premises. If
you think a person entering the Casino, AGC or Bingo premises looks
under the age of 25, you must ask them for identification as proof of
their age.

If someone has entered the premises and is playing a machine or
using the facilities you should ask as soon as possible - it's never 'too
late' to ask and it is a legal requirement that you do if you have ANY
doubt about their age.

What proof of age documents are acceptable?

Only the following forms of ID are legally acceptable:

1. A passport
2. Driving Licence with photocard
3. Any identification carrying the 'PASS' logo

4. A military ID card can be accepted as proof of age



Proof of Age Card

VALIDATE UK &

Name/Enw
Your Name

DoB/Dyddiad Geni
04 May 1996

0101 1045 9843 2301

18+

UK DRIVING LICENCE
1 MORGAN

2. SARAH

MEREDYTH
8 11.03,1976 UNITED KINGDOM
42, 01.01.2021 4o, DVLA ] L
4. 31.12.2030
5 MORGATSIGSMGy 55 MY

i ;\\ ( \
w?” "_||'| .;s:" _t' ~ o TR rl £
.—_r- e Uhs -.: ? 8 122 BURNS CRESGENT
o et Lo, EDINBURGH
/" ,.w-" e A e EH1 0GP

9 AM/A/BAIBIBENT RS iniplq
Sample Military ID Cards; these can differ
by Country

What process should | follow when asking for ID?
You should always be aware of who is entering your premises.

YOU need to apply the Think 25 policy at all times and we MUST STOP anyone that is

underage from attempting to play the machines.

REMEMBER THESE POINTS:



If a customer (adult or child) who
appears to be under 25 enters the
gaming premises itis important that
you approach them immediately.

If ID proves the customer is
over 18 anditis valid, thank the
customer and serve as normal.



If proof of age cannot be provided
orthe ID appears to be fake or
invalid, politely and briefly explain
thatthey cannot play; this s
company policy and a legal

requirement.

Would you ID these People?

Go through each question and pick the answer you think is right

Would you age verify this man?



O No

O Yes

SUBMIT

Does this person look over 25 ?
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O I'm not sure - would check

O Yes she does - no need to check

SUBMIT

How old is this man?



I don't know

25

30

SUBMIT



Would you ask for proof of age for this man?

O Yes

SUBMIT
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How did you do?

Remember we cannot tell how old someone is

If in doubt, ask for ID.

Some customers may not like being asked for Proof of Age
and could get angry or annoyed - this is not very nice for
you but you do still have to ask - remember it's the law.
Think about it; most people that are old enough are happy
to provide ID. If someone gets annoyed then they have
probably been caught out and this means you are doing
your job really well.

Know you are in the right, remain calm and professional
and stay within the LAW - we know you can do it!
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Lesson 4 of 9

What ID is acceptable?

What documents can | accept?

What proof of age documents are acceptable?

Click on the cards below to reveal the information:

A Passport
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CIT:ZENCARD

"ol
Liby Stewart

S G M 18+

o2 Fub 1996 . PASS

A Military ID Card

A Citizen card (A Pass
accredited proof of age
scheme)
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ﬁ L e ﬁ A European Photocard Driving
# % W = Llcence

What to look for when checking ID:

When looking at these valid forms of ID, what specifically do you
need to look out for? Click on the button to find out...

CHECKING ID
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Lesson 50f9

What do | need to look for when checking ID?

There are several things you must check on
the persons ID:

Check the date of birth
Check the photo - is it true likeness?
Check the document is authentic (holograms/watermarks etc.)

Check the document is valid - could the details have been
altered/photo changed

Feel the edges of the document to check it is smooth and hasn't
been tampered with

As an example we have shown these areas on PASS card.

Click on the markers below on the PASS card to reveal what you should be looking out

for when checking ID, to verify their proof of age.

275



/

PASSProof of Age Card Cl TII y 4 En c I:I H D

Explres on 31 Dec 2023"

Name N pdan 3
Lily Stewart Sz 77040

Yy

\_‘
ey

DoB i
02 Ot 1999 =

J A
f - ! b Y -
- s, Jo e
rt Bk BN
P igire 8
& - 7

iNPCC Sia

)
::E National Palice Chiets’ Counail  Security Industry Authority

9
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O

Name R W

Lily Stewart }

DoB 2R

7 by | % A
o e J !
& : y,

w ! i \
*NPCC Sia »-\18
B W

-i National Palice Chiets’ Counail  Security Industry Authority i !

PASSProof of Age Card I:ITnZ E ncn HD

Explres on 31 Dec 2023”

Check the edges

Are they smooth and sealed - check the document hasn't been tampered with

277



/

PASSProof of Age Card I:ITnZ E ncn HD

Explres on 31 Dec 2023”

Name f U >
Lily Stewart 5,/.3_-_, PR
DoB ‘""\

| 5843 2166 4567 8901
W I - . E,/" ”_Ih :‘ .. I_ ._
sNPCC Sk
\ ='W National Police Chiats’ Council curity Industry Authority
Hologram

Check the document is authentic. For example; make sure that the hologram is present on the proof of age
scheme card. All valid ID have holograms - check for them!
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PASSProof of Age Card I:ITnZ E ncn HD

Explres on 31 Dec 2023”

Name f U >
Lily Stewart 5,/.3_-_, PR
DoB ‘""\

- by » T
/.:’_,__ J
W ° L J N 1
V.

INPCC __si

)
-i Nationol Polies Chiots’ Council  Security Industry Authority

Valid Document

Ensure that the ID document is valid by checking it, feel that it is smooth with no ridges, that it has not

been altered or tampered with and that it has not expired.
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Name R W

Lily Stewart }

w0 : 515'77“: %
“NPCC SIA

B
li National Police Chiets' Coumeil

PASSProof of Age Card I:ITnZ E ncn HD

Explres on 31 Dec 2023”

Security Industry Authority o | (Y

Date of Birth

Check that the date of birth shows the person is old enough to be in the AGC or Bingo premises



Name
Lily Stewart
DoB =

02 Oct 1999

=
== )

& | .

PASSProof of Age Carc CIT:ZE I'II::FI £ D

I L

Explres on 31 bec 2023’

iNPCC Sia

E National Poliea Chiets’ Counell  Security Industry Authority
b

Photograph

Make sure that the photograph is true likeness of the person attempting to enter the premises

CONTINUE
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Lesson 6 of 9

Spotting Fake ID

The government have recently introduced guidance
regarding checking ID. Although this new guidance is aimed
primarily at the alcohol industry we can use it to learn
about how to spot fake ID.

Below is the information from government about how to
spot fake ID.

Click on each tab for full information:

FAKE DRIVERS
PASSPORTS FAKE ID CARDS
LICENCE

Click to enlarge:



Types of Fake ID

Government guidance explains that there are five
types of false document:

- Agenuine document which is being used by
someone else, e.g. a child using their older
sibling’s passport.

- Agenuine document which has been altered,
e.g. a driving licence with the date of birth
scratched off.

- Agenuine document which has been
fraudulently obtained, e.g. a real passport that
has been stolen and used by somebody else.

- Afake document which is a form of ID that does
not exist, e.g. a provisional motorcycle licence.

The most common fake ID includes those that look
like driving licences, such as national identification
cards, European or international driving permits and
provisional motorcycle licences.

FAKE DRIVERS
TYPES OF FAKE ID PASSPORTS FAKE ID CARDS
LICENCE

Click to enlarge:



How to Spot a Fake Passport

The British government change UK passports
slightly every S years to prevent the production of
genuine-looking fake passports.

Authentic UK Passports Must:

TYPES OF FAKE ID

Be the right size (around 125 x 88mm).
Passports issued after November 2015

have 34-pages.

Passports issued before November 2015 should
have 32pages (48 for a business book).

Feature a digitally printed photograph with
holographic overlay.

Have a 9-digit number on page 1.

Have a perforated serial number throughout the
pages.

Feature the holder's signature.

PASSPORTS

Click to enlarge:

You may identify a fake passport by the following
features:

An invalid expiry date,

Personal details that have been amended or
tampered with.

An incorrect number of pages for the time it was
issued.

A photograph that isn't digitally printed.

No holograms or perforations.

No passport chip.

Words, signatures or pictures in the wrong
places.

There are slight differences between older & newer
passports. Differences include:

The number of pages.

The page designs.

The presence of a chip: passports issued after
2010 have a chip in the cover of the passport
whereas older passports have the chip located
on page 32.

FAKE DRIVERS

FAKE ID CARDS
LICENCE



How to Spot a Fake Driving Licence

You may identify a fake driving licence by the
following features:

An incorrect flag image.

The wrong words across the top, e.g. ‘National
Identification’ or ‘International Driving Permit.

Different languages.

A plain or simple-patterned background.

A photograph in the wrong place.

No signature/an incorrect signature.

Fake holograms.

Information in the wrong places.

Driving licences are designed to be difficult to
forge and possess many features that are hard
to copy.

TYPES OF FAKE ID PASSPORTS

Click to enlarge:

Authentic UK Driving Licences Must Have:

A first name, surname, date and place of birth.

A date of licence issue, photo expiry and issuing
authority.

A driver number.

A valid photograph (black and white on newer
photocards).

The holder's signature.

The holder's address.

Entitlement categories.

A hologram of a steering wheel over the person’s

photograph which ‘turns’ as you move the card.
Further holographic images on the front.

FAKE DRIVERS

FAKE ID CARDS
LICENCE



How to Spot a Fake ID Card

You may identify a fake PASS Card by the following
features:

A hologram that is stuck on top of the plastic,
rather than being smooth.

An artificial looking hologram in appearance.

A photograph that is stuck on top of the plastic.
A photograph that doesn’t match the person
presenting the ID.

An incorrect date of birth.

Details that have been altered or tampered with.
A non-smooth surface.

Authentic UK PASS Cards Must Have:

A 3D hologram with the characteristic ‘A" in

the lettering.

A photograph that matches the person.

A valid date of birth - you can calculate the
person’s age from their DOB or look for the “18+
symbol on the card.

A flat, smooth surface.

If you suspect fake ID try these questions:

° Ask for another form of ID, such as a bank or student card. If
someone steals or borrows another person’s ID, they are unlikely
to take other forms and their purse/wallet will have their own ID
in it.

Ask the person for their star sign — a person may have
memorised the date of birth on the ID which they are using but
are unlikely to know the corresponding star sign.

Ask the person for their date of birth — this can lead to them
mixing their own with the one on the ID or not being able to
recite the date on the ID on the spot.



Ask for the postcode on the ID; a person using borrowed ID may
know the first line of the address but may have difficulty
remembering the postcode under pressure

CONTINUE
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Lesson70f9

What do |1 say and howdo | say it?

What should | say and how should |
say it?

What do | need to say when asking for ID?

Let's look at some examples of what may happen when you ask for I.D. It is important
you know what to say and how to say it so you are confident to act immediately if

someone who looks under 25 enters the premises



Let's see 'Sylvia' to show us how it's done!

Here you go.
T W R T
OK that's great, thank you.

Would you like something to
drink?
Oh by the way do you know
anything about our promotions?

Sylvia was produced with sufficient I.D. by Javier; therefore she was within the law to

allow him into the premises.



Remember to remain calm,
professional and polite but be clear
that we have to check age and
need a photo ID.

A refusal is the law. A polite refusal
and explanation is good customer

service.

So what happens if the customer has no ID?
If the customer does not present you with any ID to confirm their proof of age.

Refusal is the law. A polite refusal and explanation is good customer service.



- \ 4

Good Morning! Can | check your ID please,
we have a think 25 policy?

— 8 Errmm.... | don't actually have ID
on me, but I'm actually 20 years
old so didn’t think | need it?

STEE B I .
We have a policy 'Think 25'

and you look under 25, so |
need to ask for your ID.

The ID is valid but it doesn't look like the person

Its important that the photo is a true likeness; if we don't check this then the ID might
be valid but it probably doesn't belong to the person trying to gain entry.

