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STATEMENT OF ADAM HODGES IN SUPPORT OF THE AGC PREMISES LICENCE VARIATION
APPLICATION AT 450- 454 HIGH ROAD, TOTTENHAM, N17 9JN

Introduction

The Applicant, City Gaming Limited, was formed in 2018 and has built a group of 58 Adult
Gaming Centre (AGC) premises and 2 Family Entertainment Centres.

| am the Chief Executive Officer of City Gaming Limited and | have worked in the gaming
industry for 36 years. In addition to being an executive of gambling operating companies, |
have personally operated several gambling premises including AGCs and betting shops.

City Gaming Limited was granted an Adult Gaming Centre (“AGC”) premises licence at 450-
454 High Road, Tottenham, N17 9JN by Haringey Council in October 2020 and we began
operating under the premises licence in June 2021. The premises licence permits us to
operate from 09:00 to 24:00 hours Mondays to Saturdays and from 09:00 to 23:00 hours on
Sundays, subject to the mandatory licence conditions and an additional 39 licence
conditions. Under the Gambling Act 2005 the default hours of operation for Adult Gaming
Centre premises is 24 hours.

Having now operated the premises for 16 months, we would now like to extend our hours to
the default hours under the Gambling Act. Based on our experience, both here and
elsewhere, we are certain that we can and will do so without harm to the licensing
objectives. We would not proceed on any other basis.

Personal Management Licence

| hold a Personal Management Licence granted to me by the Gambling Commission on 25"
October 2007. This authorises me to hold a management position within City Gaming
Limited. | am responsible for overall strategy and delivery of gambling operations. | sit on the
Companies Compliance Committee.

The Gambling Commission, as described in their Statement of principles for licensing and
regulation, expects those who hold Personal Management Licences, to:

a) uphold the licensing objectives and ensure compliance of operators with the
Licence Conditions and Codes of Practice (LCCP)

b) organise and control their affairs responsibly and effectively

c) have adequate systems and controls to keep gambling fair and safe
d) conduct their business with integrity

e) act with due care, skill and diligence

f) maintain adequate financial resources

g) have due regard to the interest of consumers and treat them fairly



10.

11.

12.

13.

Page 3

h) have due regard to the information needs of consumers and communicate with
them in a way that is clear, not misleading, and allows them to make an
informed judgment about whether to gamble

i) manage conflicts of interest fairly

j) disclose to the Commission anything which the Commission would reasonably
expect to know

k) work with the Commission in an open and cooperative way

) comply with both the letter and spirit of their licence, the licence of their
operator, and associated Commission regulations.

City Gaming Limited Operating Licence

City Gaming Limited is a leading operator of AGC premises in London and the South East and
has full authority to provide AGC facilities through the grant of an Operating Licence by the
Gambling Commission. A copy of the City Gaming Limited Operating Licence is attached.

When considering the suitability of City Gaming Limited to hold an Operating Licence the
Commission had regard to the ownership of the Company and the identity of those people
relevant to the application, such as myself and the other Directors. The Commission
considered the Company’s finances and the financial and other circumstances of the
Directors both past and present. This included the Company’s resources to be available to
carry out the licensed activities.

The Commission considered the Company’s and Directors’ integrity, honesty and the
trustworthiness of the Directors.

They considered our competence, our experience, expertise, qualifications, and history of
those in the Company.

The Gambling Commission approved the policies and procedures and operational controls
and measures which City Gaming Limited put in place to ensure that it trades responsibly in
accordance with gambling legislation, the licensing objectives and the Gambling
Commission’s Licence Conditions and Codes of Practice (“LCCP”).

The Gambling Commission granted an Operating Licence to City Gaming Limited on 28th
November 2018. This Licence authorises the Company to provide facilities for playing bingo;
to make gaming machines available for use in an adult gaming centre, and to supply, install,
adapt, maintain or repair (but not manufacture) a gaming machine or part of a gaming
machine.

Holding an Operating Licence places significant scrutiny and regulatory demand on the
Company. The Gambling Commission expects operators to:

a) conduct their business with integrity
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act with due care, skill, and diligence

take care to organise and control their affairs responsibly and effectively and
have adequate systems and controls to minimise the risks to the licensing
objectives

maintain adequate financial resources
have due regard to the interests of consumers and treat them fairly

have due regard to the information needs of consumers and communicate with
them in a way that is clear, not misleading, and allows them to make a properly
informed judgment about whether to gamble

manage conflicts of interest fairly
work with the Commission in an open and co-operative way

comply with both the letter and spirit of their licence and associated
Commission regulations

disclose to the Commission anything which the Commission would reasonably
expect to know.

City Gaming Limited Adult Gaming Centres

14. Of the 58 Adult Gaming Centres we operate, 26 are in London Boroughs. They are:

Site Address Local Authority
Barking 9 Station Parade, Barking, IG11 8ED Barking and Dagenham
Dagenham 250 Heathway, Dagenham, RM10 8QS Barking and Dagenham
Kilburn 2 89 Kilburn High Road, London, NW6 6JE Brent

Neasden 322 Neasden Lane, London, NWIO OAD Brent

Bromley 88 High Street, Bromley, BRI IEY Bromley

Kings Cross | Euston Road, London, NWI 2SA Camden

Camden 108-1 10 Camden High Street, London, NWI OLIJ | Camden

Kilburn 108 Kilburn High Road, London, NW6 4HY Camden

Croydon 57 North End, Croydon, CRO ITC Croydon

Fulham 371 North End Road, London, SW6 INW Hammersmith & Fulham
Wood Green 49 High Road, London, N22 6BH Haringey

Romford 17-19 South Street, Romford, RMI INJ Havering
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Islington 37 Chapel Market, London, NI 9EN Islington
Clapham 74 Clapham High Street, London, SW4 71JL Lambeth
Deptford 70 Deptford High St, London, SE8 4RT Lewisham
Lewisham 92 Lewisham High Street, London, SE13 5JH Lewisham
East Ham 34-36 High Street, North East Ham, E6 2H) Newham
Upton Park 353 Green Sy, Upton Park, London, E13 9AR Newham
lIford 217 High Road, "ford, IGI ILX Redbridge
Camberwell 14 Denmark Hill, London, SE5 8RZ Southwark

Walthamstow

124 High Street, London, E17 7JS

Waltham Forest

Walthamstow 2

159 Hoe St Walthamstow, E17 3AL

Waltham Forest

Tooting 18 Mitcham Road, London, SW17 9NA Wandsworth
Chinatown 23 Gerrard Street, London WID 6JJ Westminster
Soho 89-91 Wardour Street, London WIF OUB Westminster
Victoria 195-197 Victoria Street, London SWIE 5NE Westminster

15. City Gaming Limited has not had a Review of an AGC Premises Licence or of its Operating

Licence. It operates in accordance with its legal obligations. No responsible authority has

expressed concern with its operation.

City Gaming Limited Management

16. The City Gaming Group has more than eight Personal Management Licence holders

throughout their operational structure. A full breakdown of the City Gaming Management

Team is provided in the Management Structure Chart attached to this statement.

17.

18.

19.

20.

The Board of Directors is formed of experienced operators and management, some of whom
| have worked with in the gambling industry for over 10 years.

Through their experience and training, the management team from head office to premises
level are aware of their roles and responsibilities in regard to the LCCP.

The Company received financial backing from Morgan Stanley Fund, who have provided a
facility to invest in the Company. Before the Company could secure this investment, Morgan
Stanley completed extensive compliance checks on the Company and the Directors as well
as extensive due diligence on the industry and gambling sector in the UK.

City Gaming Group employs an Industry expert with many years of experience as a
Compliance Officer, Graham Glanfield, who reports directly to the Chief Commercial Officer.



21.

22.

23.

24,

25.

26.

27.

28.

29.

30.

31.

Page 6

His role includes carrying out compliance checks and audits to ensure that the Company's
responsibilities and procedures relating to the LCCP are upheld.

Our Compliance Officer ensures the Regulatory Returns and Key Event notifications are
made to the Gambling Commission in a timely manner.

City Gaming Group employs over 450 people in London and the South East. The Company
has employed a Head of Health and Safety and Income Protection and a Central Recruitment
Manager. These positions will enhance our Health and Safety initiatives for staff and
customers in our venues and ensure we have the right people in the right positions to
provide a compliant and productive business.

We employ experienced local staff to work in the Haringey premises. We have employed
staff who have both worked on the High Street in Tottenham. They understand the
circumstances of providing arcades in the area, and have knowledge of the local area and
local customers.

The Company takes its duty to operate safe and compliant gambling premises seriously. To
this end, the Company always endeavours to liaise with Responsible Authorities concerning
the operation of premises and maintains good relations with the local Police and Licensing

Authority teams.

Site and Location

As | say above, we opened at 454 High Road, Tottenham in June 2021. In order to do so, we
invested approximately £500,000 in the renovation of this unit and created 15 new jobs, all
of which are filled by local people.

Our AGC Premises Licence authorises us to make category B, C and D gaming machines
available. We provide 55 machines in the Tottenham premises at least 80% of which are
category C or D machines, similar to the machines available in pubs, with a maximum stake
of £1 and maximum prize of £100. Up to 20% of the total number of machines in the venue
may be category B3 or B4 machines, with the same stakes and prizes as machines in betting
offices and bingo establishments, that is £2 stake and £500 prize.

No one under the age of 18 is permitted in an AGC and we operate a THINK 25 policy.
Alcohol is not permitted in an AGC.

It is hard to get exact figures, but our research suggests there are approximately 80 to 90
pubs and bars in Haringey. Each is automatically entitled to provide two category C
machines or apply for more by way of a permit.

The Company is aware of the changing nature of Tottenham and has contributed to the
investment and regeneration of the area by investing approximately £500,000 in the

renovation of this unit and the creation of 15 new jobs in the AGC.

In our meetings with the Licensing Authority and the Police during our original premises
licence application for Tottenham, we listened to their comments and agreed an extensive
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list of conditions, which are attached to the AGC premises licence to ensure the promotion
of the licensing objectives. | believe that these conditions, alongside our own management,
have proved up to the job, and | am not aware that the contrary is being alleged by anyone.

Operating Hours and Promotion of the Licensing Objectives

The Company operates AGC premises in several London boroughs and parts of the South
East with similar levels of crime and deprivation as Haringey, including Islington, Brent,
Lewisham, Margate and Southampton. We have also operated premises in cities such as
Nottingham which have lower levels of deprivation according to the Office of National
Statistics’ indices of deprivation 2019.

The company operates many 24 hour licences, where we consider that there will be
customer demand for such a facility. One of these is the Palace Amusements AGC premises
in Wood Green, Haringey, where there is no history of issues reported by the Responsible
Authorities.

We have found the Tottenham venue to be less challenging than other venues we operate.
We have no reason to believe that if permitted to open it for 24 hours we will create any
issues to local residents or the community.

In general, | wish to emphasize, based on long experience, that our premises are not an
attractive place for crowds to gather at night or during the day. All of our premises, including
Tottenham, are well supervised and where necessary we employ security staff. We have
installed prominent “spotter screens” at the entrance and inside the premises to ensure that
everyone is under surveillance and all customers are aware of it when entering.

The Company's statistics from existing sites indicates that AGC premises generate consistent,
low levels of gambling throughout the hours of operation, as opposed to other types of
gambling premises, such as betting shops, which often have peaks and troughs with high
levels of spending.

The staff at all our premises record all incidents on “SmartHubs”, which we then review
centrally. When we profile incidents we do not find a distinction between day and night.
Everything is at an extremely low level and we find there is no more risk attaching to the day
or the night.

In London specifically we find we are in a 24 hour economy. The people who drop in to our
premises at night are no different to those that visit us during the day. These are people
using our premises to pop in, have a cup of tea or coffee and play the machines before or
after a shift at work.

We have found that in our other London venues often the Police comment that we can be a
useful presence at night helping to control crime because we are well lit and we have CCTV
cameras. We also provide a late night venue for people finishing work to relax in before
going home, rather than maybe hanging around on streets. We have broadly found this to
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be our experience in Tottenham, where operating to midnight has created no more
problems than we can experience in the day.

Our night working policy in Tottenham is a minimum of two staff and an SIA registered
security guard on duty at all times. We constantly risk assess our management controls to
ascertain the levels of security and numbers of staff required. We will not hesitate to install
security staff — for example at busier times - where this is necessary since the safety of our
staff and customers is paramount. We also operate with Staffguard (a remote surveillance
and communication system) at all times, panic buttons, locked customer toilets, and a
controlled entrance, so we are able to control who enters the premises whenever such use
is necessary.

We know that the Admiral AGC premises at 457 High Road operates 24 hours. These
premises are directly opposite ours. If we had evidence or any information indicating that
the 24 hours operation of Admiral was causing issues then we would review matters.
However, we are not receiving that intelligence at all. Nor are we aware that the Admiral
premises has been brought in for review because it is failing to promote the licensing
objectives at night. It appears inequitable to us that we are being restrained from operating
to the same hours as have been operated across the road without conditions for many
years.

Conclusion

The Company benefits from highly experienced management running all the way through
from head office to premises level.

The Company do not wish to operate licensed premises which cause regulatory issues or
take advantage of vulnerable persons. The Company devotes a great deal of resources to
ensuring this.

In my experience and as described above, the Company's premises contribute to local
economies whilst maintaining what | submit is a high standard for social responsibility and
security measures in the industry.

The business of City Gaming Limited is the provision of high end, safe and pleasant gaming
environments. It is crucial to the business that customers feel safe and welcome in their
premises and that the premises form a part of the local community.

46. From our experience operating in Tottenham and operating in similar locations for 24 hours,
| do not believe that this application will have any adverse impact on the licensing
objectives.

Signature:

Adam Hodges, Chief Executive Officer, City Gaming Limited
Date:
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STATEMENT OF STUART J, GREEN IN SUPPORT OF THE AGC PRMEISES LICENCE VARIATION
APPLICATION AT 450- 454 HIGH ROAD, TOTTENHAM, N17 9JN

Introduction

| am the Chief Commercial Officer of City Gaming Limited and | have worked in the gaming
industry for 29 years. In addition to being a Board Member of multiple gambling operating
companies, | have personally operated large AGCs, across multiple locations and
environments.

| hold a Personal Management Licence granted to me by the Gambling Commission on 7th
October 2016. This authorises me to hold a management position within City Gaming
Limited. | sit on the Company’s Compliance Committee.

City Gaming Limited is an operator of AGC premises in London and the South East and has
authority to provide gaming machines in AGCs through the grant of an Operating Licence by
the Gambling Commission. The Operating Licence was granted in November 2018. In
granting the application the Gambling Commission approved the measures which City
Gaming Limited has put in place to ensure the licensing objectives and compliance with the
Licence Conditions and Codes of Practice (LCCP).

Since June 2021 City Gaming Limited has operated the AGC premises at 450-454 High Road,
Tottenham, N17 9JN between the hours of 09:00 to 24:00 hours Mondays to Saturdays and
09:00 to 23:00 hours on Sundays, in accordance with the premises licence. The Company has
applied for permission to operate 24 hours, in line with the default hours under the
Gambling Act 2005 for AGC premises and also in line with neighbouring AGC premises.

Based on the Company’s experience of operating 24 hour venues, and the management
policies, procedures and controls that we have in place | believe that operating the
Tottenham premises 24 hours will not add to any of the local issues nor have any impact on
the Licensing Objectives.

Licence Conditions and Codes of Practice (“LCCP”)

The LCCP sets out the Gambling Commission’s general licence conditions and associated
code of practice provisions under the Gambling Act 2005 which are applicable to our Adult
Gaming Centres.

The LCCP relevant to City Gaming Limited Adult Gaming Centers are attached. The LCCP
licence conditions require the Directors and those involved in the Company to hold Personal
Management Licences. They require us to provide fair terms and conditions on the gambling
to customers; implement policies and procedures concerning the use of cash to minimize
the risk of crime; they prohibit giving of credit to customers; they require an anti-money
laundering risk assessment of our business; and make specific notifications, or Key Events, to
the Gambling Commission when certain defined events occur.

The licence conditions require us to make annual Regulatory Returns, describing certain
details of our business, such as numbers of gaming machines, to the Gambling Commission.
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The mandatory Social Responsibility Code Provisions of the LCCP require the Company to
consider the Gambling Commission’s guidance on anti-money laundering; put into effect
policies and procedures intended to promote socially responsible gambling and make an
annual contribution to an organization whom deliver or support research into the
prevention and treatment of gambling-related harms, harm prevention approaches and
treatment for those harmed by gambling. We make a contribution to Gamcare.

The Social Responsibility Code Provisions require the Company to put into effect policies and
procedures designed to prevent underage gambling and monitor the effectiveness of these.
We must make information readily available customers to how to gamble responsibly and
how to access information about, and help in respect of, problem gambling.

Our staff are required by the Operating Licence to interact with customers in a way which
minimises the risk of customers experiencing harms associated with gambling. This must
include:
a. identifying customers who may be at risk of or experiencing harms associated with
gambling.
b. interacting with customers who may be at risk of or experiencing harms associated
with gambling
¢. understanding the impact of the interaction on the customer, and the effectiveness
of the actions and approach.

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

We must have and put into effect procedures for self-exclusion and take all reasonable steps
to refuse service or to otherwise prevent an individual who has entered a self-exclusion
agreement from participating in gambling in our premises.

Further Social Responsibility Code Provisions require us to ensure our marketing is
responsible and provide a complaint and dispute procedure which includes referring
disputes to a third party, alternative dispute resolution entity. We work with the
Independent Betting Adjudication Service.

We are required to assess the local risks to the licensing objectives posed by the provision of
gambling facilities at each of our premises, and have policies, procedures and control
measures to mitigate those risks. In making risk assessments, we must take into account
relevant matters identified in the licensing authority’s statement of licensing policy. Our
Local Area Risk Assessment in respect of the AGC in Tottenham has been provided as part of
the application.

Our premises are subject to regular compliance assessments by local councils and the
Gambling Commission, who review the ongoing compliance of our premises with the LCCP.
These visits have to date not noted any concerns regarding compliance.

We have recently redrafted our operations manual which details how we comply with the
Licence Conditions and Codes of Practice and AGC premises licence conditions and how we
upholding the licensing objectives of the Gambling Act 2005. A copy of the operations
manual is attached. We have also recently redesigned all our premises signage. Again copies
are attached.
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Upon entering all our venues there is an information board covering legal matters and
customer information. This includes the No Under 18s, and Challenge 25 policy, the terms
and conditions, safer gambling information, the complaint and dispute resolution process,
staying in control information, basic legal information and Covid social distancing and
related information.

We have developed the customer journey to ensure we interact effectively with customers.
A copy of the journey is attached.

Application for 24 Hour Operation

We operate 24 hours in similar locations to Tottenham, such as, Wood Green, Camberwell
and Neasden. We safely operate in these locations 24 hours per day due to the fact we have
robust controls in place at these premises which ensure the promotion of the Licensing
Objectives as outlined in more detail below. These premises have the same operating
practices and CCTV as our Tottenham venue, which is the subject of this variation
application.

Daliah Barrett, Licensing Team Leader at Haringey Council, informed me on 23rd June 2022
that members of her team had visited the premises and provided a positive report of our
compliance with the premises licence conditions and that there had been no incidents.
During the visit it was also acknowledged that the additional external lighting installed at the
premises was a benefit to anyone using the side passageway.

We have not had Police or Local Authority visits as a result of poor operating practices. We
have a good working relationship with the Police and regularly provide our external CCTV
footage to aid in general surveillance of Tottenham High Road. Most recently we shared our
CCTV footage with the police on the 30th September 2022 in relation to their investigation
of the Kane Moses murder and the robbery on the Halifax Building Society in June 2022.
There is no suggestion that these offences are in any way linked with our premises.

In the 17 month period since opening the premises in Tottenham we have only had seven
call-outs to the Police. This is only because when people are asked to leave but refuse we
will call the police.

CCTV and Lighting

In consultation with the police and the Safer by Design team, we have installed a high quality
4K CCTV covering the High Street from left- and right-hand side perspectives, with additional
CCTV covering the main entrance. CCTV Spotter screens are installed with live streaming of

internal and external images. We have included specific details of the CCTV we provide at
the premises.

In addition, recommendations were made for additional lighting to be installed along the side
passageway along with additional CCTV.

All recommendations were implemented and have subsequently been very effective:

a. Additional PIR Lighting installed along the side passageway — positioned in accordance
with the police Safer by Design team

10
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b. Three additional 4k Color View CCTV Cameras installed — positioned in accordance
with Licensing and Police recommendations
c. Three CCTV cameras on the front of venue changed for wider angle coverage.

Since opening Game Nation have successfully provided local Police officers four separate CCTV
video recordings relating to incidents caught by our CCTV: one in the side passageway, one
opposite the venue, one heading towards Bruce Grove and one regarding the Halifax Building
Society.

The police commented positively on the timely availability of CCTV videos, along with the high
quality of the CCTV footage.

StaffGuard

We employ StaffGuard at our premises, including Tottenham. StaffGuard is a conflict
management system that enables staff to contact a central head office if they are
threatened, or have aggressive and/or intoxicated customers or if they feel vulnerable. Fully
qualified and vetted operators take control of the situation using conflict management
techniques and contact the emergency services for rapid response if required.

Each member of our venue staff carries a remote-control key fob or keyring.

Should a member of staff feel threatened or vulnerable to attack they can press the remote
fob or keyring which immediately alerts the StaffGuard Conflict Management Centre (CMC).
Colour coded lights reassure the member of staff that they are connected to the CMC
centre.

The system also allows a member of staff to connect to the CMC centre which may require
emergency services assistance but hasn't escalated to that point. The CMC operator will
confirm a "Standby" situation and continue listening should assistance be required.

From that point the CMC staff will be able to both see and listen to what is happening on
site. The CMC operator will then announce "Security, which service do you require?" - This
intervention is normally sufficient to deter further conflict or potential conflict and at that
point the person causing concern normally leaves the premises.

The system provides 2-way communications which enables the CMC operator to speak to
the member of staff and the person causing concern

Training

Staff receive training on spotting the signs of those who have had too much to drink or are
under the influence of drugs. They are also trained to recognize potential instances of crime
and disorder and suspicious transactions, and in the event of any concern about a customer.
Examples of our training documentation are attached. This then leads into the training we
provide on conflict management.

The conflict management training we provide staff is designed to help them recognize Anti-
Social behavior and to utilize a range of de-escalation and defusion techniques.

11
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37. The training we provide is BILD (BILD Association of Certified Training) accredited.

38.

39.
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41.

42.

43.

44,

45.

46.

Part of our training package includes an eLearning platform which includes induction and
introductory Gambling Act 2005 modules, more detailed modules on AGC operation, conflict
management, anti-money laundering and safer gambling. The platform backend information
on the training activities of each staff member allows us to monitor their performance and
areas where they may need to develop.

Crime and Drugs

We endeavor to work with local police Safer Neighborhood Teams on issues such as street
drinking, homelessness and ASB.

We do not tolerate drug use in our premises and anyone found with drugs will be banned.
Unlike betting shops we do not let customers stay in our premises if they are not playing on
the machines. This makes the premises less attractive to drug dealers who can hang around
betting shops to watch the events on which they bet. We do not have live sport as you find
in betting shops.

We also believe the high quality CCTV we operate, both inside and out, acts as a deterrent to
drug dealers.

We design our toilet areas to prevent places where customers could use or hide drugs.
SmartHub tablets for managing and recording self-exclusions and interactions

We use SmartHub tablets and software to manage our premises. The tablets are used to
manage and record self-exclusions, customer interactions and age verification. Full details
are attached. The system has extensive back office functions which allow us to monitor
venue and staff performance and, for instance, identify where staff may need more training
or where we need to reinforce working practices in venues.

SmartHub is a tool staff use to manage self-exclusion. The tablet allows staff to quickly take
customers through the self-exclusion process. We link with the BACTA national self-
exclusion scheme, and customers can register for the scheme at our venues.

SmartHub guides staff to ensure we effectively interact with customers and provide them
with safer gambling options. We find that staff can be incentivized by the records SmartHub
provides. As well as demonstrating where staff may need development it also highlights
examples of staff best practice or exemplary performance.

Vulnerability

We take the licensing objective of protecting vulnerable people from being harmed or
exploited by gambling extremely seriously. Staff are properly trained in their responsibilities,
which include customer interaction and self-exclusion. We manage staff to ensure that they
not only understand their responsibilities but perform accordingly. Importantly, unlike in,
say, betting offices and pubs, our trained staff are not behind a bar or counter but on the
trading floor interacting with customers while keeping abreast of their gambling and any
untoward patterns or behaviours, prompting an interaction.

12
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Socially responsible messaging is displayed on the walls, with signposting to how to obtain
help with problem gambling. Machines themselves now display responsible gambling
messaging. Our marketing and advertising (inside and out) complies with the Advertising
Standards Authority’s codes in relation to gambling.

We operate premises Play 2 Win at 23 Gerard Street in Soho. Above the premises, sharing
the building on the 2"¢ and 3™ floors, are a Turning Point, Drug and Alcohol Wellbeing
Service Clinic. Those suffering with alcohol and drug issues regularly visit the clinic and pass
our AGC. We have a good relationship with the Turning Point who report that our premises
do not create any problems for their patients. We have not in fact been criticized in any of
our premises on this score.

