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Source of Reference The Gambhng Commzssron

Introduct:on

.---Your Operatrng Llcence is subject to certam condltlons and codes of pract:ce (LCCP) that
.-must be complled W|th to protect your hcence SR :

".-'_':Codes of practrce are elther ; e
_.---ﬁ_somal responsrblhty code provrsmrzs WhiCh must be adhered to by aiI hcence holders

3 ';Therefore, any breach of them by an operator may lead the Comrmssmn to rewew the
operator 3 hcence W|th aview to suspens:on revocatlor: or: ‘the. rmposmon of a frnancsar
' penafty and woufd also expose the operator to the rlsk of prosecutlon : :

' ordrnary code provasnons - these do not have the status of hcence condltrons .but' faliure to'
- take account of them can be used as evndence an crlmlnai or cnwi proceedmgs S

B _There are four types. of E:cence condltlon end they have dlfferent status
" to comply with them all: : S

- i_i_Generaf !lcence condltlons can be apphed by the Gamblmg Commlssmn to an mdwrdua[;
o : operatlng Ircence or. a class of operatlng llcence (for example a!l AGC operatlng Ilcences)

._-__'.lndlwduai ilcence condrtlons can be apphed by the Gamblmg Commrssron to an lndrwdual e
: operating ||cence They are 1|kely to address matters concernmg an’ rndrwdual operator and
i thejr: activities. - : i : : ey

”_Condltnons nnposed by the Secretary of State may be appiled to a class of operating lrcence
'usmg statutory anstrurnents {amendments tothe Iaw} :

. Statutory conditaons rmposed by the Gamblmg Act 2005 may be applled to a class of B
'_--_operatlng Iicence : : ;_ F S

_'_".Gamsng Machme GeneraE Aduit Gammg Centre chences and
Gammg Machlne General Fam;iy Entertarnment Centre chences

- AH key requrrements necessary to ensure comphance are mcorporated but |t is important that
“you: also refer to the most up to date LCCP ver51on publ:shed by the Cornmlssron currently

'LCCPImk chence Condltlons aﬂd Codes of Prac’uce Gambilng Commrssron '

. At is absoiuteiy raght tbat 1|censees themselves shou!d determme how to apply LCCP O R
-reqwrements when formufatmg therr company pohc;es and procedures and how to assrmllate
- into operatlonal systems This Handbook - suggests polacy and procedure documents that
rncorporate requlremehts together with'a ‘series. of logs for the' necessary. recordmg of
~incidents. In addition, there are suggested procedures and formsfor dealing withand. =~ = "
s recordmg complamts and drsputes susplaous monetary transactron and other relevant '_ 3

Iaw but you need

'.".ThlS Handbook is: desrgned to mcorporate the condrtlons for Iicensees to ensure comphance R
; '}f.wnth any relevant social responab;hty provuszon of a cocfe of practlce rssued by the Gambhng R
g f-"Commrsswn and 15 applrcable to : : R . :

matters

- -The Handbook is amended from trme to trme reﬂectrng changes made to LCCP by the DA
.'Commrssnon therefore itiis urnperatlve that operators ensure they have the most up—to—date R '
_ verston currently ' : . R a

:_.‘.Bacta/2021/)an/01

o The versron reference is prmted at the bottom Ieft comer of the cover page and repeated on
.- each page of the' Handbook Al prevrous versrons are not frt for purpose and should be ;
__deleted from ﬁles and systems - N : : e b
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: .The Handbook._ is: prmupal!y mtended'for Ilcensees and senior _management._ Staff trammg,
. more appro riate for JLIE'IIOI‘ :m_embers of staff who mterface w:th customers can be obta;ned
.3_ from bacta SE R : _

GAMBLING ACT 2005 |

_ The._'.L[CenS|ng;:Ob"ect[ves. -

. _. :To protect chaldren and other vulnerable pel‘SONS ﬁ’om belng harmed or. explmted b
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Climnenain g G Bacta Handbook .
GAMBLING ACT 2005 L|cence Concﬂt;oos ar‘rd Codes of Pract;ce' T
PRINCIPAL’ﬁCONCEPTS

: _-.-_ _Statement ey

. '-The Company recogmses uts responsrbllrty and obllgatlon to compry wrth the chensmg i
R Objectlves of the Gambl;ng Act 2005 and the’ Licence. Condltrons ‘and Codes of Pra\ ct:ce R
" Social’ responsrbal;ty awareness isan mportant aspect of our- day-to—day operatmg practice
N 'and monltorlng of the followmg policies and procedures are regulariy reviewed and subject
R change as part ‘of our ongoing rlsk assessment. We are members of bacta and are bound
L by ats Code of Conduct and Socral Responsrblllty Charter B :

. :Llcensmg Objectlves

B 1 | 'Preventmg gamblmg frorn helng a source of cnme or drsorder bemg assocrated wrth cnrne or
. dlsorder or belng used to support crlme : : . 7 : . .

2. :_fEnsurrng that gamblmg |s conducted m & fair and open way

3. "Protectmg chrldren and other vulnerabte persons from berng harmed or expfo:ted by
1"gambhng s : : o

. '-_Poilcy and Procedures

e ._.-We put mto effect pohcres and procedures sntended to promote souaily respon5|bie :
-{'gamblmg that |ncludes makmg an‘annual financial contrlbutlon for .education and research T
o into the preventlon and treatment of gambllng refated harm, the deveiopment of harm '_ o i
v prevenhon measures and the treatment of those w:th gamblmg related dlsorders

We operate an ora gorng traxnmg program for staff to ensure awareness and comphance of
o our social responsrblltty and other: statutory requrrements 3nd|wdual wntten pohcres and
procedures are m place and adhered to m respect of : RNt T

. ':a}_:_'.Access to Gambilng by Chlldren and Young Persons

b : 'Access to Prem;ses by the Gambllng Comrmssnons Enforcement Offrcers L
L) ".Advert:srng Standards and Marketrng : ' Lo
: 'Customer Interactron - N _
._'Employment of Chrldren and Young Persons S

L f} : .Farr and Open Practlce and Dlspute Resolutron _

: g) :Information on how to Gamble Responsably and Help for Problem Gamblers
o h) '-.'Suspacrous Monetary Transact:ons and Cash Handlrng '

' 'i) 3:-'Se1f Exclusron ' '

. We operate our, busmess W|th |ntegnty, due care ancl drilgence wrth necessary systems in-
'-pIace to. ‘combat crime and dlsorder ‘Written policies and procedures areinplace -

‘. ‘concerning the handimg of cashand cash equlvaients des:gned to rmrumase ‘the. nsk of

G crlme such as money 1aunderrng arad the avordance of alilcrt credrt S

e Conftacts of mterest between the Company and our customers are managed transparentiy S

kN and falr[y, and where complamts related to the. outcome ‘of gamblmg arenot resolvedto . .-

S '_'-:-the satisfaction of both partles we wnl refer the comptainant to an approved aiternatlve
L '_"_drspute reso!utron (ADR) entity. - : o : . -

. ?-.':_"-Gamrng machmes comply W|th the Gambimg Comrmssuon 5 technlcal standards exhlbrt the - :'_ s
- _apphcable maximum stake and monetary prlze levels “and the chances of wrnnlog R
; .'Gambllng general terms and condltrons are disp!eyed ' SR

. "I'We do not prowde Ci’Edlt in connectlon wnth gambling nor partrc:pate ln arrange perm!t
Cor knowrngiy facslltate the gtv:ng of credlt |n connectxon w:th gamblmg

el
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We seek to prevent systematlc or orgamsed money Iend;ng between cust mers on the
premlses and staffare trasned to be: alert to'such: practice, anci to report-an nstances of
-2 substantial money Iendmg-to the Duty Manager shouid they become aware-of-'such

_.5:|nstances

“itis prohlblted to consum _aico

e -‘_Mezﬁbers of staff are tralned as part of thelr mductlon 'proces in: the understandmg :of and
L -__the strict adherence to these pottcnes ‘and accompanymg logs they are requn'ed to sagn the ‘
' "tralmng Iog to thts effect a copy :of: whtch WIH be retamed for future efe nce : o
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GAMBUNG ACT 2005 chence Condrtions and Codes of Practlce

ACCESS TO GAMBLING BY CHlLDREN
AND YOU NG PERS.NS

'_lt rs |Ilegat for any person who is under 18 years of age to be perrmtted entry to a" Adult
. Gammg Centre or Adult Gamang Area SR SR : SR :

3_' Pollcy and Procedures

'-:'.-.Our policies and procechres wrth regard to age restrlctlon take anto account the structure _3 :
s _and Iayout of our gambtrng premises 5o as to prevent access to. gambhng by chlldren and
: -,_young persens and that our facrirtles do not appeat to ch:ldren and young persons LR

Any person known to be under 18 years of age 15 refused entry

: __Any person who appears to be under 18 years of age and has not prevrously provrded
5 satrsfactory proof to the contrary, is asked 1o prowde appropnate tdentlfrcatlon _wben |t
" comes to the. attentron of staff and before an attempt to gamble Members of staff are
-"tralned to ‘thlnk 25'asa mlnlmum i T

: _if the person admrts to belng under the age of 18 they are refused entry L

o Ciear and promsnent sngnage is placed at the entrance{ )to our Adult Gamlng Centre(s and e
C: v adult area(s) sta’ung that it rs rllega[ for persons under the age of 18 years to enter and for the SR
L _Company to permlt entry : . : : : SR

tis a matter of gross mlsconduct |f a member of staft knowmgty a"oWS entry by: a:ny person '_ S
- who is. under the: age of 18 years to our Adult Gamlng Centre( )or AduEt Gamlng Arealsy. -

Should. they clarm to be 18 or over and there is stlll doubt satlsfactory proof of age {5
requested and has tobe provuded before entry is a!lowed incrdents rnvolvrng suspected

' _ 'forged documents W|II be recorded and reported

Proof of age documents must contarn a: photograph from whlch the mdrvrduat can be : S
identified: state the mdrvrdual s date of brrth be vahd and Iegrbie It shoutd bear' no: vrsubie S
SIgns of tampenng or reproductron RS L R : B

_ ACCeptable forms of :dentsflcatron mclude those that carry the PASS logo (e g C|t|zen card)
-a driving. Itcence (lncludmg a provrsronai licenice): with photograph apassport or a mriltary

I identification card. A range of digital proof of age apps are now’ available (e.g: -Yoti) whlch are -

. robust and hefpfui in proyldlng evidence of age Any app whlch is ‘unfamiliar should: be
' lnvestlgated to sat:sty the venue that rt is genuine A note of app shou[d be made rn the AV

;! 'Where there is strl! doubt and the person cannot produce proof of age; they are ad\nsed that L i
..they wrtl not be permrtted to enter untd such tnrne as they prowde such proof : o

: _They Wl|| be shown have exp[alned to them and be grven a proof of age card' apphcatlon

- formor offered an explanatlon on how to appiy tor a card or drrected to a dlgltal proof of age

e .aP?'» . : .

¢ Shoutd the person then refuse to Ieave they are advnsed"that the age restrlctlon is a: legal
_requ:rement SRR : : : : -

' '_"1f they strlt erE not ieave the Duty Manager 15 rrnmedrately contacted to take over the
5 'S|tuatron o . L : a4

_'Any atternpts by under 185 to enter the premrses or desagnated adult area(s) and gambte are B
" brought to the attentron of the Duty Manager mmeduateiy and recorded as an entry on'a [og "'

- retained on the premrses for thrs purpose

'Detarls of the entry m the AV Eog to mciude date tzme :dentity and date of brrth of the
'-'r'rndmdual |f known -or detalled descrlptron rf unanWn - member of staff deal;ng, act:on
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Bacta Handbook

. 'taken the outcome and measures put in place 1o prevent a re- occurrence Log to be
'countersrgned by the Duty Manager oF R E R T -_ S

-'_Serwce |s refused m aEI c1rcumstances where any adult is’ accompamed by a chaid or young
; : 'AIE gamlng machmes other than category ‘D machmes are :nscribed wrth a notrce A RSO
P 'prohlbatlng play by persons under the'age of 18 years, althoogh :t should be noted that bacta R

" members’ have voluntarily: mtroduced a.Code of Conduct’ prowslon which’ prohlbtts those S
*under- 18 years of age: playmg on cash pay out reei based Category D machmes I

‘Stakes are returned to under 185 where they have been |c£entrf|ed as gambltng |n AGCs or
'_adult only areas and are not perm;tted to retaln any monetary pnze L - -

' Lmk LCCP Condttion Gambllng Commlss:on (SR Code)

LCCP Condlt:on Gambllng Commlssmn (Ordmary Code)

AGE VERIFICATION TESTING

. .Test results must be submltted usmg the Excel spreadsheet as detarted in the below hnk The_- . R o
~link provndes detalled gu:dance to operators regardmg age venf:catlon testmg =

Companles in Operatlng Lfcence fee category C or. hlgher whereby they are permltted to
operate AGCs or more I:cenced FEC premlses . R . a

' Itis a requsrement 1o conduct ongoing age verification testmg or take part m coliectlve age

verification testing programs so as to provide reasonable assurance that pol:oes and e

' procedures to prevent underage gambllng are effectrve S

It |s a further requlrement that the resuits of age vern‘lcatlon tests carrled ol by the

Company are provided tothe Gambtmg Comnission. You must send the results wrthm 42
Z da_ys of t_he__end of _t_he _frnanc:ai q_u_a_r_ter when the test_poroha_srng ac_t:w_ty__was _con_duct_ed :

' 'https //www gambhngcommlss:on FOV. uk/gu;dance/gu:dance to operators for age—

- -verifrcatlon test purchasmg non remote S

g Note lt is a condltlon of bacta membershap that age venflcatron tests are carrled out by aII
AGC hcensees and that the resuits of testlng are shared with the Commrssaon T

- Bacta’s protocol for age verification testing is accredited by a Unltary Authorzty (Readmg L
.Borough Counal) the protocol is appended to this Handbook SEE ANy '

: Operators aiso need to satzsfy the below Ordlnary Code provmons depend;ng on the type of '
j.venue ] : . :

3 _AGC.—'.QrdE'nary Code':3.'2.4' o

Compantes in Operatmg i.rcence fee category A & B whereby they are onty perrmtted to

roperate AGCS or liceniced FECs. -

Itisa requrrement that Lecensees shou!d consuder how they monltor the effectlveness of -

" . ‘their policies and procedures for: preventing underage gambling, for. examp|e through 8

" 'coliectlve test purchasmg programs and be able tor expta:n thelr approach

) -The Comm;ssron consnders acceptabie forms of :dentificahon to mclude any ;dentitlcatron o
carrying the PASS logo (for example Citizencard or Validate); a military rdentlﬂcatron card a :
-drlvmg licence (mcludmg a provnsronal itcence) w:th photocard ora passport ' :

BactaHandbookvl.éFENAE_ 14/03/20_23._ T i g



o BtHdbk

o o 2 . _'Licensees should put 1nto effect procedures that requare therr staff to check the age of any
R __"_customer who appears to them to be under 21 i : : : -

e '-_-:.chensees should consrder permanent exchsron from premlses for any adult accom_panled by a. o
_:chlld or: young person on more than one occasion: to. premises restrlcted to adults'- or lf there is S
"- reason to beheve the offence was commrtted knowmgly or reckressly :

: 3_5__Procedures should be put into effect for deallng wrth cases where a chrld or young person
5 '..jrepeated[y attempts to gamble on premises restncted to aduits, mcludmg oral warnings,
- reporting the offence to the: Gambilng Comm:ss;on- and the polace and maklng avarlabi

: _-meormatlon on problem gamblmg : .

e chensees in fee categorres Al or B should cons;der how they momtor the effectaveness of their g i

- -policies.. and procedures for: prevent:ng underage gambllng (for example by taklng partin'a TN
i collective test purchasmg programme) and should be able to explaln to the Commrss;on or e
RN _Elcensmg authorrty what approach they have adopted R

o ::' '_ln provrdrng tramrng to staff on thelr respon&brlrtaes for preventrng underage'gamblrng, S .
o Ilcensees should have as a mmlmum polrcres for rnductlon trarnmg and refresher trarmng

i '_r__l_-:_c-.é ordrna'r'y_c;'a'd_é '3'.2.5.: :

1 The Commlsslon consnders acceptable forms of |der_rtrfrcat|on to rnclude any rdentrfacatlon' - oo
e _"carryrng the PASS Iogo (for example Citizencard or. Vahdate) a m;lltary rdentrﬂcatron card a
S 'drlvrng ilcence (rncludang a prowsmnai hcencel wrth photocard or a passport" :

2 '2',:'_._.-L|censees should requrre a person who appears to relevant staff ’ro be under the age of 21 to ERRY
: be asked to produce proof of age, elther at'the pornt of entry to the gamblrng area or as soon FR
" as :t comes to the attentron of staff that they wrsh to access gamblzng facrhties L '

3 'chensees should have procedures for dealmg wrth cases where an adult knowrngly or s il
T reck[essly alEows a Chl[d or young person to gambie These procedures mrght rnc!ude refus:ng R o
" t6 allow. the adult to continue to gamble, removing them from the.premises, and reporting the SRR
' :';:tnmdent to the pollce or: Iocal authoratles or taklng act:on where forged ldentlflcatlon rs PN
.produced : & e B . BETR

4L Procedures should be put lnto effect for dea!mg wrth cases where a chrld or. young person v
T repeatedly attempts to gamble on thetr premises, mchdlng oral. warnlngs reportrng the ™
. offence to the Gambling Commassron- and the: poilce and makrng avarlable rnformatlon on
problem gambling to the chrld or young person concerned . o

- -'Where |t is Irkeiy that customers young or otherwrse vulnerable children w:ll be ieft _ :
't unattended on or adjacent to their premises, licensees should consider reminding: customers of .o
" their parental responsrbllltres and assess whether there is.a need to develop procedures for. =
:mmrmrsmg the rlsk te such ch;idre o i o

L 6. 'chensees in fee categorles Aor B should cons;cEer how they monltor the effectrveness of therr-_'; SR

T "polrcaes and procedures for preventang underage gambling (for example by taking part ina Chane
. eollective test purchasmg programme) and should be able to explaln to the Comrrussron or Qo

S llcensmg authorlty what approach they have adopted I :

"':7_._ In provrdmg traimng to staff on thelr respon5|blllt|es for prever\t;ng underage gamblmg, :
'-_:__lrcensees shouid have as a mlmmum polrcres for |nductlon trammg and refresher tralnmg

* Bacta Handbook v1.6 FINAL 14/03/2023. = N 10 :



GAMBUNG ACT 2005 Llcence Condlt;ons and Codes of Practlce

ACCESS TO PREMISES BY THE GAMBLING
COMMlSSlON’S ENFORCEMENT OFFICERS

; e Pollcy anci Procedures

i -'_:9- -'-:'.The Company acknowledges ;ts obllgatlon to ensure that staff openly co-operate weth the

Bacta l——land book: “;:__ .