291



What do you do if an adult brings in a child to your
venue/club?

If a customer happens to walk into your premises (into an over 18 area) with a minor,

then you must politely ask them to leave, as children are not permitted.

Customers can innocently enter the venue/club as they have seen a friend/relative they
want to say 'hello' to or wanted to pop in an application form, as they have seen a job
advert in the window. In either case, you do need to ask the adult to leave, as children

are not permitted into over 18 areas.

If a customer happens to walk into

your premises (into an over 18 area)

with a minor, then you must politely
ask them to leave, as children are
not permitted.




Asking for ID, checking it
and staying calm, polite and
professional is part of your job role.

If we do have to ask a customer to leave,
we want them to come back with ID so focus
on Customer Service at all times

Here are some words/phrases you can use in your
conversations:

293



"Please see the
notice, we operate a
Think 25 policy”.

“I'm sorry, if | let you
play on the
machines | will be
breaking the law”



What t
“say”

“The law requires
me to ask for proof
of age”.

"If you don't have ID
| will have to ask you
to leave; it is the
law".



"If you want to go
and get suitable ID
then | canlet you
play but | can't let
you play without it".

“The company has a
policy of no proof of
age, no play”

It is your responsibility to apply the Think 25 policy to all

customers that look under 25 years old, but it is also your



responsibility to ask for it in a polite, friendly and

professional manner.
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Smart [g[T]s]

for Smart operators

Please choose one of the following options

SmartNCLUSION




Record Age Verification Interaction

All Age verification checks must be recorded on the Smart Tablet AV Log

To evidence compliance with the LCCP requirements to prevent underage gambling,

Gambling Operators must implement age verification test purchasing.

These test purchases must be conducted by an independent Age Verification Test
provider. This test purchases must be unannounced and conducted at different times
of the day (morning, afternoon, and evening) and at different times of the year.

For reporting purposes the Gambling Commission expects, test purchase results
should be recorded as ‘challenge before gambling activity’, ‘challenge during
gambling activity’, ‘challenge after gambling activity’, or ‘unchallenged’

the definition of a ‘challenge before gambling activity’ includes any challenges
conducted at the entrance to a premises; noting that it is illegal for a child or young
person to enter most types of gambling premises. In an FEC, this could be a challenge
before or at the point that the tester attempts to enter the Category C gaming machine
area

where a premises fails a test purchase visit, we expect the premises staff to be
informed of the result and for retesting to be carried out. We expect the retest to be
conducted as soon as practicable after remedial action has been taken and no longer
than three months after the failed test
If a venue fails an Age Verification test purchase the Area Manager will be informed
and asked to investigate the reason for the fail.

CONTINUE




Lesson 8 of 9

Refusing Entry

When would you need to

refuse entry?




The key reasons to refuse entry are:

The customer looks younger than 25

Cannot produce valid photo ID

The ID presented is not an acceptable format (e.g. a birth

certificate)

The ID document appears fraudulent or has been tampered with

ID's photo doesn't match with the person trying to gain entry

Whatever the circumstances you must remain polite, friendly and professional.

If your refusal is said in the wrong tone, sounds rude, confrontational or aggressive,

then the customer may not respond how you expect.
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Angry Customer

If the customer continues to be uncooperative or you are in any doubt call your Duty Manager. If
you are working alone and feel in danger then you should use the Staffguard system for

support.

It is illegal for anyone under 18 to play machines or to gain

from illegal gambling. This means that if an under age
customer has not been asked for ID and has started to play the
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machines, they must be stopped immediately and given their
stake (the money they have put into the machine) back,

excluding any winnings.

What to do?

If you discover either of these incidents have happened, you must call
for a member of management immediately or if you are working
alone, then you must deal with it. The under age customer must have
their money refunded. This type of incident must be recorded on the
IHL Tablet using the Age Verification App ‘child or underage person

playing the machines’.






If you do not stop an
underage person from
playing YOU will be

breaking the law!

All potential underage entries should be
challenged.

Every challenge/request interaction for ID,
MUST be recorded on the IHL Tablet using
the Age Verification App.

CONTINUE
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Lesson g of 9

End of Module Quiz

To conclude this module and to understand what you have learnt, you will need to complete the following

quiz.
You must have a 100% pass mark to finish the course and all results will be recorded.

If you fail the quiz, you can either retake the quiz by clicking 'Take Again', or you can exit the course, by

clicking 'Exit Course' in the top right hand corner of the results screen, to retake the quiz at another time.
Please note: Do not close the course via your browser, as your score may not be recorded.

Good Luck!
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Question

What do you do if a person who looks under 25 wants to come in and use the ATM

machine?

You politely ask them for ID and refuse entry if they are under 18.

You let them in regardless, as they only need to use the ATM.
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Question

What must you do if an underage person is actually playing on the machines?

Stop them immediately and ask to leave. Then log on the IHL
Tablet using the Age Verification App.

Pretend I haven't noticed

Stop them immediately, and give them back their stake money,
excluding any winnings. Then log it in on the IHL Tablet using the
Age Verification App



Question

03/09

At what age are people allowed into the adult gaming area?

O 25 years or over
O 21 years or over
O 18 years or over
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Question

What do you do if the customer is unable to provide you with ID?

Let them in anyway, as you know they have the potential to spend
a lot of money.

Ask them to leave and not to return ever again.

Politely ask them to leave, explaining that we operate a Think 25
policy and without proof of age, they are unable to enter our
premises.
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Question

Are babies and small children allowed into our venues/clubs if their parents are

playing on the machines?

No

Yes
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Question

What ID / Proof of age are acceptable?

A Pass accredited proof of age scheme
A birth certificate

A driving licence

A passport

A passport

A European Photocard licence

A Pass accredited proof of age scheme
A military ID card

A passport

A student card

A military ID card

A Pass accredited proof of age scheme
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Question

When checking ID, what are the 4 areas you are looking for?

Date of birth/ Photograph/ ID is authentic/ Hologram

Date of birth/ Place of birth/ Photograph/ ID is authentic

Date of birth/ Hologram/ Not fake
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Question

What must you do when you have asked someone for their ID?

Log details on the IHL Tablet using the Age Verification App

Nothing, if they have proved they are over 25

Add the details in the Premises Log: Log C
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Question

09/09

What age policy do we operate?

O Think 21

O Think 25

O Think 18
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Safeguarding Children & Vulnerable People

Our suite of Compliance training seeks to ensure you understand the Gambling Act and
its 3 main objectives and that you follow the businesses defined processes to ensure we
operate within the law.

Within the Gambling Act we have a duty to protect children and vulnerable people.
Safeguarding is the responsibility of everyone in our business and this session explains
why its so important and how you can play your part.

To get started click on the first lesson below:

SAFEGUARDING AND RESPONSIBLE GAMING

What is Safeguarding?

Children

Vulnerable People

The Stages of Change

TAKING ACTION

Taking Action
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g\\j Observing & Listening

=== PDealing with Anger & Aggression

OUTSIDE THE VENUE/CLUB

== Advertising Responsibly

=== GamCare/Support

@\. Behaviours

? Quiz
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Lesson 1of 11

What is Safeguarding?

Safeguarding is a term usually associated with children; it
makes us think about the protection of children, social
services, abuse and the mistreatment of children. As a

socially responsible operator, MERKUR and its operating

businesses take a different view on Safeguarding and what it
means:

sz N = N g = i = = W =

<« C 1 | ® www.dictionary.com/browse/safeguard?s=t
221 Apps [P Social Responsibility 8% Walled Garden | City  itm ILMA AssessmentPo () Rise

Dictionary.com Thesaurus.com

safeguard «

[seyf-gahrd]

Syllables
Synonyms Examples Word Origin
CITE See more synonyms on Thesaurus.com
noun
A 1. something that serves as a protection or defense or that ensures
safety.
f 2. a permit for safe passage.
xF 3. a guard or convoy.
8"' 4. a mechanical device for ensuring safety.

verb (used with object)

S. to guard; protect; secure.
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The term actually means:

something that serves as a protection or defence

or that ensures safety

For most of our customers, gambling is an enjoyable hobby
and a social event, however; we must be aware of players that

may become addicted to gambling.
When a Customer's gaming changes from enjoyment/social to

a problem or addiction we safeguard. Safeguarding is

very much an action required within our business.
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KEY POINTS:

|l

Due to a technical failure in 888's
systems, over 7,000 customers who had
chosen to self-exclude(1) from their
casino/poker/sport platform were still
able to access their accounts on their
bingo platform. The issue went
undetected for a prolonged period of
time, meaning customers were able to
deposit £3.5million into their accounts,
and then continue to gamble, for over
13 months.

While 888 did have self-exclusion
procedures in place, they were not
robust enough and failed to protect
potentially vulnerable customers.

The Commission’s investigation found:

888 also failed to recognise visible signs
of problem gambling behaviour
displayed by an individual customer,
which was so significant that it resulted
in criminal activity. The customer staked

over £1.3million, including £55k stolen

from their employer. During a 13 month
period the customer placed a large
number of bets, gambling on average 3-
4 hours a day. The lack of interaction
with the customer, given the frequency,
duration and sums of money involved in
the gambling, raised serious concerns
about 888's safeguarding of customers
at-risk of gambling harm

It is every employees

responsibility to recognise
the visible signs
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Licensing objectives

= To keep crime out of gambling
= To keep gambling fair and open

o[ To protect children and other
vulnerable people.

(
\

The Gambling Commission puts a high priority on the social responsibilities operators
have to protect children and vulnerable adults from the harm associated with gambling

and policies must be in place to support the protection of these people.

This means as a business have to manage the risks and be socially responsible.

We should:

Train staff on how to recognise and respond to indicators of concern

([

PY Train staff to know how to protect their own safety if customers
behave aggressively

P Make information and advice about gambling responsibly generally

and discretely available, and provide contact details about where to

get help

321



Interact with customers to spot warning signs of a problem

Explain Setting Your Limits to set time limit or deposit limit

If the customer opts to self exclude make sure you provide the right
information and follow the process for self exclusion (detailed in

Compliance training)

Encourage customers to register or become members so we have a

point of contact

This online session is designed to help you understand our
responsibilities in terms of safeguarding our Customers. It looks at the
potential signs of problem gambling and how we can interact with

customers to intervene and support their choices.

Please complete this training module yourself and ask if you do not
understand any of the information.
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Lesson 2 of 11

Children

The protection of children is vitally important to us as a
business. We have a separate and detailed training module
dedicated to this area (Age Verification) as well as the
Essentials of Compliance training.

Research undertaken on behalf of the Gambling Commission

in 2022 has shown the following figures for children aged 11-
16 accessing gambling:
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Percentage of young people who spent their own money gambling in the last 12 months, did so
because they regard it as a fun thing to do.

Percentage of young people have had any gambling experience in 12 months with over a third
(35%) playing on arcade gaming machines.

Percentage of 11- to 16-year-olds spent their own money on any gambling activity in the
twelve months prior to taking part in the survey.
During that period, the most common types of gambling activity that young people spent their
own money on were legal or did not feature age restricted products, namely:

= 22 % playing arcade gaming machines such as penny pusher or claw grab machines

= 15% placing a bet for money between friends or family

= 5% playing cards with friends or family for money

Three in ten young people had seen family members they live with gamble, of which 7 percent
indicated it had resulted in arguments or tension at home.

One in ten young people said that their own experience of gambling had led them to talk to
their parents about how they felt, either sometimes, often, or all of the time

This figure has increased from 0.4% since 2016 of 11-16-year-olds that are defined as
problem gamblers

Source: research project undertake for the Gambling
Commission
NB: The study included 11 - 16-year-olds and from a
representation of 2559 pupils using the Ipsos Young People
Omnibus.

What are therisks to children of being exposed to
Gambling?

The risks vary, depending on the type of gambling activities taking place at the premises.

