Bacta Self-Exclusion Services Application v s ey

10. REINSTATE EXCLUSION

This feature is available only if the user account is enabled to use this feature.

IMPORTANT: A Reinstatement can be recorded from the photo gallery as described in the Photo
Gallery section or from the top menu as described below

STEP 1: Navigate to Exclusions > Reinstate

bacta self-exclusions

Dashboard Exclusions -~ Maintenance ~

Add New Exclusion

Welcome Der RecordBreach  -exclusion application

Access Level: Supe BC

Photo Gallery
Exclusions Breach

STEP 2: Search for the exclusion either by using the reference number or by details
If the exclusion is in your vicinity and is in the hiatus period, then the exclusion is displayed.

STEP 3: Click on the record you wish to Reinstate. Then click on Reinstate button.

bacta self-exclusions

Dashboard Exclusions ~ Maintenance -~

Search Exclusions to Reinstate

Search By Reference Search By Details
OR .

Self-Exclusion Reference: | 9J2643L614 Surname Birth Date

Postcode Mobile

Q, Search
Reinstate

Ref 5J264316/4

Mr Lion Zoo

Building 1000

Lakeside North Harbour
Western Road

Portsmouth

PO6 3EZ

HAMPSHIRE

07885151910

llon@zoo.com
Exclusion:01/01/2015 - 01/09/2015
Site: Example Site 1. SO53 1JP
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STEP 4: The Application provides you with a form on which to record the reinstatement details.

Reinstate Self-Exclusion

Reinstatement Details Interviewed By
Crganisation® ABC Org v First Name*:
Site* e Surname™

Considered Implications of Gambling Again?* Declaration

Understand 24 nour cooling off period?* Receive Email Confirmation?

Interview Mode™: | CONFIRM MY REINSTATEMENT*

Ref. 5)2643L6l4

Interview Date*.
Mr Lion Zoo Signature:

Building 1000

Lzkeside North Harbour
Westem Road
Portsmouth

POG 3EZ

HAMPSHIRE
07885151910
lion@200.com e Redo Signature
EXclusion:01/01/2015 - 01/08/2015

Site. Example Site 1, SO53 1JP -

Reinstatement Date:

Reason for Reinstatement

Enter the details and click on the Reinstatement button. On successful save, the browser will dis-
play the success message. If not an error message is displayed by highlighting the fields that re-
quire correction. You will need to hover on the icon to see the error relating to the field.

Now when you navigate to photo gallery this exclusion will no longer be displayed

LAST BUT NOT THE LEAST: ALWAYS LOG OUT FROM THE APPLICATION
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11. ForGoT PASSWORD

If you forget your password click on the Forgot Password link in the login screen.

bacta self-exclusions

Email Email

Password eEErrisie)

Then enter your login email address and your bacta organisation reference number. Click on
Email me new password. The new temporary password will be sent to you.

When you login with this new temporary password you will be forced to change your password for
the first time.

NOTE: Other than this the user password will expire every 60 days. When you login, you will be
forced to change your password

End of document
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bacta

Zmpowering tae UK's amusement machine industry

Complaints & Disputes
Policy & Procedure

VERSION 15 — FEBRUARY 2015
IN EFFECT FROM 8 MAY 2015
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GAMBLING ACT 2005

Licence Conditions and Codes of Practice
Customer Complaints

Terms & Conditions

Palicy & Procedure

These are the Company’s Terms and Conditions by which customer complaints are dealt with. Also
included is the Company’s policy and procedure document and complaint form. Copies of the complaint
procedure and form are available on site for the benefit of customers making a complaint about the
outcome of their gambling.

A ‘complaint’ means a grievance about any aspect of the licensee’s conduct of the licensed gambling
activities, and should be raised with the company as follows:

* The complaint should initially be raised with an available member of staff at the venue at
the time of the incident giving cause for complaint.

e If the member of staff approached is unable to deal with the complaint or the matter is not
resolved to the customer’s satisfaction, then it shouid be directed to the duty manager at
the venue at the earliest opportunity.

e Should the matter still not be resolved, the customer will be provided with a copy of the
policy & procedure document, together with a complaint form that should be completed by
the customer and submitted to the Company for consideration by a director or appointed
senior manager.

e If the matter remains unresolved, the customer should be referred to an alternative dispute
resolution (ADR) entity with whom the Company is registered with. The complaint will not
be considered by the ADR entity unless:

o the matter relates to the outcome of the complainant’s gambling transaction; and
o itis not resolved during the three-stage complaint procedure as outlined above.

it is permissible for an ADR entity to have terms enabling it to reject complaints referred for dispute
esolution if the complaint is frivolous or vexatious, but the Company will not refuse to refer disputes on
“those grounds.