'.-Gambirng Commission in the proper . performance of the:r compllance functions- and that they .3 L

PR are made aware of those offlcers nghts of entry to prémises contained: under Part 15 (S 303
Cto S 326) of the Gambllng Act 2005 (refer to page 2 of thlS document) and that -

SN 'The Company must prov:de the Gambilng Commnssson wnth any tnformatlon that the
- .Commission wouid reasonably need to be aware of-in exerc:smg its regulatory functtons or.
R _suspect may- relateto’ the commnssnon of an offence under the Act, mctudlng an offence .
i “resulting from a breach ofa. l:cence condmon ot a code of practlce provision: havmg the

.' '__-';effect of a lrcence condition. Changes in key circumstances must be reported within frve days SRR

of their occurrence m accordance w:th the terms set out m the Operatlng Licence

e 'The Company must prov;de the Gamblmg Commussuon wath such ;nformatton as the ST
c :Commassmn may reqmre from tlme to tlme about the use of famlltles prowded such as i

; | __-'_-the numbers of people maklng use of the facmties and the frequency of such use

e -_-'ii_' " the range ‘of gambitng act;wtles prov:ded by the llcensee and the number of staff
R empioyed sn connection Wlth them and h . : .

||| o the Iicensee s polac;es iﬂ relatlon to and experlence of prohlem gambimg

‘. : _'The Company must submlt a Regulatory Return to the Gambling Commlssmn contammg such o
S -_'-mformatlon asthe Commisszon may reqmre from time to time and provide evidence thatthe
- térms on which ga mbllng is offered are not unfair under the Unfalr Terms in Consumer o

: Contracts Regulatlons 1999 and where appl:ca ble rneetthe reasonableness test under the K .:' :

Unfair Contract Terms Act 1977

I o :'_'_'The Appomted Manager wdl be mformed |mmed|ately a Gambllng Commlssmn Enforcement
e _'_'-Offlcer properly identifies himself on the premises and will attend to the Officer W|thout
= undue delay Staff W|Il always co~operate wrth the Comrmss;on s Enforcement Offlcers

' e '_r_Lmk LCCP Sectlon Gamblmg Commlssson

| Bacta Handbook V1.6 FINAL 14/083/2023 - oo U e e g



:'_Members of. staff are to always co- operate W|th the Commlssmn 5 enforcement officers in
S .__-the proper performance' of the:r compflence f_unctlo

: The offlcers_.nghts of entry to prem;ses are contamed m Part 15 of the ot whzch deals wuth
: 1nspectlon (Sectlons 303 to 326) Aconstable enforcemen‘c off;cer;_o_'authorlsed pers s

: '.___authority (Sectlon 321) Sectlon 323 prowdes thata constable, enforcement offtcer or wi
: .-f‘authonsed ‘person may. use reasonable force to enter a premises Sectlon 326 prowdes that lt B
i _Z';s an offence to obstruct a constabie enforcement ofﬂcer or authonsed person m carrymg

- out their dutses AT - : e - ST

e -3_'_'Compllance A__ 'essments

_ If you are; reqwred to take part ina compilance assessment the Gamblmg Commrssmn w;il
R contact you by phone flrst anci follow up. wuth a letter T :

el : "Fhe tetter wnll explaln wh:ch type of assessment yo_":wﬂi take part in:

i e _fuII assessment

ok argeted assessment

e thematlc assessment

g ':-_*_-_-:"_'._"You wﬂl oeed to contact the Gambhng Commassnon to conf:rm you can make the assessment
e It you cannot attend it's 1mportant you let them know as soon as Dossable S e

e . There may be cnrcumstances where your busmess could be invoEved |n an unannounced
comphance visit from Gambhng Commission staff: S
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GAMBUNG ACT 2005 L;cence Cond trons and Codes ot Pract:ce L
ADVERT!SING STANDARDS AND MARKETING

.c_ : Pohcy and ?rocedure

i - ;Aft advertlsmg and market;ng by the Company comphes wrth standards set by the Commlttee?‘_.‘ _:-.'3
of Advertising Practice {CAP), the Broadcast Committee of Advertismg Practice (BCAP) and S
-_'the Gamb]mg Advertlsmg Code O : RN

Coie :We ensure that our marketmg commun;cations advertlsements and mwtations to purchase AN
o ."'(wrthln the meaning of the Consumer Protectlon from Unfair Trad:ng Regulatlons 2008)
7 including ‘free bet' offers, do not amount to, or lnvolve mrsleadmg actions or muslea ding -,

RS omrssmns thhln the meanlng of those regulatrons : I -'

B . -:-We adopt the general prlnaples that our advertrsmg ;s

o o Iegal decent honest and truthful

E . ""prepared wnth a sense of responsrblllty to consumers and to soaety, Py o

:' . "'respectfui to the prsncrptes of fafr competitlon generally accepted in busmess and

S . ‘not. mtended to br;ng advertlsmg 1nto drsrepute

., '-Spemflcaily, we ensure that

e "advertlsang contams noth;ng that |s 1rke1y to Iead people to adopt styles of gambhng that are '- i
-.unwrse e i _ e e

E . ';advertssements and promotlons are socraEIy responsrble and do not encourage excessave 5 L
R -.gambimg ) ; : : - con i

e . s care 15 taken not to exptort the young, _the 1mmature or those who are mentally or socraily
o -vulnerable : N - : . o T

S : . : advertlsrng is not d;rected at people under the age ot 18 years through the se!ECtlon of ST
s “media, style of presentatron content, or context in whlch they: appear ‘No medlum ls used to :
: '_:advertlse gambtrng if more than 20% of its audlence is under 18 years old L S

e persons shown gamblmg are not nor do they appear to be under 25 years of age e

B - there is honesty atali tlmes wrth regard to the chances of wmmng, the lrkellhood of a blg wm i G
- and the odds or pay out ratlo that apphes to the gambtmg on offer L BRI R

e .'advertrsrng ancf promotlonal mater:a! carrles a reference for the need to keep gambi;ng under'.-_'_' SN
' .'-_contro! ' ' IR s - : S TR

B - ':|t is never suggested or rmplsed that gamblrng is a means of gettlng out of fmancral dlfflcutty. oeie

o e _advertrsmg and marketmg matenal should not appear on any prlmary web page/screen or _.j
T _m|cr0 srte that provrdes advrce or mformatlon on responsrble gambt:ng, R BRI

e '_"we fotlow any retevant industry code on advertls;ng, notably the Gambllng Endustry Code for L
L Socaalty Responsrbrllty Advertasmg ' . : :

_ o ._Usefui Iinks _ SR o
. : ASA Advertrsmg Standards Author:ty i
: . 'iGRG 6th Edt Draft-FINAL pdf (bacta org uk)

- 0 Marketlng and Promotlon

1) '_If a Ilcensee makes avallable to any customer or potentlal customer any mcentrve or reward R
i 'scheme of other. arrangement under which the customer’ may receive money, ‘goods, servnces or S
. any other. advantage (mcludlng the dlscharge in whole ‘orin part of any. 1|abrlrty of -his) { the
benef;t) the scheme must be desrgned to operate and be operated m such a way that
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_ _-'_5_'Operators w;l[ appomt a’ sensor executwe who holds a personal management Ilcence (PMLs) o
-to oversee thezr respect;ve scheme maklng mdnnduals persona!ly accountabte RPN

S iank H:gh Value Customers: lndustrv gundance Gamblmg Commnssnon
Document Hugh Vaiue Customers industrv Guldance LR :




B e : SN S IR Bacta Handbook
: .i'{.?GAMBL!NG ACT 2005 Llcence Condltuons and Codes offPractlc_e_
~ CUSTOMER INTERACTION IN RELATION O ”
- IDENTIFYING CUSTOMERS WHO MAY BE |
”_-'-_.?-'_'SUSCEPTIBLE TO GAMBLING HARM e

e .Pollcy and Procedures

'. - 'Members of staff are requlred to mteract wnth customers m a way whlch mlnlmlses the rlsk 3 :
i of customers expenencmg harms assoaated w;th gambhng Thrs ancludes : '

ERORE I Identlfymg customers who may be at rask of or. expenencmg harms assoc;ated w;th garnblmg

el :Interactlng with customers who may be at rlsk of or expenenclng harms assocrated W|th
"_.'gambhng ' . . LR _ S o

o o .Understandlng the tmpact of the mteraction on the customer and the effectlveness of thelr
R .-actrons and approach - Ll L

e Staff must also take mto account the Commlssmns gurdance on customer mteraction :_' S S

e '“-‘On occa5|ons customers act ina drsrup’ove, anti- social: or aggresswe manner Staff wuil _
. attempt to'interact and’ provrde suitable ;nterventrons including’ self- exclusaon when' those o
" “actions re!ate to problem: gambhng If a cistomer refuses to accept help or. support or. thelr _

-~ actions are not. problem gamblmg refated cons;deratlon can be g:ven to refusmg serwce or
. '_-_'barnng a customer S - L : s Sk ;

o -_On some occasrons Polace may be cal[ed to deal wrth an |nC|dent A Polrce Inc;dent Iog is
o '_-'-'requrred to be compieted ‘when the incident. is cllrectly reiatecf to gambhng actwrty (mcludmg
R those where Police have been unab]e to attend) ; . B

e -_ThlS DOliCy chcument is to be read in conjunctlon wuth the addltlonai Customer Interactlon B
- guide for managers ‘and staff. (see part 2 of Handbook ) together wuth the Gambllng :
AR -..Comm;ssmn forma! gurdance on: customer rnteractlon for premlses— based operators

o --Operators may. have arrangements in. p!ace for staff to refer any :ssues ‘to a Duty Manager

o . 'There i$an obi:gatron for’ aI! operators to record and act upon any customer mteractron and
o the Bacta portal ensures that members comply w:th the LCCP S

. .'_The Portal is browser based and works on tablet mobsle and desktop and Is compatrble wnth .
B _'allma;or operatmg systems REH T . : S :

e 'The Bacta Portai is avaliabie to members and wnil be used to’ record ali customer anteractions R
T and self~exclusron of customers from the operators own sute and other AGC s and MSA s. ‘L 3_ S

g _'.Lmk to Bacta Portai BactaExclusron (bacta selfexciusmn org uk)
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GAMBLENG ACT 2005 Lscence Cond tions and Codes of Practrce _ :-_ﬁ' s

FAIRAND OPENPRACTICE-
COMPLAINT AND DISPUTE _RESOLUT|ON

e = Compiamts Procedure

e --The Company is commrtted to provrdmg a hlgh qual;ty. accesssble and respons;ve serwce to
.- customers and the local commumty However “dissatisfied customers may communlcate a.

L _complasnt to Us either verbaEty orin wntmg AlI complaints-are. taken senousty, mvestagated _
" thoroughly,” and handled in a confldentlai mariner. If the complamt cannot be: reso!ved -to the i
;satlsfact;on of both part:es on 5|te a copy of our wntten ‘procedure for deahng with L

‘complaints, together with a compiamt form, is supphed to ‘the complalnant at the ea rhest

5 : ."opportunity together with the name and status of the Company representatlve de!egated to i -_: o

: _'deal with the compiamt

e Llcence holders should allow customers to raise. comp!amts for at ieast 6 months from the
o date of the incident :and prowde customers wuth an acknowiedgement of the compialnt as "
" s00n as: reasonably posszble but in any case, within three workeng days of recelvmg 1t or |f
R 'they offer 24hr gamblmg fac:iutles thhm 24hours of rece:vmg it .

5_ : Complamants should provrde us wrth a comprehensnve descnptlon and nature of the _
B _'compiamt whether it isan onglnal complamt or where the outcome of a prevrous compialnt

--was found unacceptable and their name: and- postal address mcludlng a contact telephone o e

_'-.number We deal wrth complamts sn a t:mely, falr open and transparent way

: - '_A complalnt means an expressmn of dlssatisfact!on whether spoken or wratten about any
: _aspect of the way the hcensee conducts the|r I:censed actiwties For exa mpie a comptamt

) _I_:about the outcome ot a gamblmg transactlon SR

Lp) 'about the waya gamblrng transactron has been managed

9 _._that concerns, the way the Ircence holder cames out |ts busuness in reiatlon to the three SRR

R -ilcenssng objecttves :
- . A dtspute tS any complamt whtch _ _
_ f'a_)'."_:s not resoived under the Companys comptalnts procedure and s
L .:_b): {i’elates to the outcome of the complamant S gamblmg transactlon = e

s '._'_ " 'in the Ffirst ;nstance the Company wrll endeavour to resoive the compiamt to the satlsfactlon ; : S
woof both parttes W|th1n eight weeks e G L

e ;'_in the event thata. compia:nt relat;ng to the outcome of a customer s gamblmg IS unable t0' S
L be satlsfactoniy resolved between the Company and the. complainant; the complatnant will

‘be given contact details of an Alternatlve Dtspute ResoEution (ADR) ent;ty w:th:n the eight-' oo o

week perfod mentroned above

. ".-Bacta members can use free of charge the bacta ADR Servrce SR

e Lmk http //pegasusadrserwce org uk

L _ Complalnants also have the means and opoortunsty of submrtt:ng theur OWn versaon of e
: '3.events - : S . . P

e The dlspute is: mvestlgated m full by the ADR entrty o _
- ' The servrces of any such ADR entlty must be free of charge to the customer

e '_'3Both parties are notmed |n wntrng of the revzew outcome wuth suggestlons of a resolutlon ;f
e approprrate : : . : : N R .
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GAMBUNG ACT 2005 chence Condrtlons and Codes oz‘ Practlce

INFORMATION ON HOW TO GAMBLE RESPONS!BLY
AND HELP FOR GAMBLERS WITH PROBLEMS

. 'Stay |n controi advrce

. . Without breachmg the pnnctple that customers are respons:ble for thesr own garnbhng, the
nature of the actlwty suggests that they should be reminded of the need to exercise caution S
- Accordlngly, ‘signage in the form of an approprlate number of posters or other appropnate S
'means is dlsplayed on our prem;ses ~ : . .

. Giving clear gmdance that in order to keep gambilng a fun soclai actawty the customer needs
. to ‘stayin control’ ' , .

. .Drawmg attentlon to further rnformatlon such as Ieaﬂets that are avallable on the premlses. o
. | lnd:catmg sources of heip such as the Natlonal Gambllng Heiphne operated by GamCare . -
e i_arge enough and wrrtten tn ianguage s0as to be easaly seen and understood
. __Prom;nently dESpIayed A _ o 3
'_ . Malntalned in a clean and tsdy condnt:on preferably wathln a glass fronted frame i
e _-.Advertlsmg sources of help ' ' o

. At the core of exercrsmg a duty of care is the pnnc;ple of asmstmg customers who may ‘wish
o to express concern about their gamb!:ng This tenet is drawn to the attent;on of customers %
-on our premrses in the foliow:ng ways: : S o R

. .The promlnent d:span of Respon51ble Gambi;ng or Stay in Controi’ rnformatlon :

. There are holders or racks contamlng leaflets in appropnate p!aces that emphaslse the need o
tokeepga mbhng under control and where to seek help should anyone be concerned about
* ‘their own or a family member's gambling. These leaflets are available to be taken away from

. the premlses W|thout the nece55|ty of havnng to ask for them : ‘

e The Ieafiets are avariabie at all tlmes for customers to take dtscreetly wnthout hawng to aska.
- member of staff and are Iocated in the gambling area either near to exit doors, ATMsor
“toilets. We endeavour to mamtasn an effective stock-control system to'ensure that such
leaflets are aiways available to supply. Slgnpostmg Informatnon may also be made avallable o
through the use of !anks for on!me or smart technology ' : :

e 'Detalls of. GamCare, glwng the Nattona[ Hetp!me telephone number is tnscnbed on aII
' '_'.approprlate categor;es of gaming machrnes S .

. - . Protecting those who seek assastance

e Respondmg to- someone who admlts to havrng a problem with therr gambimg is 2 dehcate
. 'matter that has to be timely and needs to be approached senszt;vely Itis our poitcy that

el rules and procedures relatung to a po!icy of respondmg to prob[em gambiers are clea rty
o _formu!ated and incorporated mto our day -to-day operatlon :

e at least one member of staff who has been tramed to deal with sntuataons that m:ght I‘EQUEFEE 2
.aresponse is on duty at any one tlrne or ava:lable w;thout undue defay, o

. Staff will engage with customers as they deem necessary to prowde ad\nce and: support in
 their interactions. A number of gambhng management options will be’ cons;dered mcludlng
self--exclusion for those who have iost control (Refer to full gurdance on customer o
mteractlon and self- exclusmn) : S : :

. we draw to the attention of relatlves who express concern about a famrly member 5 gambimg
o the options avallabie to that person should they wish to address the extent of the:r gamblmg,

e members of staff do not coliude wrth customers when asked to he on thelr behalf and -

Bac_taHandbookvl.éFlNAL w0202 L e



R _ _ SR Bacta E—Eandbook
e where ser\nces are marketed |n one or more forelgn Eanguages we make avallabfe e )
: _mformatton on how to gamble respons;bly, access to help, guzdes to the paning of any. game

‘and a summary ‘of the contractuai terms on whtch gambhng is offered in that or those
s 'forelgn languages ; . :

- Bacta Handbook v 6 FINAL 14/03/2023 o To o i



Bacta I—landbook

GAMBL!NG ACT 2005 Ltcence Conditlons and Codes of Pract;ce

MONEY LAUNDER(NG CASH HANDLING AND
SUSPICIOUS TRANSACT!ONS

P

Entroductron

As part of |ts procedures for compllance wath the requ:rernents 1n respect of the preventlon :
- and detection of money laundering in the Proceeds of Crime Act 2002 and the Terrorrsm Act -
2000, the Company takes into account the Commission’ s advice onthe Proceeds of Crime. -
Act 2002, Duties’ and responsibilities’ under the proceeds of Crame Act 2002 Advnce for
operators (excludmg Casino operators) '

_._Money Laundenng Deﬂmtlon

'-Money Iaunderlng isa process by whlch the proceeds of crlme are converted into assets :

. ‘which appear to have a legitimate ortgm so that they can be retained permanentiy or.