For example: in MERKUR, safeguarding systems (such as Think 25) should be in place to

prevent young people gaining access to the premises.
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The Challenge 25 scheme MUST
be operated by ALL staff and only
recognised proof of age accepted
(for example photo drivinglicence
or passport; PASS cards)

Signage MUST BE prominently
displayed at all points of entry
regarding the prohibition of under
18’s
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ON MACHINES

el o Signage MUST BE displayed
the machines and ——r - on machines highlighting age

are usually displayed

on screen ) restrictions

'Stickers' refers to
those manually
applied by us or

marchina ciinn liar

STICKERS NOTICES

If children are permitted access to adult
gaming activities, they may be at risk of
being:
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Exposed to information Allowed or invited to Allowed to purchase Be financially exploited

or advertisements gambleor betina and consume alcohol
encouraging them to commercial setting (Bingo & Casino)
gamble

We must ALL operate systems to ensure that
under 18’s are prevented from access to areas
where adult activities (such as betting or high
stakes gambling) take place; or where adult

gaming machines are located.

©  REMEMBER: if in doubt, ask for
L.D.
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Make sure you complete our Age verification course for
more on our age policies and how to check I.D.

If you work in one of our FEC's it is even more important
that you are vigilant:

The Gambling Regulations requires operators to ensure
that employees prevent access and challenge children or

young persons who attempt to use category C machines.

Over-18 areas within FECs that admit under-18s, must be
separated by a barrier with prominently displayed notices
at the entrance stating that under-18s are not allowed in
that area and with adequate supervision in place to ensure
that children and young persons are not able to access
these areas or the category C machines. Supervision may
be done either by placing the terminals within the line of

sight of an official of the operator or via monitored CCTV.
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of their gambling premises’ in order

to prevent underage gambling.

Safeguarding is not just about children; as we have already seen we
need to safeguard vulnerable adults too.
Let's look at this next!

CONTINUE




Lesson 30f 11

Vulnerable People

The Gambling Commission puts a high priority on the social

responsibilities operators have to protect vulnerable adults

from the harm associated with gambling and policies must be
in place to support the protection of vulnerable adults.
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Which person is at Risk?

O A
O B
O C
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O Idon't know

SUBMIT

CONTINUE

It's not possible to tell who is at risk by looking

at them. Most customers are in control and

enjoy the social element of gambling

Safeguarding means we have to look a little
deeper and think about those at risk of

developing a problem.
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It's about the signs and signals we see and hear

whilst our customers are in our premises.

Social responsibility/Safeguarding is about

using your eves and ears to understand who is

vulnerable.

Risks Factors: Developing a problem —

These are the situations that increase players risks of developing a problem (click to enlarge)

Risk Factors for Developing a Gambling Problem

Have an early big win (leading to false expectation of future wins)

Have easy access to their preferred form of gambling

Hold mistaken beliefs about the odds of winning

Do not take steps to monitor gambling wins and losses

Often feel bored or lonely, or have a history of risk-taking or impulsive behaviour
Have financial problems

Have few interests or hobbies, or feel their lives lack direction

Have a history of mental health problems, particularly depression and anxiety

Have a parent who also has (or has had) problems with gambling

Have (or have had) problems with alcohol or other drugs, gambling or overspending
Tie their self-esteem to gambling wins or losses.

VVVVVVVVVYYV




Risk Factors: Impact —

If we don't take our social responsibilities seriously; vulnerable adults are at risk in many ways
including (click to enlarge):

Managing The Risks

As abusiness we undertake to minimise the risks in the following ways (click to enlarge):

We need to:

> This course along with the other compliance courses

» This course.

> Use the Gam Care contact information and staying in Control leaflets

> Explain Setting your Limits to help control time spent playing

> Follow the process and steps for MERKUR this is fully detailed in your compliance training module

»> Although membership is not compulsory it should be encouraged and discussed with all customers

Some of the signs may be more obvious to

loved ones at home but we should be aware



of these signs when interacting with our
customers; observe and listen for these

indicators

(tick each box to show you have read each of the common
signs of a problem with gambling):

Spending more money and time on gambling than they can afford.

Losing interest in usual activities or hobbies like going out with

friends or spending time with family.

Always thinking or talking about gambling.

Chasing losses or gambling to get out of financial trouble.
Gambling until all of their money is gone.

Needing to gamble with larger amounts of money or for a longer

time to get the same feeling of excitement or buzz.
Feeling anxious, worried, guilty, depressed or irritable.

Neglecting other responsibilities (work, family, chores) in order to

gamble

Having arguments with family or friends about money and

gambling.



CONTINUE

There are warning indicators that show when someone is moving from having fun and

responsible gambling to becoming more of an issue or problem.

Click play below for more info:

What is problem gambling?

When playing for fun moves across to playing for need, it could be a problem.

EELING GUILTY
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4 WHO IS AT RISK’?

ANYONE WHO HAS....



CONTINUE

ANYONE WHO HAS....
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Lesson 4 of 11

The Stages of Change

Gambling becomes a problem when people are not in control.
Staying in control is vitally important and is the ethos we at
MERKUR Slots, MERKUR Bingo, MERKUR Casino all work to.

When someone starts to change their gambling behaviour,

there are often different stages of awareness that they move
through. These include:

Stage 1 - No problem —

If customers are in this stage the positives of gambling
outweigh the negatives. They enjoy gambling and don't see it
as a problem.



Stage 2 - Awareness

People at this stage feel ambivalent ( having mixed feelings) about their
gambling.

Often they enjoy it, even though they know that it costs time and money.
If they are in this stage they might be thinking about or considering
making a change, like cutting down, limiting spend or restricting time
spent gambling.



Stage 3 - Wanting to Make a Change

People in this stage feel ready to control their gambling and have made the
decision to do something about it. Additionally, they have scheduled a
time in the very near future in which to start making changes.
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Stage 4 - Take Action

People in this stage say things like - "I am doing something to change my behaviour".
They might try various things such as setting limits on their time and/or deposits

Our support is important at this time as they may be experiencing different emotions as they
reflect on the consequences of their gambling.

Stage 5 - Sticking to it —_

Maintaining change - This stage can be hard. It is when people have identified all the things they
need to do to change their behaviour and they have started to put these things into practice.

You know the customers best so your personal support is invaluable too.

Setting Limits is one of the ways MERKUR supports our customers



Customers can choose to set their own limits on any Blueprint B3 machine by choosing the set
limits option at the bottom left-hand side of the menu.

St Limits

T Tt ey ol o ———
e

Stage 6 - Final Stage - Self Exclusion

The final stage of stopping gambling is if the customer decides they need an external intervention
to stop them gambling. When a customer reaches this decision we should fully support them.

This is where MERKUR offer a self exclusion option for Customers.

For full details of self exclusion in Merkur Slots, Merkur Casino and Merkur Bingo, please ensure
you have completed the Compliance Training and understand our policies and processes and can
facilitate the customers choice. Make sure they are aware of the minimum/maximum time they
can self-exclude for.

Often the person who's gambling doesn’t think that he or she
has a problem; they don't see the subtle changes. Sometimes
YOU will spot the problem first, because the customer might
be convincing him/herself that everything is fine when really it
isn't. It’s important to use positive communication rather than
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being confrontational or critical. It’s also important to be
genuine and talk to the customer in a natural way.

For example:

“l can see you're not
happy at the moment
- | want to help.”

“I sense you'’re getting
frustrated - shall we
take time out and
have a cuppa and a
chat”




“You've been in more
often this week - is
everything OK?”

Once you've started the conversation, listen carefully to what
they have to say in response and be patient. Don’t jump in or
cut them off mid sentence, as this might drive them back into
their shell or make them turn defensive. Being calm and caring
is really important as is knowing what advice and support we
can offer
Ultimately we as a business have a
responsibility to take action to
safeguard vulnerable people so let's
move to the next section and look at

this next.

Next Section



Click the button to move to the next section of this training module

TAKE ACTION



Lesson 50f 11

Taking Action

As abusiness we have several processes and tools in place to ensure we are promoting

responsible gambling. These include:

Think 25 Policy

Setting your Limits

Gamecare Information and Leaflets

Complaints Procedure and ADR (Alternative Dispute Resolution)

Responsible advertising

Self Exclusion Policy and Process

and most importantly - YOU; OUR EMPLOYEES

These processes and interventions only work if our employees know and understand
them and to ensure you do we have the following training modules which refresh every 6

months to keep you up to date and trained to the latest standards
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Essentials of Age Verification Safeguarding Children &
Compliance Vulnerable People
[ Course- 18 Lessons [1] Course- 9 Lessons [T course- 11 Lessons

Your role

Aswe have seen your best tools are your eyes and ears, but observing people and listening

for clues to gain insight takes practice; so lets take a look at this next:

Observing & Listening Tips
CLICK ON THE BUTTON FOR MORE INFORMATION ON WHAT YOU CAN DO TO BE SOCIALLY
RESPONSIBLE AND SAFEGUARD OUR CUSTOMERS

OBSERVE/LISTEN



Lesson 6 of 11

Observing & Listening

In this section we will take you through a series of tips and ideas to improve your listening and observation

skills



Steplof8

Interact

In order to gain insight into our customers we must interact.

This means approaching and talking to our customers as well as observing their behaviours.



Steplof8

Interact

In order to gain insight into our customers we must interact.

This means approaching and talking to our customers as well as observing their behaviours.
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Step2of 8

Understand habits

Start by getting a baseline understanding. A common way to get this is by simply
observing a person's habits over time. For example how often, and when, do they come

in?
Knowing this pattern will help you identify when it changes and you can ask about the behaviour change

This will help identify when gambling maybe developing from a social event to more of a problem



Step 30f8

Ask Questions

A seemingly innocent question such as "How are you doing today?" is a way to gauge

peoples emotional state and sets you up to probe their answers if you are concerned.

If people are 'fed up' or 'tired' or 'bored' - or if they label any feeling or emotion - ask them WHY?



Step40f8

Listen with your eyes and ears

Look for inconsistencies between the person's gestures and words. If they are saying all
is fine and well but they are slouched, look tired or seem angry - there may be something

bothering them.

e If someone closes their eyes for a moment (longer than a simple blink), takes the time to clear their

throat, or asks you to repeat a question, they're probably stalling - reflect on why.

¢ Alack of eye contact, or excessive blinking or fidgeting are signs that a person may be lying and are also

signs of anxiety

Keep an eye on their gaming and remember to offer refreshments and break play



Step50f8

Spot Stress and Break Play

e When a person leans with their torso away from you, this can mean that the person is going through a

moment of stress

¢ Gestures such as the touch to the forehead or the rubbing of palms against thighs are indicators of

stress too

e Facial clues of distress and discomfort include the furrowing of the brow, clenching of jaws, lip

compression, or the tightening of face and neck muscles

¢ Touching the notch in the front-middle of the neck can mean that the person is trying to protect
themselves - suggesting discomfort, especially in women. Similarly, men usually stroke their necks,

which is an attempt to lower heart rate

¢ A long, audible exhale - known as a cathartic exhale - means that the person is under severe emotional

distress



Step 6 of 8

Getting Angry?

Customers getting agitated and angry is easy to spot and is a sure sign they need to
break play. But before the real shouting begins; what signs can you spot early to stop it

escalating? Look out for:

e Pupil constriction and squinting at the machines - this can mean that a person is bothered by what

they're seeing
e Clenchingthe jawsor grinding teeth
e Balled up hands or fists
e Shaking or trembling whilst playing at the machines
e Speech becoming more rapid or high-pitched.
e Head thrust forward

e 'Eye-balling' (staring in anger) at other customers, employees or the machines



Step 70f 8

Handling Stress and Emotion in Customers

Sometimes we can see the signs but are not surehow to handle them. The next section will look at dealing

with angry or agitated customers.
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Step8of 8

PRACTISE AND DO IT!

Learning how to read people must occur over time - a quick training course won't be an instant solution! It is

a behaviour that comes from YOU.