Working with the Community

We offered to meet remotely with the Public Health, the Regeneration Team and with the
residents and the councilors who made representations to our premises licence application
in 2020, to discuss our application and the operation of our arcades. They did not take up
our offer. However, of course the offer still stands. We are more than happy to demonstrate
that we meet our responsibilities to the community, and more.

Prior to opening our Tottenham venue, we liaised directly with a wide-reaching external team
of people from several enforcement positions:

a. Leon Wedderburn ASB Enforcement Officer for Haringey
b. Graham Philpot Town Center Snr Representation

c. Philip Cone Licensing Officer for Haringey

d. Lee Warwick Met Police

e. lan Waylan Met Police — Safer by Design team

As part of the collective workshop held in the aforementioned Tottenham venue the group
openly discussed the real challenges operating in and around Tottenham High Street.

We will always proactively work with the Council and SNT to be a proactive member of the
Retail community delivering a high street retail business that would sit proudly on any High
Street.

We were particularly keen to establish our rules from the first day of our trade. Customers
who wished to behave in an appropriate manner were welcomed, and are able to visit to enjoy
our facilities (and complementary refreshments), while feeling safe and secure. Those who
did not comply with our operating standards were banned, both for their own good and that
of our staff and customers. This has proved effective, since our behavioural standards are
clearly understood, meaning that we have to resort to banning people less and less frequently.

Since opening the Tottenham venue, we have become a highly responsible high street retail
offer, we believe our LCCP standards are second to none and we have worked hard with the
SNT to develop a venue that is a safe low stake environment, free from disorder.

13
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55. |1 am able to say, without reservation, that | have no reason to believe that permitting us to
open for the default hours will prove harmful to the licensing objectives. | would ask the Sub-
Committee to grant this variation accordingly.

Signature:
Stuart J Green, Chief Commercial Officer, City Gaming Limited

Date:
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STATEMENT OF GRAHAM GLANFIELD IN RESPECT OF THE APPLICATION TO VARY THE ADULT
GAMING CENTRE PREMISES LICENCE AT GAME NATION, 450- 454 HIGH ROAD, TOTTENHAM,
N17 9JN

Background and Experience

| am a self-employed consultant and | have worked in the Gambling Sector for approximately
45 years. My experience includes over 10 years as the Technical Director for Rank
Amusements Limited, RAL Limited and Talarius PLC, following which | was Head of Gaming for
over 10 years at Moto Hospitality Limited. At various times these companies have been some
of the largest adult gaming centre (AGC) operators in the UK.

In my previous roles | have been responsible for working closely with the Gambling
Commission and succeeded in uniting the Motorway Services sector to engaging regularly with
the Gambling Commission. These meetings allowed for frank discussion around any concerns
the Commission had relating to a sector that consisted of more than 160 AGCs.

| hold a Personal Management Licence issued by the Gambling Commission. | have been a
member of British Amusement Catering Trade Association (BACTA) and | am currently a
member of the Gambling Business Group.

Whilst at Moto Hospitality Ltd, | was personally responsible the compilation and submission
of over 40 AGC Premises Licence applications and a similar number of Family Entertainment

Centre Permits. All applications were successful.

City Gaming Limited

In April 2019 | met with City Gaming Limited’s Chief Executive Officer and put forward a
proposal based around the integration of several businesses that were being acquired by City
Gaming Limited at that time. | was subsequently contracted by City Gaming Limited to work
on the integration of these businesses in relation to ensuring that there was a consistent
approach across the entire business to overall compliance with the Licence Conditions and
Codes of Practice as set out by the Gambling Commission. In addition to the compliance
integration, | also commissioned and rolled out a comprehensive machine cash collection and
reporting system.

City Gaming Limited, through several different trading companies licensed by the Gambling
Commission, currently operate 58 AGC premises across Greater London, the Home Counties,

East Midlands and South Yorkshire.

| continue to work with City Gaming Limited and each of their associated licensed companies
to ensure their ongoing gambling compliance. This involves remaining fully informed of any

15



10.

11.

12.

13.

14.

Page 17

upcoming legislation and changes to gambling regulation, visiting AGC premises to conduct
audits, working with the on-site managers updating local area risk assessments and working
with the Chief Commercial Officer, the Operations Directors and the Area Managers on their
management oversight process.

City Gaming Limited’s management oversight process is a robust procedure that ensures the
business identifies compliance risks and takes action to mitigate these risks at both higher
management and premises level. The process is based on the data produced from every venue
across the business by the input of interaction and incident logs by staff into their IHL
SmartHub system.

Every interaction and incident recorded on the SmartHub is reviewed by myself every week
and this information, along with related action points, are communicated to the business via
weekly compliance action reports and monthly and quarterly compliance review meetings.

The weekly reporting process examines every element of day-to-day compliance and the
resulting reports are circulated to the Chief Commercial Officer, the Operations Directors and
other key stakeholders within the business. The weekly report details all events that require
action or acknowledgement by Senior Operations Management and this feeds down to the
staff at each premises. Interactions and incidents will include accident reports, test purchase
failures, police-required incidents, incidents and interactions requiring action, self-exclusions
where no prior interactions have been recorded or where an exclusion form was not
completed, and any suspicious anti-money laundering activity.

Between July and September 2022 the Gambling Commission conducted a compliance
assessment of City Gaming Limited and their associated trading companies. This included
inspections of several AGC premises and an inspection of the companies’ social responsibility
policies and procedures.

In September 2022 | accompanied the Chief Executive Officer and the Chief Operating Officer
of City Gaming Limited in a meeting with the Gambling Commission to review the companies’
compliance procedures and the results of the Gambling Commission’s inspections. The
management oversight process outlined above was presented to the Gambling Commission
officers, who verbally commended the work that | carry out with City Gaming Limited and
confirmed a positive outcome from their compliance inspection.

In my time working with City Gaming Limited, neither the Company or any of their associated
trading companies have been the subject of any sanctions or regulatory action by the
Gambling Commission. Nor have any of the licensed AGC premises been the subject of
regulatory action by any local authority in whose jurisdiction they trade.

Game Nation, 450-454 High Road, Tottenham

InJune 2021, when the AGC premises at 450-454 Tottenham High Road opened, | was tasked
with writing to the local centres for the vulnerable on behalf of City Gaming Limited to share
information about the measures that we have in place to protect the vulnerable in the area,
to provide management contact details and to invite the institutions to meet with us. | emailed
the following institutions on 9t July 2021:
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a) Highway House

b) St Mungo’s

c) CARIS

d) Home Start

e) OKF

f) Ashness Care

g) HAGA

h) Grove Drug Treatment Service
i) Blenheim CDP

j)  Bubic

| provided the list of the institutions and a copy of the correspondence to Graham Philpot,
Philip Cone and Leon Wedderburn from Haringey Council as well as Lee Warwick and lan
Waylen from the Metropolitan Police. Mr Wedderburn confirmed that these organisations
included all those that he was aware of in the area.

In addition, following the advice of Haringey Council, | wrote to David Lammy MP on behalf of
City Gaming Limited on 20" July 2021 inviting Mr Lammy to meet our Operations Team at the
premises to demonstrate first-hand how the business operates and the premises’ positive
attitude towards working with the community. | received an automated response from Mr
Lammy but | did not receive a direct response to the invitation and as far as | am aware the
business is yet to have an opportunity to meet with Mr Lammy.

Through analysis of the IHL SmartHub data used as part of the management oversight process,
| have noted that the premises at 450-454 Tottenham High Road has seen a decline in the
number of incidents, interactions, age verification interactions and incidents where police
assistance has been required since the premises opened. In my opinion this demonstrates that
customers are now aware of the controls and processes in place at the premises, meaning
there are fewer problematic interactions that require logging through the IHL SmartHub
system.

Signature:

Date:

Graham Glanfield
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Game Nation

450-454 High Road, Tottenham, N17 9JN.

Report on application to vary the Premises Licence

By

Adrian Studd, Independent Licensing Consultant.

Introduction and Summary Conclusion.

1.

Poppleston Allen Solicitors have instructed me in connection with the application to
remove Condition 1 on the current premises licence which states; The opening hours
of the premises to be limited to 0900 to 2400 on Monday — Saturday and 0900 to 2300

on Sundays.

I have been instructed to consider the impact on the licensing objectives and in
particular on crime and disorder and police resources in the area, should the
application be granted, and to consider the representations made and any conditions

necessary to address these concerns.

I worked for 31 years as a police officer in London, including 10 years as an Inspector
and Chief Inspector manging the Licensing team in the central unit responsible for
licensed premises across London. I have worked as a licensing consultant, mainly
employed in London, since my retirement in 2012. I conducted observations and

prepared a report in connection with the application for the existing licence in 2020.

In connection with this application I conducted observations in the area between
15.00 hours and 03.00 hours on a total of Five (5) occasions: on Thursday the 8%
September 2022, Friday 9" September 2022, Saturday 24™ September 2022, Monday
10" October 2022 and Friday 14" October 2022. Over these five days I observed

Game Nation and Admiral AGC’s and the wider area. I visited betting shops, local
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shops and take-away’s and visited both AGC’s on a number of occasions to observe

the operation of the premises and any impact that the AGC’s have on the area.

5. T visited Game Nation on Five (5) occasions posing as a customer to observe
compliance with existing conditions and the inside of premises, how the premises was
managed and how staff and customers interacted. I also visited Admiral AGC
opposite on Two (2) occasions. Admiral is currently licensed for 24 hours a day 7
days a week and I visited this premises in order to consider the impact an AGC

premises open for 24 hours a day has.

6. During my observations and covert visits Game Nation was well run and complied
with the objectives of the Gambling Act 2005. The local area risk assessment (LARA)
identifies that the risk posed from gambling in the area is higher than many other
areas due to higher rates of drug and alcohol abuse, crime, mental health issues and
social depravation. The LARA sets out in detail the measures that will be in place at

the premises to mitigate these risks. The premises complies with these measures.

7. 1 completed an analysis of crime from the www.police.uk website and was unable to

find any evidence that the premises generates crime or is associated with crime and
disorder or anti-social behaviour in the area. There is no evidence provided by police,
or any of the other representations, that the premises is connected to crime in the area
or that granting the application will lead to an increase in crime and disorder, drug

misuse or anti-social behaviour in the area.

8. From my observations, crime analysis and visits Game Nation has no impact on crime
and disorder or drug activity in the area. The Admiral AGC opposite Game Nation is
licensed for operation 24 hours a day and I observed and visited this premises during
the night-time hours applied for in this application. I observed that the operation was
the same during the night-time as during the day and it had no impact on the area. I

am satisfied that, if this application is permitted, it will have no impact on the area.

Summary of expertise — Adrian Studd.

9. I retired from the police service on 2nd November 2012 having completed 31 years
exemplary service with the Metropolitan Police in London. Between January 2012

and my retirement I was employed as the Chief Inspector in charge of licensing for
2
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the London Olympic Games 2012. In this role, I headed up a team of officers with
responsibility for supervision of licensing compliance at all the Olympic venues,
including the Olympic Park. In addition, I was responsible for ensuring that any
associated events were properly licensed, sufficiently staffed and operated in
accordance with the licensing legislation and best practice in order to ensure the safe

and effective delivery of the Olympic Games.

In addition to leading my team, I visited and worked with both the Olympic-park
management and many other venues, reviewing their policies and procedures and
ensuring that the Games were delivered safely and securely. The success of this
operation not only protected the reputation of the MPS but provided positive benefits
for the profile of the MPS and the United Kingdom. I have been awarded an Assistant
Commissioners Commendation for this work. Prior to this role, between Jan 2002 and
January 2012, I was employed first as an Inspector and then as a Chief Inspector on
the MPS Clubs and Vice Unit (Now SCD9 Serious and Organised crime command).
My responsibilities over this period focussed on all areas of licensing and included
day to day supervision of the licensing team that had a London wide remit to support

the Boroughs with licensing activity.

Providing both Overt and Covert support for policing problem licensed premises
across London, my team worked with premises when licensing issues were identified,
in order to address these problems through the use of action plans in order to raise
their standards. Where this failed, I would support the Boroughs with evidence for use
at review hearings if required. I devised and implemented the MPS strategy 'Safe and
Sound' which seeks to improve the safety of customers at licensed premises by
reducing violent and other crime, in particular gun crime and the most serious
violence. I also developed a Promoters Forum and risk assessment process, and
together these initiatives contributed to an overall reduction in violence in London of
5% and of the most serious violence and gun crime at licensed premises by 20%

whilst I was there.

From 2004 until 2008, my role included representing the MPS and ACPO licensing
lead both in London and Nationally. In this role, I developed key partnerships with

industry, NGOs and Government departments in order to improve the standards at

3
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licensed premises. I sat on the BII working party and helped develop the national
training for Door Supervisors and worked with the SIA to successfully introduce the
new regime within London. I sat on a number of Government working parties and
worked closely with the alcohol harm reduction team on identifying best practice and
ensuring this was used both within London and nationally by police and local

authorities.

13. For the last five years of my police service I was responsible for licensing at the
Notting Hill Carnival, the largest street carnival in Europe. During this time, |
contributed to a reduction in violence overall at the Carnival and delivered increased
seizures of illegal alcohol, reduction of unlicensed alcohol sales and a reduction in
alcohol related violence. In addition to the above, I have attended a large number of
internal MPS training and qualification courses, and I am trained in conducting health
and safety risk assessments and hold the National Certificate for Licensing

Practitioners, issued by the British Institute of Inn keeping (BII).

14. Following my retirement, I set up a licensing consultancy to provide independent
advice for premises requiring a local authority licence. Since then, I have provided
evidence gathering services and advice to a broad range of licensed premises on a
variety of issues, including crime and disorder, cumulative impact, sexual
entertainment, street drinking, rough sleepers, age related products, betting and
gaming and planning. This work has involved premises that benefit from licences for
activities such as alcohol on and off licences, betting premises licences, SEV licences
and late-night refreshment. I have provided expert witness evidence at both local

authority and appeal court hearings.

Licensing Objectives under the Gambling Act 2005

15. All licensed gambling premises are required to fulfil the following objectives:

* Preventing gambling from being a source of crime or disorder, being

associated with crime or disorder or being used to support crime.
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* Ensuring that gambling is conducted in a fair and open way.

* Protecting children and other vulnerable persons from being harmed or

exploited by gambling.

Overview of premises.

16.

17.

18.

Game Nation is an adult gaming centre (AGC) located in Tottenham High Road about
250 metres from Tottenham police station. It is currently licensed to open from 09.00
to 24.00 hours Monday to Saturday and 09.00 to 23.00 hours on Sunday having
successfully applied for the licence in 2020 and I am not aware of any crime that has
taken place at the premises in this time. The police have submitted a general
representation against this application but have not produced evidence of any crimes

directly connected to the premises.

There is another AGC in Tottenham High Road, Admiral Casino at 475 Tottenham
High Road which is licensed to open 24 hours a day and also in the area betting shops
run by Ladbrokes, William Hill and Paddy Power. The area has a variety of shops
including convenience stores, fruit and veg with a diverse range available and many
independent restaurants and take away premises as well as national chains such as
McDonalds, Kentucky Fried Chicken and Costa Coffee. In common with similar
areas there are cycle delivery riders going to and from local restaurants and take-
aways picking up and delivering meals to residents. In common with most retail areas
there are a number of empty units and some looks run down and neglected and

inevitably attract graffiti and damage.

Observations in area.

I conducted observations in the area in connection with this application on Five (5)
separate occasions, Thursday the 8" September, Friday 9" September, Saturday 24"
September, Monday 10 October and Friday 14" October between 15.00 hours and
03.00 hours in order to observe the operation of Game Nation, observe the area as it is
in the afternoon and evening when the premises is open and in the area at night-time

when the premises is closed.
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In addition to observing the vicinity of the premises and local shops and take-away
premises I went into Game Nation on Five (5) occasions posing as a customer to
observe compliance with existing conditions, watch how the premises is run and
observe the customers playing the games and interacting with each other and staff. I
also went into the Admiral AGC opposite that open 24 hours a day 7 days a week on
Two (2) occasions to consider the operation and impact of an AGC premises that is

open for 24 hours a day.

On Thursday 8" September I arrived in the area at about 15.00 hours. The area was
busy with shoppers, school children and families and others using the shops,
restaurants and take-aways. The road was busy with through traffic and buses. I
observed one beggar close to Bruce Grove station but none in the vicinity of Game

Nation. I did not see any evidence of drugs or drug dealing in the street.

I entered Game Nation at about 16.20 hours, the premises was clean and bright with a
good atmosphere. Staff were visible moving around the premises and chatting to
customers. There were about six people playing on the machines. I visited the toilet, a
combined male/female/disabled space with access controlled by staff and found it

clean and tidy.

The toilet is designed to minimise the potential to misuse drugs with flat surfaces
designed out, for example the cistern top was covered with a sloped wooden cover. I
swabbed the surfaces for traces of cocaine but found none and was unable to find any

evidence of drug misuse in the toilet.

At 18.50 I observed a door supervisor outside the premises by the front door who then
returned inside the premises. I went into the premises again at 19.10 and the door was
locked with access controlled by the door supervisor inside activating the security
lock. The entrance is covered by extensive CCTV with the monitors clearly visible
inside the premises. Again the premises was well run with the door supervisor

chatting to those playing on the machines and a generally relaxed atmosphere.

The High Road remained busy through the evening with people using the take-aways

and restaurants and Deliveroo and other delivery riders coming and going. Some
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shops were closed while others remained open and busy. It is clear some locals,
particularly some young males, spend time on the street socialising, eating and
meeting with friends but the atmosphere was generally unthreatening, and I did not
see any evidence of drugs or overt drug dealing. I did not see any beggars or incidents
at, or close to, Game Nation or any evidence of gangs inside the premises or in the

vicinity. I left the area about 21.00 hours.

Friday 9" September followed a similar pattern to the previous day. During the early
evening, the road was again busy, there was a male begging further along the road but
none near Game Nation. I observed the premises at about 20.45 when two males
approached the front door. They appeared to me to be early 20’s and rang the bell for
admission. I followed them into the premises, and we were stopped by the door
supervisor as we entered the premises. He waved me in but asked to see ID

documents from the two males and checked this before letting them in.

The premises was busier than previously with about 15 to 20 customers playing on the
machines. There was a diverse range of ages, sex and ethnicity and the atmosphere
was relaxed. Again there was no evidence of gangs or groups loitering inside or of
alcohol, drugs or drug dealing. Tea and coffee were available, and some customers

were consuming this.

Leaving the premises the High Road was busy with people meeting and getting food,
using the restaurants and generally active on the street. The weather was still warm. 1
did not see evidence of drunkenness, drugs or gangs in the premises, or in the vicinity
of the premises, and while there were examples of drunkenness, begging and the
occasion individual suffering mental health problems in the wider Area, this was no

more than would be expected in any similar London Borough.

I visited the premises again on the night of Saturday 24" September arriving in the
area at about 21.30 hours. The betting shops appeared open but quiet, Admiral AGC
opposite was open but appeared quite quiet, I observed three (3) males go to the door
and ring a bell, a door supervisor admitted them. Game Nation appeared open, and the

door was closed.

The area generally was quite busy with pedestrians, cars and other traffic. The take-
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away premises were busy as was The Beehive public house. The Elbow Room pub
appeared open, but The Ship pub closed. I did not notice any beggars or obvious gang

related activity in the area.

I went to the door of Game Nation at about 22.30 hours. It was locked and I rang the
bell and was admitted to the premises. On entry to the premises customers have to
walk past the door supervisor to get into the gaming area and I was welcomed in.
There was a male who appeared to be the manager who also greeted me and another

staff member who was cleaning.

There were about half-a-dozen customers who were playing at the machines and the
atmosphere was good and relaxed. I played on a few machines for about 10-15
minutes and found the premises was well managed, the atmosphere relaxed and
conditions complied with. When leaving the premises I enquired what the closing
time was and was told 11.45pm. The staff were friendly and professional and the

premises clean and attractive.

I continued my observations in the area and noted that the bookmakers had closed and
some of the take-away premises were also closed or closing while others remained
open and busy with both customers and delivery riders. Bruce Street Station was open
but quiet. Overall I would say that the people in the area were diverse by age, sex and
ethnicity, including some families, and were on foot as well as using the buses and
vehicles. The atmosphere was generally relaxed and there was no evidence of crime

and disorder.

I conducted observations again on Monday 10" October arriving at about 16.00 hours.
The area was very busy with a diverse range of people including school children,
families and adults using the full range of shops, cafés and public house facilities
available. The Beehive, Ship and Elbow Room pubs were open and quite busy. I
visited all the betting shops in the vicinity Ladbrokes (x 2) Paddy Power and William
Hill. All were busy with customers watching and betting on the various sports being

televised and playing the machines.

I saw no incidents in or near any of the betting shops or pubs and the atmosphere was

generally relaxed. There was often a couple of individuals at a time standing outside
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these premises smoking, but I saw no suspicious activity such as drug dealing or gang

1Ssues.

I observed occasional beggars and street drinkers in the street and was approached as |
stood at the bus stop by a dishevelled female begging. I could see no connection
between these individuals and the betting or alcohol licensed premises in the High
Road and they appeared to wander up and down the road approaching people

randomly.

As the afternoon wore on the restaurants and take away premises got busier, in
particular McDonalds and KFC and similar take away and restaurant premises. There
were many Deliveroo and similar riders picking up food for delivery. Walking past
both Game Nation and Admiral I could see both had what appeared to be a small
number of customers inside and the occasional customer coming and going but no one
loitering in the vicinity or other indications of crime issues. At 20.15 I observed two
males go to the door of Game Nation and ring the bell, they were admitted after a few

seconds.

At about 21.20 T went to the door of Game Nation and rang the bell. After a few
seconds I was admitted and walking in I was greeted by the door supervisor who was
in the lobby area by the entrance. The premises was clean and tidy with a small
number of customers and another member of staff walking the floor. I stayed in the
premises for about 10 -15 minutes and the atmosphere was relaxed and the premises

well managed.

At about 21.50 I went onto Admiral AGC opposite. The entry procedure was similar
to Game Nation, and I rang the bell and was admitted. Inside the premises was similar
to Game Nation with a door supervisor and staff member, tea, and coffee available.
There were about a diverse range of male and female customers playing the machines.
The atmosphere was relaxed and the premises well managed. I did not see any

evidence of crime, drugs or gang activity. After about 15 minutes I left the premises.

The High Road was quieter and by about 22.30 most of the shops had closed although
Ozdiller and a few of the other independent supermarkets and convenience stores

were open and the restaurant and take-away premises and pubs were still busy. There
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were still people on the street, coming and going to the various shops and premises
and standing outside some of these smoking. The AGC’s were open with a few
customers coming and going but other then that they had no impact on the area and
were no different from any of the other open premises. There were younger people on
the street, some loitering and chatting, but there was no obvious gang activity, crime

and disorder or drug dealing. I left the area at about midnight.

On Friday the 14" of October I arrived in the area at about 22.30. The High Road was
busy with many of people out and about using the takeaways and restaurants, pubs
and supermarkets and convenience stores. Bruce Grove station was busy with people
coming back from nights out and this activity continued through the evening and into
the night. By midnight, the area was still busy and premises such as the Beehive pub
were closing, and people were still coming from the station and accessing food and

transport.

Game Nation was closed but the Admiral AGC was open, and I observed the outside
of the premises. Apart from the occasional smoker there was no-one loitering outside
and no people entering then leaving a brief time later. I went to the door at about
01.00 hours and rang the bell and was admitted by the door supervisor. Inside the
premises was busy with about 20 people using the machines. The Customers were a
diverse mix of male and female of various ages. Some were chatting and drinking
coffee and others just playing on the machines. There was a door supervisor by the

door and another staff member walking the floor and chatting to customers.

I played a couple of machines while observing the activity for 20 minutes or so.
Customers mainly appeared to be alone on in small groups of two or three with
friends. The atmosphere was relaxed. Customers arriving came in and played the
machines, those leaving did so in ones and twos and walked away without loitering in
the area. Occasionally a customer would go outside to smoke and then return. Inside

the toilet was locked and I did not see anyone go into it.

There were no groups inside not playing the machines, or huddled in corners, no
people coming in briefly and then leaving without gaming. No customers obviously
drunk or under the influence of drugs. The premises was orderly and well run and I

did not see any evidence of gang related activity, drugs or crime and disorder. The

10
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premises had no impact on the vicinity.

Crime and Disorder.

44. The premise is in Haringey Borough in the Tottenham Hale ward and borders with
Bruce Grove ward with the boundary running down the centre of High Road. The

nearby Admiral AGC is across the road in Bruce Grove ward.

45.1 have analysed crime figures available for the area (in Sept 2022) on the police.uk
website and looked not only at Tottenham Hale ward but also at Bruce Grove ward

that borders it on the other side of High Road.

46. Looking at crime trends in both Tottenham Hale and Bruce Grove from August 2019
to June 2022 the most common crimes are Violence and sexual offences, Anti-social
behaviour and Vehicle crime. This is the case when the statistics are considered for
either the last 12 months or 3 years with Violence and anti-social behaviour being by
far the most common offences making up around 50% of all offences and vehicle

crime the next most common.

47. Tottenham Hale 12 months to June 2022.
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48. Tottenham Hale Last 3 years to June 2022.
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49. Bruce Grove last 12 months.
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50. Bruce Grove last 3 years.
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51. With the exception of vehicle crime these are offences most commonly associated
with late-night alcohol licensed premises such as bars and night-clubs and there is no
evidence that they are connected to Adult Gaming Centres. There is no evidence that
the offences are connected to Game Nation. Vehicle crime is not a crime associated

with AGC’s.