“recycled into further criminal enterprlses Thls defmltlon of money Eaundermg means that

' potentlally any empioyee could contravene the Reguiatlons if they were to become ‘aware of '

-or suspect the existence of. cr:minal property and. conttnue to be :nvolved |n a matter wh;ch

' relates to that property wathout reportmg the:r concerns

' Pohcy

The Company is commrtted to ensurmg that aII necessary safeguards are’in. place wuth regard o .
to the réceipt of money in order to av0|d Et being used to |aunder money that may orlgmate

. from the proceeds of cnme

-_"l'he Company has appomted a Desrgnated Money Laundenng Off:cer {MLO)

: 'AII relevant staff are tra;ned on the requrrements of the Regulatlons and told of the need to

report any suspicious’ cash transactlons including ‘the systematic, orgamsed or substantfai
“mongy Eendlng between customers to the MLO for the purpose of mformmg the relevant

e authorlt:es

K Dlsclosure Procedure .

. Where It is suspected by a member of staff that money iaundermg actrwty is taklng/has '

- o taken place; a disclosure ‘must be made to the MLO as soon as possrble Because of the

importance attached to the process, notnficatron should normally take piace 1mmedrate!y by '
telephone or, where that is not possrble by any other expedlent means ' -

. No dlscussron will take piace W|th colleagues as conﬂdentlallty is paramount

-The MLO will determme whether or not to submtt onhne or otherwise - a suspxcrous actlvuty

o report (SAR) to the Nat:onai Crime Agency (NCA) and will maintain. records ofall notlficatlons :

: receuved detaltmg the method of verlﬂcatlon used to |dent1fy the suspected person SRR
' Cash Handling SR ' '

Operatmg pohcres and procedures are in place wrth regard to accountlng practlces and

record keepmg in respect oft oo :
i . Monetary stakes mtroduced to machrnes (gross takmgs)
u Money antroduced to re- float machlnes

i Token transactlons

“iv. . .Customer refunds due to machme malfunctlons

: v, '--'Money removed from machlnes (net tak;ngs)

o Anti-Money Laundering

Bacta Handbook vL.6 FINAL 14/08/2028 . =~ o
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o ':Preventlon of money laundering and terronst fmancmg o

- chence Condrtron 12 1 1

B S Llcensees must conduct an assessment of the rlsks of thelr busmess bemg used for money R
Lo taunderlng and terronst fmancrng Such: risk assessment must be: approprrate and must_be Ll
i reviewed as necessary in-the hght of any. changes of circumstances, mcludmg the = -

L _mtroductron of | new prodocts or technology, new. methods ‘of: payment by custorners ' S IR
S '_changes in the: customer demographrc or any other matenal changes_and m any eveet i
. reviewed at least annuatiy i 9 : ;

20 _Foliowrng'completro' of and havrng regard to: the nsk assessment' and any-review of the oo
I assessment, licensees must ensure: they have approprrate pollcses procedures and. controis
Sl _to prevent money Iaunderrng and terrorrst flnancrng . . L

RN "-chensees must ensure that such poircres procedures and controls are ;mplemented--_ S
e effectlveiy, kept under re\rlew revrsed approprlateiy to ensure that they. remain effectlve .
- and take rnto account any appircab[e learnrng or gurdeErnes pubirshed by the Gam_bimg '-'
; Comm;ssron from trme totlme S s s

U ‘e -_As part of the:r procedures for complrance w1th the requurements in, respect of 'the
o -preventron and detection of money Iaondermg in the Proceeds of Crime Act, 2002 and the
" Terrorism Act. 2000; licensees sholld take into account the Commrssron s:advice on'the -
SRS Proceeds of Crime Act 2002 Duties and responsrbrlitres uncler the Proceecfs of Cr;me Act
2002 Adv:ce for operators (exciudrng casrno operators)" e : -

S e E HM Treasury has decrded ’co exempt all gambhng sectors from the EU 4th Ant;.
'_.i__Laundermg Drrectlve wrth the exceptlon of non- remote and remote casrnos e

A "_"'.Th;s means that only remote and nor-remote: cas:nos w:ll have to comply 'wrt_ _ W '
e iMoney Launderlng Reguiatlons mtroduced in June 2017 RE L '
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GAMBUNG ACT 2005 chence Condlt;ons and Codes of Pra trce
SELF EXCLUSION

S _0..':_PO|IC\/ and Procedures _ : Sl

| ' " "_i.lcensees and operators must have procedures m place for self exclusmn for thelr customers C '_ '
L You must take all reasonable steps to prever;t an: andlwdual who has been self—excluded from
: "particmatlng in gamblrng : : CRERr : :

Bacta l——landbook i

. - " You' must be able: to’ offer customers the opportunlty to self exclude not only in your venue : SRUSEE

N _but also smtlar gamblmg faczilt:es in the localaty

S _. .-_o ' ﬁ'Systems avatlable for the AGC and other sectors are known as Multl Operator Self~ Exclusron
e _Schemes (MOSES) ' B - . R o

' . '-Thzs polacy document is to be read in con;unction wrth the additlonal Customer lnteractron
s _gurde for. managers and staff together with the Gambimg Commission formal- guadance on '

Sl

.- customer interaction for premises- ‘based: operators Operators may have arrangements fn DUt

place for staff to refer any lssues to a Duty Manager

_' _‘.c _ '_MOSES system overwew S . S
L. Z-"'Bacta operates 1ts own scheme called Bacta Self Exclusmn Ser\nces t.td (BSESL) o

: . 9'. The bacta ( MOSES) system is now mcorporated W|thm the bactaPortaI

. - '.There is an- mteractlve bactaPortaI tralnmg manual / user guxde avallable to assast operators
:-'managers and staff in the use of relevant modules mciudlng self exclusmn and customer
“.interaction. : : : : RN

e ZOther MOSES systems are available for use by AGC operators

ol Historlcally BSESL has offered the opportuntty for customers to exclude ln the !ocalrty at L
. -various geographlcal distances up‘to 1Km. The present system only allows you and. your staff
~to self exclude in‘a 1Km radlus from your premrses Regardless of which MOSES system you . '
- .use all.castomers: who self-exclude wrli be shownas excluded from all AGC premlses W|th|n S
- the exclusion area. In’ practlce this means that a customer can exclude from mult|ple premlses DR
wrthout vrsltmg those other premlses to self exclude ' : S - -

Cre -For Motorway Ser\rlce Areas (MSAs) who operate AGCs the Iocalzty for exclusnons on the b
S ._MOSES systemis mdlvrdual or multlple sefwce areas on motorways or relevant A a’oads A
self-excluder who w;shes to exclude from MSAs and ngh St AGCs W|Il need to do SO
N "separately k . : : e R

Loe LCCP requrrements o _ L -
e B 'Duty Managers and ail staff should be tramed ln self~exclusron

: - "-'Self exclus:on isa East resort for customers looklng to address thelr needs around problem
P __'gambllng Staff will engage in the: customer interaction process where it may be’ deemed
o 'necessary to self- exclude Suff|c1ent information shouid be provrded so that the L

:consequences of the process are fully understood S P A : _
‘o '_Self exclusmn can be offered fora perlod between 6 12 months The perlod can be .' 'Z_ N
; .-j-.extended at the end of that per;od for one or more perlods of 6 months R TR SRR

g e . Staff should take mto account speczflc requests from the customer mcluclmg where they Ilve .
: work and travel to gamble : . o e

e :A customer should be glven the opportunlty to self-exclude ;mmedlateiy W|thout any form of Lk

3'cooEtng -off . period orlater. retum to-the premises. However if the customer wishes to _
-._-cons;der self- exciusmn further they mayreturnata iater clate lt must be: stressed that this
- process. should entaal a meanmgful conversatlon Operators shouid ensure that they have
B .'_smtable staffmg in. place at all tames ' - - : - S
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Self excluders should be remove i found gambling or’ attemptlng to gamble atthe premlses o
Staff are mformed of breach alerts in venue and those wrth:n the 1ocaI|ty on the MOSES
: }'system Structure and- Iayout of the premrses should be:-taken into: account when' preventmg-' '
S .;"-;'access by self excluders :

: :"".OTHER ENFORMAT%ON
Problem Gamblers

S Most customers are able to enjoy arad control thelr gamblmg Some custom are SKOF e
~ problem: gamblmg and others have more. complex needs in. terms of managing therr gamb!mg.-f'__-. S
' habits..On occasions some customers will express awish to self exclude beyond the Ioca!;ty o
*of 1Kmor across a number of geographlcal aréas. The system to carry out extended self- e
e exclesrons rs explamed |n the bactaPortaI User Gurde B B : i

' .'Requlrement for MOSES system

' _-Some llcensees operate the only premls sﬁ.wnthin a 1Kmi _a_ilty and have hlstorlcally camed B
outa self- exclusron system which. is not: compatlble wrth a MOSES sys’rem Asabove in" Soh
§ exceptional circumstances some customers will self-exclude: across a large geographlcal area._ Sl
:AIE AGC operators must therefore be part'of a MOSESi'system or they wm be in breach of - R
s _LCCP requrrements Bemg part of a MOSES system is: kely to be a bacta code of' conduct
provrsron R : R :

-.Z_H_|gh St Brngo _ R, _ e i SR
. '_Operators who have a bmgo I[cence are requwed to use t Brngo Assoc self ex Iusron e A
. scheme. The scheme does not: exclude someone from AGCs: Cons;derataon is bemg glven to_. R

P mtegrate H_lgh SE. Bmgo" mto Bacta Self Exclusmn and the Portal ST e '

i _premlses Operators should have-arrangements in place to meet customers off: srte awey :
. from: thelr venue Operators wrll have necessary l'lSk assessments completed to support staff
'”::._"[nﬂ-“s process S : S G B
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g _'ﬁo'_".':_fj.BSES compiles wath Generaf Data Protectlon Regulatlon As an operator you must have your 3; Ll

owWn systems and processes.in piace to control personal data. As a member of a MOSES S
:scheme you wsli have compteted a servuce agreement lncludmg rssues around GDPR

"'. o . _:'Busmess Contmmty

- : "The bactaPortaI has a system of safeguards m piace mcludrng server protect:on whlch'means -
B _-_the seif exclusnon system is always available m an electromc fo:'mat : L O

: . i_ . _-As an operator you must have your own systems in place to ensure that you can get access =
eeita the: system mcludmg swtable Wi Fi coverage in venues Therefore paper systems are ne
' -"Eonger prowded to assrst wrth the seIf exclusron process ' S

L A seif exclusson appomtment Eetter rs avallabie in some urcumstances and W|th the consent L

Coeof the customer when the self exciusnon cannot be carrred out there and then for Operatlonal iy

| 5 o ":.Lucensed FECs

e AIE Eicensed FECS are reqwred to have systems in plece for self exclus:on Although not _ :.' i
R requ;red under LCCP. most ilcensed FEC operators choose to be part ofa MOSES scheme
SR mc!udlng the Portal and Bacta Self»Echusxon Serwces : : LR

' - -'-_It must be noted that there |s the same requrrement for i:censed FECs to provsde cfata for s
[ .regulatory returns for number of se!f exclusrons breaches and those returmng to gambhng
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i llcensed a(:tmtses

;'_j_ :_Operators mu also build tn terms to those contracts to enable termmatson of the con ra t
when thmgs go wrong R e .

: '.-_There can be d;spute resol'utnon procedures whlch appi when these t'e'rn_iinati_on_-c_léji_]se_s:a_'r{é-
L invoked. . . i : :
: :?GENERAL COND!TtONS

o o .::Quallfled Persons RiEte

Iln thlS condlt;on the terms smaﬂ scale operator quahfylng posntion and: quallfteci person G
SRR have the mea mngs respectwely ascrlbed to them by the Gambtlng Act 2005 (Defmetion of ©
_'-SmaEE sca[e Operator) Regulatlons 2006 e :

: "'2.3'_i'-_;Schedule X Issts those mdlvtduats notzfled to the Commiss:on as quailfled persons

3.0 0f; whilst the hcensee remazns a small scale operator an mdmduai beglns or ceases to occupy-_i
oA quaiafymg posmon in relation to the ltcense the: lscensee must within 28 days app!y tothe
-Commnssuon under: sectaon 104( )(b) of the A fo' amendment of the- detalis of the licence:
'.-._;'.set out’ rn Scheduie X T - -

- ."'__:.'An appllcatlon for amendment under sectlon 104( )(b} of the-Act may'be made in advance of.: o
' _'-_-an individual. begmmng or ceasang ‘to occupy a qual:fylng pos;tmn provrded |t specafles the
--__date from whsch the change to whlch it refates as to be effec’clve i [

- Inthis condltton" quahfled person has the same meanlng as in the Gamblmg Act 2005
pRatiee (Defmltlon of Smali scale Operator) Regulations'. 2006 : L -
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B appomtment responsrble for

the overalt management and dlrectlon of the Excensee s busmess or affalrs i

i b.f; 'the Iicensee s fmance functron as head of that functlon '_ : ERTE.
e "the I|censee 5 gambllng regulatory compirance functron as head of that funchon _ he '
Comm|55|on makes: explscrt the approach that the head of compllance WI|| not
e --.normally occupy. (w:thout Commssron approval) any. other specrfted management R
. office, 'such as head of. marketlng ThiS LCCP requlrement does not appiy to small T R SR
= '.'_scaleoperators S e SRR T SR

L d. _-'.the Ilcensee s marketmg functron as head of that functmn et
e -the !lcensee s mformatron technology functlon as. head of that function m so far as |t
N 'reiates to gamblmg related mforrnatron technoiogy and software ' - :

A -over5|ght of the day~to~day management of the lrcensed actrvrtres atan |dent|f|ed
" number of premlses ilcensed under Part 8 of the Act or across an rdentn‘led =
B geographrcat area ..o S i

- _-fg.. . f:rn the case of casmo and bmgo Ilcences only, overSIght of the day to-day
.ﬁ management of a snge set of premlses Iacensed under Part 8 of the Act

: < " The person respon5|bie for the Iicensee s gambilng regulatory compliance functlon as head of [
o that function’ shall not, except wrth the Commrss:ons express approvai occupy any other _:3:. L
; -specrfled management off:ce : : : . . L S

o4 chensees must take all reasonable steps to ensure that anythmg done in the performance of
= the functrons ofa speczfred ma nagement office is ‘doné in accordance W|th the terms and
: ..._3cond|t1ons of the holder s personal management ilcence S e

'5."'-'Where an md:vldual is authonsed bya personal hcence and that ircence comes under revrew e
. under section 116(2) of the Act, the operatlng licensee muist: comply with any condltlons B
. _'_-"_'subsequently |mposed onh that Elcence by the Comrmssron about redepfoyment superwsmn
Coer monitonng of the: :ndmdual s work and any requ:rements of the Commrssuon m respect of
.isuch matters applzcable dunng the perlod of the rewew R

: 6 'Z'Paragraphs 1 to 5 above shall not apply toa Ilcensee for S0 !ong as the llcensee is a smail—- - S
. scale operator as defined in the- Gambling Act 2005 (Deflnltlon of Small scaie Operator) SR
'- Reguiations 2006(the Regulatlons’) s : B AT

7.0 Durmg the perlod of 3years commencnng W|th the date on Wthh a hcensee ceases to be a
o7 small-scale operator paragraphs i'to 6 above shall apply subject to’ the prov;so that the
' 3'_'phrase each;ndrvrdual’ in paragraph 1a shall not include ary mdivrduai who was a qualrﬂed i
person’ {as deflned inthe Regulat:ons) in relation to the Ilcensee 28 days lmmedsately prlor to -' S
‘the’ Iacensee ceas:ng to i:oe a smal! scale operator BRI . L : SR

. '_'.KEY E\/£NTS

e A key event |s an event that could have a srgnlfrcant lmpact on the nature or structure of a
R hcensee s busmess i_rcensees must notnfy the Commlss;on or énsure the Commlssmn is:
e : not;fled m such form or ‘manner as the Commlss:on may from time to time spectfy, of the o
T occurrenice of any of the: foliowrng key events as'soon as reasonably practrcable and in any
S 'event wathln five workrng days of the Ilcensee becomlng aware of the event 5 occurrence

_ 5_ o :_ifany key event happens w1thm your busrness you muist tell the Gamblmg Comrnlsslon abo_ut RPN R
' this, Key events can be reported securely onllne at the Cornmlssxon s websrte through our
s _eSerwces 5y5tem . ] : ; ST s L : SR

. '_'Alternatively, for operators unable to access thrs system you can report a key event by emall ﬁ' _ _' o
o torkey, events@gamblrngcommrssron gov uk " SR SR : s

';. ':_Operator status o

oo . 1 _in the case of lrcensees Whid’l are companres a petrtson t}emg presented for thelr wmdmg up or

: the wrndmg up of any group company of thelrs or they or any group company berng placed in
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: _:_:.'-admrnrstratton or recervershrp or thelr drrectors proposmg to credrtors a composltron m
__f*satlsfactron of: |ts debts ot a scheme of arrangement of |ts affalr '

20 '_in the case of hcensees whlc are bodres corporate | but not companles any: event substa'ntlall
i _equwalent to those I;sted at 1-at ; : Do :

S3i -ﬁ _ Iicensee who rs an rndl\_rlduat (or a partner in: 3 partne shlp hcensee) therr be;ng..__ '
S -'_-presented w:th a pet|t|or1 for therr bankruptcy or sequestratron or therr ' 'terlng |nto an mchwdua!
R voluntary arrangemen e B L

_The apporntrnent of a person to or a person ceasmg to occupy, ‘k'e_yﬁ"pos: |o

; ::2005 (Defrmtron of Smail«scaie Ope'rator egulataons 2006

not a smali sca!e operator

: 1 _,_a spe f:ed management i '
R offrce as set out in {current) LCC : lcence COHdithl‘l 1 2 o :

e a pos|tron the holder of whrch s respons;ble for the Ercensee s antr money Iaundenng X
i _procedures rncludrng suspruous actrvrty reportrn i B U

o .'any other. posrtron for the trme belng desrgnated by the. Commlsslon asa key position’. -
SR (Notlflcation is: requrred whether or not. the | person: concerned is: requrred to hold: a e
' personal management ficence and whether or not the event notified requires the oo

i 'Ircensee to apply for 2 vartatron to amend a. detar] of therr Iacenc B R

- Any change to the structure or organrsatlon of the lrcensee s busrness whrc_ af cts'a ke A
posrtlon or the responsrbrlrtaes of its holders : SIS &

: _F;na ncral events

' '10_-. 'Any materlai change in: the hcensee s bankrng arrangements, rn partrcular theterm:natron of such '
R arrangements ora partrcufar facrlrty and whether by the hcensee or. the provrder of the I
; ':_37 ':arrangements S : : P R . ;

".'-_Any breach of_a covena_nt grven to a bank or other Iende'r_' 3

(

_;-wrth the general hcence condrtron_ 4 relatmg tothe protectron of customer funds
'apphcable) B : : :
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R _reconcﬂlatlon of such bank account
A7
L processors through which;. ‘the licensee accepts payment from customers using their ga mblmg