The Company will ensure that:

1. information about the complaint procedure is set out in these terms and conditions;

2. such information is readily accessible on our gambling premises to be taken away;

3. information includes details of how to make a complaint to the Company and the identity and
contact details of the person deputed to handle the complaint;

4. the information names the ADR entity to whom disputes can normally be referred and, where
necessary, details of any limitation on the nature and subject matter of disputes with which a
particular ADR entity deals.

5. customers are given a copy of the complaint policy and procedure document on request or on
making a complaint; and

6. all complaints are handled in accordance with the procedure.

2
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Should the Company refer a complaint to ADR entity other than one in respect of which contact details were given in
accordance with 1 to 6 above it will, at the same time as making the reference, inform the Commission of the
reference and reason for selection of the ADR entity concerned.

The Company keeps a record of all complaints that are not resolved at the initial three-stage complaint procedure.

The Company arranges for a copy of the decision on, or a note of the outcome of, each dispute referred to an ADR
entity to be provided to the Commission, either by the ADR entity or by the Company. This information is provided in
such format and within such timescale as the Commission may from time to time specify.

The Company also arranges for any outcome adverse 1o the Company of any proceedings taken against the licensee
(in whatever jurisdiction) by a customer in relation to a gambling transaction to be notified to the Commission as a
key event; but excluding proceedings allocated to the County Court small claims track or equivalent in jurisdictions
outside England and Wales.

Under no circumstances are members of staff put in physical danger nor will they be subjected to abuse. If a
customer is threatening, then that person will be offered the complaint policy & procedure document together with
a complaint form, and be referred to the Company’s strict policy of ‘No Abuse’. If the customer continues to be
threatening the circumstances will be treated in accordance with a disturbance on the premises, and the person will
be asked to leave, and the police contacted to assist if necessary.

~Which complaints are covered?

A complaint, in the context of the LCCP, means a complaint solely about the conduct of the Company’s
activities. A dispute means a complaint which has not been resolved by the operator’s complaints procedure
to the satisfaction of both parties, and relates to the outcome of a gambling transaction.

Responsibility of the Employer.
The Company has a written procedure in place to:

¢ advise employees of the name of the appointed person who is to be contacted about complaints;

e ensure that all complaints are handled in accordance with the procedure throughout the
investigative process;

¢ have arrangements in place for reference by a customer of a dispute to an alternative dispute
resolution service for disputes (an ‘ADR entity’); and

e maintain a record of all complaints, and those that evolve into disputes. All instances where the
complaint is referred to an ADR entity will also be recorded together with the outcome.

Responsibility of the Employee

Members of staff not authorise to deal with complaints, or where the customer is not satisfied with the
initial outcome, will ensure that:

e the complainant is informed of the name of the appointed Company representative who will deal
with the complaint, together with the appropriate contact details of that person;

e the complainant is issued with the Company’s complaint policy & procedure document and
complaint form;

e the circumstances are recorded as contemporaneous notes as soon as possible following the
incident and the notes are signed, dated and timed by the member of staff dealing. The notes are to
be comprehensive and a true record of events, and

e members of staff, unless properly authorised by the Company, are not allowed to voice their own
opinion as to the merits or otherwise of a complaint. Procedure is strictly adhered to.

PS/2015/Dec19/v15/01
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Complaint Procedure

The Company endeavours to provide a high quality service to its customers and members of staff are trained
how to deal with complaints at the initial stage. However, if you believe that things have gone wrong and
your complaint was not resolved to your satisfaction at our premises, then please inform us as we take such
reports seriously.

The Company will review your complaint and will be dealt with by:

...............................................................................................................................................................................

How to make a compiaint

® Complaints, which we will deal with confidentially, should be submitted in writing, by letter
or e-mail.

¢ The attached form should be used to record and submit complaints.

¢ Give as much detail as possible including details of independent witriesses and any other
relevant information in order to assist the Company in the investigative process.

What happens next?