It takes practice and intent. You have to know what to look for and understand what certain gestures mean

in order to stay socially responsible.

Keep in mind, there's no single surefire way to tell what someone is thinking but the best start is to take time

to simply be present, observe, ask questions and listen - to the words and the body language.



Lesson 7 of 11

Dealing with Anger & Aggression

It is true that when Customers start to lose control of their
gambling they may become agitated or upset and get angry and
perhaps become confrontational; remember - this is a sign of a
problem and rather than ignore it we have to deal with the

situation and help the customers.

Here are some top tips to help you in these situations. Click on each card to flip it for an

explanation of what to do and then use the arrows to move to the next or previous cards:

ST AY Stay calm and self-assured; make

sure you are not displaying the

C A L M same signs of agitation that can be
seeninthe other person



FACIAL
EXPRESSI
ONS

ALLOW
THEM
SPACE

lof7

Maintain a neutral facial
expression, even our eyebrows
can indicate we are surprised or
angry, and similarly our mouths

can betray our emotions

unwittingly

20f7

When acustomer is agitated
getting too close to them can
indicate aggression on your part
and escalate the situation. Staying
some distance away will also help
keep you safe should the
customer become physically
aggressive.

30f7



THINK
ABOUT
YOUR

BREAK
PLAY

4ofi  Control your breathing; whenwe

are stressed. anegrv or tense. our

Lower your voice and keep your
tone even; itis hard to have an
argument with someone whois
not responding aggressively back
toyou.

50f7

Distraction and diversion are
extremely useful; when a person
is aggressive, they are responding
with their own fight-or-flight
instincts and not thinking about
their actions. Distraction can
diffuse the fight response.

60f7

When the situation has
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7 of; calmed down think about

what happened and why. Talk
to acolleague or your
manager. If you know the
customer well; ask them what
caused it and provide them

with sunnort and information

Ica
threatening to remove the person.

Do not be defensive or take it personally. What is being
said may seem insulting and directed at you, but this is
not really about you.

Do not use humour unless you are sure it will help and
you have a very good relationship with the customer

Do not use sarcasm or humiliate the customer

Do not put yourself at risk; use staffguard if you are
alone and feel vulnerable



Lesson 8 of 11

Advertising Responsibly

Whilst we do all we can to safeguard children and vulnerable
people in our premises; we need to be aware of the messages
that are reaching them outside of venues and clubs

@ When we run promotions locally we must adhere to the marketing
code of conduct to ensure that we are safeguarding children and
vulnerable people when we promote and advertise our business.
Please read the code of conduct attached below. This is available as a

printable poster in Knowledge base.

'KETING CODE OF F "ICE

A GUIDE TO GETTING OUR ADVERTISING
AND PROMOTIONS RIGHT — EVERY TIME !

The Marketing D8partment provides an annual programme of National activity.

All these communication§and point-of-sale/display materials are legally compliant and present
‘our customers with a falf@and professionally managed image of a responsible gaming provider.
HOWEVER, occasionally * activity may be requested from you, All ‘local’ activity should be
cleared throug Marketing Department. This will ensure we are always:

AL - DECENT - HONEST - ° FUL |
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Marketing Code of Practice

Marketing Code of Practice.pdf
6.6 MB
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Lesson 9 of 11

GamCare/Support

Qur roleis to be aware and provide support to any customer
at risk. The industry has strong links to organisations that
can help anyone who thinks they have a problem with
gambling. It is our duty to provide this information readily
and freely:
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STAYIN

IS PROBLEM GAMBLING
AFFECTING YOU, OR THOSE
CLOSETO YOU?

MNational Gambling Helpline

Every Venue and Club has Staying in Control Leaflets

Make sure you know where they are, the information in them and do not hesitate to share this

information with customers who feel they need to make a change.

It's our responsibility to provide this information and support customers in their decision making.
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Calculating the risk Checking it out

Gambling is a fun and exciting form of entertainment, which provides Someone who thinks they might have a gambling problem should ask
an enjoyable experience themselves if:

Playing slot machines is an attractive way of taking a risk as long as
the risk taking is kept under control.

They lose time from education or work because of gambling.

They gamble to get money to pay debts or solve financial difficulties.
The great majority of people who play slot machines or gamble in other

ways enjoy the experience without any problems, but a very small After losing they feel they must return as soon as possible to win back
number lose control of what they are doing. losses.

For these players it ceases to be fun.

They gamble until their last pound is gone.

Their life can be dominated by gambling. They borrow to finance their gambling. \ “

They are reluctant to use “gambling money” for normal expenditure.

They have ever committed, or considered committing, an illegal act in order
\& to finance their gambling.

They have ever considered self destructive behaviour as a result of their
\ gambling.

D

Problem Gambling Who can help

Problem gamblers will continue playing whether winning or losing. If you are in difficulty with your gambling or know someone who is, and
They will use their own and other people’s money in order to keep would like help, call the GamGare helpline:

playing. As gambling takes over their life, many other things can suffer:

family life, their job, and other interests. GamCare: 0808 8020 133

Gambling becomes a problem when you: GamCare is the national centre for information, advice and practical help

regarding the social impact of gambling.
+ Gamble until all your money has gone.
+ Borrow or steal money o continue gambling. information and advice to problem gamblers, family members and to friends
of a gambler. Information regarding counselling for problem gamblers is
+ Gamble to chase your losses. available on request.

: The national helpline is answered by trained stafi. They can offer counselling
N
- Neglsct other interests, family and friends to gamble.

@

What the Staying in Control Leaflet covers
Download a pdf of the leaflet below:

Staying in control leaflet.pdf d
328 KB NG

PDF
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4 B

responsible  BegambleAware

trust

GAMCARE

\- J

These organisations are free and accessible to all
our customers who think they need help. They
are active in promoting responsible gambling and
a great source of information for both our
employees and our customers.

@ If you have any questions or concerns about your responsibility to
safeguard children, vulnerable people and our customers please talk to

your Line Manager and ask for help.

The next stage is to look at what you have learned in this session.
Click the button below to start on the knowledge checks.

Let's Go!
Click to get started on the behaviours card sorting activity

BEHAVIOURS KNOWLE...
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Lesson 10 of 11

Behaviours

What behaviours should YOU our employees adopt in order to safequard?

Look at the words on each card. Each word describes either a positive behaviour and is what we should be

doing or a negative behaviour and what we should NOT be doing

INTERACT OBSERVE

BE AWARE COMMUNICATE




AGE CHECK THINK 25

LISTEN ASK QUESTIONS

BREAKPLAY

NEGATIVE BEHAVIOURS

IGNORE DISREGARD

GIVE UP JUDGE
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ACCUSE CONFRONT

BLAME

37



Lesson 11of 11

Quiz

Read each question and the answer options carefully.

When you complete the quiz your score will be shown. You can then get feedback on the questions and see

which you got right and wrong (if any!).

Read any feedback carefully and follow the instructions of what to do.

Good luck!
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Question

What does the term ‘safeguarding’ mean?

It is something that serves as a protection or defence or that ensures
safety

It is the protection or defence of children/minors

It applies to FEC's (family entertainment centres) as they have children
in the premises
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Question

What is the reason that 888 had to pay a penalty package of over £7.8million

as a result of allowing children into its premises

as a result of not upholding the 3 licensing objectives

As aresult of serious failings in its handling of vulnerable customers
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Question

03/09

How do we protect children in our business?

O By following the Think 25 policy and age-verifying anyone who looks
under 25

O By age checking everyone

O By remembering to safequard
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Question

04/09

How can we tell who is at risk/vulnerable?

D By observing them

D By interacting with them

D By looking for signs of stress

D By looking for changes in behaviour

[] All of the other answers
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Question

Which policies and/or processes do we have in place to protect and safequard our

customers (tick all that apply)?

Think 25 Policy

GamCare Information

Employee interaction with customers

Self exclusion policy

Responsible advertising

ADR (Alternative Dispute Resolution)
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Question

06/09

What should you do if customers are getting agitated/annoyed?

O Match their behaviour and firmly tell them to stop it

Q Diffuse the situation by breaking their play

Q Ignore them - everyone gets cross when they lose
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Question

07/09

Who is at Risk of Problem Gambling?

O Mainly men

O Mainly women

O Anyone who shows signs of losing control of their gambling.

O Mostly people with mental health problem
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Question

08/09

Which organisation/phone number is detailed on the 'Staying in Control' leaflet?

O Head Office

O GamCare

O The Gambling Commission
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Question

09/09

What is your role in safeguarding

To report my concerns to one of the support organisations (e.g.
gamcare)

To listen, observe, interact and break play if concerned

To wait for the customer to ask for help then give them the Staying in
Control leaflet
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THINK

If you are lucky enough to look under 25
years of age, we need to check your ID.

Please do not be offended.

Acceptable forms of ID are:

Driving Licence, Passport, Citizen Card.

@ BeGambleAware.org @ ©
PLAY PLAY PLAY MERKUR
[SENSIBLY] [ENJOYABLY] [AFFORDABLY] S L o T s




PLAYING THE
MACHINES

If you feel you are in Staying in Control

d Iﬁl cu Ity WIth yo u r JOCL{L LA APARATE: Q L?JA ME" MAKINERITE:
gambling or know TINET TE JESH NE KONTROLL

o I]_Eﬁ %%Jﬁ*}lﬁﬂ' : GRAJAC NA AUTOMATACH:
someone WhO IS | Q NIE TRAC KONTROLI

and would like help,

WUTrPATb HA UTPOBbIX ABTOMATAX A JATEKGEPEKEN
VALO JATSZAS:
OEPYXATb CEBAl B PYKAX
MEGTARTANI A KONTROLLT

Call the National
Gambling Helpline:

0808 8020 133

KOHTPOJ1

NIPA HA POTATUBKW: HE N'YBETE @ ﬁmﬁ%—{ '{a'(—,f,—_[ :[ﬁ';ram ‘{—%r;r&ﬁ'g'
& ENC ENEN < 1N

KONTROLU ELiNiZDE TUTUN SOUS : GARDER LE CONTOLE

JUGAR CON LAS MAQUINAS: NUTZUNG VON
Q : SPIELAUTOMATEN:

MANTENER EL CONTROL
DIE KONTROLLE BEHALTEN

MAKINELERDE OYNARKEN: <l> JOUER AUX MACHINES A

HRANI NA AUTOMATECH:
MEJTE TO POD KONTOLOU

POPOOOCS

@ BeGambleAware.org @ ©

PLAY PLAY PLAY
[SENSI BLYJ [ENJOYABLY] [AFFORDABLY]

MERKUR
SLOTS




CALCULATING THE RISK CHECKING IT OUT

Gambling is a fun and exciting form of entertainment, which provides an enjoyable Someone who thinks they have a gambling problem should ask themselves if:
experience.

* They lose time from education or work because of gambling.
Playing slot machines is an attractive way of taking a risk as long as the risk taking is kept
under control.

They gamble to get money to pay debts or solve financial difficulties.

The great majority of people who play slot machines or gamble in other ways enjoy the
experience without any problems, but a very small number lose control of what they are
doing.

After losing they feel they must return as soon as possible to win back losses.

They gamble until their last pound in gone.

For these players it ceases to be fun. They borrow to finance their gambling.

Their life can be dominated by gambling.

They are reluctant to use "gambling money" for normal expenditure.

* They have ever committed, or considered committing, an illegal act in order to finance

PROBLEM GAMBLING their gambling.

* They have ever considered self destructive behaviour as a result of their gambling.

Problem gamblers will continue playing whether winning or losing.

They will use their own and other people's money in order to keep playing. As gambling
takes over their life, many other things can suffer: family life, their job and other

interests.

If you are in difficulty with your gambling or know someone who is, and would like help,
Gambling becomes a problem when you: call the GamCare helpline:
+ Gamble until all your money has gone. GamcCare: 0808 8020 133

GamcCare is the national centre for information, advice and practical help regarding the

» Borrow or steal money to continue gambling. Lo -
social impact of gambling.

