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- CONNECTION AND CARE:
~ BUILDING A CULTURE OF RG AT
™ PARQ V/[_‘\NCOUVER |

DARREN GROTH
MANAGER OF RG & CSR, PARQ YANCOUVYER




HOW CAN CONNECTION AND CARE BECOME
THE SUSTAINABLE STANDARD?
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AN ANSWER! Q )
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Five Hallmarks of RG Integration:

1. The company knows what 1t wants—and says it ~
el 4
2. The leaders lead ;&
3. Great 1ntentions are translated i1nto great strategies miﬁf
4. Staff members are engaged—not just compliant A
5. Recognize that RG culture promotes the positive player )%f
experience (\ N\
\\ r"r
Dr. Jon Kelly \2&

‘RG & Corporate Culture - It’s All About the Customer’ ~
(RGC’'s ‘Perspective’ Series) \/
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WHAT WE WANTED... THE RG ‘WHY?’ ijiw
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Everything we do fosters a culture of connection, care, uiéf

responsibility and sustainability with our players, our L=
people and our community. mi
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SAYING IT... EVERYWHERE
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Response to ‘Red
Flag' Behaviours

SCOPE

Parg Vancouver is committed fo fostenng a culiure of connection, care, responsibility and
sustainability with our players, our people and our community. Cenfral to this commitment is the
identification, address and resclution of red flag” gaming behaviours.
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OUR WHY...EVERYWHERE

parq vancouver
SUGGESTION CALENDAR EMERGENCY SOCIAL

(® DIVISIONS BOX RESPONSE RESPONSIBILITY ~

PLAN

Responsible Gaming (s

{77

Our RG Purpose

NeWS We foster a culture of connection, care, responsibility and sustainability with our players, our people, and our community.

Our RG Approach
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OUR WHY...EVERYWHERE

WHY ARE WE HERE?

* Refresh Appropriate Response
Training (ART) Level 2

* Re-affirm your practice and
expertise

* Emphasize Parqg as an RG leader
and innovator
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OUR RG MISSION

“Everything we do fosters a culture of

connection, care, responsibility and »
PURPO SE sustainability with our players, our

/
: Vs [
people and our community. [
|
SESSION OBJECTIVES
1. Reminder of why and what. Ve i
2. Reiterate range of observable ‘green flag’ and ‘red flag’ behaviours.
N /
3. Establish a clear guideline of RG connection for green flag, red flag A
and patron distress interactions. A
4. Collaboratively implement RG connection in response to a range of d

flagged behaviour scenarios.



OUR WHY...EVERYWHERE

connection, care, respo
sustainability with our

| ~ smirinit
and Qur COMIMuriticy
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ARE OUR PEOPLE HEARING IT?

Which of the following is not a goal of Parg's RG
mission?

Responsibility

Sustainability




STAFF MEMBERS ARE ENGAGED
— NOT JUST COMPLIANT
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AYENUES OF ENGAGEMENT

Policy

Training / Evaluation

Communication

Feedback

Partnership
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ENGAGEMENT - POLICY
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Customer Support
in Voluntary Self-
Exclusion

Astociates 1

RESPONSIBILITIES

N
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Associates: To fulfil customer information reguests and sign-up referral with efficiency, |

discretion, respact, compassion and free of judgement.

Security Officers: To conduct all VEE customer support scenarios with efficiency, discrefion,
respect, compassion and free of jJudgement.

Supervisors/Managers/Director: To model best practice and mentor feam members.

Associates who receive a request for VSE sign-up should immediately refer the customer F

to Security. Prior o hand-over, the customer is to be congratulated for their decision and 8

assured that they are taking a positive step forward.




I

vancouver

ENGAGEMENT - TRAINING / EVALUATION

Associate RG Check Up

In what situation would you bring a customer over to

the GameSense Advisor and the GameSense Info

Centre?




ENGAGEMENT - COMMUNICATION

7
/ WEDNESDAY - FEBRUARY 13, 2019
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NAME B MEET ANTICIPATE, ACT FOSITIVE PARTING
G FOLLOW THAL COMMENTS

In games of skill, there are still elements of randomness that are beyond a player's control.
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ENGAGEMENT - COMMUNICATION

parqg

vancouver




ENGAGEMENT - FEEDBACK \_/

What would help increase the confidence and
competence of you and your team's red flag
responses (choose all that apply)?

Answered: 48  Skipped: 0

Mentoring

A pocket info
card

ar An incentive
p q program

vancouver




ENGAGEMENT - FEEDBACK

RESPONSIBLE GAMING
YOUR RESPONSE GUIDE

- PREPARE TO CONNECT - RESPOND TO NEED

- APPROACH WITH CARE - QUERY FOR CLARITY

FEMEMBER: EVERY FLAG IS5 AN OFFORTUMITY TO MAKE A POSITIVE DIFFEREMCE
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ENGAGEMENT - PARTNERSHIP

Nssociaile Wellsiess Fain )

Join us on October 12", from 1pm-4pm for our first annual Wellness Fair!
Hosted in the Parqg Ballroom on the 4" Floor, local health and wellness vendors will be there to an- /
swer questions surrounding physical, mental, and financial wellness. Attend for the opportunity to get sl
free samples, promotional discounts and for your chance to win a Wellness door prize! A T

N

™ British Columbia
GameSense H oroaram 2 DA

COLUMBIA
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RECOGNIZE THAT RG CULTURE PROMOTES
THE POSITIVE PLAYER EXPERIENCE
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BUILDING THE RECOGNITION

Speaking the language of customer service

Reducing the “otherness” of RG

Seeking evidence that RG benefits bottom line

ITdentifying and sharing RG success narratives



SPEAKING THE LANGUAGE OF CUSTOMER SERVICE

RED FLAG S-N-A-P (ART 1 ASSOCIATES)

"Ai’//%//////////ﬁ , But with two tiny tweaks...

‘A’: Anticipate, act and follow
through in offering support
resources.

‘P’: Positive parting comments
include handing over to Security /
Management / GSA.
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REDUCING THE “OTHERNESS” OF RG

LEARN YOUR FAVOURITE
I —

ON THE 3R° FLOOR

EVERYDAY [
3PM - 5PM -
parg
vvvvvvvvv % rﬂi\h




SEEKING EVIDENCE THAT RG BENEFITS
BOTTOM LINE
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IDENTIFYING AND SHARING RG
SUCCESS NARRATIVES
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Debbie Neville

‘Slot Attendant |
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A FINAL WORD \/
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“"The evolution of responsible gambling—perhaps into —L_

something that doesn’t even call itself RG—is, and will =P
continue to be, a critical piece of the social /
.o . . : /

responsibility foundation that underpins the gaming ~%ef
industry’s social license to operate.” A
\f

Dr. Jon Kelly \ f

‘RG & Corporate Culture - It’s All About the Customer’
(RGC’s ‘Perspective’ Series)
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