The Company will investigate and provide a fuli explanation of what we have done within 15 working days of
receiving a complaint. If this is not possible we will explain why and give a date by which a full response can
be expected. =

If you are not satisfied with our response

If you are still not satisfied with our response to the complaint, you may consider writing to an alternative
dispute resolution (ADR) entity requesting that the matter be reviewed, enclosing all previous
correspondence relating to the complaint including the original complaint form. The ADR entity will
acknowledge receipt of your correspondence without undue delay and, after review, inform you of its
findings and recommendations, usually within 80 days. The review process is thorough and based upon the
information that both parties and other independent sources provide.

This Company is registered with the following ADR entity:

Name of ADR Entity: BACTA ADR Service

Email Address: 2. 375
Website: wwrk.gastaadissivios. gl
Postal Address: 29-30 Ely Place, London EC1N 6TD

Itis highly recommended that you visit the ADR entity’s website (as above) so that you are fully aware of
the procedural rules and other related information.

PS/2015/Dec19/v15/01
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Complaint Form

CUSTOMER

NamMe: .vvveerereercrenane Eaese e ey et e nrenea e s Rasse R s et na R SR AR E s s e R e RE R s R R R AR s AR e R e verennnns ererrinne
AdAress: ..ceurecciernecieansenneies reeseeseesaressastseiraResresraatnansraseresebben b e s b b e cenn treersmererererersererannateteaesnssaaans
veererreeirsaeetarnnrenennes treeeseereeatatteres eeerere s e ey aatE e et e et eeaeaee et e e be s e nan s s rasa s aearastans POSECOAR uvvvvreereneirreccrsnrerersrnceressseesassesssenes

Daytime TelEPhONE NO .. oo s s ers s sersbensssbessaseerassatessrssasssnssnsssns vevsseresanr e sasas e ————————-

E-mail address: ........ teererntereseresenssnnranes
Signature: ......cccvveveeevecneenns revenenes [ B I | ¢ <O OU U SRRR revrrasenne

Is this an initial complaint or a follow up to a previous incident?

------- B AR,

A eaAIareten Nt ettansat T Trsar et nsItanasRaRasanaaS B P T T PP TR LR T P T TP TR P PP PP

VENUE WHERE COMPLAINT OCCURRED
Reference (if known):........... rreeennrans Cedetattesieebieatareetbe ettt e ne e e e erasaeae e eeete s ae s aease s s e snareessrasatnsanans

COMPANY: cociriereririrmrererarenreesserens SR RrRassEassr s anr R n s R usaernns s s e s os s R R A AR NSt H s e ba s A SRS AR A AR AR AR oA R u AR RA R A RN SR AR AR e aas RE A an e an e esanns

Name of Premises: ......... reeeeraresneiaeesseenrannaeesanes reaeetaenssnuresnnsies eeerarereaenensenererary rerrnesesineesessesarnsnnnrnrar eeeenan revrererenens

AdAress: covecrereeereereressnencasseree Ceedteieiaeten b e et ederereeatesarene e ataanet s erana anarenenr et s snas e feannteeratransennn

Name(s) of staff member(s) that you initially raised your complaint With: .........ccceoeeeeeerreeeeereseerasnene rereeerirenaaens

............................... R T N

s teancrsrenranasane weenie e snaann tessEeresEEsaIRTARISIRLET ISR . reanen .

Date of INCIAENT: ... e e eenee s e e remaanaeans evereeeas teeeererveneesneeerarernsneene errrerenrnrnrraraas SSstassraanasientars everenes

TIME OF INCIABNT: ..eeeiererieccreceerrieeiieerrereeraeseseresscrnssetbsssasnsensssasessensssnsessasase esnsnmnsssns sessmessnsssessnnses assneresiiinsnnetiiassaseanansas

Names & Addresses or contact telephone numbers of any independent witnesses.

B T TP P P PP T T PP viesasszresnrsansnnnana sesasminsatanatstassatraninnnn SerTerrsavIsaevsTeTN R RIS ra TR “sennsans “esersataracsanrattareiner
------------------------------- R LR L R R L T I I T
B P T P T P E SaseusseaneraTs b aen DD L PP T PPN PRy, sevene esrssassurscsvancaTRaTaTreaTnaia Sassasesanrassterianinrastanannty

Name and Category of Gambling Machine subject of complaint: ................ooovivivvvceeeereeereene reeresensneneaan saasnenss v senenas

P5/2015/Dec19/v15/01
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A clear and comprehensive account of the complaint and what you are seeking as redress to resolve the matter:

.....................................................................................................................................................................................................

