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CROWN PLAYSAFE

Crown PlaySafe la cam két clia chiing t6i trong viéc cung
cép trai nghiém cd bac an toan, cé trach nhiém va tha vi.
Chuing téi mong muén viéc danh bac tai Crown trd thanh
nguon vui choi gidi tri va giao luu xa hoi cho tat cd khach
hang.

Doi véi hau hét khach hang, déanh bac tai Crown la mot trai
nghiém tich cuc va thi vi. Tuy nhién, chiing toi cting hiéu
mot s6 khach hang sir dung cac dich vy clia chiing toi
khong phai dé gidi tri, hodc c6 thé gay tén hai cho ban than,
gia dinh va céng déng xa hoi. Biéu nay gay anh hudng dén
cam két clia Crown vé trai nghiém c& bac an toan va thd vi.
Don gian la ching téi khdong mudén bat ky vi khach nao bj
tén hai khi d&nh bac tai Crown.

Crown PlaySafe la budc tién cda chiing t6i d6i vdi viec ddm
bao “Ca bac ¢ trach nhiém”. Crown PlaySafe la phuong
thrc mdi va ndng cao cla chidng t6i nham dam bao:

+ Dat stc khoe clia khach hang lam trong tam.

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

+ Cam két cdi tién lién tuc thong qua nghién cru va danh
gid thuong xuyén, dong thoi két noi véi khdch hang, cac
chuyén gia trong nganh, cadc nha nghién ctru déc lap va
cac bén lién quan khac dé tao ra trdi nghiém tich cucva
an toan cho khach hang.

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

B6 Quy téc cling mo ta cac chuang trinh va hé trg danh cho
tat ca khach hang du dé la thong tin gidp quy khach dua ra
lya chon sang sudt hon, tim hiéu vé céc cdng cu c6 thé ho
trg khach hang danh bac an toan han hodc nha trg giup khi
xay ra cac van dé lién quan dén viéc danh bac.

Trong qué trinh phan dau dé trd thanh co s& tét nhéat c6
thé, ching t6i mong mudn I&ng nghe y kién tr tat ca khach
hang. Chdng t6i cam két sé cdi tién khéng ngling va coi
trong nhing y kién phan hoivé cach ching téi c6 thé trd
thanh co s& t6t nhat c6 thé cung cap cho khach hang tréi
nghiém c& bac an toan, cé trach nhiém va thu vi.

Trong tai liéu nay, “Crown” c6 nghia la Crown Perth.
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GIOI THIEU BO QUY TAC UNG XU

B& quy tdc clia chdng toi cdng c6 cam két cGia Crown trong
viéc ddm bao hoat dong c& bac an toan va ngan ngira tac
hai cla cd bac, ddng thai dinh hudng cho cac tuong tac
hang ngay cla chung toi vdi quy khach.

Nghia vu cung cap Dich vu c& bac cé
trach nhiém ctia Crown

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

+ Cung cap dich vu c& bac trong moéi trugng an toan.

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

+ Thuc hién tat ca cac bién phap hop ly nhdm chd déng
gidm sat nhitng khach cé dau hiéu bj tén hai do cd bac va
theo ddi strc khde clia khach.

+ Can thiép khi quan sat thdy khach c6 dau hiéu bi ton hai
do c& bac @& hé trg va gidm thiéu tac hai.

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

Danh gia B6 Quy tac

Crown s& xem xét B6 Quy tac it nhat méi ndm mot lan dé
dam bao tinh hiéu qua déi vai viéc cung cap moi truang cd
bac an toan.
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THONG TIN HO TRQ DANH CHO
TAT CA KHACH HANG

Chudng t6i nd lyc cung cdp nhirng théng tin va hé trg kip
thdi, phu hgp cho tat ca khach hang. Phan nay trinh bay
khai quat cac chuong trinh va hinh thdc hién cé tai Crown
nham tao cho quy khach trai nghiém c& bac an toan va thu
vi.

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

@ Tai quay tich diém thudng Crown Rewards
hoac quay thu ngén (ban gidy hoac ma QR).

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

Truc tuyén tai www.crownperth.com.au/
crown-playsafe noi quy khéch c6 thé tim hiéu
thém thong tin vé viéc danh bac an toan hon
va 0 thé tai xuéng B Quy tdc ing xu.
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Trung tam Crown PlaySafe

Trung tam Crown PlaySafe md clra hang ngay va hoat dong
su6t cd ngay. Bay la noi cung cap hang loat cac dich vu cho
tat ca khach hang nham gitp khach hang cé trai nghiém co
bac tich cuc. Chiung tdi cé mot ddi ngli nhan vién da dang
6 thé ndi dugc nhiéu ngdn ngr va cac nha cung cép dich
vu bén ngoai c6 thé cung cap dich vu bién dich bao méat. Ho
s8n sang hé trg khach hang xéa bé rao can ngdn nglt nham
dam bao su hgp tac, hiéu biét va hoa nhap.

Trung tam Crown PlaySafe clia ching t6i dat tai tang dudi

cla 16i vao Budng ham phia Bong. vai khong gian than

thién, thodi mai va yén tinh, dem dén cho khach hang

khong gian tro chuyén riéng tu véi nhan vién Crown

PlaySafe cla ching toi.

Sau day la mot vai lgi ich khi tro chuyén vai ddi ngl nhan

vién clia ching toi:

+ Ldi khuyén va thong tin hitu ich, gitip téi da héa trai
nghiém c& bac tich cuc va gidm thi€u nguy co bj tén hai.

+ Gidi thiéu kin ddo dén céc dich vu hé trg lién quan dén co
bac, dich vu hé trg tu van tai chinh va cac té chirc cong
dong khéc.

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

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

+ Hb trg cai dat gigi han cam két théng qua Gidi han
PlaySafe khi danh bac danh cho ngudi choi.