Bacta t—iandbook

Where the hcensee holds customer funds in a separate bank account any deﬁmt on EREHA

Any: change in the !lcensee s arrangements as to the methods by whlch and/ or the payment

e _fac:lltles {this. key event applies to remote casino,. bmgo and: betting. operatmg lu:ences except f

18T

'.ancailary and remote bettlng mtermedlary (tradlng room only) l|cences)

o LegaE or regulatory proceedlngs or reports

'-_;The grant w:thdrawak or refusai of any appllcatron for a; Ilcence or other permlssmn made by the .. i
“licensee, or in the case of 3 ilcensee whlch isa body corporate any group company of theirs, toa-. RS

o gambllng regu!ator in aoother 1ur|sdrction ln the case of a withdrawal or refusal of the .
' -app!rcat;on the'licensee must also notify the reasons. for such w;thdrawat o, refusai {Thls DA
"~ condition does not. apply to appircations for licences or other | permissions to'carry on’ act;vrtres e B

o -'whrch wou!d fail outsude the scope of a Gamblmg Commlssron operatlng tlcence rf carraed out ;n 3

' Bntam or wrth customers in Great Brltaln) S R

'_ a) _ Any mvestrgatron by a professronai statutory, regu!atory or government body (m whatever

10 ;urlsdictlon) into the licensee’s actlvmes or the activities in relatlon to the licensed entlty
Cof a personai hcence holder or a person’ occupylng a qualafyrng posatlon employed by them, - =7
*where such an investigation could Fesuit in the |mp05|tron of a sanction or: penalty whlch i
'rmposed cou]d reasonab!y be expected to raise: doubts about the Ilcensee s contrnued

E : ' suutablhty to hold a Gambhng Commlssmn I:cer;ce

'The referrai to the flcensee s Board or: persons performmg the functron of an audlt or rlsk Cen
L .-commlttee of material concerns raised bya th|rd party (such as an audrtor) about the provasmn of__. o

B K _' 'b) : Any crlmlnal mVestlgat:on by a law enforcement agency in any jUTISdIC‘tIO!‘! m relat:cm to

o whrch

' .' . ':the 3|cer\see 1s mvolved (mc!udmg, but not Iamlted to rnvestrgatrons of crlmes alieged}y SR
T commrtted aga;nst the l;censee or’ mvolvmg the gamblmg fac;htles provlded under the 8 BT
!rcence) AND R IR RN S . AT R

. the crrcumstances aré such that the Commlssmn m;ght reasonably be expected to

_questlorl whether the Elcensee s measures to keep cnme out of gambimg had farled

e _Notrflcatron of the event must oceur. as socn as practrcabie after the Iacensee becomes aware:

of any. such mvestlgatlon ln which the hcensee is mvoIved and measures may have farled

The receapt of any report from a professnonal statutory or other regulatory or government body -
{in whatever jUFISdIC‘tiOI’]) of the outcome: of a’ compliance assessment in reiatlon to the gamblmg

‘activity of the licensee ‘or, ‘where the’ I!censee isa body corporate of -any group company in: wblch ;
;- atleast one person who holds a key posmon in‘or:in respect of the hcensee holds a key posrtron B
a copy of the report shou!d be prowded where ava;!able to the I:censee : : S :

oL

- _.facllrt;es for gambimg which ‘are expressed {in whatever terms) as: requrrmg attentlon as a h;gh

L § ; ' priorlty a summary of the nature of the concerns must be prowded
22,
a personal Ircence ora person occupylng a quallfymg posmon for. gross mlsconduct or: the

The 1mposrt|on by the Izcensee of a cllscrpimary sanctlon mcludlng dasmlssal agamst the hotder of S

. .re&gnatroo of a personal licence holder or person occupying a qualrfymg posrtlon foliong

commencement of drscrpllnary proceedmgs in respect of gross mlsconduct agamst that person;"_' _' o

The commencement (m whatever jurlsd;ctron) of any matenal Elt:gatlon agamst the ||censee or S

.- .where: the licensee is a body corporate a group company the Iacensee must also notlfy the

_ = -_outcome of such 1|trgatron
24,
o Ack 2002 or, sectron 19,2021, 21ZA,217B'or 21A of. the Terronsm Act 2000(a susprcaous

The rnaklng of a dlsciosure pursuant to sectlon 330 331 332 or 338 of the Proceeds of Crlme

i 'actlwty report) the hcensee should: lnform the’ Commrssmn of the unigue reference’ number ST

- issued by the United ngdom Fmanual Inteilrgence Umt of theNational Crime Agency in respect :
~of each dlsclosure and for the purposes ‘of this key: event the five working day perzod referred to

e above runs from the i;censee S recelpt of the unlque reference number T . SR
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:;'Gambimg fac;lltles

R '-.'_.Any breach in the ilcensee’s 'mformatlon securrty that adversely affects the confldentlahty of .
o customer clata or prevents customers from a_ccessmg therr accounts for [onger ha 24 hour

B a_i group company any subsrdnary or. holdmg company ‘of the hcensee and any sobsrdrary of
such. hoEding company . : 0

::'_._Licensees must also notrfy the Commrssron in such form. or mann the Commlss:on may o
.~ from time to time speclfy, or ensure that the Commission is so notified, as soon as. reesonabiy
o practlcabie of the occurrence of any of the foI!OW| g events

- the’ conciusron of a daspute referred to an ADR entlty and : _.such case prowd g the
s --__:'_:.Commjssron _w' 'h a copy of the decrs:on or note of the outcome = '

“ b any. outcome adverse to the I;censee of any proceedmgs taken agamst the licensee: (m

L _._.whatever ]UflSdiCthﬂ) by a customer in relation to.a gambhng transac’uon but exchdEng R
- - proceedings  allocated to the County Court sma!l clarms tr or_equrvalent in ;ur:sdrctrons Qe

' ':""-_outsrde Engiand and Waies Sy : : S :

i - therr becommg aware that a group company whlch is nota Comm;ssron licensee is L
i advertising remote gambling: facmtles to. those resrdmg in 3}W15d'ct'°n n or-to Wh'Ch 't has L
“not previously. advert:sed i ' : |

e -':.:GENERALAND REGULATORY RETURNS" fi .
1 _ :.On request, Etcensees must provrde the Commlssron with 'suc nfo ST
____cOmmlsslon may reqmre ‘about the use made of facilities provrded in accordance wi thls o :

. licence;.and the manner in which gambling authorised by this licence and the lcerigers .
S ._busmess in reiatron to that gambl;ng__are carrled on, rncludlng in partscular infOFmathﬂ 3b0U’C=- L

the hcensee polrcres m reiatron to ancf expenences of problem gambhn

i2, :'___In partlcufar wrthrn 28 days of the end of each quarter[y p rod or, for those onfy submrttmg S

' j'-_'f_;i.:annual returns, within:42 days of the end of each annual. period, 1i hsees must submita:

Regulatory Return. to the Commrssron contammg such mformatron as the Commzssron may e
“from time to time: requ:re & . : : :

E.mk Famlly Entertamment Centre Ga _ blmg Commrss;on

i '__imk Adult Gammg Centre Gambisng Commrssmn
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e PAYMENT | SRR
. . Cash and cash equlvalents payment methods and serv;ces S
. L;cence condltlon 5 1.4 ' RO

1. L;censees as part of thelr mtemal controls and fmancsal account:ng systems must lmpiement

_appropriate policies and procedures concerning “the usage of cash and cash equivalents (eg.

- bankers drafts, cheques and debit cards and digital currenc:es} by customers desngned to
minimize the risk of crimes such as money laundering, to avoid the gwlng of illicit. crednt to ' -
customers-and to provide assurance that gambhng actuv:t:es are belng conducted |n a manner <
"whlch promotes thehcensnng objectwes : : : S

2. Llcensees must ensure that such polscaes and procedures are lmplemented effectlveiy, kept
: .under review, and revised appropnately toensure that they remain effective, and take into L
' _account any appl;cabie !earmng or gu:dellnes pubhshed by the Gamblmg Commlssxon from _
time to tlme : :

_. . 'Prows:on of Credlt by Licensees and the Use of Credit Cards
e 'i_lcence Condltlon 611 ' '
B 1 'Licensees must nelther : = _ _
a prov:de credlt themseives in connectloh W|th gambhng, ror ._ '

b. partaapate in, arrange, permnt or knowengiy facdltate the glvmg of credat in
. connection with gambhng : o _

I '_ . 'REPORTING SUSPICIOUS OFFENCES
. Lacence Condltaon 15 1. 1

. Llcensees must as soon as reasona bly practlcable prowde the Comm:sszon or ensure that the

Bacta Handbook

Comm}ssmn is prowded W|th any information that they know relates to or suspect mayrelate .

~ to the commission " of an offence under the Act mc{udmg an offence resultlng froma breach
_ _of a licence condltlon or a code provision hawng the effect of a hcence condltlon

. Lmk LCCP Condltlon Gamblmg Comn’nssnon

» This’ mformatlon is to be reported to the Commtssuon via the LCCP not:f:cations part of the

. eServices digital service (opens in a new tab) on their webs;te You must select LCCP .
‘Notification: Reporting offences/ breaches when entermg thls LCCP notiﬂcatmh on .
'eSethces ' - : : : S : E

' _.' RESPONSIBLE PLACEMENT OF DIGITAL ADVERTS
. chence Condltlon 16. 1.1 '

1. l_lcensees must

a 'ensure that they do not place dlgital advertusements on websutes prov:d:ng
' unauthorlsed access to copyrlghted content ' : .

'b. takeall reasonabEe steps to ensure that thtrd parties wath whom they contract for the
. provision of any aspect of their business related to the licensed acttvntles do not - L
~. place digital advertlsements on webs;tes provndmg unauthonsed access to '
copyrtghted content and R :

C. ensure that the terms upon Whlch they contract wuth such third partres enabie them
':subject to compliance with any dispute resolutlon prov;smns ‘to terminate the third =~ -
party's contract promptly if, in the Licensee’s reasonabie opinion, the third party has
been responsible for placmg dagltai advert;sements for the Iacensed actlwttes on such
: web5|tes
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LOGS

- Age Verlftcataon L0g |
.:-:Customer inteFathn S .
'_:-_Customer Interactlc,n EXample T
-;nadents ReQumng Po[lce Assastanc e __ |
Se]f-Echus;on RS S

L _Summary Of Staff Trammg

FORMS & STATEMENTS

.__.Cat Dgusdance Access to Gambhng _' O
_.'FEC AgeVerlflcatton Log : '_ RS
Age Verlfucation Testmg Methodoiogy___i ':_:,:'_ L i |
'_Customer Interactlon Process - S

: Complamts Terms & Cond;tlons _

'ZII_Complalnt Procedure Document SR

'Complamt Form Customer

Record of. Complalnts & Disputes :

o Record of Susplcrous Monetary Transacttons

E\/ALUAT[ONS

. :_'-

'Complaance EvaEuatlon

_System Checktsst :

' _.-_Rlsk Assessment Gu;dance Document .
_Rssk Assessment Tempfate (Example) '

| Risk: Assessment TempEate

. _.':Bacta Member Terms and Condlttons __':': L o
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CUSTOMER NOTICE

Gammg General Terms & Cond|t|ons

.0.

e These Terms and Condrtions (the’ “Generlc Terms "} apply to aII gammg transact:ons entered :
into on these premises (the "Premlses") except for. Promotlons which are covered by separate o
terms and CthlthﬂS available on. the premlses : : . =

_; Any gamlng transact:ons entered :nto oh the prem|ses shali be between the custorn er takmg z

{the "Company ! (2) =

_ . In these General Terms the terms/condltzons/ruies dlsplayed on the partlcular gammg )
machlne are referred to asthe “Spec;fac Terms : : '

& " Customers are strOneg advised to read the Specific Terrns By enteri'n'g' into any gaming

part in the particular transaction (the “Customer") (1) and Cerer e e s b st o

‘transaction by use of the particular gaming machine, the Customer shall be deemed to have L

read and accepted the Specmc Terms applylng

el Mrmmum and max;mum stakes and maxtmum prszes/wms are those dlsplayed on the gamrngﬂ."'
B machme in the Specrflc Terms R : _ . s

_ . Members of staff have no authorlty to vary or amend the General Terms or the Spectfrc
L Terms and any assistance or advice offered by them in relat;on to any gamlng transactlon
shall be w:thout prejudlce o that posmon ' : . S S

s Intheevent of a disputed outcome to any game, the Company cernplaint'precedure"y\rr'll R
- apply, a copy of which is avarlable from a member of staff or from the Company at the
address helow :

e 'Co‘mpany: ’

e Registered Address‘:' o |
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Emsn_é or cmmnq_uﬂas

TO BE RETAINED ON THE PREMISES Tobe used in conjunction with the Company’s policy ard procedure concerning ‘Access toGambling by Children & Young Persons’.

Bacta Handbook v1.6 FINAL 14/08/2023




ﬁCw%GZ ER INTE w}ﬁ,_;__@z
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____________._.r_m :Em» _:n_cam._, o : :

"

_sﬂm_,mng._m with ncmﬂoam«m E:o may _um at risk of mxvmzm:n_:m harms associated _E_ﬁ:___mms_urzm._

Yo N@  JReedNe: | 7 | 7 | 7

Staff Observation [ Customerled O

Comments:

Comments:
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Aémmxmﬁmémmxmﬂ Mm émmxm D . None E

Reviewdate  14/2 /21

uo:: mB&;

zmam e m_m:mq Umnmpw\»\mu.

Om»m mm\m\mu

noB_Bm:ﬁ muoxm ﬁo _wamsam <§o smm _umm: Smn_nm_ﬁ:m_mﬁnmam _um:oa_nm__,\ m_snm_.p_w\w,_
_m:m oo:::cmm to enjoy: Emﬁnm m:n_ states that she is 2.%5@.2.?5.:2”Bmmsw.__ She "
| continues to Em< both Cat C and Cat B3 machines but spends less time playing on her
Vvisits since our intervention. Brenda states that she does not chase her _Om_mmm_”m?\So_B _
_msn_ seems :m_u_u_mu. 8 Emmx m<<m< mmmw a Emmozmu_m s::.____Zo__ﬁca:m.,.mﬁ__o: _.mnc:ma._._,

4 smmxmm 8 s_&__a. B_ L2weeks O None B

_Nm<_m<<amﬂm \ /-

Name. .. JORR St i SIENE ot Dates 28/2 /21

aarirane

o Date: 282121

| Name......- James Brown ...\ Signed o
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: Testers

;Test Procedure

-' '_ Testers wall be a wearmg face coverrng, to comply wrth Covrd 19 regu[at;ons whrch they wsil :_:

- "Stage :t The Tester quE enter the. premrses

: Testers should be 18 or 19 years old and !ook younger than thear years They wrlt have _:f' -
.prowcled proof of rdentrty which. will be verified by Check Policy. They will undertake o

: jappropnate training to fully understand the test procedure awareness of categorres of

- machmes and srte safety when conductang tests o :

: -_-_.The test wrll be conducted in accordance wrth the Prrmary Authorsty protocol. The test erI
" be’ conducted realrstrca]ly and approprrate fo. behavrour that could: be reasonably expected e
~from any member of the public entering. and: seekrng to gambte on licersed premrses but also_'- S
-.-'.wrth aview to srmutatrng the behaviour. that could be reasonably expected from a young RN

- person (under 18 years of age) attempt:ng to’ garn access to:an age- restrrcted premrses There_ R '
- will be no-overt interaction between the tester and members of staff such as asking to’ L
. '_j'exchange notes for coins; neither will they: attempt to hide themselves from view: Testers do ST
_--_not carry. rneans of rdentrfrcatron {proof of age) on their pefson.. Testers wrll ‘wherever :

- possible, play on' a category D or: category of machrne rather than h;gher stake gambling
products namely category BS ' 5 S : .

remove on request for the purpose of rdentrfrcatron

:Stage 3. The Tester wrtl browse for at Eeast 1 mrnute to 1dent|fy a machrne that offers a prrze' L
- of £25or more to eﬂsure that they are’in an age restncted area The selected mechme should SRR

B be preterably, away from other custorners

»

i'.e.i“..m ' .r~_'> e

f ED |s challenged the tester shouicﬁ respond they do not carry ID on them

.'-If asked for therr age the Tester should responct accordrngiy and grve therr true age Sl

Upon exrtrng the premrses the Tester wrll complete the test

_' 'Stage 3. If not aEready chal[enged for ID the tester erl play the machrne for a further 5 _
‘minutes, adding credit as required to continue. the test, but rio more than £5. used'to ptay the

'machlne the selected mach;ne shoutd be preferably, away trom other customer

: 'Stage4 If not challenged for ID the tester wrl] exrt the premrses and complete the test data '
Summary of stages at whrch ID is checked :

- Stage 1= Upon enterrng the premrses or close to the threshold -3 e PASS ..

Stage 2 Brows:ng the premrses but NOT rnsertmg stake money -: '- : PASS SR
~ Stage3 - lnsertrng money into the machrne and playmg S 3 FAIL . e ¥
Z.IStage4 Atter 5 mrnutes / Ieavrng /exrtrng the premrses . : | FAIL ae
'NoChallenge rsaFAIL 0 L e

Further Test Adherence

Testers erE Ieave the premrses should they be asked to do so

A the Test AGC |s Iocated wrthrn a Famlly Entertarnment Centre (FEC) the test wr[i ey
' .commence when the Tester enters the AGC '

N .Testrng Schedule

: ..-Clrents wrl[ not be mformed of a test date or a scheduted test event

" Bacta Hardbook VL6 FINAL 44/03/2023 e ae



_CUSTOMER INTERACTION
PROCESS

From 315t October 2019 LCCP reqmres staff to mteract wuth customers in a'way . Whtch g
“minimises the risk of customers experiencmg harms associated wlth gambilng_ L|censees and
taff mustt ke into account GC gurdan e:in thlS area, Thls rnust clude 3 key oy com -

opservaTion | | acTion ]
Seenby staffor f - .o What haveyou_-
...(_:L':sftt__)n]_e_r__._led_._j. SRR T R done7 i

Bacta Handbook



~ Bacta Handbook

stomer interaction? - .o

ay? How will you end the

ust want a little bit of helpat -~
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Bactabandbook

e _'Vulnerabllrty

. - Have they got poor physrcal health through addrctron'f‘

. Does a customer show any slgns or mdrcat:ons they may be lrvmg wrth demen’ua7 Consrder
B _'dementra training for. your staff Persons wrth some forms of dementra haye rncreased
L -.gamblrngcompulsmns S R : Ll L P TP T R b
e "'None of the above is always apparent it may Just be that they enter your arcade w;th a carer
LA professronal carer wrll have completed a nsk assessment for thelr client to. play and gamble
._rnanarcade o i T g .
o '-_ Persons who are vulnerable can stlll enjoy gamblmg |n an arcade

; o Consrder ;f recordlng the mteractlon is approprlate Wlth regard to vulnerable persons o

:_g' _' errted Exposure

L . :'.Gambllng management apps such as Gamblewrse & Playrlghtcan assrst customers by RO
> -prov;ding t:me out optlons : L

e .;Paper versrons are avarlable whlch aSSISt customers to reduce trme and spend m an arcade

. The |ssue of a play d:ary wrll help a customer to tra 'k and contr"l-' ambllng actrvrtles

' .-:'--_:3'_3Trme Out&Barrmg S - S AR
o : ¢ On occasions. Vou wrll observe customers who are hlgh stakmg or gamble hlgher than the T

| .average amount, These custamers do not normally exhibit any obvious mdrcators of harm S R
g __'and are not spendlng a srgmfrcant amotJnt of thew dlscretlonary mcome i Ve

el 'You may w:sh to complete a customer rnteractlon entry for any of these mdlvlduais as an- .
R jassessment of their play w1thout any mdrcatron of gambllng harms ThIS wrll form part of your '
' Know: the Customer process - - B _ .