.................................................................................................................................................................

..........................................................................................................................

............................................................................................................................................................................................
............................................................................................................................................................................................

............................................................................................................................................................................................

............................................................................................................................................................................................

............................................................................................................................................................................................
............................................................................................................................................................................................

............................................................................................................................................................................................

...................................................................................................................... Please use continuation sheet(s) if required.

SIBNEM.......ooirreereceeerciennieen s esnesssessns s sems s s eassr s st ssmsas (Complainant})  ..ovvivecrieinnn, .. (date)

For Office Use Only
Appointed Manager dealing:  .....ccmnvninonmnnonan mestnintens  mearloEhervararessereibesnnresenenesessa ne anssnsesntae (Mobile Number)

“Complaint ACKNOWIEABEA (Y/N): oo vceeeeceressuiesesinesstncss cvsecssesnsssssstesenssssssssessesasas etdstsnrrasosmsnasranasammantssraen ... (date)

Details of action to resolve taken by COMPENY: .....cce e sessssssseressssasnas

-------------------------------------------------

Pisesssannes L e e PP NessssaesEriasnaistsensiatasrasasnanns D T PN P e,

if complaint still unresolved by Company

Complainant referred 10 ADR ENtity (Y /N oo seemiees eeeeeeee e oo eem v eran e eeeseesesmens s e s sessesesessseeseesaea {date)

Name of ADR Entity:

------------------------

Company Complaint Policy & Procedure Document given to Complainant(Y/N): wovcecccces cecreecensreeeeeeeeseens (date)

PS/2015/Dec19/v15/01
376



TAB 15

377



Better Business All

GAMBLING \
COMMISSION N\

Inspection guide - Adult Gaming Centres

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 Checks

Visual Assessment

Operator Policies - Protection of Children
Operator Policies — Customer Interaction
Additional Questions

Action Points

OO0 B IWINI=

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
N2/ 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:
e The premises licence and any attached conditions
e The premises plan attached to the licence
e 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 7
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Yes 0
2.1) Plan (MC - S| 2007 / 1409/SSI 2007/266)

Does the plan match the layout of the premises? No 10

0]

Plans must include: the boundary of the premises, external and internal walls, points of exit and
\Y/ 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.

2.2) Premises Summary Display (MC — SI 2007 / 1409/SS1 2007/266) Yes |0
Is a summary of the premises licence displayed in a prominent place No 10
within the premises?

2.3) Under 18 Notices (MC - S| 2007 / 1409/SSI 2007/266) Yes |0
Is there a notice stating that no person under the age of 18 is No 10

permitted to enter the premises and is the notice displayed in a
prominent place at every entrance?

[ |

2.4) No Alcohol Signage (MC - SI 2007 / 1409/SSI 2007/266) Yes |0
Is there a notice explaining that no alcohol shall be consumed on the No 10

premises when facilities for gambling are being provided?
In Scotland this notice must also specifically state that the sale of
alcohol is prohibited.

2.5) 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?

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

I |

Is the premises being used to sell tickets for a lottery? No 0

The mandatory conditions attached to premises confirm that neither National Lottery products nor
\Y/ 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).
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2.7) Gaming Machines Available for Use Yes 0

AGC premises licences in existence before 13 July 2011: No 10

L0

Is the premises offering a maximum of 4 Category B3/B4 Machines or do
Category B3/B4 Machines make up no more than 20% of the total number of
machines?

AGC premises licences granted on or after 13 July 2011:

Do Category B3/B4 Machines make up no more than 20% of the total number
of machines?

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

@ You may find that the premises has a number of hand-held devices containing gaming machine

Q/ content. These devices are defined as gaming machines. They can be counted towards the total
number of machines when calculating whether no more than 20% of the machines are of category
B3/B4. 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
N2/ 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 S| 2007 / 2319).
2.8) Gaming Machine Display Requirements S| 2007 / 2319 and S| 2007 / 2320 Yes |0 D
Do all gaming machines display:
No 10 D

What category it is?

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

e The percentage return to player?

1/’"“\, The information above needs to be readily accessible by a person using the machine. It may be
N\’ found on the machine cabinet or within the information shown on screen.