+ Hudng dan truy cap Bao cdo hoat dong ngudi choi dé
kiém tra thoi gian chaoi cling nhu s6 tién thédng va thua.

+ H& trg hlly ddng ky nhan tai liéu tiép thi.
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TRUNG TAM CROWN PLAYSAFE O PAU?

Trung tdm Crown PlaySafe dat tai tang dudi clia 16i vao
Budng ham phia bong.

Ngoai ra, quy khéch c6 thé:

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

GUi email dén cps@crownperth.com.au

Truy cap trang web www.crownperth.com.au/
crown-playsafe.

J

Crown PlaySafe Perth Bo Quy tac ing x{r

Gidgi han PlaySafe

Chuong trinh Gidi han PlaySafe la chuong trinh cam két
trudc, dugc thiét ké nham gitp khach hang theo dai thoi
gian va tién bac bang cach dat ra gidi han khi choi. Gidi han
PlaySafe cho phép Thanh vién Crown Rewards* an dinh s6
tién va’hodc gidi han thai gian chaoi ty nguyén khi chai vai
may danh bac dién tl&r (EGM) hodc cac tro choi tai ban dién
tlr (€TG). Hién 6 hai cach cai dat gidi han:

0 Tai quay tich diém thudng Crown Rewards, gan I6i
vao Riverside clia song bac.

e Trao d8i v&i nhan vién Crown PlaySafe, tai trung
tam Crown PlaySafe hodc goi dén s6 dién thoai
1800 801 098.

*Chuang trinh Crown Rewards (Tich 10y diém Crown) 13
chuong trinh khdch hang than thiét, mang lai cho thanh
vién mot s6 quyén lgi va dac quyén nhat dinh.

Bao cao hoat ddng ngudi choi

Béo cdo hoat ddng nguai choi cung cdp théng tin vé hoat
déng cd bac dién tirva gitp khach hang theo dai thai gian
chai cling nhu s6 tién thdng/ thua. Crown Rewards cho
phép thanh vién truy cap cac bao cdo tai bat ky thai diém
nao.

Quy khach c6 thé |dy cac bdo cdo nay tai:

+ Quay tich diém thudng Crown Rewards

« Tu phuc vu bang cach sir dung may phat phiéu giam gia
(VIK)

+ buong day néng Théng tin Crown Rewards 1300 827 696

« Trao d6i v&i nhan vién Crown PlaySafe tai trung tam
Crown PlaySafe, hodc goi dén sé dién thoai 1800 801 098.

@ MEO CROWN PLAYSAFE:

Ludn cap nhat thong tin bang cach thudng xem
lai B4o cdo hoat ddéng ngudi choi cda minh.
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Théng tin cac dich vu c& bac

Crown cung cap théng tin vé Luat choi clia tat ca cac Tro
chai tai ban (TG), tro chai tai ban dién tr (ETG) va may danh
bac (EGM) tai song bac. C4c ludt choi nay cling cé san trén
trang web clia Crown tai www.crownperth.com.au. Cac
may thdng tin cac trd cd bac chira théng tin quan trong vé
ty 1é cugc va co hoéi chién thang & tat ca cac tro chai trong
Song bac, va dugc dat tai khu vic Song bac. Néu quy khach
muobn biét thém théng tin vé cac dich vu do Crown cung
cdp, nhan vién Crown PlaySafe clia chung t6i lubn sén long
hé tra.

CHUONG TRINH CAM POAN

Chuang trinh cdm doén clia ching téi ludn sén sang phuc
vy cac vi khdch muén ngirng co bac hodc tam nghf cd bac.
Chung t6i cling hé trg nhirng ngudi dang cam thay lo ngai
vé hanh vi c bac clia khach hang clia ching toi.

Crown sé thu thap, luu gilr va tiét 16 théng tin thu dugc tir
cac chuong trinh cdm doén clia chdng téi theo Chinh sach
quyén riéng tu va luat vé quyén riéng tu hién hanh.

Thay d6i ban than: Ty cdm doan

Nhan vién chuyén trach cta chdng toi ludn tdc truc san
sang 24/7 dé ho trg nhitng vi khach muén tu nguyén roi
khoi song bac. Khach hang chon phuong én tu cdm doan
sé& dugc loai trir khéi tat ca co sé& clia Crown chi véi mot yéu
cau duy nhat.

Chuaong trinh Ty cdm dodn hién c6 sén trén trang web cla
Crown va c6 thé dugc thuc hién hoan toan truc tuyén ma
khéng can phai thong qua nhan vién Crown hodc quy khach
€6 thé tryc tiép dén Crown ( https:/www.crownperth.com.
au/crown-playsafe/making-a-change ). Trang web cung cap
s&n biéu mau truc tuyén, bao gdm tat ca cac budc can thiét
dé thuc hién cdm dodn thanh cong. Qué trinh nay yéu cau
quy khach ndp Anh x4c minh danh tinh. Sau khi hoan tét,
Crown sé& xét duyét va xac nhan trang thai cdm doan qua
phuong thirc lién hé uu tién clia quy vi.

Crown thuc hién cac bién phap hop ly nham dam bao
nhitng khach hang chon tu cdm dodn sé khdng dugc phép
vao song bac va dam béo loai trir ho khoi danh sach nhan
quang cdo truc tiép hoac cac tai lieu quang cao khac lién
quan dén hoat déng cd bac tai Crown.
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Giup d& ngudi khac: Cam doan bdi bén
thar ba

Chuong trinh Cam doan bdi bén thir ba cla ching téi mang
dén co hdi cho nhitng ngudi than yéu nép don xem xét
hanh vi c bac clia khdch hang néu ho cam thay lo ngai vé
hanh vi c& bac clia ngudi nay. Cac hd trg danh cho nhirng
ngudi than yéu cé thé dugc cung cdp thdong qua trung tam
Crown PlaySafe.