' .- :S|gnpostmg & support

. _Your staff tra rnlng, leaflets and posters erI he[p you to expla:n the role of any support
L serwce such as a GamCare provrder : : : R

e '.There will be. mcreased empathy |f you are able to explam the process of mrtral contact and
support provrded by any support agency S i P

'-_ _ Provrdrng cantact detarls for your [ocal GamCa re provrder wrll help in thls process

- . .'.The customer may wrsh to complete the ‘GamCare Self AsseSSment Tool’ to asslst in therr
L _decrsrdn makmg durmg any rnteractron conversatron : : :

*“Bacta Handbook v1.6 FINAL 14/03/2028 - | .o Ui T g
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G Self~exclus:on _' '

- . ":Seif excluseon is a last resort

2 -If a customer weshes to'_ eif exclude a meamngfui cus_ _'mer snteractlon conversatzon w&H
_.'_-"_take piace : L gy

e Havm consudered the options. and various. gambltng management tools el exciusm "'may {_';
i _oflonger be the nght optton for the customer : . B

o Reduction |n complamts

5 'Increased staff awareness

2. Licensees must take _mto account the.Commls_ on
.'-'Usefui Llnks_ R

'-"ustomer mteractlon LCCP'

s gutdance on customer mteractlon

. _Customer |nteraction adv;ce from the_ GambEmg Comrmss:on

e Form __;Flwdance under SR Code 3"4 1: Customer mteractlon formal gu;dance for '{-:_
'i_'-fpremises based operators Gamblmg Commtsszon e ; i S
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GAMBLING ACT 2005 chence Condltrons and Codes of Practlce

Customer Complamts = terms and cond1t|ons'--_:

L Poilcy & Procedure

: Bacta HandbOOk :

These are the Company s 'E'erms and Condltlons by whrch customer complalnts are dealt
: '-"wrth Also 1ncludeci is-the Company S policy and procedure document and complarnt form

e Coples of the complamt procedure and form are available on site for the benefit: of. customers “

making a complamt about the outcome of thelr gambllng where the complamt has not been

e :-resolved on srte |n the rnltlaE stages.-

% A complalnt’ means 3 grlevance about any aspect of the ircensee 3 conduct of the llcensed
:_-':gamblmg actlwtres and shou!d be ralsed W|th the company as. follows R

The compEalnt should mltla]ty be ra;sed with an avar!able member of staff at the venue at the

time of: the mc1dent glwng cause for complamt Stage 1

'lf the member of staff approached is unable to deal wrth the complaant or the matter rs not
. resolved to the customer's satisfaction, then lt should be drrected to the duty mana ger at the
: venue at the earlzest opportunzty Stage 2 - pny SRERbE

: '-Should the matter still not be resolved the customer W|ll be prov;ded wrtb a copy of the
: pohcy & procedure document together with a complamt form that shoiild be completed by

o - the customer and subrrrltted to the Company for consrderatron by a drrector or appomted

- Mf-‘

the rnformatron names the ADR entlty to whom dlsputes can normally be referred and R
: -.where ‘necessary, details of any ilmrtatlon on the nature and sub;ect matter of dlsputes W|th SRR
o whlch a partrcular ADR entlty deais o R - S

' -semor manager Stage 3

- "_If the matter remams unresolved the customer shouid be referred to an alternative dlspute SRR
N :resolutlon (ADR} ent}ty with’ whom the Company has reglstered The comp!alnt wril not be ST
cons;dered by the. ADR eht;ty unless R IS L : R -

the matter relates to the outcome of the compta;nant s gambllng transactron and

e :a-_ ;t |s not resoived durlng the three stage complaant procedure as outllned above

" -..'_It is permrsmbie for an ADR entity’ to’ have terms enabltng it to: reject complalnts referred for R
" dispute resolution lf the’ complamt is frrvotous or vexatlous but the Company wail not refuse S
to refer dlsputes on those grounds o . . RPN

' The Cornpany wil ensure that RS o
: mformat:on about the complamt procedure is set out in these terms ahd condrtlons _
' such mformatlon 15 readlly accessrbEe on. our gambllng premlses to be taken away, o R

: __"lnformation rncludes detarEs of how to make a complamt to the Company and the ldentity and '
o contact detarls of the person deputed to: handle the complamt ' :

customers are grven a copy of the compla;nt polscy and procedure document on request or
- on makrng a complalnt and - SRS : : o . o

"'all compla;nts are handled m accordance W|th the procedure : o

-'Shoutd the Company refer a complalnt to ADR entrty other than one m respect of whrch : N
~.contact details were given in accordance wrth 1to 6 above it wrll at the same tlme asmaking _
. the reference, inform the Commlssron of the reference and reason for selectlon of the ADR R

: 3ent|ty concerned TR - Sehiii S

"_'The Company keeps a recorcl of all complarnts that are not resolved at the Inltlal three stage
- _3compia|nt procedure . , _
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e .'.The Company arranges fora copy of the deosuon onora note of the outcome of; each

e -.-The Company also arranges for any. outcome adverse o t e

i a Responsrbihty of the Employee

e

R _'drspute referred to an ADR entity to be prowded ’ro_the Commissro erther byt the ADR
: _'_entlty or by the Company Thls mformatron |s provrded m such formatand W|thm suc

"'mpany of any proceedlngs; SR
: -._-:_._taken agalnst the Ircensee (ln whatever;unsdlctron) by a customer in retat "'to a gambhng i

T Responsrblllty of the Emp[oye

_.::.The: ompany: has a'wrltten procedure

. -'adwseemployees of'the narne of the appomted perso whi 5__t'o:_3:he_:_co_nta'_ct_édf_a_hio_ut_:'; :'

i -_.complarnts

A ensure that all complalnts' are handled m accordance wrth the procedure throughout the
'._':rnvestrgatwe process e : S i Rt e

i : ‘ :fhave arrangements rn pEace for reference by a customer of a dlspute to an aiternatrve dsspute-: . . Sl

-resolutlon serv:ce for d:sputes (an ‘ADR entrty ), and

_ :'malntam a record 0 'atl compl_ '_nts and those that evolve to dlsputes : AP instances where
' the complamt is referred to an ADR ent|ty wuli also be recorded together W|th the outcome

r where the customer rs not.

' - Mernbers of staff not authorased:to dea | wrth complamts,
ET satlsﬁed wrth the. rnltral outcome W|ll ensure that

__'the complamant is |nformed of the name of the ppornted Company representatwe who'wrl} B
_deal wrth the compialnt together wuth the appropnate contact detaris of that person o

: _ _' nt IS |ssued w:th the Company 5 complalnt policy & procedure document and
: '__complamt_-_ orm o i SO i Conn e

"th" clrcumstances are ec 'rded as contemporaneous notes as soon-as possrble followm '-the

" Bacta Handbook v1.6 FINAL 14/03/2023

e ZLrncrdent and the notes are signed, dated, and tir ] -menibe
AR notes are to be comprehensrve and a true record of events 2

o 'members of staff uniess properly'__ uthorrsed by the Company, are not allowed tovoice: therr i
T ___'_:own opmlon as. to the ments or: otherwuse of a complalnt Procedure rs strlctly adhered to '




Complamt Procedure

3 The Company endeavours to prov:de a htgh quallty servzce to rts customers and members of S
" staffare tralned how to deai wrth complalnts at the initial stage. However if you. beheve'that' -

thangs have gone wrong and your ‘complaint was not resoived to your satisfactionat our
. premises; then please inform us as'we take such reports senously The Company wuil revrew L
e your complalnt and w:li be dealt wnth by : , . S

) :.0...

g _."The attached form should be used to record and submlt complalnts

- ':lfyou are not satlsfled wrth our response S

. Who s (job title)

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

-:j:e.ass_u;Aaea =

- How to make a complamt

o Complamts wh:ch we wxil deai With confrdentlally, should be submttted |n wrltmg, by Ietter ST
“oore-mail AR SRR B . CoimEm

lee as much detail as. posssble mcludrng detatls of mdependent W|tnesses and any other _
- reievant Informatzon ln order to assast the Company in the mvestlgatsve process AP

: _.'Compiamts should be ratsed W|thm 6 months of the madent
: What happens next? " ' R . S
: ".The Company wsll acknowledge recelpt of your complalnt wrthln 3 days :

' .-.:The company wr!E lnvestsgate and provtde a fuil expianatlon of what we have done wrthln 8
~weeks of: receiving a compiatnt if this is not posstble we will explaln ‘why and. give a date by
'-wh|ch a full response canbe expected ‘Shouild - ‘your complaint not be resolved between us.:

. we will provide you with a ‘deadlock’ or final outcome letter that you WI|| need to subm;t |f :

- you'go to Aitemat;ve Dlspute Resoiutlon (ADR) L ST :

' 'lf you are Stl" not sat:sfled w;th our response tothe complamt you may consrder contactmg
i the ADR entlty this company is regtstered with request;ng that the matter be revsewed ‘and .
- -submrttmg all previous correspondence relatlng to your complamt ;nctudmg the ‘dead[ock"
. ;Ietter referred to above ' . . . . .

- f: The ADR entlty w:il acknowiedge rece:pt of your correspondence wrthout undue delay and .
- ‘after review; mform you of its findings and recommendatron usuaFEy within a maximum of 90 R
~“days. The review process is’ thorough and based upon the enformataon that i)oth partres and RO

other mdependent sources provrde

. Thts Company |5 regrstered W|th the follovvmg ADR entsty
Name of ADR Entlty Pegasus ADR Servrce



o enqs@pegasusadrserwce org k e

| o i Emall Address
'__':'Webs:te e

http i/pegasusadrsemce org-uk A
29 30 Ety P{ace, London' ECIN 6TD S

S -'ZI'I'qu'Ey'aware of the procedura! rules and other reléted mformatzon

Complazﬁt Form_} CUSTOMER

. Address e

asivssnnnaay

Dayttme TetephoneNo S

E-mailaddress:

L L T e R L Al

e SIENAUNe: i

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

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

«VENUE WHEEE::C@MPLFF:F\"TZ t_jt_C’p_RFiEs o :_ G e

. Rt
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o Name of Premises:

e .'_Addr.eés:

. _D'at'e of Incident;
. e Time _of.ln.cident: ;

o Némés_&A_ddresses or contact t_elephb_né_ni;m'be'ké_' of any independent witne'_s._sés: SRR

NN R e N e R e e R R R b g e e e A e E R e e e e d N A L A AR AT NIRRT a YNSRI A RN ALV S ket

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

¢ Name and Category of Gambling M'achine'_sub;'e'c_t of éqrﬁplaint':

‘e Aclear and Comprehensi_\?e account of the complaint and'what_\kou'a_re Seéking as redress to
- resolve the matter: B S C ' e PR :

. Bacta Handbook v1.6 FINAL 14/03/2023 ~~ S s



B L e S

e Please use cé':)_n_ﬁ'nua_tiqn-_éheet'(sj_'if'r_e'q'Qir'éd} D oy

e Ssgned ......... IR Cémplaiﬁéht) i

. T ........'.....:.._'.I...‘T..;..-;.I...........-I.................'1..._.'......I.._....'.I...'._.....(da..t.e
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For Offlce Use OnEy

_ .Appomted Managerdeaimg ....... - Mobﬂe B
Number}...._'. ................... e e .

e Comp!amt Acknow[edged (Y/N) R ] B
el st RN {ciate) SRR '

- Details of action to resolve ’cék_en by Company:

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

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

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

.. 57



[~ Dateof | . Nameof . | DateComplaint | DateReferredto | Date Complaint | -Outcomeand |
|- Complaint . |- Complainant. [ Resolved by . | = - PegasusADR: | . resolvedto - | . Gambling. .~ [

o e L Company. G| o Service: ¢ | - satisfactionof | Commission® | .
Lo B (if ot resolved) - both parties: - | informeds b

f.-._' ”T.O be_reféihe&'Q'.h.':S'ité'-" g o



o “Date:

TIME | LOCATION

. CIRCUMSTANCES :

n REPORTED
ToMmo -

| sarsent | o
CTONCA [ o

- Sureont ]

~[Day . [Ster TNotes: .

| Address:

: Tif_r]e_: o Ref:'. :

o 'identtty, if known or

o Photographs/CCTV Y/N_

-descnptlon Sl

; b_a-\-/: —

| pate: -

Time:

o Times )

Day [ Site: R Notes:

o Date: : Address;:_"__.
Time: = R'ef_:_. 3

' Identlty, |f known or
descrlptlon :

:Photographs/CCTV Y/N' Time:

Day

| Date:

1oay:

| Time;

[ Notes:

. Bacta Handbook v1.6 FINAL 14/03/2023

SRR




- site Rfrnce

i 'GAMBLING ACT 2005 L
s L:cence condrt:ons and Codes of Practfce s

'-'COMPLIANCE EVALUATI@N

: Sect;on 1 Observatlon

-:'-'PIe 'e cwcle either '_Y"":ye gor N (no) as appro r:a_te

P 1. ;_:Are age' restnctlon srgns dlsplayed promlnenﬂy at. = entrances to Adult Gammg Centre
S (AGCs) c]early statrng that |t is 1llegal for pe_rsons under the age of 18 years to enter the i

: 2 '.'Are_e rances to AGCs and/or adult gamlng' 2
s 3'__'1__young persons from entermg.

4 '-.__3_;'_'Q':_Are the entrances to AGC or adult gammg areas effectwely monitored, control!ed and
S '-superwsed' aking: into’ account-_the_ structure and'Ia out of the premlse so as?to ensure that
© . agerestriction is adhered to? - ke :

as appropr;ate so a' no to attract children or

4 ‘Are. the barriers separatlng dn‘ferent I;censed premlses wnthln the parameters one bu;tdang of_"
< arsolid: construct;on:f-l -'Iudlngi- the unhcensed areas separatmg dlffere'n__ rcensed 'premlses‘? SR

fControl’ 'p sters: prom entiy d;splaye_ 'preferab[y framed, so as to b eaeniy se n'and

- r 'ad.by aII customers7

R _' ."--_..Stay'ln Control' Ieaﬂets avallable in: a'dedlcated'rack preferably below ‘Stay in: Contro! poster-.... . Y
SR .-_and cftscretefy acces5|ble to customers w1thout the need tobe asked for, and’ avaliable for tak:ng away? B

e 7 = Are approved Proof of Age applacatlon forms readuEy ava;]able for d:stnbutuon or afe RN
: 'alternatwe and sultable schemes adopted to assrst wrth comphance of age restnctlon polncy’
8”3_:_3"Do advertssmg, marketmg and promotlonat notsces_ comply_'wmh advertrsmg standards? s S i y N EIROE

'.‘?'.'j_'i:'is the Premlses Llcence ctearly dlspaned (summary is. suffluent)"

Lo 10[5 the Company reglstered for MGD7

Are machmes correctly ancf cfearly Ia belled accordmg to category of machlne"

1 _-ﬁls the Operatton fuliv comphant wrth gammg Eeglslatlon and Other fegu[atoi‘v Fequ'reme"ts’ Sl
e, only the correct category. of gaming machines provided on site; stake and prfze IeveE Rt
_'appropnate for the type of prem:ses, correct: number of machanes"’ e

< K=K <

1 _:;:-:'Is the Nat:onaf G'ambhng Heiphne telephone number on all categones of mach;nes’ '7; S YN

“Are o gz ':_..(Wlth thee_ ceptlon ‘of Category D machmes Iocated
in chensed FECs) statlng-that under 185 are prohtb:ted from p[aymg? L

. Bacta Haridbook v1.6 FINAL 14/03/2023




- ) 4 : '-Are the foEEowmg Iogs up- to date and avarlabie for rnspectron"

. Company: Site: 'Ré_f'erérste:

GAMBLING ACT 2005
chence condrtrons and Codes of Practrce

COMPL]ANCE E\/ALUATION

- -_ .Sectron 2 Management
' -__5;':_Company i | R I

0 MBNAN: o ettt Length of Servicer

S . :”:_.Please'c_ircie.either f_v'_(y'e'.s) or_"i_\f"_(_no)_as._appropriat’e i
1. "__Are you aware of ancf understand the three !;censrng objectrves"

‘Are you aware of: procedures on how to respond to authorlsed persons who properly |dent1fy i Y N
: themseives on the premlses o L . L : _ S '

3. '_Are the foilowrng chence Condltlons and Codes of Pract;ce wrrtten polacy and procedure documents o
i fully uﬂderstood and ayatlabie for lnspectron" ' : ) B :

- _Prrnc;pat Concepts
. E "Access to gambling by chz{dren and young persons

.:. :Access to premases by the GC’s Enforcement Offrcers )

Ly . j'.'Advertesmg standards and marketmg
L . Customer rnteractaon '_ _
. -Employment of cht!dren and young persons L
e Farr and open practrce and drspute resolutlon : :
. _'; '_.-Informatron on how to gamble responsrbiy and help for those wath probiems:_ |

e Money Iaundersng, _cash handlmg and susprcsous transactrons

<<k < k<<

e -.3_ -_'Sehc exciusron '

' . -Attempted chrld or young person entry R
' -:'_.'__.'-_'-'Customer mteractlon R
y ;' . : 1ncrdents requrnng pohce assrstance '

e _._:Self exc]usron

i RO RN SRS 4

G . Staff trarmng summary

S B Are the followrng systems in piace to demonstrate staff tralmng and awareness of Company potrcres '_ 7
R and procedures? . S _ _ e

Poilcy and procedure records Tratnrng Log srgned by staff -
Complamts and dlspute resolut;on records N :
Trarnang attendance certefrcates L

: 6 Can the Company demonstrate robust nsk assessment of age yerlficatson and restr;ctzon by
o ;'reguiarly conductlng test purchases or other satrsfactory and appropnate methods? R

z Zomom

* Bacta Hondhook VL6 FINAL -14'/_93/2'023 S e T e



B ';Is age restrlctlon pollcy strrctly adhered to and are members of staff effectlveiy trarned m
Coits lmplementatlon’ o . _ : : _

;.'-"'_'Are'members of staff aware that |t may. be construed to be an ? __of:' gross 'mlsconduct _ hould they'
Lo 'f_knowmgly allow. persons under the age of 18: years {0 enter anAdult. Gamtng Centre or adult - i
S gamlng area( )wrthln a chensed FEC and is: thls a clause mctuded__m their contract of _empioy‘ment’ - Sl

i Has a proof of age scheme been adopted and are approved_ 'pblacatlon forms vallabte

: e customers not |'napproprrateiy encouraged to play on gammg machunes’

rye supply is always av 'table? :

47 'Ar' 'yo" aware of how to order new stocks of Stay in _C ot _oi’ Ieaﬂets and poste

ware. of tn 'equ1reme' ts”""l 'tmg to"adve' ti "ng, ma' ket_ g, ; promotlon57

web: based system fail fo _ ;'ny reason7

2 .-__'Are ali members of stafrc aware of requrrements concernrng young 'ersons who __may be: employed by v N .__':;_:

i _-'2'1.'_'_.Can you demonstrate that annuai frnancrat contnbutrons (RET) are bemg pa|d to Gamb[eAware.or other Y N: L
""propnatecareagencles? ; Cl : _ : e e

i _-_'22';'5"3Are you aware of the requrrement to submit an annua! regu[atory Re' urn to the Ga'mbl_rng Commrss;on o
S '_and what mformatton Is reqmred’ ' ; S o

3 Are you aware of procedures necessary under 'money taunderlng reguEatlons and has the

26, _nth regard to customer compialnts and disputes, do you have a wntten pohcy and compiamt'form
o -____.'avallable to be handed to a compiamant and haye you reglstered W|th an approved ADR entlty7

' "of staff_and'mspectron |f requested’?.

| Bacta Handbook V16 FINAL 14/03/2023




e Comment: . .