Crime Hotspots.

52. Analysing crime Hotspot data for both Tottenham Hale and Bruce Grove on the

police.uk website:

https://www.police.uk/pu/your-area/metropolitan-police-service/tottenham-

hale/?tab=crimemap

and

https://www.police.uk/pu/your-area/metropolitan-police-service/bruce-

grove/?tab=crimemap

Hotspots are shown on a per month basis for all crime or crimes by definition.
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53. Tottenham Hale All Crimes June 2022.
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55. The ‘all Crime’ analysis for Jan — June 2022 did not show any hotspots of any crime
in the vicinity of Game Nation or Admiral. In Tottenham Hale Ward the nearest
hotspots were in Stoneleigh Road car park and Brook Street and in Bruce Grove they

were in St Loys Road and Felixstowe Road.
56.1 also searched on the most prevalent crimes on each ward for the same period for

evidence that they were committed at or near Game Nation or the existing 24-hour

AGC and no crimes had been recorded in the vicinity of either premise.

Local Area Risk Assessment.

57.1 have reviewed the local area risk assessment that has been completed by Game
Nation for this premises. The assessment identifies the local risks and appropriate
measures that the operator will take to mitigate them. The local area risk assessment
identifies that the risk posed from gambling in the area is higher than many other
areas due to higher rates of drug and alcohol abuse, crime, mental health issues and
social depravation and sets out in detail the measures that will be in place at the

premises to mitigate these risks.

58. These measures include:

e Comprehensive CCTV,

e Door control-use of Mag Lock to control entry,

e Staffing-minimum of two members of staff on duty at any time with an
additional, SIA registered security guard, at certain times,

e Bespoke Gangs policy,

e All staff trained on bespoke e-learning programme,

e Staff support 24/7 through the Conflict Management Centre,

e Night security staff on duty on Thursday to Sunday,

e Toilets-Access controlled by staff and UV lighting to deter drug use,

e Toilets-designed to eliminate opportunity for drug use, e.g. no flat
surfaces,

e Challenge 25 to prevent access by anyone under 18,

15
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e Staff able to observe and monitor all machines in premises,
e Premises windows and doors that are unattractive to children and prevent

children seeing into premises,

In my view the local risk assessment has identified the local risks and puts in place
appropriate measures to mitigate them. I conducted an inspection of the premises
during my observations and found that the premises operated to a high standard and

implemented with the above measures.

Representations.

60.

61.

62.

63.

Representation have been submitted against this application on behalf of the
Metropolitan Police, Public Health, Regeneration Team, Licensing, residents,

councillors and the local MP.

The police representation is a general objection and does not refer to any crimes or
allegations at Game Nation or linked to it. The representation refers to offences such
as anti-social behaviour, street drinking, use and supply of drugs, public order, theft
from shops and a GBH that took place in McDonalds. There is no evidence produced
that references these offences in any way to Game Nation or why the premises

opening later would lead to an increase in these offences.

These offences are consistent with the crime analysis and are not crimes that are
related to Adult Gaming Centres generally or Game Nation in particular. They will be
unaffected if this application is granted. Game Nation is a safe, well managed space
with robust and effective measures in place to prevent drug and alcohol abuse and
there is no evidence that its customers are responsible for the street or other crime in

the area.

The Public Health and Regeneration Team representation raises overlapping
concerns. Public Health are concerned that the following licensing objectives will not

be upheld:

e Preventing gambling from being a source of crime or disorder, being

associated with crime or disorder or being used to support crime.
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¢ Ensuring that gambling is conducted in a fair and open way.
e Protecting children and other vulnerable persons from being harmed or

exploited by gambling.

64. No evidence is produced that the premises currently fail to uphold these objectives

65.

66.

67.

68.

and the police, the experts on crime and disorder, have not provided any evidence to
support this assertion. The premises has operated since 2020 and has fully supported
these objectives, there is no evidence to indicate this will not continue if the

application is permitted.

Concern is also raised that anti-social behaviour is high in the ward, however, it is
important to consider that anti-social behaviour covers a range of offences including
such things as graffiti, litter, abandoned vehicles and noisy neighbours so is not in

itself a useful measure for this application.

It is important, when considering the wider picture of crime in an area, to consider the
context. The High Road is the busy retail area on the ward, containing alcohol on and
off-licensed premises, convenience store, take-away food shops and restaurants.
These are the places most local people go for shopping, food, drinking entertainment
etc. it is to be expected that such an area would have the highest levels of crime.
Crime takes place and is reported where people come together and congregate.
Despite this there is no evidence that this takes place at or near Game Nation, or that it

will if the application is granted.

The representations also concern children and vulnerable people and highlights the
proximity of schools. The premises currently operates from 08.00 to 24.00 hours
which is at the times that school children are likely to be in the vicinity. There is no
evidence that it currently has any adverse impact on them. There are robust measures
in place contained in the risk assessment, for example challenge 25, and I observed

that this was enforced during my observations.

Drug dealing and drug use, gangs and street drinking are a particular problem that are
raised in these concerns with speculation that gang members flee into betting shops
and adult gaming centres as places of sanctuary. No evidence is provided to support

this by public health, regeneration or police. In the case of Game Nation the door has
17
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a Maglock controlled by the door supervisor, which I saw was correctly used, so it is
not possible for this to occur currently in the evening and will not be possible during

the additional hours applied for.

The Licensing Authority representation raises the same concerns about the
premises not supporting the licensing objectives and that street drinking, anti-social
behaviour crime and disorder takes place. No evidence is supplied that links this to
the existing premises or that granting this application will lead to an increase in this

behaviour.

Concerns are raised that the premises will be a ‘harbour’ and provide a draw for
groups responsible for this behaviour late into the night. The premises is currently
open until 24.00 hours and there is no evidence that it currently provides such refuge,
or that it will in future if this application is granted. Due to the stringent conditions in
place and management of the premises it cannot provide such a refuge, which itself is
linked to alcohol on and off-licensed premises and Street Crime rather than the

operation of an AGC.

There is a suggestion that clients who are refused use of facilities at betting shops and
similar generate crime that then leads to requirement for the police to attend. This is
not supported by the police representation or crime data available on the police.uk
website. No evidence is produced of any crimes reported, or police attendance at, the
existing Game Nation premises or at the nearby Admiral AGC that is currently

licensed to operate for 24 hours a day.

The resident representations cover the same issues as the Licensing Team,
Regeneration, Police and Public Health shown above. These include the perceived
level of alcohol and drug abuse in the area, crime generally in the area, vulnerable
adults using gambling premises, the existing anti-social behaviour and protection of
children. Others refer to subjective views that anyone gambling after midnight “must

have a problem” and that gambling is not conducive to a “nice area.”

There are also concerns raised about the moral aspect of gambling, the decline of the
High Road generally and perceived attractiveness. These are not relevant

considerations for the application. Whilst I am sure the representations are genuinely
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75.

76.

77.

78
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heart felt there is no evidence produced of harm caused by the existing Game Nation,
or that granting the application will lead to an increase in any of these issues in the
area. This premises already operates from 08.00 hours to 24.00 hours without any
evidence of crime being generated by it or evidence that it currently fails to promote

the Gambling Objectives or will do if this application is granted.

There are objections from Two (2) councillors Councillor Zena Brabazon and

Councillor Gordon Ruth and from Rt. Hon. David Lammy, MP for Tottenham.

Councillor Brabazon raises concerns that the area profile identifies Tottenham Hale
and Tottenham Central Wards as being most vulnerable to gambling related harm and
questions the effectiveness of Game Nations LARA. However, no evidence of Game
Nation causing such harm is produced and as described previously, the local risk
assessment has identified the local risks and puts in place appropriate measures to

mitigate them.

Councillor Gordon Ruth’s representation refers to complaints apparently received
from local residents about the operation of the premises currently and issues they have
highlighted. However, there is no evidence of these issues given beyond the anecdotal
and I did not find that this view was supported either by my observations or by the

evidence of crime on the www.police.uk website.

MP David Lammy raises general concerns that granting this application will increase
the risk of gambling related crime and that, in his view, there are a high number of
vulnerable adults in the area, particularly men, because of local hostels and HMO’s.
No evidence is produced to support this view or how this specific premises would
have a negative impact on them. The LARA acknowledges the issues in the area and,

in my view, puts in appropriate measures to deal with them.

Conclusion.

. This application is to extend the hours of the existing Adult Gaming Centre (AGC)

premises located on Tottenham High Road. It currently opens from 9am to midnight
Monday to Saturday and 9am until 11pm on Sunday. My observations and crime

analysis have failed to find any evidence that the existing conditions have been
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breached at the premises or there is currently crime associated with it.

There have been a number of representations against the application including those
from Residents, Police, Public Health and Regeneration Team, Licensing authority,
local MP and Councillors. The representations highlight their writers concerns about
what could happen and anecdotes about what does happen, however there is no
evidence provided that the premises currently increases crime or attracts vulnerable

people.

The premises has a comprehensive Local Area Risk Assessment (LARA) that puts in
place a raft of substantial measures to ensure that vulnerable groups cannot gain entry
to the premises or take part in gaming. My observations and crime analysis indicates

that this LARA is working and will continue to do so if this application is permitted.

The High Street is a busy environment with a diverse range of shops, pubs, cafés and
other retail units. It is where people meet, drink, congregate, and come into contact
with each other. This is inevitably where crime takes place and gets reported. There is
no evidence that this is connected to the existing AGC premises any more than the

other premises on the High Road.

From both my observations and crime analysis it is clear that Game Nation currently
operates with no negative impact on the area. I am confident that if this application is
granted and the premises is permitted to open 24/7 the premises will continue to have

no negative impact on the area.

I understand that my duty is to the Sub-Committee and this report has been prepared
in compliance with that duty. All matters relevant to the issues on which my expert
evidence is given have been included in this report. I believe the facts I state in this
report to be honest and true and that the opinions I have expressed are correct to the
best of my judgment. The fee for this report is not conditional on the outcome of the

case in any way whatsoever.

Adrian Studd,
Independent Licensing Consultant.

17/10/2022.
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City Gaming Management Team and Head Office Structure
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Extract of Licence Conditions
and Codes of Practice (LCCP)

for Arcades

Version effective from 12 September 2022
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1.1.1 - Qualified persons — qualifying position

Applies to:

All operating licences, except ancillary remote licences, issued to small-scale operators

W N

. In this condition the terms ‘small-scale operator’, ‘qualifying position’ and ‘qualified person’

have the meanings respectively ascribed to them by the Gambling Act 2005 (Definition of
Small-scale Operator) Regulations 2006.

. Schedule X! lists those individuals notified to the Commission as qualified persons.
. If, whilst the licensee remains a small-scale operator, an individual begins or ceases to occupy

a qualifying position in relation to the licensee, the licensee must within 28 days apply to the
Commission under section 104(1)(b) of the Act for amendment of the details of the licence set

out in Schedule X.

. An application for amendment under section 104(1)(b) of the Act may be made in advance of

an individual beginning or ceasing to occupy a qualifying position provided it specifies the date
from which the change to which it relates is to be effective.

. In this condition ‘qualified person’ has the same meaning as in the Gambling Act

2005(Definition of Small-scale Operator) Regulations 2006.

" The schedules mentioned here will be attached to individual licences.
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4.2.1 - Disclosure to customers

Applies to:

All operating licences, except gaming machine technical, gambling software, host, ancillary,
remote bingo, and ancillary remote casino licences

1. Licensees who hold customer funds must set out clearly in the terms and conditions under
which they provide facilities for gambling information about whether customer funds are
protected in the event of insolvency, the level of such protection and the method by which this
is achieved.

2. Such information must be according to such rating system and in such form the Commission
may from time to time specify. It must be provided in writing to each customer, in a manner
which requires the customer to acknowledge receipt of the information and does not permit the
customer to utilise the funds for gambling until they have done so, both on the first occasion on
which the customer deposits funds and on the occasion of any subsequent deposit which is the
first since a change in the licensee’s terms in relation to protection of such funds.

3. In this condition ‘customer funds’ means the aggregate value of funds held to the credit of
customers including, without limitation:

a. cleared funds deposited with the licensee by customers to provide stakes in, or to meet
participation fees in respect of, future gambling;

b. winnings or prizes which the customer has chosen to leave on deposit with the licensee
or for which the licensee has yet to account to the customer; and

c. any crystallised but as yet unpaid loyalty or other bonuses, in each case irrespective of
whether the licensee is a party to the gambling contract.
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5.1.1 - Cash and cash equivalents

Applies to:

All operating licences except gaming machine technical, gambling software and host licences

1. Licensees, as part of their internal controls and financial accounting systems, must implement
appropriate policies and procedures concerning the usage of cash and cash equivalents (eg
bankers drafts, cheques and debit cards and digital currencies) by customers, designed to
minimise the risk of crimes such as money laundering, to avoid the giving of illicit credit to
customers and to provide assurance that gambling activities are being conducted in a manner
which promotes the licensing objectives.

2. Licensees must ensure that such policies and procedures are implemented effectively, kept
under review, and revised appropriately to ensure that they remain effective, and take into
account any applicable learning or guidelines published by the Gambling Commission from
time to time.

6.1.1 - Provision of credit

Applies to:

All gaming machine general operating licences for adult gaming centres and family entertainment
centres

1. Licensees must neither:
a. provide credit themselves in connection with gambling; nor
b. participate in, arrange, permit or knowingly facilitate the giving of credit in connection with
gambling.
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7.1.1 - Fair and transparent terms and practices

Applies to:

All operating licences except gaming machine technical and gambling software licences

1. Licensees must ensure that the terms on which gambling is offered, and any consumer notices
relating to gambling activity, are not unfair within the meaning of the Consumer Rights Act
2015. Licensees must comply with those terms.

2. The contractual terms on which gambling is offered and any consumer notices relating to
gambling activity must be transparent within the meaning of the Consumer Rights Act 2015.
The contractual terms on which gambling is offered must be made available to customers in an
easily accessible way.

3. Licensees must ensure that changes to customer contract terms comply with the fairness and
transparency requirements under the Consumer Rights Act 2015. Customers must be notified
of material changes to terms before they come into effect.

4. Licensees must ensure that they do not commit any unfair commercial practices within the
meaning of the Consumer Protection from Unfair Trading Regulations 2008, at any stage of
their interactions with consumers.
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12.1.1 - Anti-money laundering - Prevention of money laundering and
terrorist financing

Applies to:

All operating licences except gaming machine technical and gambling software licences

1. Licensees must conduct an assessment of the risks of their business being used for money
laundering and terrorist financing. Such risk assessment must be appropriate and must be
reviewed as necessary in the light of any changes of circumstances, including the introduction
of new products or technology, new methods of payment by customers, changes in the
customer demographic or any other material changes, and in any event reviewed at least
annually.

2. Following completion of and having regard to the risk assessment, and any review of the
assessment, licensees must ensure they have appropriate policies, procedures and controls to
prevent money laundering and terrorist financing.

3. Licensees must ensure that such policies, procedures and controls are implemented effectively,
kept under review, revised appropriately to ensure that they remain effective, and take into
account any applicable learning or guidelines published by the Gambling Commission from
time to time.

14.1.1 - Access to premises

Applies to:

All operating licences

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

Applies to:

All operating licences except betting, betting intermediary, ancillary remote betting, betting host
and remote betting intermediary (trading rooms only) licences

1. Licensees must as soon as reasonably practicable, in such a form or manner as the
Commission may from time to time specify, provide the Commission with any information that
they know relates to or suspect may relate to the commission of an offence under the Act,
including an offence resulting from a breach of a licence condition or a code provision having

the effect of a licence condition.

Read additional guidance on the information requirements contained within this section.

! These matters are to be reported to us online via our ‘eServices’ digital service on our website

15.1.3 - Reporting of systematic or organised money lending

Applies to:

All non-remote casino, non-remote bingo, general betting, adult gaming centre, family
entertainment centre and remote betting intermediary (trading rooms only) licences

1. Licensees must as soon as reasonably practicable, in such form or manner as the Commission
may from time to time specify, provide the Commission with any information relating to cases
where they encounter systematic, organised or substantial money lending between customers
on their premises, in accordance with the ordinary code provisions on money lending between

customers.’

Read additional guidance on the information requirements contained within this section.

" These matters are to be reported to us online via our ‘eServices’ digital service on our website
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15.2.1 - Reporting key events

Applies to:

All operating licences

A key event is an event that could have a significant impact on the nature or structure of a licensee’s
business. Licensees must notify the Commission, in such form or manner as the Commission may
from time to time specify, of the occurrence of any of the following key events as soon as reasonably
practicable and in any event within five working days of the licensee becoming aware of the event’s

1

occurrence .

Operator status

1.

Any of the following applying to a licensee, any person holding a key position for a licensee, a
group company or a shareholder or member (holding 3% or more of the issued share capital of
the licensee or its holding company): « presenting of a petition for winding up * making of a
winding up order ¢ entering into administration or receivership * bankruptcy (applying to
individuals only) « sequestration (applicable in Scotland), or « an individual voluntary
arrangement.

Relevant persons and positions

2.

In the case of licensees who are companies or other bodies corporate having a share capital,
the name and address of any person who (whether or not already a shareholder or member)
becomes a shareholder or member holding 3% or more of the issued share capital of the
licensee or its holding company.

. The taking of any loan by the licensee, or by a group company who then makes an equivalent

loan to the licensee, from any person not authorised by the Financial Conduct Authority: a copy
of the loan agreement must be supplied.

. The appointment of a person to, or a person ceasing to occupy, a ‘key position’ (including

leaving one position to take up another). A ‘key position’ in relation to a licensee is:

a. in the case of a small-scale operator, a ‘qualifying position’ as defined in the Gambling Act
2005 (Definition of Small-scale Operator) Regulations 2006

b. in the case of an operator which is not a small-scale operator, a ‘specified management
office’ as set out in (current) LCCP licence condition 1.2

c. a position where the holder of which has overall responsibility for the licensee’s anti-
money laundering and/or terrorist financing compliance, and/or for the reporting of known
or suspected money laundering or terrorist financing activity.

d. any other position for the time being designated by the Commission as a ‘key position’.
(Notification is required whether or not the person concerned is required to hold a
personal management licence and whether or not the event notified requires the licensee
to apply for a variation to amend a detail of their licence.)

Financial events
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. Any material change in the licensee’s banking arrangements, in particular the termination of

such arrangements or a particular facility and whether by the licensee or the provider of the
arrangements.

. Any breach of a covenant given to a bank or other lender.

. Any default by the licensee or, where the licensee is a body corporate, by a group company in

making repayment of the whole or any part of a loan on its due date.

. Any change in the licensee’s arrangements as to the methods by which, and/or the payment

processors through which, the licensee accepts payment from customers using their gambling
facilities (this key event applies to remote casino, bingo and betting operating licences, except
ancillary and remote betting intermediary (trading room only) licences).

Legal or regulatory proceedings or reports

9.

10.

11.

12.

13.

14.

15.

The grant, withdrawal or refusal of any application for a licence or other permission made by
the licensee, or in the case of a licensee which is a body corporate, any group company of
theirs, to a gambling regulator in another jurisdiction. In the case of a withdrawal or refusal of
the application, the licensee must also notify the reasons for such withdrawal or refusal. (This
condition does not apply to applications for licences or other permissions to carry on activities
which would fall outside the scope of a Gambling Commission operating licence if carried out in
Britain or with customers in Great Britain.)

Any investigation by a professional, statutory, regulatory or government body (in whatever
jurisdiction) into the licensee’s activities, or the activities of a person in a ‘key position’, where
such an investigation could result in the imposition of a sanction or penalty which could
reasonably be expected to raise doubts about the licensee’s continued suitability to hold a
Gambling Commission licence.

Any criminal investigation by a law enforcement agency in any jurisdiction in which the
licensee, or a person in a ‘key position’ related to the licensee, is involved and where the
Commission might have cause to question whether the licensee’s measures to keep crime out
of gambling had failed.

The referral to the licensee’s Board, or persons performing the function of an audit or risk
committee, of material concerns raised by a third party (such as an auditor, or a professional,
statutory or other regulatory or government body (in whatever jurisdiction)) about the provision
of facilities for gambling: a summary of the nature of the concerns must be provided.

The imposition by the licensee of a disciplinary sanction, including dismissal, against the holder
of a personal licence or a person occupying a qualifying position for gross misconduct; or the
resignation of a personal licence holder or person occupying a qualifying position following
commencement of disciplinary proceedings in respect of gross misconduct against that person.

The commencement (in whatever jurisdiction) of any material litigation against the licensee or,
where the licensee is a body corporate, a group company: the licensee must also notify the
outcome of such litigation.

The making of a disclosure pursuant to section 330, 331, 332 or 338 of the Proceeds of Crime

Act 2002 or section 19, 20, 21, 21ZA, 21ZB or 21A of the Terrorism Act 2000 (a suspicious
activity report): the licensee should inform the Commission of the unique reference number
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issued by the United Kingdom Financial Intelligence Unit of the National Crime Agency in
respect of each disclosure and for the purposes of this key event the five working day period
referred to above runs from the licensee’s receipt of the unique reference number. The licensee
should also indicate whether the customer relationship has been discontinued at the time of the
submission.

Gambling facilities

16.

17.

18.

Any security breach to the licensee’s environment that adversely affects the confidentiality of
customer data; or prevents the licensee’s customers, staff, or legitimate users from accessing
their accounts for longer than 12 hours.

Where a gaming system fault has resulted in under or overpayments to a player (this includes
instances where a fault causes an incorrect prize/win value to be displayed).

In the case of remote gambling, the commencement or cessation of trading on website
domains (including mobile sites or mobile device applications) or broadcast media through
which the licensee provides gambling facilities (including domains covered by ‘white label’
arrangements). In this condition: ‘body corporate’ has the meaning ascribed to that term by
section 1173 of the Companies Act 2006 or any statutory modification or re-enactment thereof

a. in respect of a company, ‘holding company’ and ‘subsidiary’ have the meaning ascribed to
that term by section 1159 of the Companies Act 2006 or any statutory modification or re-
enactment thereof

b. a ‘group company’ is any subsidiary or holding company of the licensee and any
subsidiary of such holding company.

Read additional guidance on the information requirements contained within this section.

1Key events are to be reported to us online via the ‘eServices’ digital service on our website.
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15.2.2 - Other reportable events

Applies to:

All operating licences

1. Licensees must also notify the Commission in such form or manner as the Commission may
from time to time specify, as soon as reasonably practicable of the occurrence of any of the

following events™:

a.

b.

any material change in the licensee’s arrangements for the protection of customer funds
in accordance with licence condition 4 (protection of customer funds) (where applicable)
any change in the identity of the ADR entity or entities for the handling of customer
disputes, as required by the social responsibility code provision on complaints and
disputes.

. their becoming aware that a group company which is not a Commission licensee is

advertising remote gambling facilities to those residing in a jurisdiction in or to which it has
not previously advertised, or their becoming aware of a sustained or meaningful
generation of 3% or 10% of group Gross Gambling Yield being exceeded by the group in
that jurisdiction.

. any actual or potential breaches by the licensee of the requirements imposed by or under

Parts 7 or 8 of the Proceeds of Crime Act 2002, or Part Ill of the Terrorism Act 2000, or
any UK law by which those statutes are amended or superseded.

In this condition:

a. ‘group company’ has the same meaning as in condition 15.2.1; and

b. without prejudice to section 327 of the Gambling Act 2005, ‘advertising’ includes: having a
home page directed towards a jurisdiction and written in, or in one of, that jurisdiction’s official
language(s), having arrangements enabling that jurisdiction’s currency to be selected for
gambling or the use of payment methods available only in that jurisdiction, and providing a
specific customer service facility referable to that jurisdiction.

Read additional guidance on the information requirements contained within this section.

1 Other reportable events are to be reported to us online via the ‘eServices’ digital service on our

website.
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15.3.1 - General and regulatory returns

Applies to:

All operating licences

1. On request, licensees must provide the Commission with such information as the Commission
may require, in such a form or manner as the Commission may from time-to-time specify, about
the use made of facilities provided in accordance with this licence and the manner in which
gambling authorised by this licence and the licensee’s business in relation to that gambling are
carried on.

2. In particular within 28 days of the end of each quarterly period or, for those only submitting
annual returns, within 42 days of the end of each annual period, licensees must submit an
accurate Regulatory Return to the Commission containing such information as the Commission

may from time to time specify.1

Read additional guidance on the information requirements contained within this section.

1 Regulatory returns are to be submitted to us online via the ‘eServices’ digital service on our
website.

Ordinary code

These do not have the status of operator licence conditions but set out good practice. Operators may
adopt alternative approaches to those set out in ordinary code provisions if they have actively taken
account of the ordinary code provision and can demonstrate that an alternative approach is reasonable
in the operator's particular circumstances; or that to take an alternative approach would be acting in a
similarly effective manner.

Ordinary codes of practice are admissible in evidence in criminal or civil proceedings and must be taken
into account in any case in which the court or tribunal think them relevant, and by the Commission in the
exercise of its functions; any departure from ordinary code provisions by an operator may be taken into
account by the Commission on a licence review, but cannot lead to imposition of a financial penalty.