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

CACH NOP DON XIN CAM DOAN BOI BEN THU BA:

o Tai xuéng mau don tir trang web hodc 18y mau don
tai Trung tam Crown PlaySafe;

o Hoan thanh muc L&i khai c6 tuyén thé va dam bao
dan c6 chir ky cdia nhan chimg cé thdm quyén; va

e Nop don xin cdm dodn kém theo anh gan day cla
khach hang ma quy vi yéu cau cdm doén bdi bén
th( ba, cing v6i bdng chimg hé trg théng tin ghi

trong don.

Sau khindp don, Crown s& xem xét thong tin dé€ quyét dinh
xem liéu c6 dd cdn c dé tién hanh Cam doan bdi bén thu
ba hay s& cung cdp hinh thic hé trg khac..
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C3m doan bat budc

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

Trong mot s6 trudng hap, Crown ¢é thé ban hanh Thong
bdo cdm dodn theo muc 26(2) va 26(1) thudc Pao luat kiém
sodt song bac nam 1984 (WA) - chi 4p dung cho song bac

- hodc Théng bao thu hoi gidy phép ra vao hodc & lai cac co
s& - &p dung cho toan b6 co s& kinh doanh

C4c gidy phép nay co thé dugc cap trong trudong hop khéch
hang:

+ Dat ban than hodc ngudi khac vao nguy co bj tén hai do
hanh vi c bac clia minh.
+ C6 hanh vi rdi ro khéng thé chap nhan dugc.

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

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

- Vi pham chuong trinh cdm doén dugc ban hanh cho ho.

+ Lién tuc tir ch6i tuan thia theo B6 Quy tac nay, bao gom
ca viéc tam nghi bat budc.

Khang cdo quyét dinh Cam doan

Nhirng khdch hang dang ty cdm dodn hodc bi cam dodn
bat budc c6 quyén khang cdo 1én Crown trong lan dau tién.
Nhitng khdch hang nhan dugc Théng bdo Cam doédn dugc
ban hanh theo Pao luat kiém soét song bac cling c6 quyén
khang cao vdi Oy ban c&d bacva dat cugc Tay Uc (GWC) néu
ho khong hai long véi quyét dinh cdia Crown.

DE biét thém thong tin vé quyén khang céo cla minh, vui
long lién hé:

Gidm d6c quén ly song bac

B6 Chinh quyén dia phuong, cdc nganh thé thao va van héa
Gordon Stephenson House

Level 2, 140 William Street Perth WA 6000
PO Box 6119 East Perth WA 6892
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Vi pham cam két cam doan

Cac ca nhan bj phat hién vi pham Théng bdo Cam doan bat
budc sé phai roi khdi khu vuc han ché, theo quy dinh trong
théng bdo Cam doén

+ Crown c6 thé ban hanh Théng bado Cdm doén theo Pao
luat kiém sodt song bac khi phat hién khach hang vi
pham cam két Tu cam doéan.

+ Crown c6 thé ban hanh Théng bao Thu hoi gidy phép ra
vao hodc & lai cac ca sG theo Pao luat kiém soét song bac
khi phat hién khach hang vi pham Théng bao Cam doan

+ Khach hang vi pham Théng bao Thu hoi gidy phép ra vao
hoac & lai cac ca s& cé thé pham tdi xam pham theo muc
70A BO luat Hinh su (WA).

Crown str dung céng nghé nhan dang khuén mat tai cac co
s& clia minh dé xac dinh, cdm dodn hodc loai trir cac ca
nhan cé thé b tr chéi ra vao cac co s& clia minh va cho cac
muc dich khac lién quan dén tinh toan ven va tuan tha, an
toan va bdo mat cla tro chai va ngan chan cac hoat dong
bat hgp phap hoac khéng mong muén. Hinh anh ctia quy
khach (cho du da dugc luu gitr hodc chup khi ndp don xin ty

Két thic qua trinh cdm doan (Thu hoi)

Quyét dinh Tu cdm dodn hodc Cam doén c¢é hiéu luc cho
dén khi Crown cham dut (“thu hoi”) quyét dinh bang van
ban. Quy khach cé thé ndp don xin thu hdi chuong trinh Ty
cam doan hoac Cam doan bat budc sau khi hét thai gian
cdm doan téi thiéu. Khoang thdi gian Ty cdm dodn t6i thiéu
do khach hang tu chon trong don xin Tu cdm doén. Khodng
thai gian Cam doan bat budc téi thiéu do Crown quyét dinh
va dugc quy dinh cu thé trong Théng bao cadm dodn.

Crown c6 toan quyén quyét dinh trong viéc phé duyét don
xin thu hoi quyét dinh tu cdm dodn hodc cdm doan bat
budc (VD: da ban hanh Théng bdo Thu hoi gidy phép).

Théng bdo Cam doan dugc ban hanh theo Dao luat kiém
s0at song bac van c6 hiéu luc cho dén khi hét thai han cam
dodn (VD: néu théng b&o cam dodn dugc dua ra trong 24
gi®) hoac Crown (hodc GWC trong mot s6 truong hgp)
quyét dinh thu hoi bang van ban. Ban xin thu hoi thong
b&o cdm doan dugc ban hanh theo Dao luat kiém soat song
bac cé thé dugc chuyén dén GWC dé dua ra quyét dinh,
bao gbm ca quyét dinh tir choi thu héi cdia Crown. Vui long
lién hé v&i GWC dé biét thém thong tin chi tiét vé qud trinh
thu hoi quyét dinh cdm doan.
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CACH NOP DON XIN THU HOI QUYET DINH CAM POAN
Nguoi ndp don phai hoan tat quy trinh xin thu hoi quyét dinh
cam doan trudc khi dugc phép quay trd lai song bac Crown:

o Hoan thanh Bon xin thu hoi, c6 thé 18y tai Trung

tdm Crown PlaySafe hodc tai xuéng tir trang web

cla chidng toi https://www.crownperth.com.au/
crown-playsafe/making-a-change;

e Tham du va hoan thanh budi tu van dé hiéu rd
nhirng rdi ro khi tré lai con duong co bac, danh
gid murc d6 sén sang clia quy khach va nhan hé trg
trong su6t qua trinh thu hoéi quyét dinh cam doan;
va

e Tham du cudc hop v&i nhan vién Crown PlaySafe.