Please cornment on aII mstances where ‘N' is curcled givmg a full explanatlon and what mea sures are to be T ;

adopted so as to compiy wuth requlrements

' ‘Bacta Handbook v1.6 FINAL 14/03/2023

V43



GAMIBL!NG ACT 2005 _
chence cond:t:ons and Codes of Practrce

| COMPLIANCE E\/A;_UAnoN

- LengthOf Servece _

 Please circle either 'Y’ (yes) or 'N' (no) as appropriate. -~ ©

"'Do you have E good understandmg of_ he foltowzng' censeng Cond|t|ons and Codes of P _ctlce wrltten po[mes | S
- and procedures where they are re[evant to your o} trcular dutres'f‘ Ll : Sary

T _:'.'H-Access togambling b‘/Ch.:_':" -and S wE
i . _ :Access to premlses by the GC 5. Enforcement Ofﬂcers :

Customer ;nteract:on

Employment of chaidren ancf young persons '_ _ g

i Fasr and open practtce and dlspute resoiutron

' o : ':lnformatlon on; how to gamble responsnbiy

_j_._::.- : 'Money Eaundermg

' '.'_"-_--_"'Self exclusron

i _f:2."_“-:_:'Are you' aware of and understand the content and malntenance of the followmg Iogs"‘

':_-':_Attempted ch:ld entry

Custome :nteractron

'E'no:idents requr ng pollce aSS|stance

Self exclusron :

Staff trammg summary :

: '_._3.-:.".'Do you understand the systems m pEace to dernonstrate staﬁc trammg and awareness of the : T
e _foilowmg Company polrcaes and procedures? o i e o . i

: _Wntten polrcy and procedure 'ecords srgned by staff

: Staff trarnlng summary sheet

: '_ Complalnts an 'drspute resotutlon records S

__3ls age restnctzon DOIICVI known to you and appiled7 _
What PTODf Of Age scheme |s |n use and are you aware of where the appllcatlon forms are. located'f’ G

re you mstructeci that customers are not mapproprlately enco 'aged to piay on gamang machmes? :

‘7. _Are you aware that you must not collude w1th customers who ask_you to on:thelr behalf7

8 '_'Are you aware that 1t is’ an act of gross mrsconduct f you knowmgly atiow a person under the age of; v
{s )_w1thrn a FEC?. SR

: Do your mstructions permit that a customer may change coms back mto notes7 S '-f.:
| Bacta Handbook Vi s FINAL 14/03/2023 e R




RS

S Q_and what your actlons should be if you observe a customer displaylng such behaylour7
s

16.

S
_scheme cannot be accessed?

_ "Are you aware of what your actlons must be should a self excluded cust_omer enter the gambhng area ; Y e
: '-._'or attempt to gamble durlng the: course of thelr self exclus;on perlod? S e R
.Are you aware that 'Stayin Cont_roE’ Ieaflets should always be avallabie in the racks and where : - Y
_:replacement stock is stored’ A : - SRR S
Are you aware of where the self~exc!usron request forms are kept in the event that the web based _ -YI

22

0. Are you aware of procedures requared under the money Iaundermg regulatlons and who the Company f‘_{. :
' _.__"_appomted MLOis? - SEOREEE PR e L Fs
Have you recelved LCCP tramlng7 : SRR : B :5" oy e :'- S Y
Are you aware that stakes must be returned to under 185 who you. have |dent|f|ed as ha\rlng ga mbled rn Y

Are you aware of what your actrons should be If you were to be approached by a customer who asks 'Y_'
o for help to deal wrth a gambhng probiem to do w;th themselves or. with a relatlve or frrend’ e B

.Do you' know whach member of staff has been appolnted by the Company to superwse customer Y
'_.rnteractlon and self exclusnon sssues’ i o A

._Are you ‘aware that the Company offers a web based self exciusaon scheme for customers who are Y
. experiencing d|ff|cult|es with. their gambllng, that the minimum - perrod of self- exclusron is 6 months .
i _'-.and that excluders can also be excluded from other company premises offerlng asimilar. style of gamblmg i

S m the locahty, and have you been shown and understand the gmde to the self exclusron scheme" '

14, A
15,

Are you aware of the requ:rement ofa 24 hour coolang of ' perrod followmg a term of self exclusaon7 Y

‘Do you know what your actions must be when a, Gambllng Commlssxon enforcement offlcer or other Y
' authorlzed person enters the premlses’ L : A S e S

_Are you aware of the employment llmltatlons W|th regard to chrldren and young persons employed by Y
; -the Company'? B : : _ o

20

L -the AGC (or adult area) and that they are not permltted to retarn any monetary prrze7

na

Are you aware of the company 'S pohcy in dealang wrth complamts and dlsputes and where wrltten copres Y '

o of thls potlcy and complarnt forms are kept7 sl

24,
25,

26,

a7

Do you:feel that you have recelved sufftc;ent tralmng :n what is expected of you |n respect of knowledge
: _'and lmplementatlon of. gambtmg law requnrements" R _ B o S ...Y '
Do you have copy of the staff tra;nlng bookiet provnded by bacta and have you completed the tra:nlng Y
_'modules"__ _ B K e :'
Have you been shown and understand the locai nsk assessment ancl money iaundenng nsk assessment Y

Do you know what the three Llcensmg Objectlves are’ - ':' R ._'31-: :.- -' o S Y .

: documents? SRR
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'_No Under 185

| No Alcohol: -

R -[’NoSmoklng B ] I ] M i
A BACTA Membersh]p S SIS et

Machme Signage

e Under 185 D
' Ca egory Labe[s i

Posters ) & Leaﬂets (L)

1._-Stay;n ControE ( )

- | Stayin Control {L) -

.| Proof of Age Scheme
: ;'Thmk 25 Matenai

L[cences e

I -Premises Licence -
; -~ Operating: Ltcence
EREO ¢ Personal Llcence
s ":L;nk Llcence

Forms e

Self Exclusmn Rl [ ERARIE [t
L Comptalnts & Dlspute e

oy 8 Proc dureowm@”’fs -

i L Aceess by C'&'YP'
o [Access by G .
| “Advertising i
S Empioyment of C & YP
1:Customer lnteractlon _
il Fair & Open.
; ;_Slgpostmg Enformat;on R ATt P
. ‘Morney LaundermL SFEORIT A ST
Self Exclusnon S

BactaHandbODkV16FlNAt14/03/2023 L




 _ ,LQgs,f_ _'.-_f  :_ € u: o

Yes | No. | N/A| “ ' '~ . Notes T

g R {tick) | ttick) | tiek)
‘| -Attempts to Gamble C & YP L S o

Customer Interaction”

T Police Assistance -

Self-Exclusion - -

_Staff Training =

~ Entitlement

B3 Numbers

Stakes & Prizeé' 3

Age Verification Tests -

Contribution to:RET

_Notifying Key Events

1 Regulatory Return - - . -

1 Knowledge of MLO

- | Advertising Practice - -

-Payment of MGD

ADR Entity .

| Licensing Objectives

‘Attractive to Children
Supervision s

Self-Exclusion Schema

‘Return to Player {%)

Responsibility for 3 Parties -

Register of Machines

o Risk'Ass'e's's:men_t'DQ_CQmé_ﬂts )

| Local Risk

| Money Laundering

| Guide to bacta SE Scheme

~ Registrations

ADR Entity -

1" Self-Exclusion Scheme

Age Verification Testing

Primary Authority
. .
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4 | Gamblmg Act 2005

1
o 3
4

s

| _'.'Contents

Executlve Summary '
mtroduction
Background

Rlsk assessment trlggers S

i 42 New premlses A
e 4.3'. S:gnlﬂcant changesm tocalurcumstances

s '_:.-'4.6'- . S:gmflcant changes to the premtses
o 49 | Vana‘uon of the premlses ilcence

L 411 Regular rewew of rlsk assessments

Local rusk and control measures o

BEs :':. 54 - Local area rlsks

55 Gamblmg _operatlonat 'risks_.'_'
o 5g Pr'e'mises desig'n'rés'ks '

-"'5.10:'.' :-Intenorde5|gn nsks

512 Exterzor desngn nsks

1513 . --Contro! measures B

Undertakmg a local nsk assessment

Co '6'.3- Who shouEd undertake the assessment

o ) 64 : ﬁ' __ Step 1 The Ioca!area

i 67 Step 2 The gambhng Operanon e e

. 6.8 - _Step 3 The deslgn of the premlses

| '_659. :_'_Step4 Control measures Gailn

610 Comp[eted assessment

Appendlx A

Eva[uatmg Rtsk Assessment Chart and Usefut i.lnks S
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1.1
12
1.3

15

1.6 -

Executave Summary | : :'- I

:.As of 6 Aprll 2016 aEI AGC and FEC iacenced operators must |dent|fy risks to the Llcensmg Objectwes posed by the :
prowsmn of the gambling facditles they offer i ina: speclﬁc Iocallty and complle a report document outlmmg any
' 'potentlal rlsks and the measures put in piace to mlt:gate them : : : : R

Thereafter operators must rewew thelr nsk assessments ;f srgmﬁcant changes m iocal circumstances occur and

' ensure that mernbers of staff are tralned at approprlate mtervals of tlme to reflect such changes

' A separate report w:tt have to be prepared for each and every Ilcensed venue and should refiect classrf‘ed areas of "

heightened risk 1dentrf ed by Ilcensmg authorltles within their Statement of t:censmg Pr:ncrp!es in addltron to SRR

o .'-those rlsks that may have been |dentlf|ed by, or brought to the attent|on ‘of, the I|censee o

: _Lu:ensees are reqmred to share thesr rlsk assessments wrth Ilcensrng authorlties when applylng for a Hew . _
. prem:ses Ircence when applylng for a varlation to an emstmg hcensed premlses or otherwue on request '

: Rlsk assessment reports should ;dentlfy potentlaE risks assoc:ated with company operatlng systems the extersor '
'de5|gn of the premtses |nter|or Iayout of the premises and outslde |nfluences soas to mrmmtse possnble breaches

-the Llcensmg Objectwes

'_-' . Preventmg gambtrng from belng a source of crsme of d:sorder bemg assoclated Wlth crime or
' _disorder or bemg used to support cnme e i - '
: . _' Ensurmg that gambimg is conducted ;n a fair and open way, and o
o 'Protectmg chlldren and other vuinerab[e persons frorn being harmed or: exp!onted by gambllng
The Lxcence Condltlons and Codes of Practxce (LCCP) sets out the Tequirements by Wthh the - Ltcensmg

: .Objectwes are protected Local risk assessment seeks 10. identify ‘whether there are additional risks specific to the o
. _geograph1c31 locahty in whlch the prem1ses is located that need to be hlghhghted and taken lnto con51derat10n

Lmk to the Gamblmg Comrrusszon s LCCP on R.lSk Assessments .

Local a.lea rlsk assessments (eamblmgcomimssmn gov uk)

1.7

_ :Due to the challenges of prowdlng generac guidance when the mtentlon of Eocal rrsk assessment is specdicaliy

almed at mdw;duai site locat:ons 1t should be borne in mmd that th:s document seeks to cover many -

R _contmgenues soasto benefit a wide- range of compan:es and their dlffeﬂng requirements Therefore it |s stressed _
" -that operators should talior this guudance and the supportmg exampie (template) report so as to be relevant to

-their tndlwdual and specmc czrcumstances Slrmlariy Appendlx A (Evaiuatmg Risk) | is purely suggested asa means_ .

18

1.9

of assessrng a Ievel of I‘lSk -and Companres may « deem other matrlxes to be more approprlate for their specnftc

'needs

"A template apperaded to this document glvmg examples of ldentlfred risks and the measures that have been put L

'm place to mttlgate harm to the Lacensang Ob;ectlves should be cons;dered rn a SImllar llght

The wrltlng of thls document has taken :nto account the v:ews expressed by the Gambhng Commrssnon and Local

Authority Licensmg sources
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Lo
EER AL (10 1 1 & 10 1 2) wuthm the Llcence Condatlons and Codes of Practlce (LCCP) whtch requnre gambling

!ntroductlon

The Gambllng Comm:ssmn (the Comm:ssnon) has mtroduced new provrsuons m lts socnaE responsxbmty codes S {";

Fha operators to assess ioca! nsks to the Llcensmg Objectlves posed bythe provmon of gambilng faCI|ItIES at each:'_?-. :

| _._.The antroductzon of new prows:ons in the socual responsrblhty code W|th|n the LCCP encourages Iocai . S
L ;authontles and the Comm:ssmn to work in partnershlp wrth the mdustry to address IocaI issues and R

: of thelr premlses and to have pohcres procedures and control measures |n place to mltlgate those rasks Thlsf'_"-'
Lo 'change m nattonal pohcy is- Jntended to. provlde a wet! ewdenced and transparent approach to con5|dermg
et -_and |mplernent|ng measures to address the nsks assocrated W|th gamblmg el L

S ':_'concems Bacta s expectation is that a nsk based approach to regulatlon by Ilcensed operators will free up .

a4 B

S 3 Eocal authontles to prronttse thelr resources where they are most needed and can be most effectlve

:A nsk hased approach provrdes a better understandrng, and enables a proportlonate response benefrtmg -
N ‘the weil being of both the Iecenced company and its customers Such an approach should mciude Eooklng at'_ G
_ .'-:'.future nsks and thunksng about risks tn a probabrllstlc way_ Rnsk_ is not necessaraiy related to an event that has_';: :'“"
s ' -happened nsk;s reEated to the probablhty of an; j'
S case |t |s the nsk of any |mpact on the Llcensmg Objectwes

ent happen:ngand the hkely |mpact of that event In thlS':.. ;-

'Bacta havmg due regard to 1nput recelved from Iocal authon Y sources and the Commissron has developed-'__"_- .
'--'_thls gu1dance to 35515t its membershlp in undertaklng and preparlng thew Eocai (premlses) nsk assessments i

- This guldance document see ks to provtde a framework for the [ocal risk assessment
. _-’promote, as far as. it is possrble, a umform approach across the Adult Gamang Centre (AGC) Family

"ocess thatis aimed to._-'

AN Entertalnment Centre (FEC) and Bmgo sectors Thls wdi beneht Iicensmg authontres under the Gamblang Act EEs

' _enabte Ioca! authorltles to move to a more proportlonate compltance mspectlon regrme

o Lscenced gamblmg operators wdl be requrred to unde rtake a rrsk assessment for a!! of thelr ex;stmg premlses" '
P bv 6Aprrl 2016.. Foilowang that date operators must also unde rtake a rev;ew ofthose assessmehts when s
' _._'_jcertam trlggers are. met These trrggers a!ong with Iocal authonty expectatlon on what would instrgate i

= ':'_;"_:'eather a new assessment or the rewew of an exrstlng one are detar[ed wrthm thls gu1dance document

260

':.The iocai rlsk assessment process is notthe same as otherforms of nsk assessment undertaken hy gambhngf: -: :':

: 'operators such as Hea[th and Safety at Work Fsre Safety and Food Hyglene These Iocai nsk assessments 3
are specrftc to the potentrat harm that gambhng premlses can have onone or more ofthe Lscensmg e
_Object!ves underthe Act They are specn‘ic to the premrses the loca[ area and the locat community
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S s determsnmg applrcatrons for premlses I1ce nces whsch offer gamblmg facmtles w:thrn thelr respecttve
= _;unsdrcttons Lacensmg authormes also have a role |n gamblang regulatlon by ensurlng compl;ance wrth the

Background

Councrls are hcensrng authorrt;es under the Act A l;censmg authority |s respons;ble for conszdermg and

: .:_3-2 :

o34

a5
i .deemed surtable and competent to provnde facilities for gamblmg As a requrrement of these operatmg
' _ilrcences operators mustensure that they comply wuth and meetthe requnrements of the i_rcence Condrtions -

__The Act contams three Ltcensmg Objectlves wh:ch gurde the way that gamblmg operators conduct thelr
: actrv:t;es and how llcenced authontres perform theirfunctaons They are : o

. -' - . Preventmg gamblmg frorn berng a source of crlrne or drsorder, belng assocrated wrth crlme or
’ dlsorder, or hezng used to support cnme. . R TR B TE e ERSE L
' '0_ Ensurr ng that gambl;ng is conducted in a falr and open way

L '_3 . Protectmg ch;ldren and other vulnerab[e persons from bemg harmed or explmted by gambi;ng

' The Act places a iegai duty on llcens;ng authorrtles to arm to permlt gamblmg i so far as they consuder 1t o

g reasonably consrstent with the Lacensmg Objectlves The effect of thas duty is that llcensmg authorztles must : "j