Social responsibility code

Compliance with these is a condition of licences; therefore any breach of them by an operator may lead
the Commission to review the operator’s licence with a view to suspension, revocation or the imposition
of a financial penalty and would also expose the operator to the risk of prosecution.
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1.1.1 - Cooperation with the Commission

Ordinary code

Applies to:

All licences

1. As made plain in its Statement of principles for licensing and regulation, the Commission
expects licensees to conduct their gambling operations in a way that does not put the licensing
objectives at risk, to work with the Commission in an open and cooperative way and to disclose
anything which the Commission would reasonably need to be aware of in exercising its
regulatory functions. This includes, in particular, anything that is likely to have a material impact
on the licensee’s business or on the licensee’s ability to conduct licensed activities compliantly.
Licensees should have this principle in mind in their approach to, andwhen considering their
compliance with, their obligations under the conditions attached to their licence and in relation
to the following provisions of this code.
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1.1.2 - Responsibility for third parties — all licences

Social responsibility code

Applies to:

All licences

1. Licensees are responsible for the actions of third parties with whom they contract for the
provision of any aspect of the licensee’s business related to the licensed activities.

2. Licensees must ensure that the terms on which they contract with such third parties:

a. require the third party to conduct themselves in so far as they carry out activities on behalf
of the licensee as if they were bound by the same licence conditions and subject to the
same codes of practice as the licensee

b. oblige the third party to provide such information to the licensee as they may reasonably
require in order to enable the licensee to comply with their information reporting and other
obligations to the Commission

c. enable the licensee, subject to compliance with any dispute resolution provisions of such
contract, to terminate the third party’s contract promptly if, in the licensee’s reasonable
opinion, the third party is in breach of contract (including in particular terms included
pursuant to this code provision) or has otherwise acted in a manner which is inconsistent
with the licensing objectives, including for affiliates where they have breached a relevant
advertising code of practice.
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1.1.3 - Responsibility for third parties — remote

Social responsibility code

Applies to:

All remote licences

1. Remote licensees must ensure in particular:
a. that third parties who provide user interfaces enabling customers to access their remote
gambling facilities:

i. include a term that any such user interface complies with the Commission’s
technical standards for remote gambling systems; and

ii. enable them, subject to compliance with any dispute resolution provisions of such
contract, to terminate the third party’s contract promptly if, in the licensee’s
reasonable opinion, the third party is in breach of that term.

2.1.2 - Anti-money laundering — other than casino

Ordinary code

Applies to:

All licences except casino licences

1. As part of their procedures for compliance with the requirements in respect to the prevention
and detection of money laundering in the Proceeds of Crime Act 2002 and the Terrorism Act
2000, licensees should take into account the Commission’s advice on the Proceeds of Crime
Act 2002, *Duties and responsibilities under the Proceeds of Crime Act 2002 — Advice for
operators (excluding casino operators). *
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3.1.1 - Combating problem gambling

Social responsibility code

Applies to:

All licences

1. Licensees must have and put into effect policies and procedures intended to promote socially
responsible gambling including the specific policies and procedures required by the provisions
of section 3 of this code.

2. Licensees must make an annual financial contribution to one or more organisation(s) which are
approved by the Gambling Commission, and which between them deliver or support research
into the prevention and treatment of gambling-related harms, harm prevention approaches and
treatment for those harmed by gambling.
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3.2.3 - AGC SR code

Social responsibility code

Applies to:

All adult gaming centre licences

1. Licensees must have and put into effect policies and procedures designed to prevent underage
gambling, and monitor the effectiveness of these.

2. This must include procedures for:

a. checking the age of apparently underage customers

b. removing anyone who appears to be under age and cannot produce an acceptable form
of identification

c. taking action when there are attempts by under-18s to enter the premises.

3. Licensees must ensure that their policies and procedures take account of the structure and
layout of their gambling premises.

4. Licensees must not deliberately provide facilities for gambling in such a way as to appeal
particularly to children or young people, for example by reflecting or being associated with
youth culture.

5. In premises restricted to adults, service must be refused in any circumstances where any adult
is accompanied by a child or young person.

6. Licensees must take all reasonable steps to ensure that all staff understand their
responsibilities for preventing underage gambling. This must include appropriate training which
must cover all relevant prohibitions against inviting children or young persons to gamble or to
enter gambling premises, and the legal requirements on returning stakes and not paying prizes
to underage customers.

7. Licensees must only accept identification which:

a. contains a photograph from which the individual can be identified
b. states the individual's date of birth

c. is valid

d. is legible and has no visible signs of tampering or reproduction.

8. Licensees in fee category C or higher must conduct test purchasing or take part in collective
test purchasing programmes, as a means of providing reasonable assurance that they have
effective policies and procedures to prevent underage gambling, and must provide their test
purchase results to the Commission, in such a form or manner as the Commission may from
time to time specify.

Read additional guidance on the information requirements contained within this section.
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3.2.4 - AGC ordinary code

Ordinary code

Applies to:

All adult gaming centre licences

1. The Commission considers acceptable forms of identification to include any identification
carrying the PASS logo (for example Citizencard or Validate); a military identification card; a
driving licence (including a provisional licence) with photocard; or a passport.

2. Licensees should put into effect procedures that require their staff to check the age of any
customer who appears to them to be under 21.

3. Licensees should consider permanent exclusion from premises for any adult accompanied by a
child or young person on more than one occasion to premises restricted to adults, or if there is
reason to believe the offence was committed knowingly or recklessly.

4. Procedures should be put into effect for dealing with cases where a child or young person
repeatedly attempts to gamble on premises restricted to adults, including oral warnings,

reporting the offence to the Gambling Commission’ and the police, and making available
information on problem gambling.

5. Licensees in fee categories A or B should consider how they monitor the effectiveness of their
policies and procedures for preventing underage gambling (for example by taking part in a
collective test purchasing programme) and should be able to explain to the Commission or
licensing authority what approach they have adopted.

6. In providing training to staff on their responsibilities for preventing underage gambling,
licensees should have, as a minimum, policies for induction training and refresher training.

Read additional guidance on the information requirements contained within this section.

! These matters are to be reported to us online via our ‘eServices’ digital service on our website.
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3.2.5 - Bingo and FEC SR code

Social responsibility code

Applies to:

All non-remote bingo and family entertainment centre licences

1. Licensees must have and put into effect policies and procedures designed to prevent underage
gambling, and monitor the effectiveness of these.

2. This must include procedures for:

a. checking the age of apparently underage customers

b. refusing entry to any adult-only areas to anyone unable to produce an acceptable form of
identification

c. taking action when there are unlawful attempts to enter the adult-only areas.

3. Licensees must ensure that their policies and procedures take account of the structure and
layout of their gambling premises.

4. Licensees must not permit children or young people to gamble in the adults-only areas of
premises to which they have access. If there is a ‘no under-18s’ premises policy, licensees
must pay particular attention to the procedures they use at the entrance to the premises to
check customers’ ages.

5. Licensees must take all reasonable steps to ensure that all staff understand their
responsibilities for preventing underage gambling. This must include appropriate training which
must cover:

a. all relevant prohibitions against inviting children or young persons to gamble on age-
restricted products or to enter age-restricted areas;

b. the legal requirements on returning stakes and not paying prizes to underage customers;
and

c. procedures for challenging any adult who may be complicit in allowing a child or young
person to gamble.

6. Licensees must only accept identification which:

a. contains a photograph from which the individual can be identified
b. states the individual's date of birth

c. is valid

d. is legible and has no visible signs of tampering or reproduction.

7. Licensees in fee category C or higher must conduct test purchasing or take part in collective

test purchasing programmes, as a means of providing reasonable assurance that they have
effective policies and procedures to prevent underage gambling, and must provide their test
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purchase results to the Commission, in such a form or manner as the Commission may from
time to time specify.

Read additional guidance on the information requirements contained within this section.
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3.2.6 - Bingo and FEC ordinary code

Ordinary code

Applies to:

All non-remote bingo and family entertainment centre licences

. The Commission considers acceptable forms of identification to include: any identification
carrying the PASS logo (for example Citizencard or Validate); a military identification card; a
driving licence (including a provisional licence) with photocard; or a passport.

. Licensees should require a person who appears to relevant staff to be under the age of 21 to
be asked to produce proof of age, either at the point of entry to the gambling area or as soon as
it comes to the attention of staff that they wish to access gambling facilities.

. Licensees should have procedures for dealing with cases where an adult knowingly or
recklessly allows a child or young person to gamble. These procedures might include refusing
to allow the adult to continue to gamble, removing them from the premises, and reporting the
incident to the police or local authorities, or taking action where forged identification is
produced.

. Procedures should be put into effect for dealing with cases where a child or young person
repeatedly attempts to gamble on their premises, including oral warnings, reporting the offence

to the Gambling Commission' and the police, and making available information on problem
gambling to the child or young person concerned.

. Where it is likely that customers’ young or otherwise vulnerable children will be left unattended
on or adjacent to their premises, licensees should consider reminding customers of their
parental responsibilities and assess whether there is a need to develop procedures for
minimising the risk to such children.

. Licensees in fee categories A or B should consider how they monitor the effectiveness of their
policies and procedures for preventing underage gambling (for example by taking part in a
collective test purchasing programme) and should be able to explain to the Commission or
licensing authority what approach they have adopted.

. In providing training to staff on their responsibilities for preventing underage gambling,
licensees should have, as a minimum, policies for induction training and refresher training.

Read additional guidance on the information requirements contained within this section.

! These matters are to be reported to us online via our ‘eServices’ digital service on our website.

59



https://www.gamblingcommission.gov.uk/guidance/lccp-Information-requirements/guidance-to-operators-on-display-of-licensed-status-lccp-notifications-repeated-attempts-by-children-or-young-people-to-gamble
https://www.gamblingcommission.gov.uk/service/operator-eservices

Page 61

3.2.11 - Remote SR code

Social responsibility code

Applies to:

All remote licences (including ancillary remote betting licences in respect of bets made or
accepted by telephone or email), except lottery licences, gaming machine technical, gambling
software, host, ancillary remote casino, and ancillary remote bingo licences

1. Licensees must have and put into effect policies and procedures designed to prevent underage
gambling and monitor the effectiveness of these.

2. Such procedures must include:

a. Verifying the age of a customer before the customer is able to:
i. deposit any funds into their account;
ii. access any free-to-play versions of gambling games that the licensee may make
available; or
iii. gamble with the licensee using either their own money or any free bet or bonus.
b. warning potential customers that underage gambling is an offence;
c. regularly reviewing their age verification systems and implementing all reasonable
improvements that may be made as technology advances and as information improves;
d. ensuring that relevant staff are properly trained in the use of their age verification
procedures; in particular customer services staff must be appropriately trained in the use
of secondary forms of identification when initial verification procedures fail to prove that
an individual is of legal age; and
e. enabling their gambling websites to permit filtering software to be used by adults (such as
parents or within schools) in order to restrict access to relevant pages of those sites.
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3.2.12 - Remote ordinary code

Ordinary code

Applies to:

All remote licences (including ancillary remote betting licences), except gaming machine technical,
gambling software, host, ancillary remote bingo, ancillary remote casino and remote betting
intermediary (trading rooms only) licences

1. Licensees should, and should request their contracted partners to, draw attention to parental
responsibility as part of the purchasing process of facilities such as mobile phones and

interactive television.
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3.3.1 - Responsible gambling information

Social responsibility code

Applies to:

All licences, except gaming machine technical, gambling software, host, ancillary remote bingo,
ancillary remote casino and remote betting (remote platform) licences

1. Licensees must make information readily available to their customers on how to gamble
responsibly and how to access information about, and help in respect of, problem gambling.

2. The information must cover:

a. any measures provided by the licensee to help individuals monitor or control their
gambling, such as restricting the duration of a gambling session or the amount of money
they can spend

b. timers or other forms of reminders or ‘reality checks’ where available

c. self-exclusion options

d. information about the availability of further help or advice.

3. The information must be directed to all customers whether or not licensees also make available
material which is directed specifically at customers who may be ‘problem gamblers’.

4. For gambling premises, information must be available in all areas where gambling facilities are
provided and adjacent to ATMs. Information must be displayed prominently using methods
appropriate to the size and layout of the premises. These methods may include the use of
posters, the provision of information on gambling products, or the use of screens or other
facilities in the gambling premises. Information must also be available in a form that may be
taken away and may also be made available through the use of links to be accessed online or
using smart technology. Licensees must take all reasonable steps to ensure that this
information is also readily accessible in locations which enable the customer to obtain it
discreetly.
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3.3.2 - Foreign languages

Ordinary code

Applies to:

All licences, except gaming machine technical, gambling software, host, ancillary remote bingo
and ancillary remote casino licences

1. Licensees who market their services in one or more foreign languages should make available
in that, or those, foreign languages:
a. the information on how to gamble responsibly and access to help referred to above
b. the players’ guides to any game, bet or lottery required to be made available to customers
under provisions in this code
c. the summary of the contractual terms on which gambling is offered, which is required to
be provided to customers as a condition of the licensee’s operating licence.

3.3.4 - Remote time-out facility

Social responsibility code

Applies to:

All remote licences except: any remote lottery licence the holder of which does not provide
facilities for participation in instant win lotteries, ancillary remote betting licences, remote betting
(remote platform), gaming machine technical, gambling software, host, ancillary remote bingo,
ancillary remote casino and remote betting intermediary (trading room only) licences

1 Licensees must offer a ‘time out’ facility for customers for the following durations:

a. 24 hours

b. one week

c. one month or

d. such other period as the customer may reasonably request, up to a maximum of 6 weeks.
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3.4.1 - Premises-based customer interaction

Social responsibility code

Applies to:

All non-remote licences (except non-remote lottery, gaming machine technical, gambling software
and host licences); only the following remote licences — ancillary remote bingo, ancillary remote
casino, ancillary remote betting, remote general betting limited, and remote betting intermediary
(trading rooms only).

1. Licensees must interact with customers in a way which minimises the risk of customers
experiencing harms associated with gambling. This must include:

a. identifying customers who may be at risk of or experiencing harms associated with
gambling.

b. interacting with customers who may be at risk of or experiencing harms associated with
gambling.

c. understanding the impact of the interaction on the customer, and the effectiveness of the
Licensee’s actions and approach.

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

64




Page 66

3.5.1 - Self exclusion — Non-remote and trading rooms SR code

Social responsibility code

Applies to:

All non-remote licences (except lottery, gaming machine technical and gambling software
licences) and remote betting intermediary (trading rooms only) licences

1. Licensees must have and put into effect procedures for self-exclusion and take all reasonable
steps to refuse service or to otherwise prevent an individual who has entered a self-exclusion
agreement from participating in gambling.

2. Licensees must, as soon as practicable, take all reasonable steps to prevent any marketing
material being sent to a self-excluded customer.

3. Licensees must take steps to remove the name and details of a self-excluded individual from
any marketing databases used by the company or group (or otherwise flag that person as an
individual to whom marketing material must not be sent), within two days of receiving the
completed self-exclusion notification.

4. This covers any marketing material relating to gambling, or other activities that take place on
the premises where gambling may take place. However, it would not extend to blanket
marketing which is targeted at a particular geographical area and where the excluded individual
would not knowingly be included.

5. Licensees must close any customer accounts of an individual who has entered a self- exclusion
agreement and return any funds held in the customer account. It is not sufficient merely to
prevent an individual from withdrawing funds from their customer account whilst still accepting
wagers from them. Where the giving of credit is permitted, the licensee may retain details of the
amount owed to them by the individual, although the account must not be active.

6. Licensees must put into effect procedures designed to ensure that an individual who has self-
excluded cannot gain access to gambling. These procedures must include:

a. a register of those excluded with appropriate records (name, address, other details, and
any membership or account details that may be held by the operator);

b. photo identification (except where the Licensee can reasonably satisfy themselves that in
the circumstances in which they provide facilities for gambling an alternative means of
identification is at least as effective) and a signature;

c. staff training to ensure that staff are able to administer effectively the systems; and

d. the removal of those persons found in the gambling area or attempting to gamble from the
premises.

7. Licensees must ensure that their procedures for preventing access to gambling by self-
excluded individuals take account of the structure and layout of the gambling premises.
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8. Licensees must, when administering the self-exclusion agreement, signpost the individual to
counselling and support services.
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3.5.2 - Self-exclusion — non-remote ordinary code

Ordinary code

Applies to:

All non-remote licences and remote betting intermediary (trading rooms only) licences, but not
gaming machine technical and gambling software licences

1. Self-exclusion procedures should require individuals to take positive action in order to self-
exclude. This can be a signature on a self-exclusion form.

2. Individuals should be able to self-exclude without having to enter gambling premises.

3. Before an individual self-excludes, licensees should provide or make available sufficient
information about what the consequences of self-exclusion are.

4. Licensees should take all reasonable steps to extend the self-exclusion to premises of the
same type owned by the operator in the customer’s local area. In setting the bounds of that
area licensees may take into account the customer’s address (if known to them), anything else
known to them about the distance the customer ordinarily travels to gamble and any specific
request the customer may make.

5. Licensees should encourage the customer to consider extending their self-exclusion to other
licensees’ gambling premises in the customer’s local area.

6. Customers should be given the opportunity to discuss self-exclusion in private, where possible.
7. Licensees should take steps to ensure that:

a. the minimum self-exclusion period offered is of a duration of not less than 6 nor more than
12 months

b. any self-exclusion may, on request, be extended for one or more further periods of at
least 6 months each

c. a customer who has decided to enter a self-exclusion agreement is given the opportunity
to do so immediately without any cooling-off period. However, if the customer wishes to
consider the self-exclusion further (for example to discuss with problem gambling groups),
the customer may return at a later date to enter into self- exclusion

d. at the end of the period chosen by the customer, the self-exclusion remains in place for a
further 6 months, unless the customer takes positive action in order to gamble again

e. where a customer chooses not to renew the self-exclusion, and makes a positive request
to begin gambling again during the 6 month period following the end of their initial self-
exclusion, the customer is given one day to cool off before being allowed access to
gambling facilities. The contact must be made via telephone or in person

f. notwithstanding the expiry of the period of self-exclusion chosen by a customer, no
marketing material should be sent to them unless and until they have asked for or agreed
to accept such material.
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. The licensee should retain the records relating to a self-exclusion agreement at least for the

length of the self-exclusion agreement plus a further 6 months.

. Please note that the Commission does not require the licensee to carry out any particular

assessment or make any judgement as to whether the previously self-excluded individual
should again be permitted access to gambling. The requirement to take positive action in
person or over the phone is purely to a) check that the customer has considered the decision to
access gambling again and allow them to consider the implications; and b) implement the one
day cooling-off period and explain why this has been put in place.

Licensees should have, and put into effect, policies and procedures which recognise, seek to
guard against and otherwise address, the fact that some individuals who have self-excluded
might attempt to breach their exclusion without entering a gambling premises, for example, by
getting another to gamble on their behalf.

Licensees should have effective systems in place to inform all venue staff of self-excluded
individuals who have recently attempted to breach a self-exclusion in that venue, and the
licensees neighbouring venues.

In providing training to staff on their responsibilities for self-exclusion, licensees should have, as
a minimum, policies for induction training and refresher training.
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3.5.3 - Self-exclusion — remote SR code

Social responsibility code

Applies to:

All remote licences except: gaming machine technical, gambling software, host, ancillary remote
bingo, ancillary remote casino, betting intermediary (trading room only) and remote betting
(standard) (remote platform) licences. Paragraph 8 does not apply to ancillary remote betting
licences, remote general betting (limited), or any remote lottery licence the holder of which does
not provide facilities for participation in instant win lotteries

1. Licensees must have and put into effect procedures for self-exclusion and take all reasonable
steps to refuse service or to otherwise prevent an individual who has entered a self-exclusion
agreement from participating in gambling.

2. Licensees must, as soon as practicable, take all reasonable steps to prevent any marketing
material being sent to a self-excluded customer.

3. Licensees must take steps to remove the name and details of a self-excluded individual from
any marketing databases used by the company or group (or otherwise flag that person as an
individual to whom marketing material must not be sent), within two days of receiving the
completed self-exclusion notification.

4. This covers any marketing material relating to gambling. However, it would not extend to
blanket marketing which is targeted at a particular geographical area and where the excluded
individual would not knowingly be included.

5. Licensees must close any customer accounts of an individual who has entered a self- exclusion
agreement and return any funds held in the customer account. It is not sufficient merely to
prevent an individual from withdrawing funds from their customer account whilst still accepting
wagers from them. Where the giving of credit is permitted, the licensee may retain details of the
amount owed to them by the individual, although the account must not be active.

6. Licensees must put into effect procedures designed to ensure that an individual who has self-
excluded cannot gain access to gambling. These procedures must include:

a. a register of those excluded with appropriate records (name, address, other details, and
any membership or account details that may be held by the operator);

b. a record of the card numbers to be excluded;

c. staff training to ensure that staff are able to administer effectively the systems; and

d. the removal of access from those persons found to have gambled or who have attempted
to gamble on the facilities.

7. Licensees must when administering the self-exclusion signpost the individual to counselling
and support services.

69




Page 71

8. Customers must be given the opportunity to self-exclude by contacting customer services and
in addition by entering an automated process using remote communication. In order to avoid
inadvertent self-exclusion it is acceptable for an automated process to include an additional
step that requires the customer to confirm that they wish to self-exclude. The licensee must
ensure that all staff who are involved in direct customer service are aware of the self-exclusion
system in place, and are able to direct that individual to an immediate point of contact with
whom/which to complete that process.
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3.5.4 - Self-exclusion — Remote ordinary code

Ordinary code

Applies to:

All remote licences (including ancillary remote betting licences), except gaming machine technical,
gambling software, host, ancillary remote bingo, ancillary remote casino, remote betting
intermediary (trading rooms only) and remote betting (standard) (remote platform) licences

1. Self-exclusion procedures should require individuals to take positive action in order to self-
exclude:

a.

b.

over the internet; this can be a box that must be ticked in order to indicate that they
understand the system
by telephone; this can be a direct question asking whether they understand the system.

2. Before an individual self-excludes, licensees should provide or make available sufficient
information about what the consequences of self-exclusion are.

3. Licensees should encourage the customer to consider extending their self-exclusion to other
remote gambling operators currently used by the customer.

4. Within the licensee’s information about self-exclusion policies, the licensee should provide a
statement to explain that software is available to prevent an individual computer from accessing
gambling internet sites. The licensee should provide a link to a site where further information is
available.

5. Licensees should take all reasonable steps to ensure that:

a.

b.

the minimum self-exclusion period offered is of a duration of not less than 6 nor more than
12 months;

any self-exclusion may, on request, be extended for one or more further periods of at
least 6 months;

. the self-exclusion arrangements give customers the option of selecting a self-exclusion

period of up to at least five years;

. a customer who has decided to enter a self-exclusion agreement is given the opportunity

to do so immediately without any cooling-off period. However, if the customer wishes to
consider the self-exclusion further (for example to discuss with problem gambling groups)
the customer may return at a later date to enter into self-exclusion;

. at the end of the period chosen by the customer, self-exclusion remains in place, for a

minimum of 7 years, unless the customer takes positive action to gamble again;

. where a customer chooses not to renew, and makes a positive request to begin gambling

again, during the 7 year period following the end of their initial self-exclusion, the
customer is given one day to cool off before being allowed to access gambling facilities.
Contact must be made via phone or in person; re-registering online is not sufficient; and

. notwithstanding the expiry of the period of self-exclusion chosen by a customer, no

marketing material should be sent to them unless and until they have asked for or agreed
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to accept such material.

6. The licensee should retain the records relating to a self-exclusion agreement for as long as is
needed to enable the self-exclusion procedures set out in paragraph 5 above to be
implemented.

7. Please note that the Commission does not require the licensee to carry out any particular
assessment or make any judgement as to whether the previously self-excluded individual
should again be permitted access to gambling. The requirement to take positive action in
person or over the phone is purely to a) check that the customer has considered the decision to
access gambling again and allow them to consider the implications; and b) implement the one
day cooling-off period and explain why this has been put in place.

8. In providing training to staff on their responsibilities for self-exclusion, licensees should have, as
a minimum, policies for induction training and refresher training.

3.5.5 - Remote multi-operator SR code

Social responsibility code

Applies to:

All remote licences except: any remote lottery licence the holder of which does not provide
facilities for participation in instant win lotteries, ancillary remote betting, remote general betting
(remote platform), remote betting intermediary (trading room only), remote general betting
(limited), gaming machine technical, gambling software, host, ancillary remote bingo, and ancillary
remote casino licences

1. Licensees must participate in the national multi-operator self-exclusion scheme.
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3.5.6 - Multi-operator non-remote SR code

Social responsibility code

Applies to:

All non-remote casino, bingo and betting licences (except in respect of the provision of facilities for
betting in reliance on a track premises licence) and holders of gaming machine general operating
licences for adult gaming centres

1. Licensees must offer customers with whom they enter into a self-exclusion agreement in
respect of facilities for any kind of gambling offered by them at licensed gambling premises the
ability to self-exclude from facilities for the same kind of gambling offered in their locality by any
other holder of an operating licence to whom this provision applies, by participating in one or
more available multi-operator self-exclusion schemes.
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3.6.5-AGCs

Ordinary code

Applies to:

All adult gaming centre licences

1. Licensees who employ children (under-16-year-olds) and young persons (those aged 16 and
17) should be aware that it is an offence:

a. to employ them to provide facilities for gambling;

b. if gaming machines are sited on the premises, for their contracts of employment to require
them, or for them to be permitted, to perform a function in connection with a gaming
machine at any time; and

c. to employ them to carry out any other function on adult gaming centre licensed premises
while any gambling activity is being carried on in reliance on the premises licence.