Dé don xin ndp 1én Crown dugc chdp thuan, Crown phai tin
chac rang ngudi ndp don xin thu hoi quyét dinh cdm doan
da gidi quyét mot cach thich hgp cac van dé dan dén viéc
ho phai tu cdm dodn hodc bi cdm doan bat budc.

Dé xac nhan quy khach da diéu kién ndp don xin thu hoi
quyét dinh cdm dodn va nhan gidy gidi thiéu tu van va hd
trg mién phi, xin vui 1dng lién hé véi nhan vién Crown
PlaySafe theo sé dién thoai 1800 801 098 hoac email
cps@crownperth.com.au.

a N

CAN THEM THONG TIN VE CAC CHUONG TRINH CAM
DOAN CUA CHUNG TOI?

@ Lién hé v&i nhan vién Crown PlaySafe qua s6
dién thoai 1800 801 098.

GUi email dén cps@crownperth.com.au

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

- /
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QUAN TAM PEN KHACH HANG

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

Tuy nhién, nhirng vi khach cé thé bi tén hai khéng phai ltc
nao cling cho thay nhitng dau hiéu rd rang hoac cuc doan.
Nghién cru da xac dinh cac dau hiéu khac it ré rang han
nhung van cé thé quan sat dugc cé thé cho thay ai dé dang
bi t&n hai hoac c6 nguy ca bj tén hai.

Crown dao tao tat cad cac nhan vién song bac canh giac vdi
tat ca cac dau hiéu cling nhu gidm sat va bdo cdo lén cap
cao hon khi can thiét.
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Cac ddu hiéu tén hai do c& bac c6 thé
quan sat dugc

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

Néu khach c6 mot hoac nhiéu dau hiéu dudi day, Crown cé

nghia vy phai thuc hién cac bién phép tang cuong quan sat

hop ly nham xem liéu cé dau hiéu tén hai do c& bac hay

khéng. Nhimg dau hiéu cé thé quan sat dugc nay cé thé

bao gom viéc khach hang:

+ C6 gang mot cach am anh dé gianh chién thang trén mot
mady danh bac hodc mdét tro co bac tai ban.

+ Danh bac trén hai hodc nhiéu méy danh bac cing mét
luc.

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

+ Khiéu nai v&i nhan vién vé viéc thua bac hodc dé 16i cho
co s& hoac may moéc khién ho bj thua.

+ DPua ra nhrng nhan xét khéng thuc té hoac sai lam vé co
bac.

+ Cho thdy su gia tang dang ké trong mo hinh chi tiéu (theo
quan sat clia cong nghé hién co).

+ Cho thay su gia tang dang ké vé thai gian danh cho c&
bac.

+ D& mat nhiéu tién hon so v&i kha nang ban than cé thé
chitra.

+ Uu tién cd bac hon cdc moi quan hé va cam két véi ngudi
khac.
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Khi cdc nhan vién Crown quan sat thdy mét hodc nhiéu dau
hiéu c6 thé quan sat dugc trong danh séch bén dudi, cac
hanh dong tuong tac thich hgp nén dugc xem xét va lén ké
hoach, va trong mét s6 trudng hop sé dugc nhan vién
Crown PlaySafe yéu cau. Nhitng dau hiéu nay c6 thé bao
gom viéc khach hang:

+ RUt tién mat (tor hai lan tré 1én thong qua ATM trong thai
gian ngan).

+ Giao dich EFTPOS hodc ATM lién tuc bi tir chéi.

+ Chitiéu dang ké so vdi thu nhap hodc luong cong viéc.

+ Danh cugc so tién thang lén.

+ ROi khéi co sd dé tim tién tiép tuc danh bac.

+ C6 gang vay tién tir ngudi khac hodc xin tin dung tur co sé.

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

+ Banh bac tai song bac hon 12 gid trong vong 24 gio.

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

+ C6 dau hiéu dau khé sau khi danh bac (vi du nhu khac,
om dau, run ray, tirc gian vai nhan vién Crown hodc may
danh bac).

+ Tlc gian khi danh bac (vi du nhu &4, danh may, chti thé,
chai mét cach hung hang) hoac thé hién hanh vi th 16,
bao luc hoac hung han.

+ Tuc gian hodc de doa ngudi khac khi bi gianh may danh
bac hodc chd ngdi ua thich tai ban.

+ Tranh lién lac hodc tro chuyén vgi ngudi khac.

+ Vé sinh kém hodc bdt chai chuét va ngoai hinh xuéng cap
dang ké trong vai ngay.

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

+ Tuthtra nhan dang bj tén hai do c& bac va/hodc yéu cau
tu cam doan.

+ Pe doa tyv gay thuong tich.

+ Gia dinh va/hodc ban be bay td quan ngai hoac yéu cau
hé trg vé hanh vi c& bac clia khach.

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

+ Détré mot minh, khdng co ngudi tréng coi trong khi cha
me/ngudi giam hd danh bac.