« Gamble to chase your losses.
The national helpline is answered by trained staff. They can offer counselling, information

and advice to problem gamblers, family members and to friends of a gambler. Information

* Neglect other interests, family and friends to gamble.
regarding counselling for problem gamblers is available on request.

s TAY I N G I N * You are buying entertainment, not investing your money
* You should only spend money you can afford to lose.
c o N T Ro I * In advance of playing you should set strict limits on how much you will spend

* Problems will arise if playing machines becomes the most important part of your life

* Playing should take up only a relatively small amount of your time and interest

Whenever you play machines
it iS Wise to remem ber that : » Spending outside your means is likely to create problems for you and others.

* You shouldn’t play to escape from worries or pressure

* Playing within your means is likely to be fun and exciting




CALCULAREA RISCULUI

Jocurile de noroc reprezinta o forma de divertisment placuta si palpitants, care ofera o
experienta savuroasa.

Jocul la aparatele de tip slot-machine reprezinta o metoda atractiva de a risca, atat timp
cat riscul este tinut sub control.

Marea majoritate a persoanelor care joaca la aparate de tip slot-machine sau la alte jocuri
de noroc se bucura de experienta fara nicio problema, insa un numar foarte mic de
persoane pierd controlul asupra lucrurilor pe care le fac.

Pentru acesti jucatori, incepe sa nu mai fie distractiv.

Viata lor poate fi dominata de jocurile de noroc.

PROBLEMELE JOCURILOR DE NOROC

Jucatorii cu probleme vor continua sa joace, fie ca pierd sau castiga.

Acestia vor folosi banii proprii si banii altor persoane pentru a continua sa joace. Pe
masura ce jocurile de noroc le acapareaza viata, multe alte lucruri vor avea de suferit: viata
de familie, serviciul si alte interese.

Jocurile de noroc devin o problema atunci cand:

+ Jucati pana cand va pierdeti toti banii.

+ Imprumutati sau furati bani pentru a continua s jucati.

+ Jucati pentru a incerca sa va recuperati pierderile.

» Neglijati alte interese, familia sau prietenii pentru a juca.

CUM SA DETINETI
CONTROLUL

Oricand jucati la aparate de tip
slot-machine, este intelept sa va
amintiti ca:

VERIFICAREA

O persoana care considera ca ar putea avea o problema legata de jocurile de noroc trebuie
sa se intrebe daca:

+ Iroseste timpul alocat educatiei sau serviciului din cauza jocurilor de noroc.

+ Joaca pentru a obtine bani in vederea achitarii datoriilor sau a rezolvarii dificultatilor
financiare.

» Dupa ce pierde, simte ca trebuie sa revina cat mai repede posibil pentru a recupera
pierderile.

+ Joaca pana cand pierde ultimul ban.

« Imprumuta bani pentru a-si finanta jocurile de noroc.

* Nu doreste sa foloseasca ,, banii pentru jocuri de noroc” pentru o cheltuiala normala.
+ A comis sau s-a gandit sa comita un act ilegal pentru a-si finanta jocurile de noroc.

+ Aluat vreodata Tn considerare un comportament autodistructiv ca rezultat al jocurilor
de noroc.

CINE POATE OFERI AJUTOR?

n cazul in care v aflati in dificultate privind jocurile de noroc sau cunoasteti pe cineva in
aceasta situatie si care doreste ajutor, apelati linia de asistenta telefonica a GamCare:

GamCare: 0808 8020 133

GamcCare este centrul national de informatii, sfaturi si asistenta practica privind impactul
social al jocurilor de noroc.

La linia de asistenta telefonica nationala se primeste raspuns din partea unui personal
instruit. Acesta poate oferi consiliere, informatii si sfaturi pentru jucatorii cu probleme,
membrii familiei si prietenii unui jucator. Informatii privind consilierea pentru jucatorii cu
probleme sunt disponibile la cerere.

» Cumparati divertisment, nu va investiti banii.
* Trebuie sa cheltuiti doar banii pe care va permiteti sa ii pierdeti.
- Tnainte de a juca, trebuie s& va stabiliti limite stricte privind ce sum3 veti cheltui.

+ Vor aparea probleme daca jocul la aparatele de tip slot-machine devine cea mai importanta
parte a vietii dumneavoastra.

+ Jocul trebuie sa ocupe doar o parte relativ mica a timpului si interesului dumneavoastra.

+ Jocul in limitele posibilitatilor este cel mai probabil distractiv si palpitant.

* Cheltuirea dincolo de posibilitati poate genera probleme pentru dumneavoas*r&.sinentru altii.

* Nu trebuie sa jucati pentru a scapa de griji sau presiuni.




LLOGARITJA E RREZIKUT

Loja e fatit éshté njé formé argétimi dhe emocionuese, e cila siguron pérvojé té
kénagshme.

Té luash me makinerité e lojérave té fatit éshté ményré térheqése e marrjes sé njé rreziku
pér sa kohé qé rreziku mbahet nén kontroll.

Shumica dérrmuese e njerézve qé luajné lojéra fati ose bixhoz né ményra té tjera e shijojné
pérvojén pa ndonjé problem, por njé numér shumé i vogél humbasin kontrollin e asaj g€ po

b&jné.

Pér kéta lojtaré pushon sé qeni kénaqgési.

Jeta e tyre mund té sundohet nga lojérat e fatit.

BIXHOZI PROBLEMATIK

Bixhozxhinjté problematiké do té vazhdojné té luajné qofshin fitues, qofshin humbés.

Ata do té pérdorin paraté e tyre dhe té té tjeréve né ményré qé té vazhdojné té luajné.
Ndérsa bixhozi mbizotéron né jetén atyre, shumé gjéra té tjera mund té kené probleme:
jeta familjare, puna e tyre dhe interesa té tjera.

Kumari béhet problem Kkur ju:

* Luani bixhoz deri sa té€ mbarojné té gjitha paraté.

* Merrni borxh ose vidhni para pér té vazhduar bixhozin.

+ Luani bixhoz pér té ndjekur humbjet tuaja.

* Neglizhoni interesat e tjera, familjen dhe miqté pér té luajtur bixhoz.

TE JESH NE
KONTROLL

Kurdoheré qé luani me makineri
kujtoni me mencguri se:

TA KONSTATOSH

Dikush gé mendon se mund té keté njé problem bixhozi duhet té pyesé veten nése:
+ Humb kohé nga edukimi ose puna pér shkak té lojérave té fatit.

* Luan me lojéra fati pér té marré para pér té paguar borxhet ose pér té zgjidhur
véshtirésité financiare.

+ Pas humbjes ata mendojné se duhet té kthehen sa mé shpejt pér té fituar pérséri ¢faré
kané& humbur.

+ Ata luajné bixhoz derisa té€ humbasin lekét e fundit.
« Ata marrin borxh pér té financuar lojén e tyre.
+ Ata hezitojné té pérdorin “paraté e bixhozit” pér shpenzime normale.

+ Ata kané kryer ose konsideruar kryerjen e njé veprimi té paligjshém gé té financojné
lojén e tyre.

+ Ata kané konsideruar ndonjéheré sjelljen vetéshkatérruese si rezultat i lojérave té tyre té
fatit.

KUSH MUND TE NDIHMOJE?

Nése jeni né véshtirési me lojéra té fatit ose njihni diké qé éshté dhe déshiron ndihmé,
telefononi linjén telefonike té ndihmés GamcCare:

GamCare: 0808 8020 133

GamCare éshté gendra kombétare pér informacion, késhilla dhe ndihmé praktike né lidhje
me ndikimin shoqgéror té lojérave té fatit.

Linja kombétare telefonike e ndihmés pérgjigjet nga stafi i trajnuar. Ata ofrojné késhillim,
informacion dhe késhilla pér lojtarét problematiké, anétarét e familjes dhe miqté njé
lojtari té fatit. Informacioni né lidhje me késhillimin pér lojtarét problematiké disponohet
sipas kérkesés.

» Ju po blini argétim, nuk po investoni paraté tuaja.

* Duhet té luani vetém me para gé mund t'ia lejoni vetes té€ humbisni.

* Para se té luani, duhet té vendosni kufij té rrepté se sa té harxhoni.

* Problemet lindin nése loja me makineri béhet pjesa mé e réndésishme e jetés tuaj.

* Loja duhet té marré vetém njé sasi relativisht té vogél té kohés dhe interesit tuaj.

* Té luani brenda mundésive tuaja ka mundési té jeté argétuese dhe emocionuese.

* Harxhimi jashté mundésive tuaja ka mundési té krijojé probleme pér veten tuaj dhe té tjerét.

* Nuk duhet té luani pér té shpétuar nga shgetésimet ose presionet.
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OCEN RYZYKO

Hazard jest zabawnga i ekscytujaca forma rozrywki, ktéra zapewnia przyjemne wrazenia.

Gra na automatach jest atrakcyjnym sposobem podejmowania ryzyka, o ile podejmowanie
ryzyka jest pod kontrola.

Wiekszos¢ ludzi grajacych na automatach lub uprawiajacych hazard w inny sposdb korzysta
z tego doswiadczenia bez zadnych problemdw, ale bardzo mata liczba traci kontrole nad

tym, co robi.

Dla tych graczy przestaje by¢ zabawa.

Ich zycie moze by¢ zdominowane przez hazard.

PROBLEM Z HAZARDEM

Problemowi hazardzistom bedzie nadal grali, czy wygrywaja czy przegrywaja.

Beda korzystaé z wtasnych i innych pieniedzy, aby dalej gra¢. Poniewaz hazard dominuje ich
zycie, wiele innych rzeczy moze ucierpiec: zycie rodzinne, praca i inne zainteresowania.

Hazard staje sie problemem, gdy:

« Uprawiasz hazard, az stracisz wszystkie swoje pieniadze.
» Pozyczasz lub kradniesz pienigdze, aby dalej gra¢.

* Uprawiasz hazard, aby pokry¢ swoje straty.

« Zaniedbujesz inne zainteresowania, rodzine i przyjaciét, aby grac.

NIE TRAC
KONTROLI

Zawsze, gdy grasz na maszynach,
dobrze abys$ pamietat, ze:

SPRAWD?Z

Kto$§, kto uwaza, ze moze mieé problem z hazardem, powinien zada¢ sobie pytanie, czy:
« Czas przeznaczony na edukacje lub prace poswieca hazardowi.

» Uprawia hazard, aby zdoby¢ pieniadze na sptate dtugéw lub rozwigza¢ problemy
finansowe.

» Po przegranej czuje, ze musi jak najszybciej wréci¢ do gry, aby odzyskaé przegrana kwote.
» Gra, dopoki nie straci ostatniego grosza.

» Pozycza pienigdze, aby mie¢ na gre.

* Niechetnie przeznacza ,pienigdze na hazard” na normalne wydatki.

» Popetnit lub rozwazat popetnienie nielegalnego czynu, aby miec¢ pienigdze na gre.

+ Zawsze uwazat zachowania autodestrukcyjne za skutek hazardu.

KTO MOZE POMOC?

Jesli uwazasz, ze masz problemy z hazardem lub znasz kogos, kto ma i chciatby uzyskaé
pomoc, zadzwon na infolinie GamcCare:

GamcCare: 0808 8020 133

GamcCare jest krajowym centrum informacji, porad i praktycznej pomocy w zakresie
spotecznych skutkéw hazardu.

Na krajowej infolinii pracuje wykwalifikowany personel. Moga zaoferowa¢ informacje i
porady osobom, ktére maja problem z hazardem, ich rodzinom i przyjaciotom. Informacje
dotyczgce doradztwa osobom uzaleznionym od hazardu sa udostepniane na zyczenie.

» Kupujesz rozrywke, a nie inwestujesz pienigdze.

» Powiniene$ wydawac tylko pienigdze, ktére mozesz stracic.

* Przed rozpoczeciem gry powinienes wyznaczyc¢ Sciste limity wydatkow.