2. As to 1b, it should be noted that in the Commission’s view the relevant provision of the Act
applies to any function performed in connection with a gaming machine. This includes servicing
or cleaning such a machine.

3. Accordingly, licensees should have and put into effect policies and procedures designed to
ensure that:

a. children and young persons are never asked to perform tasks within 1a or 1b, above
b. all staff, including those who are children or young persons themselves, are instructed
about the laws relating to access to gambling by children and young persons.

4. Licensees should consider adopting a policy that:

a. children and young persons are not employed to work on adult gaming centre licensed
premises at any time when the premises are open for business

b. gaming machines are turned off if children and young persons are working on the
premises outside the hours when the premises are open for business.
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3.6.6 - FECs

Ordinary code

Applies to:

All family entertainment centre licences

1. Licensees who employ children (under-16-year-olds) and young persons (those aged 16 and
17) should be aware that it is an offence:

a. to employ them to provide facilities for gambling; and

b. if gaming machines are sited on the premises, for their contracts of employment to require
them, or for them to be permitted, to perform a function in connection with a gaming
machine at any time.

2. As to 1b, it should be noted that in the Commission’s view the relevant provision of the Act
applies to any function performed in connection with a gaming machine. This includes servicing
or cleaning such a machine.

3. Accordingly, licensees should have and put into effect policies and procedures designed to
ensure that:

a. children and young persons are never asked to perform tasks within 1a or 1b, above; and
b. all staff, including those who are children or young persons themselves, are instructed
about the laws relating to access to gambling by children and young persons.

4. Licensees should consider adopting a policy that:

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

b. gaming machines sited in adult-only areas are turned off if children and young persons
are working on the premises outside the hours when the premises are open for business.
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3.8.2 - Money-lending — other than casinos

Ordinary code

Applies to:

All non-remote bingo, general betting, adult gaming centre, family entertainment centre and
remote betting intermediary (trading rooms only) licences

1. Licensees should seek to prevent systematic or organised money lending between customers
on their premises. As a minimum, they should have arrangements in place to ensure staff are
requested to report any instances of substantial money lending when they become aware of

them.
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3.9.1 - Identification of individual customers - remote

Social responsibility code

Applies to:

All remote licences (including ancillary remote betting licences) except gaming machine technical,
gambling software, host, ancillary remote bingo, ancillary remote casino and remote betting
intermediary (trading rooms only) licences

1. Licensees must have and put into effect policies and procedures designed to identify separate
accounts which are held by the same individual.

2. Where licensees allow customers to hold more than one account with them, the licensee must
have and put into effect procedures which enable them to relate each of a customer’s such
accounts to each of the others and ensure that:

a. if a customer opts to self-exclude they are effectively excluded from all gambling with the
licensee unless they make it clear that their request relates only to some forms of
gambling or gambling using only some of the accounts they hold with the licensee;

b. all of a customer’s accounts are monitored and decisions that trigger customer interaction
are based on the observed behaviour and transactions across all the accounts;

c. where credit is offered or allowed the maximum credit limit is applied on an aggregate
basis across all accounts; and

d. individual financial limits can be implemented across all of a customer’s accounts.

3. Licensees which are companies or other bodies corporate must take all reasonable steps to
comply with the above provision as if reference to a customer holding more than one account
with them included a reference to a customer holding one or more accounts with them and one
or more accounts with a group company.

4. A company is a ‘group company’ in relation to a licensee if it is the holding company of,
subsidiary of, or shares a common holding company with, the licensee. For these purposes
‘holding company’ and ‘subsidiary’ have the meanings ascribed to them by section 1159 of the
Companies Act 2006 or any statutory modification or re-enactment thereof.

77




Page 79

4.1.1 - Fair terms

Social responsibility code
Applies to:

All licences, except gaming machine technical and gambling software licences

1. Licensees must be able to provide evidence to the Commission, if required, showing how they
satisfied themselves that their terms are not unfair.
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5.1.1 - Rewards and bonuses — SR code

Social responsibility code

Applies to:

All licences (including ancillary remote licences), except gaming machine technical and gambling
software licences

1. If a licensee makes available to any customer or potential customer any incentive or reward
scheme or other arrangement under which the customer may receive money, goods, services
or any other advantage (including the discharge in whole or in part of any liability of his) (‘the
benefit’) the scheme must be designed to operate, and be operated, in such a way that:

a. the circumstances in which, and conditions subject to which, the benefit is available are
clearly set out and readily accessible to the customers to whom it is offered;
b. neither the receipt nor the value or amount of the benefit is:
i. dependent on the customer gambling for a pre-determined length of time or with a
pre-determined frequency; or
ii. altered or increased if the qualifying activity or spend is reached within a shorter
time than the whole period over which the benéefit is offered.
c. if the value of the benefit increases with the amount the customer spends it does so at a
rate no greater than that at which the amount spent increases; and further that:
d. if the benefit comprises free or subsidised travel or accommodation which facilitates the
customer’s attendance at particular licensed premises the terms on which it is offered are
not directly related to the level of the customer’s prospective gambling.

2. If a licensee makes available incentives or reward schemes for customers, designated by the
licensee as ‘high value, ‘VIP’ or equivalent, they must be offered in a manner which is
consistent with the licensing objectives.

Licensees must take into account the Commission’s guidance on high value customer incentives.
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5.1.2 - Proportionate rewards

Ordinary code

Applies to:
All licences (including ancillary remote licences), except gaming machine technical and gambling

software licences

1. Licensees should only offer incentive or reward schemes in which the benefit available is
proportionate to the type and level of customers’ gambling.

5.1.6 - Compliance with advertising codes

Social responsibility code

Applies to:

All licences, except lottery licences

1. All marketing of gambling products and services must be undertaken in a socially responsible
manner.

2. In particular, Licensees must comply with the advertising codes of practice issued by the
Committee of Advertising Practice (CAP) and the Broadcast Committee of Advertising Practice
(BCAP) as applicable. For media not explicitly covered, licensees should have regard to the
principles included in these codes of practice as if they were explicitly covered.

3. The restriction on allowing people who are, or seem to be, under 25 years old (ie: those in the
18-24 age bracket) to appear in marketing communications need not be applied in the case of
non-remote point of sale advertising material, provided that the images used depict the sporting
or other activity that may be gambled on and not the activity of gambling itself and do not
breach any other aspect of the advertising codes.
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5.1.8 - Compliance with industry advertising codes

Ordinary code
Applies to:

All licences

1. Licensees should follow any relevant industry code on advertising, notably the Gambling
Industry Code for Socially Responsible Advertising.

5.1.9 - Other marketing requirements

Social responsibility code

Applies to:

All licences

1. Licensees must ensure that their marketing communications, advertisement, and invitations to
purchase (within the meaning of the Consumer Protection from Unfair Trading Regulations
2008) do not amount to or involve misleading actions or misleading omissions within the
meaning of those Regulations.

2. Licensees must ensure that all significant conditions which apply to marketing incentives are
provided transparently and prominently to consumers. Licensees must present the significant
conditions at the point of sale for any promotion, and on any advertising in any medium for that
marketing incentive except where, in relation to the latter, limitations of space make this
impossible. In such a case, information about the significant conditions must be included to the
extent that it is possible to do so, the advertising must clearly indicate that significant conditions
apply and where the advertisement is online, the significant conditions must be displayed in full
no further than one click away.

3. The terms and conditions of each marketing incentive must be made available for the full
duration of the promotion.
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5.1.10 - Online marketing in proximity to information on responsible
gambling

Ordinary code

Applies to:
All licences
1. Licensees should ensure that no advertising or other marketing information, whether relating to

specific offers or to gambling generally, appears on any primary web page/screen, or micro site
that provides advice or information on responsible gambling

5.1.11 - Direct electronic marketing consent

Social responsibility code

Applies to:

All licences

1. Unless expressly permitted by law consumers must not be contacted with direct electronic
marketing without their informed and specific consent. Whenever a consumer is contacted the
consumer must be provided with an opportunity to withdraw consent. If consent is withdrawn
the licensee must, as soon as practicable, ensure the consumer is not contacted with electronic
marketing thereafter unless the consumer consents again. Licensees must be able to provide
evidence which establishes that consent.
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6.1.1 - Complaints and disputes

Social responsibility code

Applies to:

All licences (including ancillary remote licensees) except gaming machine technical and gambling
software licences

1. Licensees must put into effect appropriate policies and procedures for accepting and handling
customer complaints and disputes in a timely, fair, open and transparent manner.

2. Licensees must ensure that they have arrangements in place for customers to be able to refer
any dispute to an ADR entity in a timely manner if not resolved to the customer’s satisfaction by
use of their complaints procedure within eight weeks of receiving the complaint, and where the
customer cooperates with the complaints process in a timely manner.

3. The services of any such ADR entity must be free of charge to the customer.

4. Licensees must not use or introduce terms which restrict, or purport to restrict, the customer’s
right to bring proceedings against the licensee in any court of competent jurisdiction. Such
terms may, however, provide for a resolution of a dispute agreed by the customer (arrived at
with the assistance of the ADR entity) to be binding on both parties.

5. Licensees’ complaints handling policies and procedures must include procedures to provide
customers with clear and accessible information on how to make a complaint, the complaint
procedures, timescales for responding, and escalation procedures.

6. Licensees must ensure that complaints policies and procedures are implemented effectively,
kept under review and revised appropriately to ensure that they remain effective, and take into
account any applicable learning or guidance published by the Gambling Commission from time
to time.

7. Licensees should keep records of customer complaints and disputes and make them available
to the Commission on request.

In this Code, ‘ADR entity’ means

a. a person offering alternative dispute resolution services whose name appears on the list
maintained by the Gambling Commission in accordance with The Alternative Dispute
Resolution for Consumer Disputes (Competent Authorities and Information) Regulations 2015
and,

b. whose name appears on the list of providers that meet the Gambling Commission’s additional
standards found in the document ‘Alternative dispute resolution (ADR) in the gambling industry
— standards and guidance for ADR providers'.

Both lists are on the Commission’s website and will be updated from time to time.
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Read additional guidance on the information requirements contained within this section.

7.1.2 - Responsible gambling information for staff

Social responsibility code

Applies to:
All licences, including betting ancillary remote licences, but not other ancillary remote licences
1. Licensees must take all reasonable steps to ensure that staff involved in the provision of

facilities for gambling are made aware of advice on socially responsible gambling and of where
to get confidential advice should their gambling become hard to control.
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8.1.1 - Ordinary code

Ordinary code

Applies to:

All licences

1. As stated earlier in this code, the Commission expects licensees to work with the Commission
in an open and cooperative way and to inform the Commission of any matters that the
Commission would reasonably need to be aware of in exercising its regulatory functions. These
include in particular matters that will have a material impact on the licensee’s business or on
the licensee’s ability to conduct licensed activities compliantly and consistently with the
licensing objectives.

2. Thus, licensees should notify the Commission, or ensure that the Commission is notified, as
soon as reasonably practicable and in such form and manner as the Commission may from

time to time specify1 , of any matters which in their view could have a material impact on their
business or affect compliance. The Commission would, in particular, expect to be notified of the
occurrence of any of the following events in so far as not already notified in accordance with the

conditions attached to the licensee’s licence? :

a. any material change in the licensee’s structure or the operation of its business

b. any material change in managerial responsibilities or governance arrangements

c. any report from an internal or external auditor expressing, or giving rise to, concerns
about material shortcomings in the management control or oversight of any aspect of the
licensee’s business related to the provision of gambling facilities.

Read additional guidance on the information requirements contained within this section.

" These matters are to be reported to us online via our ‘eServices’ digital service on our website.

2 Events which must be reported, because the Commission considers them likely to have a material
impact on the nature or structure of a licensee’s business, are set out in general licence condition
15.2.1
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10.1.1 - Assessing local risk

Social responsibility code

Applies to:

All non-remote casino, adult gaming centre, bingo, family entertainment centre, betting and
remote betting intermediary (trading room only) licences, except non-remote general betting
(limited) and betting intermediary licences.

1. Licensees must assess the local risks to the licensing objectives posed by the provision of
gambling facilities at each of their premises, and have policies, procedures and control
measures to mitigate those risks. In making risk assessments, licensees must take into account

relevant matters identified in the licensing authority’s statement of licensing policy1 .
2. Licensees must review (and update as necessary) their local risk assessments:

a. to take account of significant changes in local circumstances, including those identified in
a licensing authority’s statement of licensing policy;

b. when there are significant changes at a licensee’s premises that may affect their
mitigation of local risks;

c. when applying for a variation of a premises licence; and

d. in any case, undertake a local risk assessment when applying for a new premises licence.

This is the statement of licensing policy under the Gambling Act 2005.

10.1.2 - Sharing local risk assessments

Ordinary code

Applies to:

All non-remote casino, adult gaming centre, bingo, family entertainment centre, betting and
remote betting intermediary (trading room only) licences, except non-remote general betting
(limited) and betting intermediary licences

1. Licensees should share their risk assessment with licensing authorities when applying for a

premises licence or applying for a variation to existing licensed premises, or otherwise on
request.
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Smart Hub Background

soer I8

bmartHUB — The Support Hub for the Gaming Industry

IHL Tech was formed in 2015 and has supplied the High Street gaming sector with self-exclusion and
many other functions since April 2016.

SmartHUB allows the operator to effectively remove paper logs from their premises and store
information centrally, securely and importantly compliantly with the General Data Protection
Regulation 2016/679. A locked down tablet replaces the traditional pen and paper and a back-end
reporting portal gives you access to all the information you require.
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Smart Hub — Overview

A digital log has numerous advantages of a paper Iu:agI

Collating accurate and legible logs
Standardising understanding and approach
Central and local visibility

KPl management to ensure all venues are at a single
standard

All the logs allow the operators to comply with the current
License Conditions and Code of Practise issued by the UK
Gambling Commission.

160

SmartHUB is used by the majority of large AGC and Bingo licensed premises in the UK and is widely
accepted as the most accurate and user-friendly solution, AGC operators including Cashino 160+

venues}, Playnation (c80% of UK holiday parks), Roadchef, MOTO & Welcome Break use!SmartHUB,
along with over 100 SMEs. The Bingo Association provide the Silver package of SmartHUB to theirg
entire membership which includes Buzz Bingo (formerly Gala), Mecca Bingo and Beacon Bingo plgn’g

120 High Street Bingo Licenses and 100+ Licensed Holiday Parks. Q

Whilst SmartHUB provides digital logs, reports and visibility to operators we also provide, through
registered 3" parties Alternative Dispute Resolution and Test purchasing, one visit per calendar year.
Each of which is a requirement of a premise license.

SmartHUB doesn't take away any responsibility of the operator, it simple makes being compliant
easier, gives them greater visibility of their venues activity and allows them to report on and review
instantly.



Smart Hub — Player Protection Stystems

* City Gaming use IHL’s SmartHub technology to manage all areas of protection of
players from gambling related harm.

* Everyvenue is equipped with a tablet device which allows easy logging of all player
interaction related events. These include the following :

Self Exclusion

* The IHL Smart Exclusion system works in conjunction with the Bacta Multi Operator
Self Exclusion System which ensures that details of customers wishing to exclude
from operators using either system are automatically recorded on both systems.
This is a requirement of the Gambling Commission

Self Exclusion Breaches

»  Self Exclusion breaches are closely monitored and customer who persistently
attempt to breach their Self Exclusion Agreement are identified and appropriate
action taken

Age Verification Challenges

* The numbers of Age Verification challenges made is monitored closely and where
inconsistencies are highlighted, the appropriate management action is taken.

Customer Interactions

* Every customer interaction recorded is reviewed on a weekly basis by the )
Commercial team and interactions/incidents of concern are reported to the senior
manaFemenjc team. Where a customer shows clear signs of difficulty with their
gambling, this is reported back to the Operations team to follow up as necessary.

* Incidents including those requiring police assistance/intervention

* Every other type of incident recorded is reviewed weekly and where further action
is required, this is reported out to the Operations team.
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IHL Smart hub — Dash Board
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IHL Smart hub — Dash Board
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Total Breaches a

The ringed elements on the LHS are key tools in our day to day management
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Age Verification

Dashboard

SmartExclusien »

Agje Venfication Log »
SmartiNCIDENT »
SmarthLERT »
Arnfi-honey Lauideanng »
Em=AriINTERACTION ¥

A0

Campliahce »

2020

Month

January
Fabruany
March
Apil
Niay
JUnE
July
Augum

Laptembar
Doober

November

Cacambar

Period Volume of tests

Fl1

P2

#a | 0o

F3

[

P5

P&

F7

]

Pra

F1D

P11

Fi2

Total Volome of Tests

Test Purchasing
Tests
Palace &
Family Leisure 4
Gty Sots o
Oak o
TBLC2 (1]

Running Total of Tests

Pointof Challenge Sites  MNo. Mo, Pazz

Ll
Entry Dwell Gamble Fail Pass Pas  Fai %

s |

| + [Faiael] o | 1 [ o

Brand Palace | Family Leisure | City Slots | Oak TBC2
Tests 6 4
Passed 5 &
Failed 1
Pass Rate (%) B3% 1003 0 0% &
Group Pass Rate (%)

* ity Gaming employ a third party test purchase provider (o carry out regular Age Verification testing
across all venues. This is carried out by CheckPolicy who also carry out AV testing on behalf of Bacta.
*  All tests are monitored and reported on a weekly basis. Test failures are investigated within 48 hours of

the test report being received and remedial action/disciplinary action taken,
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* The following chart shows the 2019 results from the businesses within the City Gaming group.

. We are tested independently every week across our business
*  Are results exceed the national average consistently

= Our test results prove we are exceptionally proactive in this Area
*  Any failure occurs, the entire venue undergo retraining
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Self Exclusions reporting

ﬁ IHL Hub Dxshiborard Profile -

Dashbroard

Exclusions

SmartExclusion - )
Filter exclusions b
Exclusions

Reported Breaches

Reporta

Age Verilicallon Log »

Maire hAF Les Fard Marme= BAF Zamian Qorban! Mame P |aasisls Wilian Mame M Gyan Bukraim
SrMartiNCIDENT » Sgdclad on Mar 17, 2020 Aded nn Mar 156, 2020 Sciciec an Mar 15, 2020 Aclcled an fiar 15, 2020
L
.
Expires an Mar 17, 2021 Expires on Mar 16, 2021 Expirés on Fdmr 15, 2027 Expircs an e haar 15, 2021

SMarALERT k

Anti-Monoy Laundering

Smarli TERACTION »

&OR
Marme hlss Cathy Tathy nName Mg Rarnca Gladwin Mane holss Ay
AyTestParchase » AT M Q&N e i
added an Mar 14, 2670 e el bl Addéd on hAar 5, 2070 Hawkswarth
: Medunchezhain e Added on Mar 5, 20020
: Explres an Mar i4, 2021 h i S i Expiros on Mar 5, 2021
iance vifded on ar 13; 2 ' 7
Compliance » . e Expircs on Mar 5, 2021
Euwpines on far 13, 2021

Feature Activation

5
Immediately updated to our online portal and auailatﬂe to View Post exclusion
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Interaction — Smart Incidents eampe

Dashboard

SmaiExciusion »

Age Merificalion Log e

SmarliNCIDENT =

Incidents

Roporls

BmarAaLERT »

Lnti-pdoney Laondering »

SmartINCIDENTS

Filtar Incidents

enue Name

Ramsgale Palace

Incident Occured at

hfarch 20, 2020 - 02:30PM

hiarch 19,2020 - 07 14PM

Incident Type

Incldent relating to barred or previously barred customer

Ievcictent retating (o aggressdyve behaviour

s Reviewsd

Nol Reviewed

5523 Neasden Palace
5911 Citw Shats - Walthamatow
5906 Folkstone Palace

miarch 19, 2020 - 052140

wiarch 17, 2020 - 102Z7PM

March 17, 2020 - D4:29PM

Incicent relating-to aggressmve behaviaur
Incicient refating to- aggreasive behaviour

Incident refating to barred or previoushy barred custamer
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Mot Reviewed
NQ Reviewed

Azviewed

Prmfile -
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Incident detail eample

Dashboard

Incident Details

SmarExclusion »

Ape Venlication Log e

SmartiNCIDENT = Ramsgate Palace

March 20, 2020 - 08, 30FPM

incioams Type of incident fred customer

Reports Incident Description  barred customer Damian entered the premises and started playing while |

wakml looking as was dealing with another customer when | neticed him |

SrrartALEAT » kindly asked him o leave the premises
Device name  samsung

Submitted by  David Holmes
anti -‘-ﬂl':ll‘lr_"g.' |_!!.l|"1l',l|."[|r'|g [

People Involved 1 (More info)
BSmarliINTERACTTION » T venner T

‘Was incident violent?
Is stake returned?
Returned stake amount

Left premises?

ADR »

AyTestPurahaso »

Farrendlarncs o

167

Reported to police?
Crime reference number
Police called tirme
Police arrived time
Area manager informed?
Might manager infarmed?
CCTV footage captured?
Alarm Initiated?

cident Injury Detalls
I% anyone [njured?

Injury detaiis
Called ambulance?

Yes
Yes
Yes

4

Dashboard Pmfile -

FEVIEW INCIDENT
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Dashboard

SmartExclusion »

Age Verfication Loge

SmartiNCIDENT =

Incidents

Reports

SmartALERT »

Anti-Money Laundering »

SmartINCIDENTS

Filter Incidents

Incident Mo Venue Name Incident Occured at Incident Type

5944 Ramsgate Polacs . b ; i) ncident eedating o Darred or previous L b L

Istington Palace March 19, 2020 - 07 14PM Incident refating to aggressive behaviour

WNatl Reviewed

Measden Pa relatin
5911 City Slots - Walthamstow March 17,2020 - 10:27PM Incident refating to aggressive behaviour

5904 Folkstone Palace March 17, 2020 - D4:29PM Incident relating to barred or previously barred customer
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TIor reviewed 0

NE‘? Reviewed O

Reviewed [
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Incident Detail -

Dashboaord

SmarlExchzsion »

Age Verification Liog »

SMartiNCIDENT =

Incidenls

Reports

SmartALERT »

Anti-Money Laundering »

SMErINTERAGTION »

ADR b

AuTestPurchose »

Incident Details

Incident Details

o Mame  [slinglon Patace

Occurred at  March 19, 2020 - OF14B04

shouting and swearing

Type of incident  Incident relating to aggressive behaviour
incldent Descpton & male walked into the shop locks at me and started shauting | asked for 1D
started shouting and caling me names, al this lme | told him he's gol o
LEAWE THE SHOP , he asked why, 1 then told him | do nof accept that b

Device name  samsUng
Submitied by  Lincoln

Was incident violent?
Is stake returned?
Returmed stake amount
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REVIEW INCIDENT

Other Details

TOT obed

Damage detajs



Area Managers Review Process

Dashboard Profile -

Cashboard

SmartExcluskan »

Age Verification Log»

SmartiNCIDENT =
Incidents

Reports

SmartALERT »

Ant-Money Loundering »

SmartiNTERACTION »

AR &

AyTestPurchose »

Incident Details

Incident Details

Venue Mame
Occurred at

Type of incident
Incident Description

Device name
Submitied by

People involved

Kmown to venue?

Was incident violent?
Is stake returned?
Returned stake amount
Left premises?

Izlingten Palace

March 19, 2020 - 07:14PM

Incident relating to aggressive behaviour

& male walked into the shop looks at me and started shouting f asked for 1D
started shouting and calling me names, at this time | told him he's.got 1o
LEAVE THE SHOR , he asked why, i then told him | do not accept that behaviour
shiouting and swearing

SIS

Lincaln

1 (More infa)
Mo

Ho

Mo

MNA

Yes
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Other Detalls

Police Assistance Details
Reported to police?
Crime reference number
Police called fime
Paolice arrived time
Area manager informed?
Might manager informed?
CCTV footage captured?
Alarm Initiated?

Incident Injury Detalls
s anyone injured?
Injury detalls
Called ambulance?
Any praperty damage?
Damage details

Mo

MNAA
A
[ T
Yeg
Yes
Yes

Mo

N/A
Mo

A

REVIEW INCIDENT

20T abed



Area Managers Review Process

Review Incident

as the Inctdent reported timely and effectively?

o we need 1o update the venue risk assesament?