+ Ngu tai khu vuc danh bac, mdy danh bac hoac tai ban
danh bac.
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H6 trg va tuang tac

Tuong tac vdi khach 1a dat stiic khde clia khach lam trong
tam va theo ddi quan sat dé ngdn chan cac tdn hai mot
cach tot hon. Cac tuong tac sé dugc diéu chinh cho phu
hop vdi ting tinh huéng va cé thé bao gém:

+ Khuyén khich khach nghi ngai va khdm phé cac hoat
ddéng giai tri khdc ngoai cd bac tai Crown.

* Yéu cau bat budc khach nghi ngai va rai khoi khu vuc
danh bac cdia Crown.

+ Khuyén khich khach nhd gitip d& vdi céc phuong an ho
trg tir cac t6 chic cdng dong.

+ Thong tin vé cac chién lugc chai an toan hon va/hoac cac
yéu té nguy co khién khach bj tén hai

+ Khuyén khich khéch xac dinh r& ngan sach trudc khi danh
bac, va khong tim thém tién danh bac mot khi tiéu hét
ngan sach.

+ Thao luan vé viéc thiét ap gidi han Cam két trudc, in cac
bé&n béo céo hoat déng, hoac trao ddi vé cac chic nang
giam thiéu téc hai khéac.

+ Thao luan vé chuong trinh Tu cdm dodn hoac nghi gidi lao

+ Ban hanh quyét dinh C&m doan bat budc.

Diéu quan trong la ching téi dat ra nhirng ky vong thuc té
va tao ra trdi nghiém cd bac an toan cho khach hang.
Chung toi sé khéng cling ¢d hoac khuyén khich théng tin
khong chinh xac vé cd bac trong thu tir lién lac clia ching
t6i. Vi du vé nhitng viéc chdng t6i sé khéng lam, bao gém:

+ NOivdi khach rang ho cé thé kiém tién khi choi véi may
danh bac va/ hodc chai tai ban.

+ NGi vdi khach rang may déanh bac hodc mdy danh bac
tring giai doc dac da hodc chua dugc thanh toan hoac
sap dén han thanh toan.

+ X&c nhan niém tin vé s may man hodc mé tin.

+ NGivdi khach rang ho “suyt thang” tirc la may danh bac
sap sUa tra thudng thédng cuac.

+ Gaiy hoac khuyén khich khach tin rang cac lugt chai trén
may danh bac khéng doc lap vdi nhau.

+ Ggiy hoac khuyén khich khach tin rang cé nhitng chién
lugc gitp gianh chién thang khi chai véi may danh bac
hodc choi tai ban (VD: tdng hodc gidm s6 tién dat cugc
trén méi hang hodc s6 hang dat cugc).

- Gieo racy tudng rang khach sé thang bang cach néi vaéi
ho rang ho xiing dang dugc théng.
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Luu trir théng tin

T&t ca c4c tuong téc va ho trg clia Crown PlaySafe déu dugc
ghi lai d€ ddm bao cac quy trinh va dich vu clia ching toi c6
thé dugc xem xét va cap nhat moét cach hiéu qua. Cac hoat
déng tuong tac ghi lai cé thé bao gom:

+ Ngay va gio tuong tac.

- Ly do tuong tac.

+ Thong tin chi tiét vé tuong tac va hd trg cung cap.
- Y kién phan hoi ctia khach hang.

+ Ngay va gid luu sé.

« Tén cla khéch khi dugc cung cdp hoadc ¢ sén.

Thdng tin tuong tac va ca nhan do Crown ghi lai sé dugc
lru gitr theo quy dinh phép luat vé quyén riéng tu cla Uc.
Thong tin nay dugc thu thap dé Crown hoan thanh cam két
thuc hién tat ca cac bién phap hgp Iy nham ngan chan
khach hang gdp phai tén hai do cd bac tai Crown.

DE biét thém thong tin vé cach Crown Perth xUr ly théng tin
ca nhan va cach quy khach c6 thé khiéu nai vé quyén riéng
tu, vui long xem Chinh sach quyén riéng tu clia ching toi
tai tai www.crownperth.com.au/general/rules-policies/
privacy-policy.

NGHI GIAI LAO KHI DANH BAC

Theo cam két nhdm hé trg khach hang cé trai nghiém c&
bac an toan va thu vi, nhiém vu cdia chiing téi la ddm bao
khach hang thudng xuyén nghi gidi lao khi danh bac nham
gidm thiéu va ngan chan cac ton hai vé tai chinh, xa hoi
hodc cac hinh thic tén hai khac.

Crown khuyén khich tat ca cac khach hang nghi gidi lao
thudng xuyén sau khi ddnh bac va thinh thodng ching toi
6 thé kiém tra tinh trang clia khach. Nhan vién sé tiép can
nhirng khach hang theo quan sat da danh bac lién tuc
trong ba (3) gio va khuyén khich ho nghi ngoi muai lam (15)
phut.

Diéu hay la khach hang cé rat nhiéu phuong an nghi ngoi:
+ S dung khu vuc phong chd ¢é san trén khap khu nghi
dudng.

+ Anu6ng tai clta hang thuc phdm va dd uéng cdia ching
toi.
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+ Tham quan céc clra hang ban & & khu nghi dudng.

+ Kham phé khung canh dep xung quanh & khu nghi
dudng.

+ Tan hudng viéc di dao ngoai trai.

Chinh s&ch quy dinh thai gian chai mudi hai (12) gicy mai
ngay va bon muoi tdm (48) gio hang tuan dang dugc ap
dung tai Crown. Chung t6i phai thuc hién tat ca cac bién
phap hop ly, khdng cho phép khach danh bac véi may danh
bac hodc chai tai ban khi quy khach da chaoi:

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

+ T bon muoi tdm (48) gio chai tich [Ty trd 1én trong by
(7) ngay.