Lo approach thelrfunctlons ina way that seeks to regulate gamblmg by usmg vested powers where approprlate'_ L
' 'rather than by settlng out to prevent gambllng altogether L _' R S . SEEP

; chensrng authontles set out how they rntend to carry out therr functlons under the Act m Statements of S
N chensmg Pnncrples also known as: i_icensmg Pollcles These statements are kept under rewew and updated w
' '-_.;_everythree years(asamlmmum) '_ ERRTRIN S : : S

The Gambhng Commrssron is responsrble for lssumg operatmg llcences to gambl:ng operators who are

S 5-"and Codes of Practrce (LCCP)

'fln February 2015 followmg consultatron penod W|th reEevant stakeholders the Commrssron mtrod uced a
new socual responsrbrlrty code pro\n5|on makmg |t a requrrement for certam gambllng operators to assess _
: possrble local rlsks to the Llcensmg ObJectives posed by each ofthesr ‘land based’ gamblmg venues The S

'Commlssmn also mtroduced an ordmary code prov;s;on retatlng to sharing Iocal rlsk assessments The
c prowsrons ofthe codes are O SRR : - R

i 'Soual Responmbrhty Code Provrsrm 10 1 1 o

s k'ﬁ-Assessmg Local Rlsk

'Ali non- remote casmo Adult Gammg Centre Bmgo Famrly Entertamment Centre bett;ng and remote '
'_bettmgmtermedlary(tradlng room only)llcences except non remote general bettmg(hmlted)and bettlng__.'_
2 'mtermedlaryhcences e L R DR B

' Thls provrsmn comes anto force on 6 Apnl 2016

B _' '1 Llcensees must assess the IocaE rlsks to the Iicensmg objectives posed by the provrsmn of. gambllng '
T 'facrtttles at each of thetr premlses and have polrc:es procedures and control measures to mitrgate
those rlsks In maktng rlsk assessments, llceﬂsees must take mto account relevant matters zdent;ﬁed o

o _"m the llcensmg authortty S statement of llcensmg poircy o T o -
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_ Li_ce_n_se'e_s"r_n'ust re_view {an’d. upd_ate'-a:s'_.'n'e'_cf_esjs:ery):_t_h'e_i_r I"o_t':'af jr'isk. é_ssjessrn'e nts

e To take account of srgmﬁcant changes in Iocat cnrcumstances mcludlng those ldentmed |n
o a hcens:ng authorlty s statement of Ilce nsmg p0|ICV i :

& " Alknon- remote casmo,'AduIt Gam'mg Centre Bmgo, 'Famliy Entertamment Centre, b ttmg:amd remote.
s 'ﬁbettmgmtermed:ary(tradmg roum only) ilcences, exce ptno remote ge ner ' bettmg(hmlted) and bettmg
. inte medlaryllcences h : : ' :

"ThES provnsuon comes mto force on GADF!I 20

1 Lice nsees shouid share their nsk assessment wuth I|censmg authontles when applymg for a premlses o
I:cence or appiymg fora vanatlon to exsstlng !;censed premlses or otherwuse on: re'quest o8

i Risk'assessment trrggers

K 41 o '-_The ioca! nsk assessment cade prov;snons prowde a number of tnggers for when a new assessment is. o |
o -jreqmred and for when an exustlng one requzres rewew This sectton re!ates to what these tnggers may be
B nd when operators should prowde a copy of the:r assessments to a ||cens:ng authonty ' s

- New premlses .

i f an'operator intends to applv for a new premtses Itcence :under Part 8 of the Act, then a loca risk

S f"The foliowmg Elsts sets o ft:'some examples of what the Llcensmg Authonty may consnder b' ng 5|gn|ficant - R

'.'-J_ﬁ_changes m [ocai c;rcumstances_ selma

| .The locat area is class'lfaed or deciasmf;ed by the L:censmg Authorlty as bemg-_an area of hmghtened : =
i nsk vnthm ;ts Statement of Llcensmg Pnnmptes ' ' o : i S R
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: .:"..:ﬁ . : "The iocal area IS ldentaf:ed asacrime hotspot by the pohce and/or hcensmg auth onty e
ey Venues relatmg to the care ofvulnerabie groups are opened in proxrmlty to gamhllng premlses (e g

i . : ?"_'jAn ;ncrease of educatsonat facalmes in the Iocai area Thrs may occur as a result of the constructlon
o _of anew school/coflege, or where a srgmflcant change 1s made to an emstmg establlshment

;-__tadd:taonal home[ess hosteis orwhen gambi;ng or mental hea1th care/supportfac:fttles are opened ln
"'_-_thefoca]area) S SRR AU e S R

o 'The list’ above is not an exhaustave i:st of srgmﬁcant changes m Iocaf c1rcumstances Llcensmg authorrtles _
S ;'_.'may provrde mformatlon to gambting operators when it feets a srgntfrcapt change has occu rred | in the |oca| _; :
| area and set out what that change is and any specrfsc concems they may have that should be conssdered by':"-- g
e operators However operators themselves must also conmderwhat is happensng m the:r !ocal areas and |t s '-

R _thelr respor;slbrlrty to ldentafy 5|gn|ﬂcant changes wh;ch may requrre a revrew and poss:bly an amendment to': oo
o :the:r nsk assessment A 5|gn1f|cant change can be temporary and any temporary changes shouid be '

i ':."Slgmficant changes to the premlses

: 'conssdered and ad;ustrnents made to the iocal i’iSk assessment if. necessary

_'From tlme to t;me operators Wi|| undertake refurbishment of a premrses fayout and decor whlch m rtself is 5
: ﬁ: _untrkely to prompt a rewew of the nsk assessment for that premises i—lowever where there Isa srgmﬁcant-
: "change at the’ premlses that may affect the m;trgat;on of Iocal risks; then an operator must revrew |ts risk -
g .'-assessmentand |fnecessary update it, taklng mto account the change ancf how |t may affect one or more of :
o the Llcensmg Objectrves - Lo : : : ST i3

The foilowrng ilst sets out some exampies ofwhat Iocai authontles may consrderbeang s;gmflcant changes to :._'_: -

i premlses (some of Wthh may aEso requrre a vanatron to the exrstlng premlses iicence) As wuth the

| exampies of mgmfrcant changes rn iocal crrcumstances set out above the foltowmg I;st es not’ an exhaustive L

..:-.'-I:st of sngmf;cant changes to premlses operators must consrder whetherany change that they are proposmg o
'to therr premrses is-one that may be consrdered slgmfrcant : S : e

a9

a0

o _-_" _ _' g _Any buuldmg work or premlses reftt where gambl:ng faahttes are relocated wrthin the _' L
' .;premrses S L o L : SRR
e The premlses Ilcence is transferred to anew operator who wuii operate the premlses wrth

_procedures and pollues whtch are drfferent to those of the prewous lrcensee : ': SRR

e _.New gamblmg faczllties are made avariable on the premlses whlch were not prowded
e '_'prevrousiy : P EEARIS PG - L

Lacensmg authorrtleswnl probabiy not as ageneratpractlce requestacopy of the revrewed nsk assessment [
o ';fa sagmfrcant change to thehcensed premrses has occurred unless the change |s one that W|I!nece55|tate a:'_-'_-- '
-.varratlonapphcatlon R e S L - '

.‘-Vanatlon of the premlses hcence

Vanatsons to premrses ttcences are oniy those requ;red to be made under sectlon 187 of the Act and wsII not_ :

' mclude changes of c;rcumstances such as a change of premases name ora change of Ircensee s address

_When preparlng an applrcation to vary the premises llcence the operator must undertake a revrew of the _
o Eocal nsk assessment and update it if necessary Operators submrttlng a varaatuon appilcatron toa Iicens:ng -

o authorrty w:II in alf probabthty, be asked to prowde a copy of the revrewed Iocaf r;sk assessment when

subm;ttmg the app!acatlon



. B : '-'Categorles of ne:ghbour:ng premlses and how they are operated m"the 1ocaie

: J'f_' -_The footfail in the Iocal area, for exampte does 1t predommatelv comprlse resu:ients S
S .:workers or wmtors is |t a famzly orlentated area popular W|th chlidren and young people? g

: '_".EcE ucatlo nat fac:htles

: _Resuientlaiaccommodatlon forthe vulnerab[e e
Hospltats mental health or gamblmg care prov;ders S

L ::"The type of gamblmg produc’ss |t prov d 13 m the pre'mrs S,

g '.".;_:__:_Marketmg materlalwuthln_the premtses ST

'Secu rlty and cnme preventton arrangements i

i '_-The provnsuon of mformatton to customers
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; -. L '5.:5. _': .
B ol v across the sector w;th slsght vanatlons depe nding on any speuflc factors that relate to the premlses or the j.'

lt is hkeiy that the ;dentlficatlon of nsks assoc;ated wrth thiS eie ment of the assessment wsll be very ssmziar B 5

The controi measures that operators wnll put in place to m;tlgate any r:sk assoczated wrth the gamblmg Lo
: '.-operatson w;ll be. dependent on the type of gamblmg actlvmes prov;ded how the company operates and the s

k .'_suze ofthe organrsatron RERT

B Premlses demgn nsks

s _The desrgn of the prem!ses |s an rmportant factor when consrdenng iocai rlsks For example age controlled_.
: '.'j-premtses WhECh are Iocated wnthm an area whlch has a hrgh number of children and young people present :
'throughout the day will want to ensure that chlidren and young people are not attracted m to any adult onty -

o 'premrses

55

3 'As part of the desngn process the 1ayout of the premlses is a major conmderatron to ens ure effectlve

: ""__'.monrtorlng of age restncted premlses and areas and the prevent;on of crlme on the pre mzses

tntenordesngn nsks E 5

s o
i 'fac:lltres that it offers ?orsome premzses the desrgn wn!l be sub;ect to certatn imatat:ons due to mandatory' Sl

The rnternal desngn and iayout of the premises reflects the pre mzses operatlon and the type of gambl:ng

- "-condrtrons on the gambl:ng premrses lrcence

Csa1

'Ope rators wnll need to assess the nsk presented by the antemal Iayout of the premtses and the Iocatlon of

s ._'garnblmg faCI|ItIES within them For example ifa gam:ng machrne is placed w;then the dlrect ime of srght of -

A _fthe cashrer counterthen staff will be able to monltor player behavuour Staff can also momtor the use of the'-__'j .
' _-_';-..machznes and can cha!ienge any customers who are belleved to be under the age of 18 (thmk 25) or who _
5 idamage the machmes or who appear to be attempting tolaunder money Bya s;mp!e assessment of the y .

"optlmum locatlon forthese machmes ope rators can sagmﬂcantty reduce the rlsk to the Ircensmg objecttves :_ o

: '.;Exterlor des:gn !'ISkS

S 5 12 : "Fhe extenor of premlses wuil be a major advertlsement for the gambllng operator However the B
o desrgn W|lE need to be assessed based on any possable assoc:ated rlsks Operators will ide ntafy the l'ISk i

__"_assocrated wuth the desrgn and 1ntroduce control measures based on that percelved nsk For exampte |f the ; :' R

L o -premlses have a Iarge amount ofglass frontage in’ an area prone t0; cnmlnai damage operators mayconslder"f
. the risk of damage to the standard toughened glass to be hsgh and lntroduce a control measure such as S

e '-roiier shutters and/or extemal CCTV cameras

. .Control measures w

o513

Dependmg on the nature of the rrsk factors the control measures 1denttf|ed to m;tlgate the perceaved rrsk :'.;' B
Iy :may be a comblnatlon of systems de5|gn and physrcal measure Controt measures that relate to systems ' o
o _': will be measures that have been put in piace though polrcaes and procedures These can erther be' systems &)

'.that apply to all of the operator‘s prern:ses or systems that have been developed speaﬁcally for partlcular N

'{'premisesto dealw;th a speafic ioca! risk factor System control measures wrll ;nclude staff tralnmg,secunty' oy
pollaes and procedures :- : o BRIt R : R

s

- Desrgn controt measures are measures that are bu:lt mto the desrgn of the premlses These can tnclude the s
- -Iocatlon of gambimg faCIlltiES and the desrgn and locatron of. cashler counters wrthzn the premnses and the s
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exterlor desrgn of premrses For example A controi measure for the interior of the premises could'mvoive P
posrtromng a cashrer counter from the rear of the premrses to the front next to the maln entrance or.

i realignment of CCTV cameras/mlrrors where entrahce(s) can be effectrvely " onrtored for age verlﬂcatron :
the' detectlon of cr;me and customer mte ractron purposes SRR - L -

The flna control measures relate to sp__ c;frc ph ysrcal measure that wrli acidress an 1 _entrfred rrsk factor

5 These physrcal control measures may, for example rnclude rntruder aiarms exterior CCTV. cameras;
dow shutte rs

rernforcement of doors tlme_ locks on safes

S measures

= : -'-Sys'_tems_:'.-'--". : PASS card or age ve rrfrcatron pollues challe nge 21 scheme and staff tralmng

2 ; Extenor de5|gn'_whlch wzll not attract'chr ren mto the premlses the entrance' layout wrlt i
_"'__"'-':_"enabie staffto monrtorthose enterlng the pre mlses and when a opnate- chaflenge_ them__':_.- ok
"'_'.:.on the grounds of age : ' : i : : S

CCTV ancf electronlc sensors

o physical:

Undertakmg a local rlsk assessment )

' 61 A local rrsk assessment of gamblmg premlses should be carrae‘d_out'through a step by step approach One i
: suggested approach is to frrst assess the Iocal area and |dentlfy the relevant rrsk factors then to assess the '
gamblmg operatlon and frnally to assess the pre mlses desrgn both mtemaf and 'xternal Once the rrsk _
factors have been |dent|ﬂed the controEmeasuresto matrgate the rrsks should_b' consrdered These control
er already bein place or wrll need tobe 1mplemented S o

S measures erE eith

B To assrst bacta has desrgned a suggested local rrsk assessment template'that:gwcfes and encompasses a
: 'step b .'step approach to the assessment (See_Appendrx A} The template als 'en: bles the assessorto
ldentr_y actions such as’ t__ e:_lnstallatron or productron of ontrol measures, the | "rdoal macle responsrble
for carryrng out those actrons and to record when those actrons were completed : : S B

ho should undertake to wrrte the rrsk assessment‘-’ e :-_ =

lt wall be the responsrb;llty of the gambllng operator to assrgn the assessor for assessrng the tocal nsks for

' err nremrses

assessor wéll need to understand the tocal area and can'use staf or area_managers to a55|st m gamlng an .
understandrng of that' ocaE area ln addmon websrtes are avarlable to as__ |st in thei rocess -

3 Stepl The local area :

= Operators erE be expected to identify the local r|sk factors surround;ng the premlses The rrsk factors'wnif
. drfter from !ocation to 1ocat|on so an understandrng of the speufrc characteﬂstrcs of the_local areaga "d the

peopfe wholrve worko vrsrt that area rs |mportant
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L 65 ; To assist i ln assessmg the Iocal area the hcensmg authont;es may produce a Local Area Profrke W|th|n ltS
RSN _'Statement of Ltcensrng Pnnc;ples The Local Area Proflle sets ‘out the demographrc profl |e of areas of the

o _}Clty and the specrfrc concerns and rzsks that the Llcensmg Authoraty has identifled m re!atron to gamblmg ;n
'_:_'those areas . - R SR R : X E X : : : B

66 ' "f_‘l'he frrst step is to ;dentrfy the Iocal nsk factors assocrated wrth the locaI area in whn:h the premrses are

o :located Locaf risk factors are nsks that affect one or more of the Llcensmg Oh;ectaves Llcensmg authonty
.Statements of Pnnuples wrll rdentify some of these nsk factors whlch are consrdered to be of srgmflcance
':_wrthm the curt;Iage of their responsrblllty RN - o L '

SRS _.Step 2 The gamblmg operatron

6.7 ln assess:ng the ﬂSk factors assocrated w&th a gamblmg operat:on the assessor should take ;nto account the
s 'local nsks whach are commonly accepted by broader stakeholders and how that gamb!mg Operatlon may
B affect that r|sk The assessor may wssh to consrder ' ' R '

b _ - b .-.How the gambllng operatlon wrll reiate to how the operator conducts the busmess

g -_-__f: _'What gamblmg products at provrdes on the premises
. : . ; The staffmg levels w:thm the premlses
_:-0 '_ The leveland requnrement for staff tralmng

' : '__"The pollc;es and procedures lt has m pEace in reiatson to regulatory requnrements of the Act or to__
L _'comp]y with the LCCP L : o _

'. : -. 3 E_The secunty and crlme prevent;on arrangenaents |t has |n place

. How ;t advertlses Eocaliy and on] the premlses AL
e The market;ng matenal wrth;n the premases :

Step 3 The desngn of the premises

L _ 6.8 '_ . The desrgn and Iayout of the premlses |s a key conszderatlon as tE’HS couid have an lmpact on the rlsk to the
e }llcensmg ob;ecteves The desrgn both 1nterna| and external should be consrdered and speclfac nsk factors
'rdentzf;ed and noted Forexample : T ' ' : R

ERL f --'_.-The premlses may have a number of support plliars whrch the assessor ldentlﬁes as ..
i '-obstructlng the v;ew of the gammg machrnes from the cash;er counter L

. _- '_ -The posrtronmg of CCTV ss such that effectlve coverage ensures lde ntrflcatton of those carrylng' ' :

e out machme related crlme, seif excluded persons and to assmt Wlth age verrflcatlon
o Step4 Control measures S - IR ARt DR ' :

S :6.'9 B 'Once the rrsk factors have been |dent|f;ed the assessor should seek to |de ntify control measures that wouid: o
' o mrtlgate the ide ntlfred i’lSkS Such control measures wrll relate to one of the three categones of control ' :
o measures ment;oned above(systems, desrgn and- physrcal) Some nsk factors may requrre a combrnatlon of-' i
'-control rneasures to adequately mltlgate the ﬂsk o e i ' T
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~ Completed assessment

G How‘ilkely is |t that the Eocat c;rcumstances may result m'harm?