D Wz

REVIEWED CAMNCEL

Area Manager to review regular with subsequent actions taken accordingly



Conditions

Game Nation,
450-454
Tottenham
High Road

Admiral 475
Tottenham
High Road

Paddy Power,
486
Tottenham
High Road

Ladbrokes,
480
Tottenham
High Road

William Hill,
440
Tottenham
High Road

Ladbrokes,
529-531
Tottenham
High Road

Minimum of 2 members of staff on duty when the
premises are open

v

X

X

X

X

X

SIA registered Security Guard on duty between
1700 and closing

Staff training on recognizing drug use, conflict
management, and restricting service to persons
under 18 years of age

Staff training on specific issues related to the local
area

Induction and refresher training every six months
for new and seasonal staff

Training records maintained and made available
for inspection

Comprehensive 4K HD CCTV System maintained
throughout the building covering all key locations

3 x 4K cameras will be specifically focused on the
High Street

D N N I N N I N N I N

X X X | X X X | X

X X X | X X X | X

X X X X | X X X

X X X X | X X X

X X X X | X X X

Large “spotter screen” inside the entrance showing
live CCTV images viewable by customers as they

172
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enter the premises

Ensure that sufficient lighting is installed outside
the premises

CCTV images recorded on a Hard Drive and
retained for 30 days

CCTV images to be made available for Police and
Licensing Authority inspection in reasonable time

Staff member conversant with the procedure for
obtaining CCTV images on the premises at all
times when the premises are open to the public

Premises shall display notices near the entrance to
the venue stating that CCTV is in operation

Premises to be connected to external conflict
management facility staffed by SIA licensed

conflict Management Operators (City Gaming
Limited Conflict Management Centre (CMC))

X X X X X X | X

X X X X X X | X

X X | X X X X X

X X | X X X X X

X X | X X X X X

CMC to operate 24 hours a day

X

X

X

Staff in the venue provided with remote-control key
fob or keyring, which on activation alerts the CMC

X

X

X

X

X

The CMC system will provide 2-way
communications enabling the CMC operator to
speak to the member of staff and customer
causing concern

AN N N N YA YR YR Y A

X

X

X

X

X
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Licensee shall implement a policy of banning
customers who engage in crime or disorder within
or outside the premises

Licensee will refuse entry to customers who
appear to be under the influence of alcohol or
drugs

A Maglock will be installed and maintained on the
main entrance/exit to the premises which will be
operable by staff

The front door will be locked between 1900 and
closing time each day

Access between 1900 and closing time available at
the discretion of the staff

Front Door Entry Security system to include video
images on internal screen

Toilets will be always locked, and access
controlled by staff

Toilet design will ensure no storage space can be
gained to conceal drugs

Licensee will engage with the local centres for the
vulnerable and provide them with Safer Gambling
information and contact details of the premises

Gang Management Policy will be implemented, in
conjunction with the Police

AN NN Y Y Y

X X X X X X X X X X

X X X X X X X X X X

X X X | X X X X X X X

X X X | X X X X X X X

X X X | X X X X X X X

Y
~N
S
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All staff shall receive training on the Gang
Management Policy

An incident log shall be kept and made available
on request to an authorised officer of the Licensing
Authority or the Police

Licensee shall install and maintain an intruder
alarm on the premises

Challenge 25 proof of age scheme shall be
operated at the premises

Posters prominently displayed advising that no
antisocial behaviour will be tolerated, that a
Challenge 25 policy is in place and that Drinking
Alcohol is not permitted on the premises

X X X | X | X

X X X | X | X

X X | X X | X

X X X X | X

X | X | X X | X

Third party testing on age restricted sales systems
shall take at least twice a year and results provided
to the Licensing Authority upon request

X

X

X

X

X

Licensee will ensure customer toilets are checked
every hour for evidence of drug taking. Toilet
checks to be documented stating the time and
member of staff

X

X

X

X

X

Prominent GamCare documentation will be
displayed at the premises

Licensee shall take all reasonable steps to prevent
street drinking of alcohol directly outside the
premises and to ban those who do so

D N N R N N D N I N A N N B N

Licensee shall place a notice visible from the
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exterior stating that customers drinking alcohol
outside the premises are not permitted and those
who do so will be banned

v

X

X

X

X

X

No cash point or ATM facilities on the premises

v

X

X

X

X

X

Default Hours limited by condition

0900 - 0000
Mon to Fri;
0900 - 2300
Sun

24 hrs

Not Limited

Not limited

Not limited

Not limited

Not limited

176

80T abed



GAME NAT| € N

LOCAL AREA RISK ASSESSMENT - TOTTENHAM

Premises

Premises Name:

Game Nation

Premises Address:

Unit 1, 450-454 High Road, Tottenham, London

Premises Post Code:

N17 9JD

Premises Licence/Permit
Number:

TBC

Category of Premises:

Adult Gaming Centre

Unlicensed Family Entertainment Centre

(please identify with ¥)

[ ]
]

Company

Operating Company:
(the “Company”)

City Gaming Limited

Operating Licence Reference
Number:

Registered Office Address:

City Gaming Limited, 4 Cavendish Square, London, W1G OPG

Assessment Completion

Original Assessment completed by (Signature):

Updated Assessment completed by (Signature):

Original Assessment completed by (Print):

Darren Russell

Updated Assessment completed by (Print): G Glanfield
Position within the Company: Regional Director Position within the Company: Consultant
Date of completion of Original Assessment: Date of completion of Updated Assessment: 19" October 2022

Version October 2022 page 1
209
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GAME NAT |e N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

Requirement to Comply

All non-remote casino, adult gaming centre, bingo, family entertainment centre, betting and remote betting intermediary (trading room only) licences,
except non-remote general betting (limited) and betting intermediary licences

Effective as at 6 April 2016
Social responsibility code provision 10.1.1

1. Licensees must assess the local risks to the licensing objectives posed by the provision of gambling facilities at each of their premises, and have
policies, procedures and control measures to mitigate those risks. In making risk assessments, licensees must take into account relevant
matters identified in the licensing authority’s statement of licensing policy.

2. Licensees must review (and update as necessary) their local risk assessments.
a. totake account of significant changes in local circumstances, including those identified in a licensing authority’s statement of licensing
policy;
b. when there are significant changes at a licensee’s premises that may affect their mitigation of local risks;
when applying for a variation of a premises licence; and
d. inany case, undertake a local risk assessment when applying for a new premises licence.

Ordinary code provision 10.1.2

a. Licensees should share their risk assessment with licensing authorities when applying for a premises licence or applying for a variation to
existing licensed premises, or otherwise on request.

Version October 2022 page 2
210 Pag
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GAME NAT &N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

COMPANY OVERVIEW

1.

Senior Management of City Gaming Limited have worked in the gaming industry for approximately 30 years. In addition to being a Board
Members of multiple gambling operating companies, they have also operated large scale Holiday Park FEC’s, including AGCs.

City Gaming Limited is a leading operator of AGC premises in London, the South East and Midlands and has full authority to provide AGC
facilities through the grant of an Operating Licence by the Gambling Commission. The Gambling Commission has approved the measures which
City Gaming Limited has put in place to ensure that it implements effective anti-money laundering procedures, security procedures and trades
responsibly in accordance with gambling legislation, the licensing objectives and the licence conditions and codes of practice.

The City Gaming Group has thirteen Personal Management Licence holders throughout their operational structure. All in key, high profile
positions.

The Executive Board of Directors is formed of highly experienced operators and management. The Executive Chairman, Sina Azeri, was also a
Partner in a private equity firm and has extensive experience in the gambling industry.

The entire management team from head office to premises level are fully aware of their roles and responsibilities in regards to the Licence
Conditions and Codes of Practice (LCCP).

City Gaming Group employs a highly recognised individual within industry as Compliance Officer, reporting directly to the CCO to carry out
compliance checks and audits to ensure that the Company’s responsibilities and procedures relating to the LCCP are upheld.

City Gaming Group employs over 400 people in London, the South East and the Midlands.
City Gaming utilises an E-Learning platform to under pin the emphasis we apply to our learning culture.
City Gaming engages with a reputable 3™ Party Security Business. We have worked extensively with Incognito (our security advisor and agent)

the following policies have been established in order to ensure provision of the very best advice and practical solutions, for the benefit to deliver
high quality engagement and effective problem resolution.

Version October 2022 page 3
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TTT abed



GAME NAT &N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

a/

EXPLANATORY NOTE

This Risk Assessment is designed to ensure that Game Nation staff fully understand the level of risk in the Local Area. Game Nation
procedures require Risk Assessments to be reviewed on a regular basis and by including significant detail, staff will become very much more
awareof the areas of risk as they review each section of the assessment.

Version October 2022 page 4
212 Pag
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GAME NATI “ N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

Local Area Profile

Location Plan

Image of Premises

Bruce Grove e=s

" A0

D

<
< §
o

Minko's Macs
Fatastowe Ry Q Lord Morrison Mall
E

Beauty Depot 5
CSUSY Ly ,I,,'“'l

Version October 2022 page 5
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GAME NAT |e N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

Description of Local Area

The Adult Gaming Centre is located on Tottenham High Road within a primary shopping area. To one side of the unit is a closed Peacocks
clothing store and Patisserie and immediately adjacent to the unit on the other side is an empty retail unit and a branch of the Halifax
Building Society.

The venue is rectangular in shape internally. No auxiliary activities will be offered other than Cat B3’s, Cat C's and Cat D machines.

Version October 2022 page 6
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GAME NAT &N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

There are a considerable range of premises in the surrounding area that we are aware of that may heighten the risk to
some vulnerable groups of people.

A recognised definition of vulnerability in relation to gambling is as follows — People vulnerable from gambling
related harm are people, who gamble more than they want to, gamble beyond their means and may not be able
to make informed or balanced decisions about their gambling due to a mental impairment, alcohol, or drugs.
Other factors such as bereavement, divorce and other changes in personal circumstances may also affect a
person’s ability to make balanced decisions in relation to their gambling.

It is noted, in particular, that the following establishments are nearby:

Betting Shops — Ladbrokes * 2, William Hill, Betfred and Paddy Power
Adult Gaming Centres — Admiral
Pawn Shops — H&T Pawnbrokers * 2, Pickwicks

Public Houses — There are numerous public houses in the surrounding area but closest are the Beehive, Ship and Elbow Room, all of which
are within a short walk of the unit.

Markets — Holcombe Road market is also within a short walk of the unit. The OK Foundation Soup Kitchen is also situated in Holcombe
Road.

Post Office — Bruce Grove Post Office is very close by

Banks and ATM cashpoints — There are at least 3 ATMs within close proximity plus a Nationwide Building Society, Santander,Halifax and
TSB also nearby.

These establishments can all have links to people who are vulnerable from gambling related harm such as establishments which
provide gambling services such as AGCs and betting shops to sources of funds to gamble such as ATMs, Post Office or Pawnbrokers.
Public houses do risk that customers may become inebriated and not be in a position to control their gambling.

City Gaming’s E Learning training program and procedures ensure that customers displaying and signs of problem related gambling are
identified quickly and the appropriate action taken.

Version October 2022 page 7
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GAME NAT &N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

SELF EXCLUSION

Customers are able to Self-Exclude from gambling as a result of a direct request to any member of staff who will
be able to arrange for self-exclusion to take place provided the customer has the necessary ID documents and a
member of staff authorised to carry out a self-exclusion is present at the time. Should the customer not have the
necessary ID documents, an appointment will be made to process the exclusion, and the customer discouraged
from gambling in the meantime.

Self-exclusions may also occur through the interaction process whereby a member of staff sees a change in a
customer’s behaviour that causes concern, and the staff member interacts accordingly. During these
interactions, Self-exclusion would be discussed along with spending limits, time-outs, referral to
BeGambleAware etc and on some occasions the customer will decide to self-exclude as a result of the
interaction or a series of interactions.

All interactions, including self-exclusion, are recorded via a SmartHub database, and these are reviewed
weekly by senior management.

Version October 2022 page 8
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GAME NAT| ~ N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

SIGNAGE

It’s All Under Control posters will be displayed around the venue with leaflets readily available in both

prominent and discrete locations for customer to take.
Over 18s Only messaging will also be prominently displayed.

If you are lucky

enough to look

under 25, you will

be asked to prove WE'RE HERE TO HELP YOU STAY

that you IN CONTROL OF YOUR GAMBLING.
are over
When you

enter this area

IT'S ALL UNDER
Think@ CONTROL

CALL US FREE: 0808 8020 133
House Rules

DO
@ "‘ (‘ Q BeGambloAwarecrs’

POLITE NOTICE

Under 18°s are not allowed om this premises
18YUTFRFNEA

Pl Nicely

CUSTOMER NOTICE

BcE-OA0<OMEekEL

e W P

THINK 25  SRS08kae

WE ARE OPEN

MON - SUN OPEN 24HRS

00

SECURITY NOTICE

0009

Promotional signage is not designed to be attractive to children or young people and is mainly positioned inside the venue.
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GAME NAT &N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

Schools

Primary schools — Welbourne Primary School, Holy Trinity C of E Primary School, Bruce Grove Primary School, The Mulberry Primary
School, Hyland House Primary and Assunnah Primary School all within a relatively short distance of the unit. It is noted that School
SuperZones are in the pilot phase of Haringey’s School Superzone project at Holy Trinity Primary School and Welbourne primary and
Childrens’ schools.

Also in the vicinity are Devon Close Pre-School and Morning Star nursery.
Junior Schools

The nearest Junior school is the Belmont Junior School just over 1 mile distance.
Secondary Schools and Colleges

North London College is within a short distance of the venue with a further 4 being in the vicinity, these being Ambitious College, The
College of Haringey, Enfield and N E London, National college of Digital Skills and the London College of Law

Harris Academy and Park View are both Secondary Schools within a relatively short distance of the unit.

It is noted that High Road Tottenham is a major thoroughfare for children travelling to and from school. This risk is mitigated by the
processes as noted on Page 11 of this Risk Assessment. It should also be noted that there will be no visibility of gambling by children
through entrance and window design. This design will also prevent visibility of gambling by children even from the upper deck of a
passing bus or other vehicles.

Other areas of interest to children and young persons

Roller Nation in Bruce Grove is a roller skating venue featuring restaurant, bar etc

The Marcus Garvey Library in Philip Lane is located some 0.4 miles from the proposed AGC

218
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GAME NAT &N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

Centres for vulnerable people

BUBIC drug and alcohol dependency unit — Bruce Grove
Blenheim CDP dug and alcohol dependency unit — Bruce Grove
Haringey drug & alcohol service — Bruce Grove

Barnet, Enfield & Haringey Mental Health Trust — St Ann’s Road
HAGA, Action on Alcohol — Park Lane

Ashness Care — Philip Lane

Citizen’s Advice Haringey — Waltheof Gardens

OK Foundations Soup Kitchen — Holcombe Road

Home Start Children’s Home — Tower Gardens Road

CARIS Haringey Homeless Shelter — Philip Lane

St Mungo’s Homeless Shelter — Tottenham High Road

St Mungo’s Homeless Shelter — High Cross Road

Highway House Homeless Shelter — Fountayne Road

Bruce Grove Primary Health Care

Residents Associations and other groups

City Gaming are aware of and would be happy to work with local groups such as the Ladder Community Safety Partnership and Tottenham

Conservation Advisory Committee.
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GAME NAT &N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

Risk from gambling related harm
Haringey Council’s Local Area Profile produced in January 2019 highlights the area as being of high risk from gambling related harm

City Gaming propose the following specific procedures and physical approaches to identify those people at risk and prevent access to
gaming.

The risk posed from gambling related harm in this area is higher than normal because of the higher than normal rates of alcohol and
drug abuse, crime, mental illness and social deprivation. However, this increased risk will be mitigated by the company’s superior levels
of staff training through bespoke E Learning courses, door controls and systems such as StaffGuard and SmartHub. These combined
with weekly reviews will equip staff to the highest level to recognise and manage those customers displaying any signs of gambling
related problems.

Version October 2022 page 12
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GAME NAT| ‘ N LOCAL AREA RISK ASSESSMENT - TOTTENHAM

CCTV systems — Typical CCTV system specification is detailed in Appendix 1. Signage will be in place to make customer aware.

Our CCTV policy/coverage will be regularly reviewed, and additional cameras/equipment will be installed as and when
required. A plan ofcamera positioning will be made available. The CCTV system will be supplied by Link Integrated who also
supply the StaffGuard system as described in Appendix 1. In accordance with generally accepted standards, CCTV recordings
will be kept for a minimum of 31 days.

City Gaming Group operates high quality CCTV equipment including the latest HiColour HIKVision 4k Cameras which provide a superior image quality
for monitoring and evidence purposes. Including CCTV systems

4K, also called 4K resolution, refers to a horizontal

4K ColorVu PoC Fixed Mini Bullet Camera display resolution of approximately 4,000 pixels.

¢ High quality imaging with 8 MP, 3840 x 2160 resolution With up to four times higher resolution than

+1> ® 24/7 color imaging .
% * Clear imaging against strong back light due to 130 dB true standard HDTV 1080p resolution, 4K has not only
WDR technology T
* 3D DNR technology delivers clean and sharp images Decubropil s SR an e
* 2.8 mm, 3.6 mm fixed focal lens standard but is also becoming the new norm for
HIKVISION e Up to 20 m white light distance for bright night imaging
e Water and dust resistant (IP67) video-based security systems, promising better

image quality and richer detail.

< & (@

Camera

Image Sensor 1/25" Progressive Scan CMOS
Min. llumination Color: 0.028 Lux @ (F2.0, AGC ON), 0 Lux with IR

Shutter Speed 173501100000

4K WDR Fixed Dome Network Camera with

Build-in Mic  new SonShuter Yes
Vide Dynamic Range 12008

High quality imaging with 8 MP resolution
Efficient H.265+ compression technology Day &Night IRCutFiter

Clear imaging against strong back light due to 120 dB true Angle Adjustment Pane 010 355° it 0° 10 75, rotate: 01 355
WDR technology

Built-in microphone for real-time audio security

Water and dust resistant (IP66) and vandal proof (IK10)
Robust structure design with full metal materials

E] = ) @ &

LKVISION

.

Lens

Focus Fixed

Fixed lens, 28/4/6 mm

28mm, horizontal FOV: 102", vertical FOV: 53°,diagonal FOV: 124° 4 mm,

horizontal FOV: 79°, vertical FOV: 42°,diaganal FOV: 95* 6 mm, horizontal FOV:

CCTV Information
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Door Control

City Gaming Ltd have extensive experience of operating AGCs in areas such as London that experience high levels of drug
dealing and general crime. This experience allows considered decisions to be made in relation to the levels of staff and
night security required as detailed below.

e External CCTV coverage
e Door and frontage design will ensure that children will not be able to see gambling
taking place whetheron the footpath or travelling by bus or other vehicle type.

e SI|A door staff will be utilised. Where SIA staff are employed directly, they will be fully
trained through thein-house elLearning program supplied by UpSkills (Appendix 3)
who are a recognised provider of eLearning to the UK Gaming industry.

e Where SIA door staff need to be sourced from external suppliers, they will be
expected to complete andacknowledge completion of the Bacta Toolkit that relates
to “Access to Gambling by Children and YoungPeople” — A copy of these training
records will be retained on site for inspection. Example below

Company Site Address: Site Ref: Serial No. /

GAMBLING ACT 2005
Licerce Conditions ond Codes of Proctice

SUMMARY OF STAFF TRAINING

Management and S8, as appropriste, declare that they have read and understood the following documents, are fully aware of Company policy snd procedures and their own resgective
requirements in relalion 10 them

Gambiing by Children and Young Persons Fair and Open Practice and Dupute Resoltion

[

Premises by the Gambling Commission’s Enforcement Offcers 7. Information on how to Gambie Responaibly and Melp for Gamblers with problems
Advertisng Standards and Marketing £ Mcaey lundering Cash handiing & Scapicious Transactions
9

[P

Cuttomer interaction Self-tucdusion
Esrployment of Children and Young Persons
Interval not to exceed 7 days Tick against relevant Policles
Name Position Joining Date | Training Date Signature | Leave Date 112 13 j]4a S |6 17 |8 19

Version October 2022 page 14
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In addition to CCTV

We've developed StaffGuard™ to help create a safe environment for our Customers and Staff when they're faced with an
incident, have a medical emergency or simply need reassurance from a friendly voice. It's simple to use and incredibly reliable.
Staff Guard is a supplementary remote managed service from a command centre that provides 3™ party assessment and support.

All three of the emergency Service become an extension of the tools our teams can deploy.

Staff

‘

|

THREATS

GANGS ANGRY
CUSTOMER

REMOTE PANIC BUTTON

P

We've developed StaffGuard™ to help your workers when they're faced with confrontation, have a

medical emergency or simply need reassuranc

It's simple to use and incredibly reliable

om a friendly voice.

ARMED SHOP ILLNESS /
ROBBERS LIFTER MAN DOWN

SENSORS

FIRE
DETECTION
SYSTEM

e LISTEN., s
% P TALK FULLY
TRAINED
OPERATOR
EMERGENCY SERVICES

MAN DOWN

LI

—> G PoucE

— FIRE BRIGADE

DETECTOR

— AMBULANCE
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Toilet Facilities are designed to deter individuals from attempting to inject drugs on the premises — Controls are as follows :

e Access controlled by staff

e Toilets inspected after every use to identify those individuals involved in drug or alcohol abuse
e Zero tolerance to drug or alcohol abuse with appropriate signage

e Toilet facilities designed so that no areas are accessible to hide drugs, syringes or alcohol.

e Also disabled facility

Zero tolerance to alcohol abuse with appropriate signage

POLITE NOTICE

Customers are not allowed to consume alcohol outside these premises.
Customers consuming alcohol outside these premises may be banned.

The management reserves the right to refuse entry, particularly to those
who may appear intoxicated.

Version October 2022 page 16
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Local Factors

Crime statistics — (Source Police.uk)

Crime levels overview Crime types description
for the last 12 months (from Sep 2021 to Aug 2022) for the last 12 months (from Sep 2021 to Aug 2022)
Last 12 months Last 3 years Latest month Last 12 months Last 3 years
Crime per Month Anti-social behaviour
400 Viclence and sexual offiences
Vehicle crime
Other theft
Burglary
200 FPublic order

Theft from the person

Criminal damage and arson

Robbery
0 Drugs
Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Shoplifting
2021 2021 2021 2021 2022 2022 2022 2022 2022 2022 2022 2022 Bicycle theft

Fossession of weapons
Other crime

0 200 400 600 800 1000

Between Sept 2021 and Aug 2022 an average of 285 crimes were reported each month in the Tottenham High Road area. This
remains very much in line with the statistics reported in Oct 2022.

We are also aware that drug dealing, gangs and street drinking are a particular problem in the area as well as drug use and gang members
fleeing into betting shops and AGCs as places of sanctuary — City Gaming propose to minimise the risk by the implementation of systems
as described in the previous sections.

Version October 2022 page 17
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Mental Health — Data source (Haringey Local Area Profile January 2019)

Haringey has high levels of severe and enduring mental iliness with higher than average suicide rates. Noted that Haringey has some 4000
residents with severe mental illness. This is 3 times more than would be expected for a population the size of Haringey’s.

32% of offenders on probation report having mental health issues whilst this is further compounded by drug and alcohol misuse in 20%

Deprivation — Data source (Gov.uk / English Indices of Deprivation 2019)

LSOA code LSOA name (2011) Local Local Authority District name (2019) Index of Multiple Index of Multiple

(2011) Authority Deprivation Deprivation
District code (IMD) Rank (IMD) Decile
(2019)

E01002081 Haringey 012D E09000014 Haringey 2,971 1

The IMD of 2,971 out of 32,844 indicates that this is an area of extremely high levels of deprivation which brings with it the associated high
levels of alcohol and drug abuse, crime and mental illness.

Ethnic and Religious Demographics

Religious demographics from the 2011 census show that 52.9% of the Haringey population were born in England with the rest being
comprised of small percentages of people from other nations across the world. The census also showed that 70.3% of people in Haringey
spoke English with next most spoken languages being Turkish and Polish

In terms of religious demographics, the same census showed that 45% of the Haringey population are of Christian religion followed by
some 25% who claimed to have no religion and then 14.2 who are Muslim.

With such a diverse population within Haringey, City Gaming will endeavour to ensure through the recruitment process that local staff

are employed who have a good understanding of the religious and ethnic population and their attitudes toward gambling.

Version October 2022 page 18
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Economic makeup of the community — Data source (Haringey Economic Strategy & Business Relationships — Overview & Scrutiny
Committee)

Haringey is 24™ out 33 London boroughs for the number of businesses and has a very small proportion of large companies —Only 4 other
London boroughs have a smaller proportion of large firms.

Only 1% of all London employment is in Haringey. At 72,600, this is less than half the London average. However, the number of jobs have
grown by 17% in recent years. The employment rate for the period Oct 2018 to Sept 2019 is 73.7%, slightly less than London at 74.4% and
the rest of the country at 75.7%.

Health and retail are the joint two largest sectors by employment in Haringey followed by education. There have been declines in Public
administration and business support jobs but significant increases in arts, entertainment, recreation and other services.

In work poverty — 17% of residents claim that their household income is less than £15,000 per year including benefit payments whilst 1 in
5 residents report that at least one member of their household earns less that the London Living wage.