+ N&u thai gian danh bac clia quy khach dat murc gidi han,
quy khach bat budc phai nghi giai lao theo quy dinh nhu
sau:

+ Néu tong thai gian choi clia quy khach tir mudi hai (12)
gig tr& 1én trong hai muoi bdn (24) gid, ching toi sé yéu
cau quy khach nghi gidi lao bat budc trong hai muci bén
(24) gio.

+ Néu toéng thai gian choi cdia quy khach tir bén muaoi tam
(48) gig tra 1én trong bay (7) ngay, ching toi s& yéu cau
quy khach nghi giai lao bat budc trong bay muai hai (72)
gio hodc ba (3) ngay.

Diéu nay tinh ca viéc chai mot tro, nhiéu tro va/hoac két
hop chai tai ban va EGM. Biéu quan trong quy khach phai
hiéu rang quy dinh thai gian choi dp dung cho ca tro choi
tai ban va EGM. Thoi gian choi dugc tinh tich 10y va 1a téng
thoi gian choi mot trong hai, hodc ca hai loai hinh.

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

+ Yéu cau khach rai khdi khu vuc danh bac trong thoi gian
nghl gidi lao, va thdi gian nghi giai lac bat dau tinh khi
quy khach rai khéi khu vuc danh bac.

+ Quan sat khach rai di va giam sat khu vuc xem khach c6
quay lai khéng.

- Ap dung lénh c&m tam thdi (xem muc tiép theo), néu digu
nay la can thiét dé€ dam béo khach nghi ngai theo yéu
cau.

+ Thdo luan vé chuong trinh Ty cdm dodén, cac dich vu ho
trg khdch choi cd bac va dé nghi di cing khach dén Trung
tam Crown PlaySafe.
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Theo cam két quy dinh trong B6 Quy tac, nhirng vi khach
dugc danh gia la knong nghf gidi lao day dd trong khi choi
hodc nhirng ngudi dang ¢ ddu hiéu rd rang dang bj tén
hai do c& bac, ¢ thé dugc yéu cau rai khoi song bac va
khéng dugc phép quay lai trong khodng thai gian téi thiéu
la hai muaoi bén (24) gid.

Viéc khach hang tuan thi thai gian nghi bat budc la rat
quan trong. Chdng tdi s& s&r dung mot s6 phuong phép dé
thuc thi nhu tao va chia sé théng tin trong s6 theo ddi vdi
nhan vién, giam sat khu vuc choiva cdnh bao qua nhiéu
phuaong tién.

MOI TRUONG CO BAC

Nhan vién Crown

Tai Crown, chdng t6i cé mot déi ngli déng dao cac nhan
vién chuyén nghiép da qua dao tao nham hé trg khach
hang va thuc thi B6 Quy tdc mét cach chuyén nghiép va
hiéu qua.

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

Chung t6i cling cé cac Bai s PlaySafe, nhirng ngudi cé mat
tai song bac dé theo d&i cac dau hiéu tn hai tiem &n va
dua ra hd trg kip thoi.

Tat ca nhan vién phuc vu khach danh bac cda ching téi déu
dugc dao tao d€ gidm sat thdi gian chaiva theo dai céc ddu
hiéu cé thé quan sat dugc va bao céo lén cdp trén khi can
thiét.

Cac nhan vién Crown khong dugc phép tham gia cac hoat
doéng cd bac tai bat ky co s& nao cia Crown. Doi véi cac
nhan vién can trg gilip vé hanh vi co bac clia ban than hay
cla thanh vién trong gia dinh, Crown cung cap cac dich vu
hé trg chuyén nghiép théng qua Chuang trinh hé trg nhan
vién.

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

Trung tdm Crown PlaySafe va cac nguon luc déu san sang
danh cho tat ca nhan vién Crown.
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Nhan vién Crown PlaySafe

Khéch hang cé thé tim thdy nhigu bién hiéu, tai liéu va chi
dan cta Crown PlaySafe khdp song bac, bao gom cé 15
nhac nhd rang cac nhan vién Crown PlaySafe ludn san sang
hé tro tat ca quy khach.

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

+ Cung cap va tao diéu kién gidi thiéu dén cac dich vu hd
trg cdng dong.

+ Gidm sat song bac va ddm bao tuan thd cac quy dinh vé
c¥ bac, cac quy dinh phap luat lién quan va Bd Quy tac
nay.

+ Dam bdo va ho trg cdc nhan vién khac bdo cdo va’hodc
ghi nhan cac quan sat vé cac dau hiéu tac hai do co bac
clng nhu cac tuong tac va can thiép.

+ Quan sat nhitng vi khach cé hanh vi cho théay khach dang
bi tén hai do c& bac, tir d6 can thiép va hé tra.

+ Dao tao hodc dua ra 18i khuyén cho cac nhan vién
khacsvé viéc phat hién cac tadc hai do co bac va cach ing
pho.

+ Thuc hién cac bién phép can thiép khi quan sat thay dau
hiéu tén hai hoac khi thai gian choi dat murc gidi han.

+ Gidi dap thdc mac va cdc moi quan ngai clia khach hang.

Cac nhan vién Crown PlaySafe dugc chi dinh thuong xuyén
gap g& cac nha cung cap ho trg diéu tri hanh vi cd bac va
hé trg giam thidu tén hai d€ ddm bao quy trinh lién hé va
gidi thiéu dugc thuc hién day du.

Crown c6 trach nhiém bao cao cac vi pham da dugc xac
dinh hoac con dang nghi ngd lién quan dén B6 Quy tac cho
cac bd phan ndi bd lién quan cta Crown.
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Tré vi thanh nién

Khéach hang dugc phép vao song bac phai dd 18 tudi trg
lén. Phap luat nghiém cam tré dudi 18 tudi tham gia danh
bac. D6i Bdo an Crown gidm sat tat ca cac 16i ra vao 24/7 va
yéu cau khach xudat trinh bang chimg chirng minh tudi tac.
Khach hang chi dugc phép vao khu vuc song bac khi xuat
trinh dugc giad to tay than hop 1é.