» Pojawia sie problemy, jesli gra na automatach stanie sie najwazniejsza czescig Twojego
zycia.

» Hazard powinien stanowi¢ tylko stosunkowo niewielki procent Twojego czasu i
zainteresowan.

» Granie w ramach swoich mozliwosci finansowych moze by¢ przyjemne i ekscytujace.

» Wydawanie ponad swoje mozliwosci finansowe moze stworzy¢ problemy dla Ciebie i
innych.

- Nie graj, aby uciec od zmartwien czy presji.




PACHET PUCKA

ABapTHbIe urpbl - 3aTO 3abaBHasA n yBneKaTesibHasaA q:opma pa3BiedeHUd, nocTaBndoLWas
yAooBosibCTBUE.

Mrpa Ha UrpoBbIX aBTOMaTaX - 3TO NMPMBEKaTENbHbIN cNO0co6 pUCKOBaTb, A0 TeX Nop, MNoKa
PUCK HAaXoAUTCA MOA KOHTPOsEM.

MopaBnsiouee 60MbLWNHCTBO NOAEN, KOTOPbIE UFPAIOT Ha UFPOBbIX aBTOMaTaX UKU UrpaloT
B @3apTHbIe Urpbl APYrMMu cnoco6amum, 6e3 npo6aeM NonyyaloT OT 3TOro yA0BONIbCTBUE, HO
OYeHb MaJioe YMCIIO NoAeN TePAIOT KOHTPOSb Hag, TEM, UTO OHU AenaloT.

Ans Takux UrFPOKOB 3TO NepecTaeT 6bITb pa3BriedyeHneMm.

A38pTHbIe Urpbl MOryT Ha4aTb AOMUHUPOBATb B UX YKU3HWU.

UrpOBAd 3ABUCUMMOCTD

MrpOKM C 3aBUCUMOCTbIO 6y,D,yT npoaoKaTb UrpaTb, BbIMrpbiBasd UK NPOUrpbiBas.

OHuU GyAyT ncnonb3oBaTb CBOU U HyXKne AeHbru, 4TO6bI npoaoyKaTb UrpaThb. I'Iocuoany
A3apPTHbI€ UTPbl 3aXBaTbIBAOT UX YKU3Hb, MOTYT NOCTPaAaTb MHOIrMe gpyrue CTOpoHbl: UX
ceMeliHas YXU3Hb, pa601'a n npoyune nHTepecobl.

A33pTHbIe Urpbl CTaHOBATCA npo6neM0|7|, Korpga Bbl:

. I/IrpaeTe, NMOKa BCe Balln OeHbrn He KoOH4YaTCA.

* 3aHUMaeTe unu KpapeTe AeHbru, 4TOGbI npoao/IKNTb UrpaThb.

* UrpaeTe, 4TO6bI OTbIFPaTb CBOU MNOTEPU.

* UrHopupyiiTe apyrue MHTepechl, CEMbIO U APY3EN.

AEPYXATb CEBA
B PYKAX

KaxxabiM pa3s, Koraa Bbl UrpaeTe Ha
aBTOMaTaXx, csieayeT NOMHMUTDb
cnepywuuee:

NMPOBEPDBTE 3TO

Te, KTO AyMaeT, YTO Y HUX MOTYT 6bITb MPO6EMbI C a3aPTHBIMU UrPaMU, AOJIKHbI CNPOCUTD
cebs:

+ TepsiloT N1 OHM BpeMsl Ha y4eby unm paboTy n3-3a asapTHbIX Urp?

* UrpatoT v oHK, YTO6bl NONYYUTb AeHbrM, YTO6bl 3aNNaTUTb AONMU UMK PeLUnTb
$uHaHcoBble Npo6nembi?

* YyBCTBYIOT JI1 OHW MOC/Ie NPOUrpbILLA , YTO AOYKHbI BEPHYTbCS KaK MOYHO CKOpee, YTo6bI
oTbIrpaTb NoTepu?

* UrpaloT 1 OHU A0 TeX Nop, NOKa He KOHYUTCH UX NocnegHUN GyHT?
* 3aHMMalOT I OHU AeHbrU, YTo6bl GUHAHCMPOBATbL CBOU a3apTHbIE UTPbI?
* Ncrnonb3yloT I OHN HEOXOTHO «AEHbIM Ha a3apTHbIe UTPbi» Ha 06blYHbIE pacxoabl?

+ CoBepLUanun UAN paccMaTpmUBann M OHU KOTAa-TM60 BO3MOXKHOCTb COBEPLUEHUS
He3aKOHHbIX AeNCTBUIA € Lenbio GUHAHCMPOBAHUA CBOUX a3apPTHbIX UTp?

+ 3a4yMbIBaNIUCb 1M OHU KOrAa-nnm6o o camopaspyLuMTENbHOM NOBEAEHUM B pe3yNibTaTe
CBOMX a@3apTHbIX Urp?

KTO MOXXET NOMOU4b?

Ecnu Bbl YyBCTBYETE, YTO Y BaC €CTb 3aBUCUMOCTb OT a3apTHbIX UFP, NN Bbl 3HaeTe Takoro
YyesioBeKa U XoTuTte eMy NnoMo4b, NMO3BOHUTE Ha rops4yto JTINHUIO GamcCare:
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GAMCARE - 3TO HaLMOHaNbHbIN LLEHTP MHPOPMaLIMM, COBETOB U NMPaKTUYECKON MOMOLLM B
OTHOLLIEHMM CoLMarbHbIX NOCNeACTBUIA a3apTHbIX UTpP.

WX ropsivyyto NMHUIO 06CNysKMBAET 06y4eHHbIN NepcoHan OHU MOTYT MPeAoKUTb
MHbOpPMaLUIO O Tepanun U COBETbl UTPOKAaM C 3aBUCUMOCTbIO, YNTeHaM CeMbU 1 APY3bsiM
TaKUX UrpoKoB. MHPOPMaLIMSA O KOHCYNIbTALMSX A1 UTPOKOB C 3aBUCUMOCTbIO
npepocTaBnsieTcs Nno 3anpocy.

* Bbl nokynaeTe pa3BJiedyeHNns, a He BKJ1aabiBaeTe AeHbru.
* Bbl J,ONYKHbI TPATUTb TOJIbKO Te€ AeHbrn, KOTopblie MOXKeTe NO3BOJINTb cebe noTepATb.

* Mepep, Urpoii Bbl A,0M¥KHbI YCTaHOBUTb CTPOrMe OrpaHUYEHUs CyMMbl, KOTOPYIO Bbl
noTpatuTe.

+ Ecnu nrpoBble aBTOMaTbl CTaHYT CaMol BaXKHOW YacTbio Ballen XU3HW, y Bac
BO3HUKHYT npob6nembl.

* Irpa foMKHa OTHUMaTb Y BAaC OTHOCUTENbHO HE6OJIbLLOE KONTMYECTBO BPEMEHM U
WHTEpPecos.

* UIrpaTb No cpeacTBamM CKopee BCero 6yp.eT BeCeJsio U yBJ/ieKaTeJ1bHO.
* rpa He No cpeacTBaM MOYKET co3aaTb I'IpOGﬂeMbI KaK Anqa Bac, TakK U - na mDYyrux.

* Bbl He B,OMKHbI UrpaTb, 4TO6bI y6exaTb oT 3a60T Unu pasneHus.




A KOCKAZAT KISZAMITASA

A szerencsejaték a szérakoztatas vidam és izgalmas formaja, amely élvezetes élményt
nyQjt.

A jatékgépeken valo jaték a kockazatvallalas vonzé médja mindaddig, amig a kockazatval-
lalast kézben tartja.

A jatékgépekkel jatsz6 vagy mas moédon szerencsejatékot jatszé emberek nagy tébbsége
minden gond nélkil élvezi az éilményt, de nagyon kevés ember elvesziti az iranyitast a
tetteik felett.

Ezeknek a jatékosoknak mar nem szérakozas a jaték.

Eletiiket a szerencsejaték uralhatja.

SZERENCSEJATEK-FUGGOSE

A szerencsejaték-fuggbk tovabb jatszanak, akar nyernek, akar vesztenek.

Sajat és masok pénzét fogjak felhasznalni a jaték folytatasahoz. Amint a szerencsejaték
atveszi az életiiket, sok minden mas szenvedhet: a csaladi élet, a munkajuk és mas érdekek

A szerencsejaték akkor valik problémava, ha:

+ Addig jatszik, amig minden pénze el nem fogy.

« A szerencsejaték folytatasahoz pénzt kdlcson6z vagy lop.
- Jatszik, hogy behozza a veszteségeit.

« Elhanyagolja el a tobbi érdekét, a csalddot és a baratokat a jatékeért.

MEGTARTANI
A KONTROLLT

Barmikor jatékgépeken jatszik,
bolcs dolog megjegyezni, hogy:

ELLENORZES:

Valaki, aki Ggy gondolja, hogy szerencsejaték-fliggésége van, tegye fel maganak a
kovetkezd kérdéseket:

» A szerencsejaték miatt idot veszit-e az oktatasbdl vagy a munkabdél?

» Szerencsejatékot Uiz, hogy pénzt szerezzen addssagai kifizetéséhez vagy pénzigyi
nehézségei megoldasahoz?

+ Veszteségiik utan Ggy érzi, a lehet6 leghamarabb vissza kell térnie, hogy visszanyerje a
veszteségeit?

- Addig jatszik, amig az utolsé fontja el nem fogy?
» Kolcson6zn szerencsejatéka finanszirozasara?
+ Nem szivesen hasznalja a ,szerencsejaték-pénzt” normal kiadasokra?

» Szerencsejatéka finanszirozasa érdekében valaha térvénysértd cselekményt kdvetett el,
vagy fontoléra vette annak elkdvetését?

+ Szerencsejatéka eredményeként valaha is fontolgatott 6npusztité magatartast?

Kl TUD SEGITENI?

Ha gy érzi, hogy nehézségei vannak a szerencsejatékkal kapcsolatban, vagy ismer egy
olyan személyt, akinek segiteni szeretne, hivja a GamCare segélyvonalat:
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A GamCare a szerencsejaték szocialis hatasaival kapcsolatos nemzeti informaciés,
tanacsado és gyakorlati segitségnyujtasi kézpont.

Segélyvonalukat képzett személyzet miikédteti. Ok tanacsadasra vonatkozé tajékoztatast
és tanacsokat kinalnak a fliggdséggel klizd6 szerencsejatékosoknak, csaladtagjaiknak és
barataiknak. Kérésre rendelkezésre allnak informaciék a szerencsejaték-fliggéknek valé
tanacsadassal kapcsolatban.

- Szérakozast vasarol, és nem pénzt fektet be.
+ Csak olyan 6sszeget, amelynek elvesztését megengedheti maganak.

+ A jaték el6tt szigoru korlatokat kell meghataroznia arra vonatkozéan, hogy mennyit
kolt.

* Problémak meriilnek fel, ha a gépeken valé jaték valik az életének legfontosabb
részévé.

+ A jatéknak csak viszonylag kis részét kell lefoglalnia az idejébdl és érdeklédésébdl.

* A lehetbségein bellil val6 jaték valészinlileg szérakoztaté és izgalmas lesz.

- Alehetdségein feliili kdltekezés valésziniileg problémakat okoz Onnek és masoknak.

* Nem szabad azért jatszani, hogy menekiljén gondok vagy nyomas elc !




B3EMAMUTE NPEMEPEHUN PUCKOBE

Xa3apTbT € 3a6aBHO M Bb/IHYBALLO pa3B/ievyeHmMe, KOeTOo npeasara NPpUATHO U3KMBSIBaHE.
VrpuTe Ha poTaTUBKU NpeasiaraT Bb3MOXHOCT 4@ MOeMeTe PUCK, CTUra TOM Aa e NpeMepeH.