Appendix 3 to this Risk Assessment is the Game Nation Safeguarding Adults Policy Statement

Version October 2022 page 19
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Gambling Act 2005 — The Licensing Objectives

The Gambling Act 2005 sets out the three licensing objectives (LO), which are:

el

Preventing gambling from being a source of crime or disorder, being associated with crime or disorder or being used to support crime;
Ensuring that gambling is conducted in a fair and open way; and

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

Safeguarding — (Company Objective)

Risk Assessment

LO Level of Impact Control Risk Management Reviewed
Risk System
Children entering site Severe to Business Interior v' Constant and effective monitoring of the main entrances by
unnoticed/unchallenged 1 Low Sever to Child Design Managers/Staff/Security at all times. Oct 2022
v Staff have uninterrupted visibility of all gaming machines at all
times
Exterior v" Front of the Venue is desighed not to be attractive to children
Design and challenge 25 posters clearly visible from street. Oct 2022
v" Frontage and doors designed so that children cannot see
gambling taking place from the footpath or passing vehicles
Physical v" Think 25 Policies in place and implemented
v" Regular independent (Check Policy) age verification testing
v" Regular staff training in-house and through e learning with 6
monthly refresher courses
v' The BACTA Toolkit is available and supplements the E Learning Oct 2022
program
v" Clear & Prominent premises signage and machine labelling
v" Thank 25 material displayed
v" Regulatory Return data collected through IHL tablet process and
reviewed weekly with weekly reporting up to CCO level by
Commercial team
v" Policy of preventing the wearing of hoods
v

Health and Safety Policies & procedures in place

228
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Failure to deal with Consumers Moderate to Business v" Machine maintenance carried out by qualified engineer
making complaints about the Moderate Severe to vulnerable Physical v" Machine turned off immediately should fault be identified
outcome of Gambling customer v" Machine only acquired from licensed suppliers. Oct 2022
v' Complaints Procedure & Forms available on premises
v’ Staff training through E Learning with 6 monthly refresher courses Oct 2022
Systems | v Registered with ADR Entity — CEDR. Centre for Effective Dispute
Resolution
v' Compliant with Company Procedures
v’ Sufficient quantity of posters and leaflets. “Playing the machines”
Failure to provide information Severe to Business posters displayed prominently. Oct 2022
to players on responsible Low Sever to Customers Physical v" All machines labelled displaying National Gambling Helpline
gambling. number and website address.
v Stock control system in place for leaflets and is monitored daily. Oct 2022
Systems v" Adhere to Company Procedures and Policies
v" Regular audit to ensure system is in place
Failure to recognise signs
associated with problem Moderate | Severe to Business Interior v' Players behaviour and positions are closely and effectively Oct 2022
gambling or substantial changes Sever to Customers design monitored. Clear lines of sight to all machines and effective CCTV
in gambling style. systems
v’ Staffed trained in customer interaction via E Learning with 6
Systems monthly refresher training Oct 2022
v" Clear policy to record the procedure for interaction and logging of
interactions through IHL SmartHub tablet system. All interactions
reviewed weekly by the Commercial team and a weekly report
produced and distributed to all senior management.
Staff lacking awareness and v Safeguarding Adults Policy and Training Oct 2022
unsure how to recognise or Moderate | Severe to Business Training
respond to a vulnerable person Sever to Customers
who may be at risk
Failure to properly administer Severe to Business v' CCTV effectively positioned at entrance to benefit identification of Oct 2022
the self-exclusion process and Low Sever to Customers Physical knowns excluders.
v

maintain its effectiveness
thereafter, including breaches
and reinstatements.
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Interior
Design

Consideration given to internal layout so as to ensure effective
monitoring of customers entering the premises and those that
might enter in order to gamble on behalf of self-excluder.

Oct 2022

System

IHL Multi Operator Self Exclusion System in place

All exclusion and breach data subject to weekly review by
Commercial team and reported to senior management.

IHL tablet always available to ensure that customers wishing to
exclude can do so

Details of Self Excluded customers distributed to other sites and
operators via IHL/Bacta MOSES systems

Oct 2022

Failure to identify attempts to
launder money on the premises
(e.g. dye stained notes) and to
follow correct reporting
procedure.

Low

Sever to business
Low to customers

Interior
Design

Effective monitoring of customers’ behaviour by good lines of
sight from floor staff and Managers, and well positioned CCTV
cameras.

Oct 2022

Physical

Where machines operate TITO, tickets cannot be transferred or
used in any other premises. Suspicious tickets are automatically
flagged and staff interaction is then required

The majority of larger wins are paid by hand which forces
interaction with staff

Oct 2022

Training

Red Flag indicators trained.

For example — Increased spend inconsistent with the customer’s
normal profile, unknown customers staking large amounts,
customers with no known means of income staking large amounts
etc

Oct 2022

System

The Company has an appointed Money Laundering Officer and has
Policies and Procedures in place which are reviewed regularly, are
implemented and monitored in respect of Money Laundering and
Suspicious Transactions including a Disclosure Procedure for use
by staff and reporting to the National Crime Agency using SARs.

Oct 2022

Poor security increasing
vulnerability to crime

Low

Sever to business
Sever to customers

Physical

StaffGuard system incorporating Panic Alarms that connect to an
independent Conflict Management Centre
Intruder alarm installed and regularly serviced

Oct 2022
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v Effective CCTV coverage with data stored for a minimum of 30
days

Exterior |v' Toughed glass windows and door to limit criminal damage
Design v" Outdoor CCTV with full coverage of all entrances Oct 2022

Limited cash desk and personal floats

Regular liaison with local law enforcement agencies
Log maintained should Police be called to assist. All incidents Oct 2022
reviewed weekly by Commercial Team and reported to senior
management

v' Keep abreast of local crime trends

Systems

INENEN

Awareness of heightened local Systems | Higher than average crime statistics although an increase in the level
crime in the local area. is not higher than similar areas or the Metropolitan Police Area in

1 total Oct 2022

https://www.police.uk
Awareness of students learning Systems |v' Local research identified schools as listed earlier in the assessment
facilities (schools & colleges) in 3 v' Challenge 25 process and systems Oct 2022
the local area v" No gaming visible to children or young persons from outside of
the venue

Awareness of residential v/ Care homes as listed earlier in the assessment Oct 2022
facilities for the vulnerable in 3 Systems |v'  Door controls, CCTV and training in place
the local area
Awareness of gambling care Systems No physical facilities for problem gambling in the vicinity
agencies in the local area 3 http://www.gamecare.org.uk Oct 2022

http://www.gordenmoody.org.uk
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City Gaming premises located in the Index of Multiple Deprivation Top Decile

Local
Authority Local Authority | Index of Multiple . . a
Venue Name Address R ezl LSOA name (2011)  |District District name | Deprivation (IMD) Ir.\de.x G . |Licensed Hours Operational Hours Addlhona.l I' lcence
(2011) Deprivation (IMD) Decile Conditions
code (2019) Rank
(2019)
Margate 90 High Street, Margate, CT9 1JW E01024676 |Thanet 003A E07000114 |Thanet 67 1{24 Hours 24 Hours Mon-Sun No
Firth Park 9-11 Sicey Avenue, Sheffield, S5 6NF E01008062 |Sheffield 013E E08000019 |Sheffield 1138 1]24 Hours 9am-8pm Mon-Sun No
Ipswich 37 Upper Brook Street, Ipswich, IP4 1ED E01033129 |lpswich 007H E07000202 |lpswich 1620 1124 Hours 24 Hours Mon-Sun No
Shirley 71 High Street, Shirley, Southampton, SOTS k41017950 [southampton 0108 [E06000045  [southampton 1669 ! 24 Hours Mon-Sun
3NP 24 Hours No
Dover 1 60 Biggin Street, Dover, CT16 1DD E01024215 |Dover 013B E07000108 |Dover 2105 1]24 Hours 10am-6pm Mon-Sun No
Dover 2 9 Biggin Street, Dover, CT16 1BD E01024215 |Dover 013B E07000108 |Dover 2105 1|24 Hours 24 Hours Mon-Sun No
Tottenham  |448-454 High Road, London, N17 9N E01002081 |Haringey 012D E09000014 |Haringey 2971 1 |7@m-midnight Mon-Saf | 9am-midnight Mon-Sat .
9am-11pm Sun 9am-11pm Sun
Portsmouth 1 |101 CommercialRoad, Porismouth, POT k41017035 |portsmouth 0168 |E06000044  [Portsmouth 3086 1 24 Hours Mon-Sun
1BQ 24 Hours No
Portsmouth 3 |3 Edinburgh Road, Portsmouth, PO1 1DE E01017032 |Portsmouth 016B E06000044 |Portsmouth 3086 1 24 Hours 9am-10pm Mon-Sun No
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COMMISSION

COMBINED OPERATING LICENCE

Number: 000-052732-N-329729-007

This licence issued under Part 5 of the Gambling Act on 27
November 2018 is amended under section 104 of the Act .

The effective date of the amendment is! 18 January 2022

Part 1

This operating licence? is issued to:

City Gaming Limited
trading as City Slots; Game Nation; Golden Touch; Palace
Amusements
of
4 Cavendish Square
London
W1G 0PG

This Licence authorises the Licensee to carry out the following
activities:

to provide facilities for playing bingo; to make gaming machines available
for use in an adult gaming centre; to supply, install, adapt, maintain or

repair (but not manufacture) a gaming machine or part of a gaming
machine

Signed on behalf of the Gambling Commission

Programme Director

" Note: Licences may be surrendered, lapse, be forfeit or be revoked in accordance with sections 113, 114, 115, 118
or 119 of the Act. Under section 111 of the Act the Commission may determine that licences, or licences of a
specified class, shall cease to have effect at the end of a specified period

2 which is not a remote licence

10f3
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This Licence is subject to the following conditions:

) The specific conditions attached to this licence by the Commission by virtue of
section 77 of the Act, which are set out below

o the statutory conditions attached by virtue of the Act: these are set out in the
enclosed documents

o the general conditions imposed by the Commission by virtue of section 75 of
the Act, which are set out in the enclosed documents

o the general conditions imposed by the Secretary of State by virtue of section 78
of the Act which are set out in the enclosed documents

Part 2 Commission Specific Conditions

1. Untill the time that the licensee becomes operational, the licensee must provide a
written quarterly management summery report to the Commission within 28 days of
the end of each quater. The first report is due no later than 31 March 2019 and must
include:

a) Up to date bank statement from the UK business bank account; once opened

b) Details of where and how any funds have been used.

c) Details of what actions have been taken by the licensee to become operational,
this should include details of any third parties that are taking steps on the Licensee’s
behalf.

2. Before commencement of trading the Licensee will provide the Commison will
evidence of a UK business bank account and evidence of the transfer of the funding
for the licence activity in to the bank account in the name of City Gaming Limited

3. The licensee must notify the Commission no later than 28 days prior to the
commencement of trading of their intention to trade and the premises that they will
trade from.

4. The licensee must provide the Commission no later that 28 days before they
intend to commence trading from any premises with the following:

a) copies of revised policies and procedures

b) risk assessment for the premises

c) business continuity plan

d) details of all third parties to be used

5.Machine Maintenance-This licence is subject to the condition that the authorised
activities may only be provided by the licensee itself or, as principle, through the
agency of City Gaming Leasing Limited

6.This Licence is subject to the condition that the authorised gambling facilities may
only be provided by the licensee itself or, as principal, through the agency of the
company specified against the relevant activity below:

Providing facilities for bingo:

Family Leisure Holdings Limited
Family Leisure Victoria Limited
Family Leisure Euston Limited
Family leisure Gerrard Limited
Atlantic Amusements Limited
Errolbrook Limited

20of 3
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Conditions specific to providing facilities for playing bingo

This licence is subject to the condition that the annual gross gambling yield is less
than £200,000.

Conditions specific to making gaming machines available for
use in an adult gaming centre

This licence is subject to the condition that the annual gross gambling yield is less
than £30,000,000

Conditions specific to supplying, installing, adapting,
maintaining or repairing (but not manufacturing) a gaming
machine or a part of a gaming machine

This licence is subject to the condition that the value of the licensee' s annual gross
sales is less than £550,000.

30f3
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City Gaming Limited (52732), Family Leisure Holdings Limited (1875), Mulbrook Limited
(37250) and Whittaker Arcades Limited (49054)

Trading as City Slots, Game Nation, Palace Amusements, Play 2 Win, Reel Time, Vegas Gold, Las Vegas, Oak Amusements, Gaming

Fun, Golden Touch

Money Laundering / Terrorist Financing / Proceeds of Crime Act

(ML / TF / PoCA) Arcade Business Risk Assessment

Version: 1.10 Dated: September 2022 Updated By: Graham Glanfield — Consultant

ML/TF/PoCA risk overview

Business Head Office Address

4 Cavendish Square
London
W1G 0PG

Overall ML/PoCA Risk

Our business model and gaming machines are not ideally suited for exploitation and use for money laundering purposes and the
overall risk of Money Laundering, Terrorist Financing and receipt of Proceeds of Crime is still considered to be low as only 3 sites
operate full TITO compared to two when this Risk Assessment was first written.

Summary of business

Arcade (AGC) operator, offering a variety of gaming machines, category B3, C and some D. Arcades provide our customers an
opportunity to gamble, meet and socialise in a safe controlled environment.

We currently have 59 trading locations

Employing over 400 People

The business is geographically managed via four Regions — London North / London South / London Greenfield / North
We have 13 PML Holders

ML, TF & POCA Business Risk Assessment
City Slots/Family Leisure
Version 1.10 Dated 27th September 2022
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Local Area Risk Assessments Local Area Risk Assessments have been completed for all AGC premises and retained on site.

There are two recognised forms of | a/ Exchanging money, assets, goods and property that were acquired criminally for money or assets that appear to be legitimate or

Money Laundering in relation to clean. This is frequently achieved by transferring or passing funds through some form of legitimate business transaction or
gambling. structure. This “Classic” Money Laundering normally consists of a number of stages — Placement, Layering and Integration.

b/ The use of criminal proceeds to fund gambling as a leisure activity. So called criminal or lifestyle spend.
Methodology A risk based approach is utilised whereby the potential threats from known and emerging risks to the business and customers are

assessed and appropriate policies, procedures and controls established to manage and mitigate these risks, establish ongoing
monitoring and improvement of these controls and record what has been done and why. (Licence condition 12.1.1)
From ldentification, analysis and evaluation, the known risks are:
* Senior Management failing to comply with money laundering and terrorist financing legislation and guidance.
s Businesses being acquired by organised crime to launder proceeds of crime.
 Lack of competence of key personnel and licence holders which can then be exploited by criminals seeking to launder the
proceeds of crime.
« Anonymous customers laundering proceeds of crime through gaming machines.
s Server Based Gaming machines using Automatic Ticket Redemption machines, ATRs or Kiosks, to launder criminally
derived funds.
e« TITO facilities used in conjunction with ATR or Kiosk machines to launder criminally derived funds Note - Only one
additional TITO site on City Gaming operation since the Risk Assessment was first written..
e  Privacy booths which can limit the amount of supervision and interaction from venue staff. (Not applicable to City Gaming
Limited venues)
e Dyed or stained notes being laundered through gaming machines.
Emerging risks such as Cashless Apps and Bring Your Own Device which increase the risk of reduced KYC interactions,
transactions not monitored in real time, customers could gamble without interaction with venue staff and “Smurfing”
whereby customers could make numerous low level transactions to avoid suspicion.

The risks and measures employed are detailed through the following pages of this assessment.

The following guidance documents have been reviewed and taken into account in conjunction with the review of this Risk
Assessment :

¢  Gambling Commission Money Laundering and Terrorist Financing Risk Assessment 2019

¢  Gambling Commission Money laundering and terrorist financing risk within the British gambling industry

¢ Gambling Commission Duties and responsibilities under the Proceeds of Crime Act 2002 — November 2020

¢«  Gambling Commission Raising Standards for consumers. Compliance and enforcement report 2020 to 2021 .

ML, TF & POCA Business Risk Assessment
City Slots/Family Leisure
Version 1.10 Dated 27th September 2022
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Summary Risks to Business The level of stakes and prizes which apply to gaming machines in our arcade venues and the measures in place in SBG machines
and handpay mechanism make for a continued low overall risk. The amount of time and level of investment which would be required
to cycle a significant amount of illicit cash through these machines would render this an impractical means of laundering money.

Our business is highly regulated, through the oversight of the Gambling Commission, and Licensing Authorities and through a
strong industry commitment to self-regulation. We hold operating licences granted by the Gambling Commission as well as AGC
premises licence(s) granted by Licensing Authorities. All management receive induction and refresher training on Company Policy
and Procedure, including Money Laundering and training records are maintained.

The principle risks in respect of ML and TF is from customers potentially spending money obtained from a criminal source, or
criminal spend or forged/faked notes. Customers could also recycle cash through games in an attempt to conceal its source.
Customers could also attempt to use the Ticket In Ticket Out (TITO) systems to attempt to recycle notes. However, our assessment
is that the only activities which would hold out the prospect of a sufficiently large payout ratio to make for effective money laundering
through recycling is through the use of Category B3 gaming machines. The impracticality of using gaming machines as a
laundering mechanism reinforces the continued low risk it presents.

In the event of any ML or TF incident being reported to the designated Money Laundering Officer (MLO), David Allard, it will be the
MLQ’s decision as to whether the incident should be reported to the National Crime Agency (NCA), usually via the preferred
reporting process of a Suspicious Activity Report (SAR’s) .

Historical incidents of ML/PoCA None

problems
Names and Positions of Persons Graham Glanfield 3rd Party Consultant
Completing the Risk Assessment Darren Russell Director of Operations - North
Paul McGhee Regional Director
Edmir Dashja Business Development Manager
Mark Field Operations Director
David Allard Finance Director (MLO)
Identify the risks of ML/TF/POCA Description of Risk Level Controls
and controls to manage those of
risks Risk
Details of customer base, Dyed notes/Smurfing Low We predominantly operate venues within the local community;
customer behaviour and however, we do have 4 locations that cater for more transient
Customers

ML, TF & POCA Business Risk Assessment
City Slots/Family Leisure
Version 1.10 Dated 27th September 2022
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description of any risk they The maijority of customers are known to the staff and
present management. Two close to main transport hubs. Kings Cross and Victoria train
Staff are actively encouraged to interact with stations, along with 2 in tourist locations in Soho.

customers in order to build relationships.
The demographics of our community venues suggests circa 80%
Low risk of new customers carrying out one off are local, within 3 miles of each venue.

transactions. Customers who are not regulars to the Venue Managers are encouraged to know their Customers
venue should be easily identified by staff.
Premises permanently staffed.

Customers who may attempt to use stained or fake Staffing levels approved by senior management following
notes are likely to be identified quickly by circulating completion of risk assessments
staff.

Use the CCTV throughout licensed premises

All staff are vetted and ID verified upon employment.

Results are recorded onto our central Data Base ( IHL Smart
Hub)

Staff receive induction and refresher training on Company policy
and procedures including ‘Know Your Customer’, due diligence,
customer monitoring and interaction requirements.

Interactions are recorded on our central Data Base ( IHL Smart
Hub)

Regular customers known to staff members, which facilitates
profiling and knowledge of customer activity.

All Premises operate Challenge/ 25 age verification.

SBG Data plays an important part of our income data set. EG
Money laundering through TITO and SBG Turnover / Hold / Ave Stake below / Margin.

Machines
Combination of CAT B3 & C

ML, TF & POCA Business Risk Assessment
City Slots/Family Leisure
Version 1.10 Dated 27th September 2022
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This Week Week 6 % Change
Reporting Units: Tt
Cash In Per Reporting Unit: £2,185 4
Turnover Per Reporting Unit £5,849.29 3
Plays Per Reporting Unit: 5,163 3
Value Retained Per Reporting Unit: £524.60 4

Average Stake:

Margin:

Outlets:

T

t

Inspired SBG machines have an AML trigger built into
the software that means a customer has to play off 15%
of their stake before being able to “cash out”

In the event of a customer attempting to cash out without
playing, the machine will allocate a TITO ticket but
render it void until further investigation from the
management team for authorisation

Machine float levels have been reduced to a base level
of circa £50. Therefore any wins over £50 are paid by
hand through a member of staff who will log details of all
such interactions.

These interactions were recorded as a written events log
but more recently are digitally recorded using our ASK
kiosks.

All Handpay details are now captured via a CSA
interaction via a smart card

The CSA taps the kiosk with their smart card. This
identifies the staff member. The machine is identified by
a unique serial number, the amount to be hand paid is
selected and the kiosk then dispenses that amount.

All data is subsequently available via the Integrated
Collection System showing CSA, machine and cash
value.

This data now forms part of our security profiling.
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Are any customers involved in business that No
handle large amounts of cash?
Are any customers known to have criminal No

backgrounds or associate with criminals

Are customers known to seek to obtain or provide
loans to other customers?

Does systematic money lending take place
between one or more customers?

This is reported through IHL on very rare occasions and action is
always taken to prevent further occurrences.

No

Active monitoring of CCTV and the installations of CCTV Spotter
screens reduces the risk of transient customers who are not local
to the premises. Early engagement on entrance is paramount. E-
learning platform will deliver specific training around know your
Customer & Positive interaction and de-escalation.

Staff Guard is a remote monitoring system that helps provide
additional security, this comprises of remote monitoring and
personal panic alarms. This is combined with Mag Lock door
controls. This system is widely deployed across our estate.

Customers who refuse to provide identification are always asked
to leave.

Details of Venues and Locations

Identify local risk:

Areas of high crime compared to national averages.
Nearby schools, religious buildings, support services
for vulnerable individuals.

Other nearby gambling premises.

Low

Local Risk Assessment completed for all premises, subject to
annual review.

All premises permanently manned by trained staff members.

Use of CCTV throughout premises

Relationship maintained with local police licensing team and local
authority.

TGT obed
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Company marketing policy applied in accordance with LCCP and
ASA and industry guidance.

Challenge/Think 25 age verification.

Staff trained to monitor customer behaviour and complete
customer interaction, where appropriate to do so.

Product / Service

Gaming machines
Category B3, C, D, (B4)

Gaming machines operated by inserting cash, tokens,
smart cards, or tickets (but not credit cards or debit
cards)

Category B3 Max. stake £2 Max. prize £500
Category B4 Max. stake £2 Max. prize £400
Category C Max. stake £1 Max. prize £100

Category D Max. stake 10p Max. prize £5

In the case of Category B3 gaming machines, it would
be theoretically possible for a money launderer to
recycle cash through machines, accepting a loss in
the region of 10%. However, the practical constraints
of feeding the machine place a relatively low upper
limit on the amount which could be recycled in this
way. This combined with a HandPay threshold of just
£50 on B3 machines makes it a very unattractive way
to launder money.

In order to achieve a return up to the level of the
2,000 Euro threshold proposed a player on a

B3 machine would need to stake (assuming a 90%
return to the player) some €2,222 (£1,977), requiring
over 900 plays of the machine.

Low

Supervision of gaming machine area provided by staff at all times
Staff trained to look out for unusual/dyed notes.

Staff trained to report any concerns to Duty Manager.

CCTYV coverage over all machines

Senior staff perform all note collections

Full machine audit on all machines on a weekly basis — ad hoc
spot check in case of any suspicion

Staff & management to be alert to customers attempting to
exchange large volumes of paper notes for alternative
denominations.

Staff trained to watch suspicious behaviour, signs of stress, red
flag indicators. E.g. Spend inconsistent with apparent income or
unusual patterns of play.

Potential AML incidents are recorded on the IHL Smart Tablet.
Gaming machines are only supplied and maintained by
businesses licensed by the Gambling Commission and machine
audit trail retained.

Analysis of cash staked and ticket transactions

Instances of nil or low play of cash staked before redemption are
cross checked to CCTV to identify individual(s).

Instances of high stake values are cross checked to CCTV to
identify individuals(s).

Profiling of member(s) found to redeem stake with little or no play
and who have high stakes, ascertaining further detail of spend
levels and where appropriate additional personal information
including source of funds.

A HandPay process is used on Category B3 machines whereby a
customer selecting to cash out any funds over the value of £50
will be paid through interaction with a member of staff rather than
automatically being dispensed by the gaming machine. This acts
as a further deterrent to criminal or money laundering activity.

ZST abed
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Treasury/Cash Office/change Banking activities Very | All Treasury staff trained on ML/TF/PoCA

machines/ATMs Machine collections Low | Staff trained to look out for unusual/dyed notes

Staff trained to report any concerns to Manager / Capturing all
events on the IHL SMART HUB for Snr Manager Review.

CCTV coverage in cash office areas
Treasury staff are permanent

All cash banking completed by senior staff members

Staff & management to be alert to customers exchanging large
volumes of paper notes for alternative denominations

Any ML/TF/PoCA concerns/suspicions reported to Senior
Management

Gaming Machines’ emptied by approved staff members.

Assessment Review

Frequency of Review Every 12 months or after any incidents or changes Date Review Due : September 2023
Signature of Lead Assessor

Signature of City Gaming Ltd Position Date
Director

ML, TF & POCA Business Risk Assessment
City Slots/Family Leisure
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GAME NATION — CUSTOMER AND STAFF NOTICES

It’s important to provide our customers with all the information they need to have fun and feel safe and valued in our venues.
It’s also very important that our venue staff are well training and comfortable with their obligations.
Reminders though visual notices is one way we use to drive home those important messages.

Eye catching and easy to read notes are posted in venue and back of house as a constant daily reminder.




FRONT OF HOUSE OF NOTICES

*  Each venue has the House Rules notice poster local to the entrance, suited to that
venue.

*  Pictograms highlighting CCTV, no alcohol or smoking etc.

*  Highlighting the complaints process, we also have a dedicated poster and
leaflets for this

*  Responsible Gambling

*  Complaints and Disputes Policy notices, several size versions and take away leaflets

*  Think 25 notices would be posted local to entrance and through out the venue.

*  Our “IT'S ALL UNDER CONTROL poster available in several sizes, located throughout the
venue. Highlighting GamCare details.

#{wg@ Rules

COMPLAINTS & FEEDBACK RESPONSIBLE GAMBLING

AGE VERIFICATION

GAMBLING ACT 2005

St o Gk el 20 808 420 83

GAME

Remember we are obliged to ask for
proof of age - it's a legal requirement

Think@)

If you are lucky
enough to look
under 25, you will
be asked to prove

thatyou
are over

When you
enter this area

*

COMPLAINTS & FEEDBACK POLICY

ERVICE, GOODOR BAD, PLEASE SPEAK TO A MEMBER OF OUR VENUE TEAM
WHO WILL TRY TO RESOLVE MATTER: TE YOUR FEEDRAC

HMCE-BAN<OMEeElE

GAME

IT'S ALL UNDER

CONTROL

WE'RE HERE TO HELP YOU STAY
IN CONTROL OF YOUR GAMBLING.