Tat ca chiing ta déu cé trach nhiém yéu cau khach xuat
trinh bang chrng chirng minh tudi tac khi khéng chéc chan
rang khach c6 phai la tré vi thanh nién hay khéng. B6 phan
Bdo an Crown s& dugc canh bdo va néu khong thé xuat
trinh dugc gidy td tuy than hgp 1€, khach sé khéng dugc
phép vao song bac.

Tré em khong cé ngudi tréong coi

Crown cam két ddm bdo an toan va an ninh cho tat ca
nhitng ngudi s&r dung co sé vat chat va dich vu cda chidng
toi. Vivay, cha me hodc ngudi gidm ho dua tré em hodc tré
dudi 18 tudi dén Crown khéng dugc phép bd mac con em
minh, k& ca khi dang luu trd tai khach san ctia ching toi.
Khach hang dudi 18 tudi khong dugc phép luu tri trong
khach san Crown trur khi c6 ngudi giam ho hgp phap hodc
nguai I&n chiu trach nhiém di cung.

Nhan vién Crown cé nghia vu phai bdo cdo su hién dién cla
tré em khong cé ngudi di ciing hoac tré dudi 18 tudi cho
Doi Bdo an Crown.

DPo6i Bdo an Crown, vdi su hd trg clia nhan vién Crown
PlaySafe, sé tim cach xac dinh:

+ Danh tinh cda tré hodc thanh thi€u nién.

+ Noi & clia phu huynh hoac ngudi gidm ho.

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

Van dé nay cling 6 thé dugc chuyén dén Canh sat va/hodc

Co quan Bao vé tré em néu can thiét.
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Doi tién, tin dung va cho vay

Khéch nhan tién thang bac c6 thé nhan thanh toén (tuan
theo mot s6 diéu kién nhat dinh) mét phan hodc toan bo
bang tién mat (hodc cac vat pham tuong duong tién mat);
chi phiéu; chuyén khoan dién tlr (néu c); hoac déng phinh.
Khach hang nhan khodn thanh toédn I6n tir 5.000 d6 la trg
lén & tang song bac chinh, va t&r 10.000 d6 la trd 1én &
phong Pearl, sé dugc khuyén khich “ha nhiét” bang cach
thanh todn mot phan hoac toan b bang chi phiéu hoac
chuyén khodan. Quy vi c6 thé yéu cau nhan théng tin chi tiét
hon tai tat ca cac quay thu ngén ctia Song bac Crown.

@ MEO CROWN PLAYSAFE:
Yéu cau tra tién thdng cugc bang chi phiéu la
phuong an t6t dé dam bao quy vi choi trong
dinh murc ciia minh va bao vé sé tién thang bac
khoéng bi sir dung dé tiép tuc dénh bac.

Crown sé khéng cung cép tin dung hodc cho khach hang
vay tién vi muc dich danh bac ngoai trir cac truong hop
dugc GWC cho phép.

Khach hang cé thé dang ky ma tai khoan tién guri cho muc
dich danh bac, theo cac diéu khoan va diéu kién veé tai
khodn tién glri ctia Crown c6 trén trang web clia Crown.
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May ATM

May ATM dugc dat cach xa khu vuc song bac va dugc bé tri
va/hoac han ché theo quy dinh cla phap luat.

Anh sang

Hé théng chiéu sang dugc 1ap dat day da dé dam bao an
toan cho quy khéach va dé nhan vién clia ching toi c6 thé
phuc vu khach hang.

boéng ho
Pong hod dugc hién thj trén man hinh eTG, EGM va ban chai
dé khach hang cé thé theo dai thai gian.

Pai ly

Crown c6 dai ly TAB (va Thiét bi ca cugc dién tl&r TAB). Vi tu
cach la dai ly, Crown s& tuan thd va tén trong Quy tac ng
xUr clia TAB. Co quan TAB c6 thé cung cap Bd Quy téc Ung
x(r cCia TAB theo yéu cau.

Cac hinh thirc giai tri khong lién quan
dén co bac

Khéach hang clia Crown 6 thé tan hudng nhiéu hinh thirc
gidi tri khong lién quan dén c& bac, bao gom rap hat, 4m
nhac, quan rugu, nha hang va cac tién nghi trong khach
san.

Dich vu ruou bia cé trach nhiém

Ngudi cé dau hiéu say xin khéng dugc phép vao hoac & lai
khu vuc dugc cap phép ban rugu & Crown, bao gom ca
song bac. Theo Pao luat ki€ém sodt rugu ndm 1988 (WA),
mot ngudi dugc xem la say rugu néu 1o néi, kha nang
thang bang, kha ndng phoi hgp hodc hanh vi cda ngudi nay
duong nhu bj suy gidm r& rét. Trong cac truong hap do,
chdng téi c6 co s tin rang nguyén nhan la do nguoi dé da
uéng rugu hodc s&r dung cac chat kich thich khac.
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Quang cdo va quang ba co bac

Crown quang cdo va quang béa nhiéu loai dich vy, giai tri va
cac hinh thirc thu gian, bao gom ca co bac.

Quang céo va quang ba cla Crown Perth dugc quan ly béi
luat phap hién hanh va Quy téc dao dirc quang céo do Hiép
hoi cac nha quang cdo quéc gia Uc théng qua.

DE tuan thi tat ca cac yéu cau hién hanh, quang cdo va
guang ba phai:

+ khong dugc sai su that, gay hiéu lam hodac Itra dao vé ty 1é
cugc, gidi thudng hodc co héi chién théng;

+ dugc ngudi dugc xac dinh tring gidi chap thuan trudc khi
dang tai quang cdo hodc quang bé (trtr khi phap luat cé
yéu cau khao).