MoBeyeTo XOpa, KOUTO UrPasT Ha POTAaTUBKU UK APYrY Xa3apTHU UrpK, ce 3abaBnaBaT 6e3
Aa uMaT npobnemu, Ho ManbK 6poii xopa ry6aT KOHTPON BbpXy TOBA, KOETO NpPaBsAT.

3a Te3n urpaum, 3abaBneHueTo M34yesBa.

Xa3apTbT KOHTPONMPA TEXHUS KUBOT.

NMPOBJIEMU C XA3APTA

UrpauunTte c npo6neMn npoabnykaBaT Aa UrpPasT He3aBUCMN anun NeYensT Unu rybaT.

Te nonseaT cO6CTBEHUTE CU MAapW, KAaKTO U T€3U Ha APYru Xopa, 3a Aa NPOAb/KAT Aa UTpasT.
[,0KaTo Xa3apTbT 3aB3€Ma KMBOTa UM, APYrY HEroOBU acneKTN CTPaaaT, KaTo CEMENCTBOTO,
paboTaTa u Apyrute uHTepecu.

XasapbT ce npeBpbLa B NpobnieM, KoraTo:

* MrpaeTe 4OKATO He U3XapunTe BCUYKUTE CU MApU.

- B3emaTe napuv Ha3aeM UK KpageTe, 3a Aa NPOABbIIKUTE Aa 3anaraTe.

- 3anaraTe, 3a Aa HaBaKcaTe 3a 3arybuTe cu.

» MNpeHebpereaTe ApyrvTe cu MHTEPECU, CEMEICTBOTO U NpUATENnTe CUY, 3a Aa 3anaraTe.

HE 'YBETE
KOHTPON

KoraTo urpaere Ha poTaTUBKM,
e pobpe na NnoMHMTE, ve:

3AMUCHNETE CE

UrpaunTe, KOUTO CMATAT, Ye MMaTe Xa3apTeH Npobnem, Tpsi6Ba Aa ce 3anuUTaT Aanu:
+ BaraTt oT pa6oTa unu obpasoBaHue 3apafm XxasapTa.
* UrpaaT xa3apT, 3a Aa U3NNIaTaT AbAroBe UAu Aa paspeluaT puHaHCOBU Npobnemu.

+ Cnep KaTo 3ary6aT, Te YyBCTBaT, Ye TPA6Ba Aa ce BbpHAT Bb3MOYHO Hall-CKOpPO, 3a Aa CU
BbpHaT 3arybure.

+ 3anaraT AOKaTO NPOMUAEAT U NocneaHaTa CTOTUHKA.
+ B3eMaT napuv Ha3aeM, 3a fa GMHAHCMPAT Xa3apTHUTE CU HAaBULM.
+ OTKa3BaT Aa U3Mon3BaT NapuTe CreYesieHN OT Xa3apT 3a eXKeAHEBHU Pasxoau.

* N3BbpLUBAT MM MUCHAT Aa U3BbPLUAT HE3aKOHHM Aena, 3a Aa GUHAHCMPAT Xa3apTHUTE CU
HaBuLM.

* MmaT noBeneHue, KOETO e 3arsiaxa 3a camuTe TsX, 3apaaun XxasapTHUTE UM HaBULLA.

KOWM MOYKE OA MOMOIHE?

AKO uMaTe npobnemun ¢ xazapTa, UM NO3HaBaTe HAKOM C TaKbB NpobneMm, n nckate ga
noMorHeTe, No3BbHETE Ha IMHUATa 3a Nomoll, Ha GamCare:
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GamcCare e HauWOHaeH LeHTbp 3a MHPOpPMaLMSA, CbBET U NPaKTUYHA MOMOLL, OTHOCHO
couManHuUTe NnocnepmLm oT xasapTa.

HauMoHanHaTa IMHUA 3a NOMOLL, Ce NoAAbPIKA OT 06YUYEHU CAYKUTENMU, KOUTO MoraT aa
npeano)kaT KOHCYNTauum, MUHGOPMaLLMS UMM CbBETU Ha Urpaun ¢ npobriemMu, YneHoBe Ha
ceMeicTBaTa UM UMY TEXHU NpuATenn. NMpu NoMcKBaHe MoyKeTe Aa Nosy4ynTe KOHCynTauum
OTHOCHO MUrpaYu ¢ XxasapTHM 3aBUCMMOCTM.

» Bue cu kynyBaTe 3ab6aBneHue, a HE HBecTupaTe napw.

+ TpsibBa na xap4yMTe eANHCTBEHO TOJIKOBA, KOJTIKOTO MOXKeTe fa CY No3BoNnTe Aa
3arybure.

* Mpeawn aa 3anoyHeTe Aa urpaete, TpA6Ba fa NOCTaBUTE IMMUT Ha CyMaTa, KOATO Lie
u3sxapuuTe.

* AKO UrpaTa Ha POTaTUBKM CTaHe Hali-BayKHOTO HELLLO B 3KMBOTA BM, LUe U3nurtarte
npo6nemu.

* UrpaTa Tps6Ba Aa 3aeMa Maslka 4acT OT BalLETO BPEMe U UHTepecH.

* Mo-3a6aBHO N BbJIHyBalloO € fa urpaete B 0oNyCcTtuMmm rpaHuLA.

* Xap4yeHeTo Ha noBeYye, OTKONIKOTO MOYKeTe Aa CU NO3BOJINTE HA-BEPOATHO LLEe Cb3aane

npo6aemMu 1 Ha Bac U Ha apyrure.

* UrpaTa He 6uBa ga 6bae HauuH ga nsberHete TpeBornTe nnu I'Ip06ﬂeMVITe Cun.
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RISK HESAPLAMASI YAPIN

Kumar, keyifli bir deneyim saglayan zevkli ve heyecan verici bir eglence seklidir.

Slot makinelerinde oynamak, kontrolli bir sekilde yapildigi siirece cazip bir risk alma
yoludur

Slot makinelerinde veya bagska sekillerde kumar oynayan insanlarin biiyiik gogunlugu
herhangi bir sorun yasamadan bu deneyimin tadini gikarirken, bu kisilerin az da olsa bir
kismi kontroliinii kaybeder.

Bu durum oyuncular igin eglenceli olmaktan gikar.

Kumar hayatlarini tamamen ele gegirebilir

KUMAR BAGIMLILIGI

Kumar bagimlilari, kazansalar da kaybetseler de oynamaya devam ederler.

Oynamaya devam edebilmek igin kendi paralarini ve baskalarinin parasini kullanirlar. Kumar
hayatlarini ele gegirdikge aile hayati, is hayati ve diger ilgi alanlari gibi birgok unsur da zarar
gorir

Kumar, su durumlarda sorun haline gelir:

« Tim paraniz bitene kadar kumar oynamak.

« Kumar oynamaya devam etmek igin borg almak veya para galmak.

« Kayiplari geri kazanmak igin kumar oynamak.

« Kumar oynamak igin diger ilgi alanlarini, aile ve arkadaslari ihmal etmek.

KONTROLU
ELINIZDE TUTUN

Makinelerde oyun oynadiginizda
sunlari unutmamak onemlidir:

DEGERLENDIRME YAPIN

Kumar sorunu yaslyor olabilecegini diisiinen biri, kendine sunlari yapip yapmadigini
sormahdir:

+ Kumar yiliziinden okula veya ise daha az zaman ayirmak.

* Borg 6demek veya maddi zorluklarin Gstesinden gelmek lizere para kazanmak igin kumar
oynamak.

« Kaybettikten sonra, kayiplari geri kazanmak igin mimkiin olan en kisa siirede yeniden
oynamak zorunda hissetmek.

* Son parasi bitene kadar kumar oynamak.
« Kumar giderlerini finanse etmek igin borg almak.
* "Kumar parasini" normal harcamalar igin kullanmaktan gekinmek.

* Kumar aliskanhgini finanse etmek igin yasa disi bir eylemde bulunmak veya bulunmayi
disiinmek

+ Kumar oynamanin bir sonucu olarak aklindan kendine zarar verecek davraniglarda
bulunmayi gegirmek.

KIM YARDIM EDEBILIR?

Kumar aliskanhginizla ilgili zorluk yasiyorsaniz veya bu durumda olup yardim isteyen baska
birini taniyorsaniz, GamcCare yardim hattini arayin:
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GamCare, kumarin sosyal etkileriyle ilgili bilgi, tavsiye ve pratik yardim sunan ulusal bir
merkezdir.

Ulusal yardim hatti, egitimli personel tarafindan yanitlanir. Kumar bagimhlarina, kumar
oynayanlarin aile ve arkadaslarina danismanlik, bilgi ve tavsiye sunabilir. Kumar
bagimhlarina yonelik danismanlikla ilgili bilgiler talep lizerine sunulur.

» Paranizla yatirim yapmis degil, eglence satin almis olursunuz.
» Sadece kaybetmeyi goze alabileceginiz parayl harcamalisiniz.

» Oynamadan 6nce, ne kadar harcama yapacaginizla ilgili net sinirlar belirlemelisiniz.

» Makinelerde oyun oynamanin hayatinizin en 6nemli pargasi haline gelmesi, sorunlarin

ortaya ¢ikmasina neden olur.
* Zamaninizin ve ilginizin yalnizca kiigik bir kismini oyun oynamaya ayirmalisiniz.
- imkanlariniz dahilinde oynamak eglenceli ve heyecan verici olabilir.

« imkanlarinizin 6tesinde harcama yapmak hem siz hem de baskalari icin sorunlar

yaratabilir.

* Endiselerden veya baskilardan uzaklasmak igcin oynamamalisiniz.




MESURER LES RISQUES

Les jeux d’argent sont une forme de divertissement amusante et passionnante pour
profiter d’une expérience agréable.

Jouer aux machines a sous est une maniére attrayante de prendre des risques tant que
cette prise de risque est maitrisée.

La plupart des gens qui jouent a des jeux d’argent ou aux machines a sous profitent de
cette expérience sans aucun probléme, mais une minorité de personnes perdent le
contrdle de ce qu’ils font.

Pour ces joueurs, I'expérience n’est plus agréable.

Leur vie entiére peut tourner autour des jeux d’argent.

DEPENDANCE AU JEU

Les personnes dépendantes au jeu continueront de jouer qu’elles gagnent ou qu’elles
perdent de I'argent.

Elles dépenseront leur argent et celui des autres pour pouvoir continuer a jouer. Le jeu
domine leur vie et d’autres aspects peuvent en patir : vie familiale, vie professionnelle et
autres intéréts.

Le jeu devient un probléme lorsque :

« Vous jouez jusqu’a ne plus avoir un sou.

» Vous empruntez ou volez de I'argent pour continuer a jouer.

- Vous jouez pour regagnez vos pertes.

* Vous mettez de c6té vos autres intéréts, votre famille et vos amis pour jouer.

GARDER LE
CONTROLE

A chaque fois que vous jouez sur des
machines a sous, souvenez-vous que:

Une personne qui pense étre dépendante au jeu doit se demander si:
+ Elle consacre du temps au jeu au détriment de ses études ou de son travail.

+ Elle joue pour gagner de I'argent afin de rembourser des dettes ou de résoudre des
problémes financiers.

« Aprés avoir perdu, elle ressent le besoin de revenir dés que possible pour regagner le
montant perdu.

+ Elle joue jusqu’a ne plus avoir un sous en poche.
« Elle emprunte de I'largent pour jouer.

+ Elle se montre réticente a dépenser « son argent pour le jeu » pour des dépenses
normales.

+ Elle a commis ou a déja pensé a commettre un acte illégal pour financer son jeu.

* Elle a déja eu ou pensé a des comportements autodestructeurs en raison de sa
dépendance au jeu.

A QUI DEMANDER DE L’AIDE ?

Si vous étes dépendant aux jeux d’argent ou si vous connaissez quelqu’un qui a besoin
d’aide, appelez la ligne d’assistance GamCare.