= '-nghiy Unhkeiy-

. 5 Unlnkeiy

:;'_.:'Poss;ble- Sl

e Probable

e 'f"-".'Certaln

D _If exposure to risk does resuit sn harm, how severe lS the harm Ilke Iy to be? S

'-_anat adverse effect

i o o_:" ; :"Mmor adverse effect but self—manageabie wnth mmlmaE or no mte rventlon

:'-'__Troublesome effect manageable by mterve ntton w;th customer
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- Priority

. Mediuem Priomy
“Low Priority =/

" ‘Very Low Priority .-

3 'Usefui l.ink_s'to As'?sist Local Gamb'_l'in_g Risk AssesSheht R

Crime

| htt_pé:/'/'www.boticé..uk

https://ukcrimestats.com

| https_://w_ww.gov.ﬂk/g'overhmeni/coElectEonS/trimefstatisticé

Fair&Open .

http:// wWw._gafnbE_ingéomm'issiQn.gov. u k/ AIDR'-BIog_/ List—c_)f-.ap';ilicénte.;.aspx _

Protection of Children and the Vulnerable

- _httpﬁ//Ww_w.car‘ehoniefcb;uk/ A

http://fin'c:imyschool.;o._uk/results.aspx
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o '-:::;_'i.Comp ny

DRI Itcences
SE Effectlve as at 6 Apnl 2016

RISk Assessment Temp!ate (Example)f;__._f-_*_::__'-__:j_;-:-‘fi

. Premrses

| Premises. Name.. D Amusements 5 e ' T T T
‘[-Premises: Address: | 1 The ngh Street Denton West Yorkshtre e
| Premises Post Code: . [ AA10OBB . L R
Premises Llcence '_ D/_I2324/_2_015_ '3 -
| Number: SRID [ SO e
-'-'_Category of Premtses AGC R

| - | Operating. Company '_-'Newton Lelsure Ltd Lo '
Operatmg Lacence ' 23976 S

Number
-Assessment erter : L L e
Naine of Person Wntmg thts Assessment ‘Mr John Smith R
| Position within Company or Name of “Managing Director =~~~ 5
| Authorised Agent: i RNl e
' Date that Orlgmal Assessment was Wntten 1 30m December2020

B Reqmrement to Comply

__AIE non remote casnno, adu!t gammg centre, blngo famlly entertalnment centre, bettsng and remote bettlng RETEO
: mtermedzary (tradlng room only) |ICE nces except non remote ge neral bettmg (Itmlted) and bettmg mtermedlary'-.' .

'Socnai respons;btltty code’ provnsmn 10 1 1 _ 5 o L s
l Licensees must assess the local nsks to the 11censmg objectwes posed by the prov1s1on of gambimg .

L fac1ht1es at each of thelr prermses and have pohmes precedures and control measures to mltlgate T
_those risks. In rnakmg risk assessments hcensees st take mto account reIevant matters 1dent1f1ed_ SR
- _m the 11censmg authonty s statement of hcensmg pohcy ' - ' SRR

2 Llcensees must rev1ew (and update as necessary) thelr local rlsk assessments SRR
-_a_.' to take account of 51gn1f1cant changes in local carcumstances mcludmg those ldenttfled ina "
_ ' _.-'l1cen31ng authonty s statement of hcensmg pohcy, o s
R b ‘when there are s1gn1ﬁcant changes at a hcensee S prermses that may affect theu' mzttgatzon of
_'_:_.'1ocalnsks _ o R T : S
e ':when applymg fora vanatlon of a premlses llcence and

e :___'_d-,_;. inany case,

undertake a locak nsk assessment when:appiymg for a new __prennses hcence

Ordmary code prov;swn 10 I 2 - : o o SR
1L Lxcensees should share thetr nsk assessment w1th hcensmg authontles when applymg for a

premlses Itcence or. appiymg for a vanatmn to ex1st1ng llcensed prermses or othermse on.
request : : B I A . P
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Local Area Proflle

| ; The AGC s Iocated in the town centre Wlﬂllll a pnmary shoppmg centre and ad}acent to an underground

railway station on one side and a newsagent on the other. There is a wide range of retail ou'tlets in the close

vicinity mciudmg banks, licensed betting offices, fast food outlets and a church There are o pubhc houses, o

‘night clubs schools or colleges in the 1mmed1ate v1cm1ty S _
* The venue is large, in the shape ofa square, Wlth a twenty-foot frontage but }ust the one door opemng on to
. the footway No auxﬂlar_y act1v1t1es or. facﬂltles are offered other than gambhng machmes of category 83 C o

o and DU

- 'There are no known iocal problems thh crlme or antl-socna] bchawour hnked to gambimg but there zs a
certain amount of anti-social behaviour such as litter and graff1t1 Vandalisny/criminal damage. has been of
- concern historically but remsta’ﬁed reguiar pohce patrols in the town centre have had a pos;tlve effect .
. espec:ally during evemngs : : S : _
- Our reguiatory return data does not reﬂect any spemflc problcms assoc1ated w1th consumer compiamts the o
-need to caIl pohce for ass1stance or attempts by chﬂdren and young persons to enter the prermses -
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moﬁﬂd 8 ocmﬂoE er’

Physical

*Machiné tumed off immediately should fauli be; &mnsmoaw
o ..*gwnramm o:q mos::ma m_.oB :omﬂmma mmv_urna .

_dmx amomwz—n:ﬁ r.m<m__.aw...5mw. [ ”E._.c.uﬁ_“.. .Qu._:..o_ R A Management - Reviewed
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._....E.m_.n.. .,.».m..ww.mm....:wﬁ, o iLO- Level of Risk o[ 2 Impact: | Control: w_mr gm:mwaﬁai . Reviewed
L Co T e e e ] Gystem : ‘ e
. __c:w 8 ﬂ_nm_ with: nonmﬁﬂnam B) {-Low- ‘Moderate to business - | ‘Systems © ....*Ooav_m_im c_.ooaaﬁn % ?n:m available on vEE_mmw 2021 0ct
- making complaints aboutthe [ o} ‘Severe to customer 1. ool *Quartery staff training on 8833\ policy. SR
“outcomé of Qmacgm S Lo *Registéred with ADR Entity - Pegasus ADR maﬁan
.ﬁnosgcm& . S *OoEw:mE é;w Ocawmsw m. &P cmomm mwmawoow :
S ...mm::& to Eoiaa Ewcnsm:g. ©): | Low- ‘Severe to business.. - Physical -+ [ *Staym Oosﬁogomnoa aaﬁmmzma vEEEQ:HG 2021 Jan:
ot o v_mu\nnw on’ vac:m&mn S I .”mm<n«o 8 ozwﬂoaﬁ. R N ..*m.sm.aaﬁ quantity of posters. . DR
R _.mmEEEm B B *>a9:osmmm“m25mgm m&mnoﬁ to. >d<r
SN . R 2m§~c0&m§ will incorporate @x codes’ o
-] *Stay in Controlleaflets available in racks, aaoaﬁ@ Honioa
: oo *Machine labelling displaying: mm:omm_mmagum w@ﬁao 1
‘Systems' '] *Stock control mwmmoa inplace forleaflets. 12021 Jan -
St *Ensure adherence-with P & P~ bacta mmwavoow B R T
RN N S R R RO S o S _*wow&m_.mma_ﬂ to ensure systems: E,ﬁmmon SR
R B mm_mﬁo 1o _,onomEmo w@,m 1 €)1 Modemate ~Severe to business. [ 'Interior .. "I *Player positions effectively monitored. . 2021 Jan
.. | associated with: ﬁ_.o_&ﬁs S U IR Severe to customer <. [ ‘design ..*Emwm_, $ vm:mﬁo:no_ﬂuwa_% Eoﬂzﬁo_.na s
© 71 gambling orsubstantial - G e e e -
S .n:msmmm in meEBm mQ_m :
| Systems *Staffed 553 in o:wﬁoEQ Eﬂﬂ,mn:oc in Eo s__% gonm s 2021 Jan’
AN IR o ...Imm%uoow R : S
. wp*Clear co:@ 8 883 %o ?.oonmﬁo wozaonmo:o: m_a WS& ow
. B EERTE R T - | staff that are'authorised to intervene. .
oL Failure to properly admiister - |-(C)” | Low *- | Severe to business” ‘Physical - |- *CCTV effectively positioned mﬁ mﬁ&:na to wgm? aa::mom:os .
-7 F the self-exchision, processand |- 0 f 0 T Severé to customer. - L ..owwaos& oxn_:ana o S R
~+.°. | 'maintain its effectiveness | R
therea fter, EoEaSm wﬁmnrmm
._msa m@BmSSEQ:m .
Interior : *Oosmanazoz ng to BSEN: layout'so asto ensure. ﬂ.mnn:é
Umm@m Eo::ogm of customers Q:Q,Em the vRBnmaw and those that EumE..
AL enter i order to mmEEm on behalfofa: mmm..ww&cmﬁ.
Systems *All data subject to quarterly review. :
LU '*Ensure that mo:..oxo_sm,oz forms are m?&%m m<m__m£m ?H m:@w@
Sk *U@n& camera always, available on the wRSHmam totake o
| photograph of customers gmram to mmz.,.mx&cam
*File of excluders keptand ma intained on premises. .
. *Qcaﬁﬁc\, keeping abreast of the &S\&oﬁsm&a of bacta’s xm:ax&
| o | sector SE scheme with commitment to engage by 6 N&E:, 201 6. ,
. e : ...*Goﬂwwma 5_9 m. .w P msa _om_b _umoﬂu mesmvoow
o Risk Assessmientc ] LO | Eevel of Risk- | U Impaet - 'Control - w;_ﬁ ??n»woamﬁ S b Reviewed

: ”..,,mm ..
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i _”.mm”_na 8 aanz@ mxmﬁﬁﬁm o

notes) and t mcm_né ooqooﬁ

moﬁw:w 3 _u:maowm ;

Tnterior

i wo.vanﬁm naonaﬁm

Systers

“Severeto-businéss
‘Severe to customers

[ Physical

S ._. .*ronm_.mﬁro:ﬂﬁvowcm.oo,_é in close pr

ter . ._...,..ﬂw.,m_.,w woﬁos& mo“:m Edn.ma 8 mwco.oo

| *Pattierof: Hoﬁummwwov.éﬁnw :
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-
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._:.'Premlses Address
= :Prelms"s Post Code

Authorlsed Agen _ B o
o Date that Ongmal Assessment was ertten copnon

R '-:_:Alt non remote casnno, adult gammg centre bmgo, famlly entertamment centre, b ttmg and remote bettlng :
R : mtermedlary (tradlng room only) ilcences except non- remote general bettlng(lem;ted) and bett;ng zntermedtary SN

";"Soczal resp"’hsnblhty code provmon 10 1 1 N i e
: S;_must assess the loca} rlsks to the hcensmg objectlves posed by the prov1s1en_0f: amblmg P

'-‘-3_'_:-Ordma'ry code prov:snonrl(}- 1. g i : e
R :-“.'.2 L;censees shouid share then‘ nsk_ _ ssessment w1th heensmg authontles whe __applymg fer a Sl
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S : Who we are and our contractual relatronshrp
i 1.':

. Under age gamblrng

- --_;f.‘_”BACTAMEMBE'R*T'E'RMS:;&’coNDifno:N's!]j_-:.

' __'These terms r.ontam lmportant prov;srons Please read them carefully as they W|II apply to your gambhng and use of_"-
- .-._ourfac;lrtres G _ . : _ _ e

The [adult gammg centre/famliy entertalnment centre} at [address} is. operated by Ename of company] (“us or we"):':

-under the authority of .an [aduit gamlng centre/famaly entertamment centre} operatlng ircence (Ircence no [Ircence.f
- number]) granted by the Gamblrng Comrmss:on of Great Brltain R SRR n e

E When you use the gam:ng machmes or any other fac:iltles on our premrses you are entenng mto a Iegal contract w:th
us, the terms of which are set out here (the "Terrns”) ‘As'soon ‘aswe prowde or display: amended Terms then the
'-amended Terms erI apply from that poant onwards uniess we.make ' ‘any matenai changes in’ which case; we. wxli
dlsplay a notlce in our premises mformmg customers of the changes to Terms before they come ;nto effect

"When you are on our premrses ‘we expect you to treat our staff and other custorners wrth courtesy We may ask"
~you to'leave if, in- our opinlon, your behaviour is rude; threatening, or abuswe or you are under the: ;nﬂuence of D
_alcohol or other substances We may refuse adm|ssron to our premrses at any t;me W|thout gmng reasons

EEntry to our premlses/the adult onIy area of our premlses/ use of the gamlng machrnes (other than Category D e

5 _those with a maximum stake of 10p and maximum'prize of £5 cash or £8 non-monetary ‘prize))? is only for those o
"+ aged 18 years and older. Our staffare requ:red to check your age if you appear to be under the age “of 25 You may;._ :
. be reqmred to show a form of ID provmg your age} ' - A A

- We wrll only accept a valld Ieglble and current form of ID that |s an.. ongmal not a copy and whrch contams ER
photograph capable of ;dentlfymg you and which’ must also state your date of blrth ‘Any ID's which’ show signs of
_-'_tamperrng will-be rejected Acceptable forms of D include any 1dent;f1cataon carrymg the PASS Iogo (for example
Citizencard’ or Valadate} a military- |dentrf|cation card a dnvmg Elcence (mciudlng a provasronal Ircence) W|th
_photocard ora passport ' SR B SN SRS - e

_We may refuse you entry and/or remove you frorn our premrses 1f you appear to be under»age and cannot or wrll"
= hot produce an acceptable form of ID. S e i T i _ 5
' -Ifwe drscover that a chzld (under 16 years) or young person (16 or. 17 years) has gambled on any gamlng machrne._- '

. {other thana Category D {i.e.stake’ of no more than 10p. and maximum prize of £l 5 cash or £8 non monetary prrze
s ])4 then we wrll return the payment to pIay and no prrze wrnnrngs wril be pald out : S L

. [lf you are over 18 and are accompanred by a person who is under the age of 18 then we erI refuse both of you_'_ S
entry If you enter or try to enter more than once when accompanied by a person who is’ under the ‘age of 18: years,

. then we may exclude you from our premlses permanently (even |f not accompanred by a chlld or young person) ]5 o :

iy Responsﬁ)le gami)llng and self exc!usmn o

o 1.9..

: You agree that we may approach and speak to you where we belzeve you may have an 1ssue wrth your gamblmg and' a

. that we ‘may refer you to’ sources of help with. .problem gambling. We" may record those drscuss:ons with you-and.. -

- rnay also6 give details of our concern to the Gamblmg Commission - “this will be in general terms andno personal. data -

- “will be shared with the Gambllng Commassron ‘You may want ‘to contact’ GAMCARE which’ prowdes mformatlon P
" advice ‘and counsellmg to individuals;  their: famrIy and: friends - who ‘have. concerns . ‘about: problem gambhng The

. : '_Helplme number forGamCarei is 0808 802 0133 We are a member of bacta 's nattonal self exciusron scheme (please S
: _seewwwbactaorguk) o L A R e _

1 Notes THESE TERMS ARE INDICATIVE OF SOME OF THE TERMS BACTA’S MEMBERS COULD
' CONSIDER USING. HOWEVER, MEMBERS MUST TAKE. INDEF’ENDENT LEGAL ADVICE :

" . 2Notes: Please select orie of the three opt:ons and comp!ete as necessary .
: 3Notes ‘For adult AGC's only. - : . Fae

4 Notes: Please insert values. - o
-5 Notes: Only for aduilt AGCs oraduItonIy areas TS e I T
_ .Bacta Handbook v16F!NAL 14/03/2023 e s ERETR SRR R RS ERR



e "-jof your seif exciusnon and provrde us wzth personat
7 wellas: hoto. ldentrflcatlon andany: other personal detaris we reasonably con5|der necessary
: "exciusmn You do not’ have to enter our: prermses to'do thls and may communrcate with s : _
-'-we may share the mformatlon you_'prowde and the fact of your self-exdusmn wlth bacta .other idult gam_‘_ g centr
| 1v) : xchde

"~ losses, nor will
agreement

A -_'pos;tlve actlon in: order 1o gambte agaln by requesttng a member of staff to aHow yo

o '.:yourself to. gambllng in this way:you wilk not he _able to gambte for a. further 24 hour _ oling
- period and is required by Gambimg Commission Regulations. You may-a_iso request a renewal of the self-exclusior
L '_.when lt exp:res by contactrn a member of our staff SR :

If you: do: not renew your 'elf~exclu5|on nor request to be re't'nstated to._ gambllng the your:
' "1automat|cally contmue for a further srx months After thrs tlme you wail no long be self-exclude

L -...__:'_16 We do n 't' brovrde any form of credat in connectlon wrth gamblrng”_i

o 17 We do not perm;t any ioans or other arrangements on our prem;ses where credit is gwe to another | person for any_'--j;-_
gambhng activities. We will ask anyone to leave our, premises and will exclude: from entry |n the future anyone who R
we dlscover rs makmg Ioans on our premrses on a commema! or organlsed basns' : i LT :

G '_'f_Promot;ons and reward schemes

S 18 Any promotlons onalty, or other reward schemes we offer wult be sub1ect to separate erms and condltlons

any'g : ;ng or other machme farls to work or. work properly then atthe dls'cretlon of the venue; you will be:entitled: _:.
to is.a refund of the stake you: wagered If we’ belleve al machme is operatmg mcorrectly, we may. stop any further:
: :play on |t Any wms from a faulty machlne wnll be vo|d and you wa!l not be. entatled collect any wmmngs aecrued_'._.:_::_._i_

‘a; 'If you have ny coranamts about“any o the facrlrtl 1 : : _
' ( eit: s soon as possrbie W|th the Duty M ager Ef your comp]alnt IS not resotved'to you satlsfactron by'

."":you hav j.the opt[on to refer it to the mdependent alternatlve dlspu"te resolutron (:
_'entity___ callee bacta ADR Serwces Et s mdependent o} -.bacta and can b

- . .http: //pegasusadrserwce org uk
o Bacta Handbook v1 6 FINAL 14/03/2023




_24 There is no charge or cost to you: in referrmg your complamt to bacta ADR Serwce but it WIII not deal wrth your'_ '_ _
: compiamt untﬂ you have been through our complalnts procedure In refernng a daspute to ADR you accept that any :
determmatron is bmdlng on you and us.’ . : : . _ '

Cheatrng and advantage play

' '25 If you are found cheatzng or |f 1t is determmed by us that you have empioyed or made use of a system (;ncludmg any
apparatus) designed to gain an advantage over the random operation of any gammg machme you will not be paid
out any prlzes and W|IE be barred from entermg the premises in the future : :

Data protectlon and pnvacy .

'26 We' operate CCTV facilities at our premlses for the purposes of detectron and preventron of crime, and to ensure_
that our staff are able to work in a safe envnronment CCTV recordmgs may. be drsclosed to the pohce or used in
dealmg with any complaints ' : : : o

274 you have opted into the self- exclusron scheme then your personal data wm be made avaliabEe to our staff to bacta'
and other part:crpat;ng aduEt gaming centres More mformatron is provrded on the bacta web5|te WWW, bacta org. uk

28 En ordef to fulfil.our regulatory obhgatrons we may undertake varlous checks of your 3dent|ty, resrdence mcome and
weaith and may requrre you to supp!y us with mformatton or documents m thls regard s .
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