+ khdng mang tinh chat xtc pham hodc khiém nha.

+ khong tao an tugng rang danh bac la chién lugc phd hop
dé cai thién tinh hinh tai chinh;

+ khoéng duy tri nhirng lam tuéng hodc suy nght sai lam vé
co bac.

+ khong mé ta hoadc c6 sty uéng rugu khi tham gia céc
danh bac.

Quang céo va khuyén mai c& bac trai qua quy trinh xem xét
ndi bd nghiém ngat dé dam bdo ching toi tudn thi tat ca
cac quy tac néu trén, ngoaira, con dé dam bao réng ching
toi:

- Khéng cé y tiép thi cd bac cho nhitng khach hang bi dinh
chi hoac loai trir khéi danh sach thanh vién Crown
Rewards.

+ Khong thé hién hinh dnh nhirng ngudi dudi mudi tdm
(18) tudi va s& khéng duagc phét séng trir khi tuan thi luat
phap hodc tiéu chuan hién hanh.

+ Khéng nhdm vao cac nhom déi tugng dé b tén thuong
hodc yéu thé.

+ Danh gié va thuc hién moi nd luc dé khdng miéu td moi
ngudi mot cach phan biét déi x&r do chiing tdc, dan toc,
quéc tich, gidi tinh, d6 tudi, khuynh hudng tinh duc, tén
gido, tinh trang khuyét tat hay quan diém chinh tri hay
khdng.

+ Thong bdo cho khach hang vé céc diéu khoan, diéu kién
va han ché dang ap dung hoac noi khach hang cé thé tim
kiém thong tin vé cac diéu khodan, diéu kién va han ché
hién hanh.
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Chon néi dung chiing téi gtri cho quy
khach

Crown sé khéong guri bat ky thong tin tiép thi truc tiép nao
t&i khach hang trir khi ho dong y tiép nhan. Bo Quy téc (ng
xr Crown PlaySafe clia ching téi cling ddm bao rang khach
6 thé:

- DPang ky thé nguai chai hoac chuong trinh khach hang
than thiét ma khéng can tham gia nhan thong tin tiép thi.

+ Huy dang ky nhan tai liéu tiép thj bat ky thai diém nao va
nglrng nhan théng tin quang céo nao trong vong ndm
ngay ké tir ngay théng bao hdy dang ky.

Crown s& khong ¢6 y guri hoac chuyén tiép bat ky tai liéu
quang cdo hoac khuyén mai nao lién quan dén cd bac téi
nhitng khach hang bi cdm doan. Crown sé khéng cung cap
bat ky khodn tin dung, phiéu gidm gia, phan thudng hay loi
ich nao khéc dé khuyén khich khach hang dong y hodc tiép
tuc déng y nhan tiép thj truc tiép.
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PHAN HOI VA KHIEU NAI

D6i vdi phan hoi va khiéu nai lién quan dén viéc cung cap
dich vu co bac va Bd Quy tac nay:

+ Hoan thanh biéu mau y ki€n phan hoi tai www.
crownperth.com.au/plan-your-visit/contact-us

+ Lién hé vai Crown qua s6 dién thoai 1800 556 688

+ GUithu dén hop thu PO Box 500, Victoria Park WA 6979

+ GUithu truc tiép cho nhan vién Crown PlaySafe.

Cac khiéu nai tir khach hang cling sé dugc guri truc tiép cho
B6 Cong nghiép Van héa va Thé thao Chinh quyén Pia
phuong (DLGSCI) bang cach truy cap https://www.dlgsc.
wa.gov.au/department/contact-us/complaint-compliment-
or-suggestion.

Chung t6i cam két ddm bdo moi khi€u nai nhan dugc déu
duogc:

+ XU ly va phan hoi kip thai, phu hop.

+ Piéu tra mot cach té nhi.

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

+ XU ly va gidi quyét theo quy dinh hién hanh.

Tat ca cac khiéu nai clia khach déu dugc xac nhan, néu ¢d
thé, trong vong 3 ngay lam viéc k& tir khi nhan duoc, va sé
dugc gidi quyét ngay lap tirc hoac trong vong 7 ngay lam
viéc (trir khi can diéu tra thém).

Trong viéc quan ly va giai quyét khiéu nai ctia khach hang,
Crown s& tuan thd cac nghta vu phép ly lién quan, bao gém
cd viéc bdo vé quyén riéng tu clia khach hang.

Trong truong hap khiéu nai lién quan dén van dé co bac va

van chua dugc gidi quyét, khach hang c6 quyén nop don
khiéu nai lén DLGSCI.
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THONG TIN LIEN HE HO TRO

THONG TIN LIEN HE COA CROWN

N SO PIEN
TEN THOAI EMAIL
Trung tdm cps@crownperth.com.au
Cligtn 1800 801 098 www.crownperth.com.au/
Myl crown-playsafe

THONG TIN LIEN HE KHAC

sO PIEN

gia hé trg cac
van dé cd bac

1800 858 858

TEN THOAI TRANG WEB
gamblinghelponline.org.

budng day au

nong quoc (c6 tinh nang tro chuyén

truc tuyén 24/7)

gambleaware.com.au

H6 trg cac

van dé co 08 9325 6644

bac WA (trong giv www.centrecare.com.au
(Centrecare hanh chinh)

WA)

Lifeline 131114 lifeline.org.au

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

Relationships
Australia

1300 364 277

relationships.org.au
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enjoy

RESPONSIBLY

Crown PlaySafe

A more enjoyable way to play
Crown PlaySafe Centre 1800 801098
Helpline 1800 858 858
gamblinghelponline.org.au

Phién ban 10

GR23_984651