GamCare: 0808 8020 133

GamCare est le centre national qui offre des informations, des conseils et de l'aide
concernant I'impact social des jeux d’argent.

Du personnel qualifié répond aux appels sur la ligne d’assistance nationale. Ils fournissent
des conseils, des informations et de I'aide aux personnes dépendantes aux jeux d’argent,
ainsi qu‘a leur famille et leurs amis. Des informations sur l'aide disponible aux personnes
dépendantes au jeu sont peuvent étre fournies sur demande.

* Vous achetez un divertissement, vous n’investissez pas de I'argent.

* Vous devriez miser uniquement des sommes que vous pouvez vous permettre de
perdre.

» Avant de jouer, vous devez fixer des limites strictes concernant les sommes que vous
dépenserez.

* Vous aurez des problémes si les machines a sous dominent votre vie.

» Jouer ne devrait occuper qu’une petite partie de votre temps et de votre esprit.

» Jouer dans la limite de vos moyens peut étre amusant et passionnant.

- Dépenser au-dela de vos moyens peut créer des PROBLEMES pour vous et les autres.

* Vous ne devriez pas jouer pour échapper a vos inquiétudes et au stre: ¢




CALCULAR EL RIESGO

El juego es una forma de entretenimiento divertida y emocionante que aporta una
agradable experiencia.

Jugar con las maquinas tragaperras es una forma interesante para arriesgarse siempre
que el riesgo se mantenga bajo control.

La gran mayoria de las personas que juegan con maquinas tragaperras o de otras formas
disfruta de la experiencia sin problema, pero un nimero muy reducido pierde el control de

lo que hace.

Para estos jugadores deja de ser divertido.

El juego puede dominar sus vidas.

PROBLEMAS CON EL JUEGO

Los jugadores con problemas seguiran jugando, ganen o pierdan.

Usaran su propio dinero y el de los demas para seguir jugando. A medida que el juego se
apodera de sus vidas, pueden sufrir muchas otras cosas, como la vida familiar, el trabajoy
otros intereses.

El juego se convierte en un problema cuando:

+ juegas hasta perder todo el dinero;

« pides o robas dinero para seguir jugando;

« juegas para intentar recuperar las pérdidas;

« descuidas otros intereses, a la familia y a los amigos por jugar.

MANTENER
EL CONTROL

Cuando juegues a las maquinas es
conveniente que recuerdes lo
siguiente:

DARSE CUENTA

Alguien que piensa que puede tener un problema con el juego debe preguntarse a si mismo
si:

+ pierde tiempo en los estudios o en el trabajo por jugar;

« juega con la intencién de ganar dinero para pagar deudas o resolver problemas
financieros;

+ después de perder cree que tiene que volver lo antes posible para recuperar las pérdidas;
+ juega hasta perderlo todo;

+ pide dinero prestado para financiar el juego;

« se niega a usar el «dinero del juego» para gastos habituales;

* ha cometido o ha considerado cometer un acto ilegal para financiar el juego;

* ha considerado el comportamiento autodestructivo como resultado del juego.

éQUIEN PUEDE AYUDAR?

Si tienes problemas con el juego o conoces a alguien que los tenga y quieres ayudar, llama
al teléfono de asistencia GamcCare:

GamCare: 0808 8020 133

GamcCare es el centro nacional de informacién, asesoramiento y ayuda practica en relacion
al impacto social del juego.

El teléfono de asistencia nacional es atendido por personal cualificado. Pueden ofrecer
orientacién, informacion y asesoramiento para los problemas del juego, a la familiay a los
amigos de un jugador. La informacion sobre el asesoramiento para jugadores con
problemas esta disponible previa solicitud.

» compras entretenimiento. Apostar no es invertir dinero;
* solo debes gastar el dinero que puedas permitirte perder;
 antes de jugar, debes establecer limites estrictos sobre la cantidad que gastaras;

- surgiran problemas si las maquinas se convierten en la parte mas importante de tu
vida;

- jugar solo debe ocupar una cantidad relativamente pequeia de tu tiempo e interés;
* jugar dentro de tus posibilidades puede ser divertido y emocionante;

+ gastar por encima de tus posibilidades puede ocasionar problemas para tiy para los
demas;

* no debes jugar para huir de preocupaciones o presiones.




DAS RISIKO KALKULIEREN

Gliicksspiel ist eine spannende und kurzweilige Form der Unterhaltung.

Der Einsatz an Spielautomaten ist eine attraktive Méglichkeit, ein Risiko einzugehen,
solange dieses kontrolliert wird..

Die meisten Menschen, die Spielautomaten oder andere Gllicksspielformen nutzen, haben
dabei keine Probleme. Es gibt jedoch eine sehr geringe Anzahl von Spielern, die die
Kontrolle dariiber verlieren, was sie tun.

Fiir diese Spieler hort der SpafR auf.

Ihr Leben kann vom Spielen bestimmt werden.

Personen mit Spielsucht spielen immer weiter, unabhangig davon, ob sie gewinnen oder
verlieren.

Sie verwenden ihr eigenes Geld und das anderer Personen, um weiter spielen zu kénnen.
Wenn das Spielen einen immer gréBeren Stellenwert in ihrem Leben einnimmt, kénnen
viele andere Dinge darunter leiden: Familienleben, Arbeit und andere Interessen
Gliicksspiel wird zum Problem, wenn Sie:

« spielen, bis Sie Ihr gesamtes Geld verspielt haben.

» Geld leihen oder stehlen, um weiter spielen zu kénnen.

« spielen, um lhre Verluste wieder reinzuholen.

« lhre anderen Interessen, lhre Familie und Freunde vernachlassigen, um zu spielen.

DIE KONTROLLE
BEHALTEN

Wenn Sie Spielautomaten benutzen,
ist es sinnvoll, daran zu denken, dass:

SELBSTTEST

Menschen, die denken, dass sie ein Gliicksspielproblem haben, sollten sich folgende Fragen
stellen:

» Fehlt mir wegen des Gliicksspiels Zeit fur Bildung oder Arbeit?

+ Spiele ich, um Geld zu bekommen, mit dem ich Schulden zahlen oder finanzielle
Probleme l6sen kann?

* Muss ich nach dem Verlieren so schnell wie méglich wieder zuriick, um den Verlust
reinzuholen?

« Spiele ich, bis mein letzter Euro weg ist?
+ Leihe ich mir Geld, um das Gliicksspiel zu finanzieren?
* Widerstrebt es mir, ,Spielgeld” fiir normale Ausgaben zu verwenden?

* Habe ich jemals etwas lllegales gemacht, um mein Glicksspiel zu finanzieren, oder habe
ich dies vor?

« ich als Folge meines Gliicksspielverhaltens jemals selbstzerstorerisches Verhalten
erwagt?

Wenn Sie denken, dass Sie Probleme mit dem Spielen haben oder jemanden kennen, der
Hilfe wiinscht, rufen Sie die telefonische Anlaufstelle von GamCare an::

GamCare: 0808 8020 133

GamcCare ist das nationale Zentrum in GroBbritannien, das Informationen, Ratschlage und
praktische Hilfe zu den sozialen Folgen von Gliicksspiel bietet.

Die nationale telefonische Anlaufstelle ist mit geschulten Mitarbeitern besetzt. Sie bieten
Beratung, Informationen und Ratschlage fiir Personen mit Spielsucht, deren Angehorigen
und Freunde. Informationen zur Beratung von Personen mit Spielsucht sind auf Anfrage
verfiigbar.

» Sie fir Unterhaltung zahlen, nicht lhr Geld investieren.
« Sie nur mit Geld spielen sollten, das Sie auch verlieren DURFEN.
* Sie sich vor dem Spielen feste Grenzen stecken, wie viel Sie ausgeben moéchten.

* Sie Probleme bekommen, wenn Spielautomaten zur wichtigsten Sache in lhrem Leben
werden.

» Sie Gllicksspiel nur einen verhaltnismaBig kleinen Teil Ihrer Zeit und Aufmerksamkeit
widmen sollten.

+ das Spielen innerhalb lhres finanziellen Rahmens SPASS machen und spannend sein
kann.

» Spielen auBerhalb lhres finanziellen Rahmens Ihnen und anderen Personen Probleme
verursachen kann.

* Sie nicht spielen sollten, um lhren Sorgen und Problemen zu entkommen.




VYPOCITANI RIZIKA

Sazeni je zabava a vzrusujici forma pobaveni, ktera prinasi prijemné zazitky.

Hrani na hracich automatech je pfitazlivy zpisob podstoupeni rizika, dokud mate toto
podstoupené riziko pod kontrolou.

Pfevazna vétsina lidi, ktefi hraji na hracich automatech nebo sazi jinym zpusobem, si tyto

zazitky uziva bez jakychkoli problémd, ale velmi maly poéet hraél ztrati kontrolu nad tim,
co délaji.

Pro tyto hrace to prestava byt zabava.

Jejich Zivotu muze dominovat gamblerstvi

PROBLEMATICKE GAMBLERSTVIi

Problematicéti gamblefi budou pokracovat v hrani, at vyhravaji nebo prohravaji.

Budou pouzivat své penize i penize jinych lidi, aby mohli pokracovat v hrani. Jejich Zivot ridi
hrani a mnoho ostatnich véci muze trpét: rodinny Zivot, jejich prace a dalsi zajmy

Hrani se stava problémem, pokud:

« Hrajete, dokud nepfijdete o vSechny penize.

« PuUjéujete si nebo kradete, abyste mohli v hrani pokraéovat.
* Hrajete, abyste dohnali ztraty.

« Zanedbavate ostatni zajmy, rodinu a pratele kvuli hrani.

MEJTE TO POD
KONTROLOU

Vzdy, kdyz hrajete na automatech,
méli byste mit na pameéti, ze:

KONTROLA

Lidé, ktefi se domnivaji, Ze by mohli mit problém s gamblerstvim, by se méli sami sebe
zeptat, jestli:

« Zanedbavaji praci nebo vzdélani kvuali hrani.

Hraji, aby ziskali penize na zaplaceni dluhi nebo vyfe$eni finanénich tézkosti.

RdyzZ prohraji, maji pocit, Ze se musi co nejdfive vratit a vyhrat prohrané penize zpét.

Hraji, dokud nepfijdou o posledni penize.

PUjéuji si, aby mohli financovat své sazeni.

Zdrahaji se pouzivat ,penize na hrani” na bézné vydaje.

Dopustili se nebo uvazovali, ze by se dopustili, protipravniho jednani, aby ziskali penize
na sazeni.

+ Uz nékdy uvazovali o sebedestrukénim chovani jako dusledku sazeni.

KDO MUZE POMOCI?

Pokud mate problémy se sazenim, nebo znate nékoho, kdo je ma, a chcete pomoc, obratte
se na linku pomoci GamcCare:

GamCare: 0808 8020 133

GamcCare je statni centrum pro informace, poradenstvi a praktickou pomoc tykajici se
spoleéenskych dopadl gamblerstvi.

Na statni lince pomoci pracuji vysSkoleni pracovnici. Mohou poskytovat poradenstvi a rady
problémovym hraédm, rodinnym prislusnikim a pfatelidm gamblert. Informace ohledné
poradenstvi pro problémové gamblery jsou k dispozici na vyzadani.

- Kupujete si zabavu, neinvestujete penize.
» Mé&li byste utratit pouze penize, o které si muzete dovolit pFijit.

- Pfed zahajenim hrani byste si méli urcit presné limity, kolik penéz chcete utratit.

exe

* Problém nastane, pokud se hraci automaty stanou nejdulezitéjsi éasti vaseho Zivota.

» Hrani by mélo zabirat relativné malé mnoZstvi vaseho ¢asu a zajmu.
- Hrani v ramci vasich moznosti by mélo byt zabavné a vzrusujici.
+ Utraceni nad vase moznosti pravdépodobné zplsobi problémy vam i ostatnim.

« Hrani by pro vas nemélo byt Gnikem pred starostmi ¢i tlaky.
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