[GamGarelbeas US FREE: 0808 8020 133
GAMCARE.ORG

AcE<AAN<OMEBeHdEL

BeGambleAware org LAy
Heiin: 0806 8020 133 ey




FRONT OF HOUSE OF NOTICES

IT'S ALL UNDER

S CONTROL

GamEare) WERE HERE TO HELP YOU STAY.
IN CONTROL OF YOUR GAMBLING.

CALL US FREE: 0808 8020 133
‘GAMCARE.ORG

Our “IT’S ALL UNDER CONTROL Bi-Fold leaflets, available throughout the venue for
anyone to take away, including the toilets for customers to take discreetly

GAME

Hcl-O0A0<OMBekEERIcR-OADN<OME e LIE K
Beganatma

The leaflets are there to help our customers and anyone who asks for help, highlight
potential problems and signpost facilities that can help and support.

STAYING IN CONTROL
THE GOLDEN RULES OF PLAYING FRUIT MACHINES

i have a gambling problem should ack

WERE HERE TO HELP! - CALL US FREE: 0808 8020 133 | GAMCAREORG WERE HERE TOHELP! - CALL US FREE: 0808 8020133 | GAMCARE.ORG




GAME NATION BACK OF HOUSE

Back of house posters as a constant visual reminder of important messages
and information. Smaller versions available for venues with limited wall space

*  Details of the 3 main licensing objective with explanations
*  Customer Journey flow chart. KNOW YOUR CUSTOMER

Customer greeting, age checking process, repeated friendly
interactions to monitor the customers well being.

*  Self Exclusion. Easy guide flow chart on the SE process, constant
reminder for all to feel comfortable and confident in supporting our
customers should they wish to SE

*  Emergency Support Procedures, lines of communication for all venue
staff, should they require help and support.

*

GAME NATION GAMBLING ACT

CAME

+*+
CUSTOMER JOURNEY

FACE -0 AN < OME e k] E S

GAME

Emergency Support Procedury

ence or If you require
@ from Police, Fire Brigade
uld call 999 immediately.

For any Incident of v
emergency support
or Ambulance

if you feel you
getton

re o 5t s ontact below
venve maracer: (D
rectonaL omecror: (D
oeerarions omecror: (D
Your Twin site for checking in hourly when lona working fs:

Other local sites are:

ACE+BAADN<OMMAeHlEE

GAME




GAME NATION FRONTAGE
WINDOW GRAPHICS

*  The venue window graphics allow us to add important messages to our
customers and access restrictions before they entry.

*  These restriction messages are presented in multiple languages, a required.

e We also utilise the window mounted monitors to scroll messages

SLOTS LB gunce
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\
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GAME NATION FRONTAGE

WINDOW GRAPHICS EXAMPLES

LIC)

WE ARE OPEN | 24 HOURS

POLITE NOTICE

Customers are not allowed to consume alcohol outside these premises.

Customers consuming alcohol outside these premises may be banned.

The management reserves the
who may appear intoxicated.

right to refuse entry, particularly to those

Messaging in multiple languages as required

i I
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SRS

o

NUR UBER 18

o

KEIN ALKOHOL

&Y

|||||
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KEINE KINDER
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GAME NATION BACK OF HOUSE

U Each venue will have their information station white board, this visual notice
shows all staff the rolling performance of the venue, required tasks, notes
and training requirements.

*  Butit also reminds all staff that whilst venue performance is
important, we need to always have our licensing objectives in mind.

. One of our company values is SAFE & FUN, noted on the ‘Our Vision &
Values’ poster, this states that we take our legal and regulatory
responsibilities extremely seriously, another reminder to all staff of the
importance of SR.

OUR VENUE INFORMATION STATION

OUR VISION & VALUES

OUR VISION

TO BE THE VENUE OF CHOICE FOR
LOW STAKE FUN & TO BE THE BEST
IN EVERYTHING WE DO.

HERE ARE YOUR 3 MAIN LICENSING.

sMoBésN2BeM<O73*

OUR VALUES

1

v

sB[oBsNeBeM<Q7[ A

GAME




GAME NATION STAFF

All venue staff have name badges to identify themselves to customers.

Think 25 badges pinned to their uniforms

All venue staff have their credit card size Tri Fold with important information.

*  Reminders of our company values and IHL recording.
* Importance of customer interactions and logging details on IHL

*  Constant reminder of their 3 licensing objectives

= o

Think

under
25?

You'll be asked for
photo proof of ID

bacta

>

7|
*
a

/3« B4 Gl e U B4 /43 « /8 G El o [
el = < A sfjels = o

B -V

We use IHL tablets for all
interactions & exclusions. j y

famianse

Licensing Objective a

Licensing Objective b

GAME NATICN GaME

GAME NATION

Licensing Objective c

GAME NA

Ad®l2

.Il

7




il ATS

o
b}
«Q
D
=
(0]
N

SEMRORS EMERGEMNCY SERVICES

FIRE BRIGADE
mn

b 3 4l AMBULANCE
¥ |

319

https://prezi.com/view/WUSbpUEbONQ6RyFtQmid/ 11


https://prezi.com/?click_source=logged_element&page_location=header&element_type=logo

https://prezi.com/view/WUSbpUEbONQ6RyFtQmid/

StaffGuard Features

We've developed StaffGuard™ to be simple and incredibly reliable to use.
Helping your workers in conflict situations, medical emergencies or when
they simply need reassurance from a friendly voice.

e An attractive slimline white impact e Radio single push-button key fob

resistant casing
e Intruder detection system monitoring

e Audio verification available on any or all as standard

four alarm channels
e Fire detection system monitoring as

e Built-in high volume audio verification standard

speaker
e Optional CCTV transmission interface

e Built-in high sensitivity boundary
. e Optional Man down Detection
microphone

320
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GAME T L

Hikwvision Colorvu Camearas’ powerful ability 1o caplure details in low lighting comeas from two specific breakihroughs in hardware technologies:
advanced lenses and high-performance sensors

Coupled with 2 supplemental light for extremaly dark scenarios, ColofVu cameras guarantes video with colourful details when you need them,

W have committed to provide high guality CETV covering the street from left- and right-hand side perspectivies, with additional CCTV covering the maln entrance
CCTY Spotterscreens will be installed with live streaming of internal and extemal images,

We will use 4k / B-megapizel cameras inside the premises.and 4-megapixel DarkFighter cameras (HIK vision - CelorVu | externally,

which means that the external cameras will provide full colour images in any fight condition.

True Colowr Information = Helps to clearly ientity individuals.

Accurate colour rendenng = Helps to determine clear clothing colours.

Excellent perfarmancs in lew-ight environments

Captures clear information and richer detalls compared to black and white imaging. The benefits of Colour owver Black and White Imagery s truly transformational,
Better visual recording and playback expenience

Batanced brightniess

Advanced sensars guarantee realistic rendering

All the above enhancements help local enforcement clearly identify people or incident that may be of interest,

We intend to manitor entrances, along with front elevations as well as dimiy-lit exterlor areas where people may have lingered without belng detected.
We now enjoy better illumination with ColorVu cameras while they protect our employess, customers, and pur immediate vicinity, helping them to feel safe, around and within our property,

The combination of our sophisticated CCTV system and high-quality spotter screens, located within the eptrance, now means pecple know they are being recorded and are far more likel

Appropriately

CCTV Information




4K ColorVu PoC Fixed Mini Bullet Camera

High gualmy Imaging with 8 MP, 3340 = 2160 resolution
247 color imaging

Clear imaging against strong back Hght due po 130 dB true
WOR techmology

30 OGMA cechnology delivers clean and sharp Images

2.8 mm, 3.6 mm fixed facal lens

Up to 20 m white light distance for bright night |maging
Water and dust reskstant (IPG7)

=B

AK WDR Fixed Dome Network Camera with
Build-in Mic  new

= High-guality imaging with & MP resolution

= Cilicient L2654+ comprossion technalagy

= Clzar imaging against strong back lght due to 120 dB true
WDR technology
Bullt-ire mlcrapione for real-tlme audlo security
Water and dust resistant (IP&6E) and vandal proof (1K10)
Rabuiat seridctuce desigrewith full metal materials

) (2] () & & &

CCTV Information
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4K, also called 4% resofition, refers to a horizontal

display resafution of approdimatehy 4,000 pixels.

With up to four times higher resodution than

standand HOTV 10809 resolution, 4K has not anky

been adopted by the television industry a5 a

standard bul Is also becoming the néw porm far

video-based securnily systems, promising better

image guality and richer detail
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GAME NATION - CUSTOMER CARE

COMPLAINTS & DISPUTES POLICY

We take complaints and comments very seriously at Game Nation.

If a customer has a complaint about the outcome of a gambling transaction or quality of service, good or bad, a member of
our venue staff will do their very best resolve in venue.

All complaint/comment will be electronically logged on to our “Customer Care” portal via the venue IHL tablet, those
resolved and those unresolved that need to be escalated to high management, the customer will be sent an email
acknowledging their unresolved complaint with a unique reference code, a member of management will then be alerted of
complaint/comment and respond within 72 working hours to hopefully fully resolve.

The customer can make a complaint or comments via several mediums, but all will be logged onto out Customer Care
system, this will ensure we capture information for means of reportage, service improvements and training requirement

* Invenue reporting via our IHL tablets, assisted by venue staff
* From our website, link will take customer to our Customer Care Portal, same interface as the IHL tablet.
* Writing direct to head office, this would the be manually entered on to portal.




GAME NATION CUSTOMER CARE

1228@80 - o =8

*  Selecting the Customer Care icon on the venue IHL tablet will open the
facility to add and issue or view issues, specific to that venue.

*  The venue staff member is then prompted to select from several common
categories that best describes the issue, complaint or comments

*  The customer can raise an issue of concern, but also highlight excellent ®@
service from our team.

Customer
Care

*  Each category then has a series of sub-categories to best identify the issue.

*  Many issues are resolved in venue by listening to the customer, receiving @l
feedback and following company procedures, this facility ensures that all
issues are recorded, and we learn from the feedback.

Guardian



GAME NATION CUSTOMER CARE

TABLET INTERFACE

Selecting a category and subcategory until their issue is hopefully resolved
and logged.

Should the customer feel that their issue was not resolved in venue, they can
provide their contact details, the complaint is then logged as unresolved and
escalated to the venues Area Manager

Once the issue is submitted, the customer will receive an acknowledgment
email with unique ticket number.

The issue is then escalated to the venue’s Area Manager who receives an
email alert, the Area Manager then has 72 working hours to log into portal
and respond to customer with acknowledgment email and hopefully resolve
the issue.

The issue is automatically escalated to the Regional Director if the Area
Manager does not respond in a timely manner, or is the AM feels that the RD
needs to be involved. The RD does have full visibility of their region's tickets
via portal

All correspondents is completed within the Customer Care service, ensuring
no loss of data and full traceability.

228BE8

<  New Customer Care Issue

Which category best describes the customer's issue

Product (Game Nation)

Venue Service (Game Nation)

Website - App and Online Services (Game Nation)

Health and Safety - Maintenance (Game Nation)

Membership (Game Nation)

Gambling related help (Game Nation)

Report another customer (Game Nation)

Feedback and suggestions (Game Nation)

2888

<  New Customer Care Issue

Please discuss a resolution with the customer where
possible.

Please refer to the general guidance below.

The machine did not pay out when I had a win

Issue Unable to
Resolved Resolve

o= 2sBE8 N

€  New Customer Care Issue

Which best describes the issue relating to 'Product
(Game Nation)"

The machine did not pay out when I had a win

I have been unable to cash out my ticket

Issues with promo offer

Machine fault or out of order

Game was unavailable

Issue with the change machine

Issue with the ATM

[N 228BE8 (AN

<  New Customer Care Issue

Customer First Name *

Customer Last Name *

Email *

Mobile

Game Nation - Brian Hunt : 13-05-2022 12:28 : Product (Game Nation) :
The machine did not pay out when I had a win




Welcome to Game Ca
At Game Nation, we aim to provide u e i e
Here you can find options to give u: m ecognise excellent
Xpe i

and find help if anything has affe

W E B S | | E appreciate that sol
If the information provided dog

information and one offoul tact you to assist il

We aim to acknowledge mediately and contact yo

Let's get things started by selecting where your issue relates to

GAME GOLDEN
. =

PLAY 2 WIN REEL TIME

*  Our customers can make a complaint, comments via our website.

. Selecting the venue, taking the customer through the same series of simple
selections that best the represents the issue.

Please select the Game Nation venue your issue relates

- Game Nation




GAME NATION CUSTOMER CARE

WEBSITE

Venue selection and date stamping First category selection Sub-category selection

GAME

Please select the venue your issuer

What area best describes your issue?

Product (Game Nation)

rvice (Game Nation)

ue with the ATM

Feedback an




The machine did not pay out when | had a win

GAME NATION CUSTOMER CARE

WEBSITE

The issue acknowledgment process is the same as with the tablet,
summitting your issue then corresponding by secure email.

*  Category and subcategory selection
* Input customers contact details,, mobile number is optional
*  Submit ticket

The email chain with full details is visible to customer and responding team.

Thank you




GAME NATION CUSTOMER CARE

PC PORTAL

The Area Managers and Senior Management have access to the Customer Care portal, giving them full visibility of complaints relevant to
their area, showing all reported complaints/comments, their current status (open/in progress/resolved) and response times.

Area Managers can only view their venues, Regional Directors can only view their regions, this ensures focus in dealing with issues
appertaining to their venues.

Senior Management/Admin have full visibility of all venues.

Reports can be run by region, nationally, by entity or category, the reportage suit is quite extensive with graphical presentations



GAME NATION CUSTOMER CARE

PC PORTAL

*  Portal Incident page showing current (test) incidents, modes of entry, brief subject details and current status

* Selecting an incident line will open more details showing full conversation history and allow responses

Incidents




GAME NATION CUSTOMER CARE

PC PORTAL

*  Reports pages, graphically presenting open and closed status and issues by category.

*  Example below details report of open and closed (test) issues, break down by category and issue count, Avg response time by Area Manager, restricted visibility

*  Full editing capability for reports and facility to auto generate specific reports
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Customer Interaction Guidance

Licence Conditions & Codes of Practice

As a business we are required to interact with customers in a way which minimises the risk of customers
experiencing harms associated with gambling, as set out in Social Responsibility Code of the Licence Conditions
and Codes of Practice (LCCP). This must include:

e [dentifying customers who may be at risk of or experiencing harms associated with gambling.
e Interacting with customers who may be at risk of or experiencing harms associated with gambling.

e Understanding the impact of the interaction on the customer, and the effectiveness of our actions and
approach.

A requirement to LCCP requires us to take into account the Commission’s guidance on customer interaction.
This guidance is structured along the three key outcomes we will be expected to meet:

¢ Identify
e Interact
e Evaluate

This guidance sets out why customer interaction is a requirement, makes the expectations clear and suggests
ways we meet them. It also sets out why customer interaction is important. The gambling commission will
expect us to demonstrate how our policies, procedures and practices meet the required outcomes.

What we need to know

The gambling commissions understanding of gambling harms and how they manifest is constantly evolving, so
for the purposes of raising standards, protecting consumer interests, and preventing harm to consumers, they
will update and re-issue guidance where new evidence or risks emerge. We need to know:

e The types of markers and behaviours that could indicate harm relevant to the type of gambling we
offer, the product and the place

e How to spot when those indicators should trigger an interaction.

We need to ensure our teams are equipped to identify the relevant indicators of harm, to decide whether you
need to interact and have effective processes for monitoring customer behaviour, so we can make quicker and
better-informed decisions.

374
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Customer Interaction Guidance

Gambling Harms

Gambling harms cannot be solely measured in terms of finance and resources. Therefore, we use a range of
indicators in order to identify customers who may be experiencing harms.

What we are expected to do

e Use arange of indicators relevant to our business that we can observe and monitor. This should not
rely on financial indicators alone. Where trigger points or thresholds are used, they should be
realistic, and remember that not every customer who is experiencing or at risk of harm will trigger
every indicator.

e Monitor customer activity and behaviour so that we are able to interact early and quickly. Invest in
the development of our teams to manage our customer interaction process effectively.

e Make sure our process keep pace with any increase in demand — through general growth or seasonal,
promotional or other variations which might mean you are busier than usual.

e Train our teams to know their roles and responsibilities, and ensure they are supported and given the
tools and skills they need to be able to act promptly when they spot or are alerted to indicators of
harm.

e  Ensure that our customers are not put at any greater risk of harm as a result of our premises being
busier or quieter than usual.

e Think about the protection of our new customers — we know less about them, so we may not know
what their regular gambling pattern looks like. This means that alternative measures should be
applied.

e Make meaningful records of all interactions with customers. Make these records available to the
teams and use them to aid decision-making.

e All forms of gambling present risks and we should understand the prevalence of gambling harms for
the type of gambling products we offer and implement appropriate processes.

e Actively ensure all our customers have access to information about safer gambling and the support
available.

Using the right indicators

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

We should use a range of indicators. This is not an exhaustive list, but your indicators should include:

e Amount of time spent gambling, visit frequency or length of stay on the premises, leaving and then
returning to the premises.

e Amount and frequency of deposits, large losses, using multiple or more expensive payment methods,
declined payments, appearing to spend more than they originally intended.

e Signs of distress, agitation, or changes which could be an indication that gambling is having a negative
impact on a customer’s wellbeing.

e  Previous self-exclusions or previous customer interactions or playing through machine alerts.

e Information or hints from the customer, frequent complaints about not winning, or talking about the
negative impacts of their gambling.

e Chasing losses, erratic betting patterns and gambling on higher risk products

e High staking following a win could hide or even lead to harmful behaviour. Suddenly having more
money than usual can lead to increasing staking, which can lead to harms not associated with wealth
or resources.
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Affordability and a customer’s personal circumstances

Historically, gambling operators have not systematically considered customer affordability when developing
their customer interaction policies. We should aim to identify those experiencing or at risk of harm and
intervene to try to reduce harm at the earliest opportunity. We should be aware of the difference between
‘disposable income’ and ‘discretionary income’ which refers to the amount left after living costs are taken into
account, but it does still include many other unavoidable costs. Most people would consider it harmful if they
were spending a significant amount of their discretionary income on gambling.

Vulnerability

Life events or changes to an individual customer’s circumstances may mean that a person becomes more or
less vulnerable to experiencing gambling harms. Those circumstances could include bereavement, loss of
income or other factors. It will not always be obvious or clear to an operator when such events have occurred,
but knowing our customers, and ensuring staff ask questions when there are potential signs of vulnerability,
will help to determine whether those individual circumstances present an increased risk. As part of ‘know your
customer’ we should consider the factors that might make an individual more vulnerable to experiencing
gambling related harms. Factors include:

e [ftheindividual is experiencing poor physical or mental health, physical or cognitive impairment,
suffering side effects from a brain injury or medication, or has an addiction.

e Iftheindividual is experiencing financial difficulties, is homeless, is suffering from domestic or
financial abuse, has caring responsibilities, experiences a life change or sudden change in
circumstances.

e Ifanindividual has a higher than standard level of trust or high appetite for risk.

e Ifanindividual is engaged in an activity which is highly complex; that they have a lack of knowledge
and/or experience of the market.

e Ifanindividual has difficulty accessing information because of poor literacy or numeracy skills,
knowledge, dyslexia.

Spotting harmful gambling

We should draw on all available sources of data to give a comprehensive picture of the customer’s gambling.
Options for spotting harmful gambling include:

*  Sharing of information by staff about concerns.
e Customer interaction forms, day diary with flags.
e Utilising back office systems and alerts where they exist.

The right information can mean better and quicker decisions. The customer interaction records we keep
should give staff a more complete picture of the customer’s previous activity, which will help to inform
decisions. Our customers should not be at more risk because our premises are either busier or quieter than
usual. You should ensure you have appropriate levels of well-trained staff on duty to meet the licensing
objectives.

The role of teams

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

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

* customers and know how to spot the signs.

*  Asaminimum, teams receive training at induction as well as refresher training.
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Interact

Customer Interaction

When you are concerned that a customer may be experiencing harm, acting early and quickly could help stop
or prevent the harm worsening. It is important in a premises environment that you interact with the customer
in a timely manner whilst the opportunity presents itself.

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

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

What we expect

e We expect our teams to be curious, and if we spot behaviour that could indicate harm, act on it.

*  Ensure your teams have access to the information and support they need, such as customer
interaction records, so that they are able to make decisions about how to interact and can do so
discreetly.

e Interact in a way that is appropriate to the severity of the potential harm.

*  Think about what information we should give the customer to help them understand why you are
interacting with them, such as describing the type of behaviour they display or practical help or
support where appropriate.

Interacting with a customer

Many of our interactions are likely to be face-to-face, so it is important for teams to be prepared in advance of
carrying out a customer interaction. You should consider:

e  What do you need to know from the customer and what do you already know about them?

*  What information do we want to give them?

e How many times have we already interacted with the customer?

e What outcome do we want to achieve?

e |sthe customer behaving in a way which might inhibit an interaction at this point?

Offering help & support

Encourage customers to think about their gambling. Their responses will help us work out the right kind of
help and support to offer.

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

We must also make information about safer gambling readily available to customers, as well as information
about problem gambling.

We will need to interact with some customers a number of times. Our records of previous interactions with
customers will help us decide how to provide the right help and support.

Customers often respond better to being informed about their behaviour and why, rather than being “told”
what to do. But for some customers, and particularly if the behaviour continues to cause concern, you may
need to take a more proactive approach. In some cases, you may need to take action for the customer, which
could mean refusing service.
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The role of the team
We should ensure that our teams:

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

*  Know the type of help or support to offer, such as information, signposting customers to specialist
support.

e  Know the circumstances and process for refusing service to customers, such as requesting a customer
to leave or barring a customer.

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

* Are advised how to deal with situations where customers demonstrate signs of agitation, distress,
intimidation, aggression or other behaviours that may inhibit customer interaction, and what to do if
the interaction does not take place at that time.

Whilst training on the legislative framework is important, teams also need to be trained on the skills and
techniques they need to help them carry out customer interactions.

Keeping Records

Good record keeping allows us to demonstrate when and why we have interacted with customers and helps
with ongoing monitoring of customers. We should:

e Keep records of all customer interactions and, where an interaction has been ruled out, the reasons for
this. Where an interaction has taken place at a later date, this should also be recorded.

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

Good records should include:

e The behaviour or activity before the interaction.

* The change in behaviour or prompt for the interaction.

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

*  What happened next.

We should also record situations where an interaction was prompted but did not take place, and how you
followed that up. In some cases, you will need to monitor the customer’s gambling to spot behaviours which

could indicate further harm.

All interactions should be entered on the IHL hub
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Evaluate

What is expected
*  Understand the impact of individual interactions on a consumer’s behaviour and whether/ what
further action is needed.
e Evaluate the effectiveness of your approach by trialling and measuring impact.
* Embed lessons learned and best practice across the business and collaborate to share across the
industry.

Understanding the impact of individual interactions

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

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

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

e The behaviour before the interaction.

e The change in behaviour or prompt for the interaction.
*  How you interacted — what was said or done

*  What happened next.

Some ways to work out impact include:

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

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

e |sthere a need for further or follow up action?

Evaluating the effectiveness of the approach

Good evaluation helps us to understand which aspects of our approach are the most effective at identifying
the right customers, and the types of tools or support that work well to help customers manage their gambling
in a way that works for them. The following measures could help to work out whether your approach is
working well:

*  Customer retention.

®  Reduction in complaints.

e The appropriate number of customer interactions in relation to the size of your customer base or
footfall

Keeping your policies and procedures under review and up to date by taking into account research and
industry best practice will help us to identify customers you should be interacting with, which will help us
target our resources where they are most needed, in ways which may lead to better outcomes. We should also
review our internal controls following the publication of a regulatory settlement, to address any similar
weaknesses which could exist in our own processes.
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The role of our teams

Our teams have an important role to play to understand whether our approach works, and as a minimum, We
should:

Records

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

Training

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

Support
Ensure that teams are properly supported in carrying out effective interventions.
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LONDON

GAMBLING PREMISES LICENCE

This licence is issued under section 164 of the Gambling Act 2005 by

ADULT GAMING CENTRE PREMISES LICENCE

Premises Licence Number: LN/000005700

Commencement Date: - 15t September 2007

Signature:

Part 1 — Details of person to whom licence is issued

This premises licence is issued to:
Talarius Limited
of the following address:

Fifth Avenue Plaza
Queensway
Team Valley Trading Estate
Gateshead
Tyne and Wear
NE11 OBL

Operating Licence: 000-001191-N-103508-001

Part 2 — Details of the premises in respect of which the licence is issued
Facilities for gambling may be provided in accordance with this licence on the following
premises:

Admiral
475 High Road
Tottenham
London
N17 6QA

Part 3 — Premises Licence Details

This licence commenced on:
1st September 2007

This licence is of unlimited duration:
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The following conditions have been attached to the licence by the issuing authority under
section 169(1)(a) of the Gambling Act 2005:

N/A

The following conditions, which would otherwise attach to the licence by virtue of
regulations made under section 168 of the Gambling Act 2005, have been excluded by the
issuing authority under section 169(1)(b) of that Act:

N/A

A scale plan is attached as an annex to this licence

mnsmg ringe
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