2.9) ATM Location (MC - SI 2007/1409/SS1 2007/266) Yes/ |0
Is the ATM located in a place that requires any customer who wishes to use it N/A
to cease gambling at any gaming machine in order to do so? No 10
2.10) Access Between Licensed Premises (MC - SI 2007/1409/SS| 2007/266) Yes 10
Is there access to the AGC from premises with:

¢ An unlicensed family entertainment centre gaming machine permit? No 0

e A club gaming or club machine permit?
e An alcohol licensed premises with a gaming machine permit?

2.11) Hours of Operation (DC - S| 2007 / 1409/SSI| 2007/266) Yes |0

There are no statutory restrictions on opening hours for AGCs, but individual No 10
premises may have different hours as conditions attached by the licensing authority
Is the premises compliant?

2.12) Christmas Day (GAO5 Section 183) Yes 0

N [ I [

The premises shall not be used to provide facilities for gambling on Christmas day. No 10
Is the premises compliant?
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3.1) Policies for preventing Under Age Gambling (SRCP 3.2) Yes 0
«~ England and Wales please also check Primary Authority status

1) before asking these questions (see section 1.1 above) Improvement | 5
i needed

Does the licensee have and put into effect policies and procedures No 1

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 service refused to adults accompanied by a child or young person?

Are only suitable forms of |.D. accepted by the operator? (Driving Licence, Passport, Military 1.D,
PASS Logo |.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? (GAOS sections 46 and 47)

3.2) Test Purchasing (SRCP 3.2) Yes 0
Larger Operators No 10
e 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

0 I [ I

@ 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
D)

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.

3.3) Under 18s Employment Yes 10

[ ]

Is the operator employing anyone under the age of 18 to carry out No 0

[ ]

the functions shown below?

@ It is an offence to employ:
N=/ e 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 a person 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 55)

Yes 0
3.4) Supervision D
Is the premises appropriately supervised to ensure that children are Improvement | 5 I:’
prevented from entering/ participating in gambling? Needed
No 10 D
October 2019 Leicester, Leicestershire and Rutland Licensing Forum Page 4 of 7
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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 or e D
. . . - - needed

experiencing harms associated with gambling

Things to consider and evidence: No 10 D
Are staff members trained on the protection of customers on induction to the company? i:’
Is training regularly updated — can this be evidenced within staff training logs? D

Are employees trained in recognising types of behaviour that may be indicative of being-at risk of or D
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?

Are staff members able to talk about how a customer interaction has had a positive impact?

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

4 .2) Policies for Self Exclusion (SRCP 3.5) ves 0
Does the licensee have and put into effect procedures for self-exclusion? || Improvement | 5
These procedures must include: needed

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 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

I 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?
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4.4) 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?

5.1) Premises Licence Availability (GA05 s185) Yes |0 D
Is the premises licence (including the premises plan) kept on the premises

and available on request? No 10 D
5.2) Reward Schemes — Terms and Conditions (SRCP 5) Yes |0 D
Are the terms and conditions of any customer incentive or reward schemes

clearly set out and readily available to customers? No 10 |:|

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

Has the licensee put into effect appropriate policies and procedures for

accepting and handling customer complaints and disputes in a timely, e

Improvement | 5 D

fair open and transparent manner?

Things to consider and evidence: No 10 D

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

7#\, Inthis Code, ‘ADR entity’ means a person offering alternative dispute resolution services
Y/  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 D
Yes/ |0 D

Has the operator taken into account relevant matters identified in the N/A

licensing authority’s policy statement? No 10 D
Yes/ |0 D

5.5) Licensing Authority Conditions N/A

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

@ 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.
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«~ 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 (GA0S 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

7+y, ‘Assessment outcome letters’ are available for you to use and can be downloaded from the LLEP

\YJ  website. Where possible, please share this letter, or the notes shown above, with your Gambling
Commission Compliance Manager.
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THE GOLDEN RULES OF PLAYING FRUIT,, MAGHINES

—

Playing machines is buying fun,
NOT investing money
=
Only play with money you can AFFORD to lose

A

Set LIMITS on how much you will spend
A

Playing within your means can be FUN and exciting

A

Spending outside your means can create

PROBLEMS for yourself and others

If you feel you are in difficulty with your gambling or know someone who is and
Would like help: Call the national helpline operated by Gam Care 0800 8020 133
or chat online at www.gamcare.org.uk

GamCare is the national centre for information, advice and practical help
Regarding the social impact of gambling. Their helpline is run by trained

Staff who can offer counselling, information and advice to problem gamblers, b a C t a
Family members and to friends of gamblers.
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