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30 November 2017 

 

Ms Melissa Ford 

Assistant Director 

Liquor and Gaming Branch 

GPO Box 1374 

Hobart TAS 7001 

Dear Ms. Ford, 

Re: Interim Outcomes Paper of the Responsible Gambling Mandatory Code of Practice for Tasmania 

 

In our capacity as Tasmania’s monitoring service provider, Network Gaming believes it is important to 

provide feedback on the Interim Outcomes Paper relating to The Review of the Responsible Gambling 

Mandatory Code of Practice for Tasmania (the code).  

 

 

Inducements 

 

3. Prohibit incentive based encouragement to gamble winnings: 

 

Network Gaming runs the Aspire Mystery Shopper Program across all OASIS and TASkeno venues. Each 

month, mystery shoppers assess venues against a set of standards, including compliance, venue 

presentation, retail presentation and customer experience. Each standard is awarded a point value that 

goes towards a venue’s overall program score. At the end of the program, the venues with the winning 

overall scores receive rewards to share amongst their staff teams.  

 

One of the standards in the program is related to TASkeno customer service. Venue staff are assessed 

against the standard “Did the staff member ask if you wanted to replay your TASkeno ticket” when it is 

presented at the TASkeno service counter by the mystery shopper. We believe that under the proposed 

changes to the code, this will be seen by the Commission as an inducement between people working in the 

industry to persuade people to gamble. Although we believe asking a customer to replay is nothing more 

than a general customer service practice, it is apparent that the Commission see this at odds with 

responsible service of gaming and duty of care. 

 

We request that the Commission allows Network Gaming to change its standard to reflect that found 

acceptable by the Commission to “Did the staff member ask if you wanted to collect your winnings or 

replay your TASkeno ticket”. By including this standard in the Aspire Program we will be able to monitor the 

staff interaction across the network to ensure staff are meeting the new requirement. 
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5. Sounds not audible outside gambling areas: 

 

Network Gaming has asked for feedback from EGM manufacturers in relation to the proposed introduction 

of a maximum decibel level for future EMG software. Unfortunately due to the limited time available to 

respond to the Interim Outcomes Paper, we have only had feedback from two manufacturers. 

 

Our major concern with the proposed initiative is the requirement for manufacturers to develop a 

Tasmanian specific platform. This would place the Tasmanian industry in its own separate market and this 

will significantly restrict product/new games available to the network. We believe that in the future we may 

not be able to access games or products due to the small size of the Tasmanian market and the reluctance 

of manufacturers to create a small number of state based games and products. 

 

This initiative would require all games to be direct submissions and with the LAGB already trying to limit 

direct submissions to 6 per annum per manufacturer, this will severely impact on product availability, 

game options and increase the time it takes to get games approved by the branch not to mention a 

significant increase in workload for the LAGB to deal with direct submission games. This would have a 

severe impact on product supply to the network and the two casinos.  

 

Manufacturers have also advised that the proposed 6 month transition period for the new standard is 

unreasonable due to the fiscal impacts it would have on their businesses due to major changes in product 

strategy and production roadmaps. 

 

 

6. Amend the existing requirement relating to offering free vouchers that can be used to the maximum 

value of $15. 

 

Network Gaming agrees with the introduction of this initiative. A small increase in the value of vouchers 

that can be used for gambling ($5) would allow for increases in the consumer price index as stated. 

Network Gaming sees no operational problems with introducing this initiative immediately.  

 

 

Access to cash. 

 

14. Permit one EFTPOS withdrawal at a maximum of $100 per patron per day: 

 

Network Gaming is somewhat perplexed with the Commission’s decision to impose a $100 EFTPOS 

withdrawal limit per patron per day for any purpose. The reasoning behind this decision being “the 

Commission can see little reason for a patron making withdrawals using EFTPOS in licenced premises other 

than for gambling” is naive and not a true account of patron activity in hotels and clubs.  

 

After speaking to many of our network venues about this proposed initiative, they advised that cash was 

still used by many patrons, particularly in the dining areas and bars. They believe that this will unfairly  
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restrict customers access to their own cash who are not at the venue to gamble and will have a negative 

impact on sales in food and beverage operations.  

 

Other situations that the Commission has not even considered is the large number of venues who do not 

“split bills” for groups of customers dining together due to the extended time required in processing each 

individual payment, mistakes made by staff in accurately accounting for each customer’s purchase and 

poor levels of customer service at peak times due to these processing delays. Access to cash allows the 

customers to contribute to the table’s overall bill and allow for one payment to be made to settle the 

account. 

 

The $100 limit is also unrealistically low considering a family of four dining in a hotel restaurant would not 

be able to even cover the cost of 4 main meals and a drink with the proposed amount. Again this initiative 

will only affect non-gaming customers and will not assist in reducing problem gambling in venues. 

 

We also believe the Commission is also limited in its thinking that customers “can exit the premises and 

find a cash facility nearby” if they have already accessed the $100 EFTPOS withdrawal limit. There are many 

venues that are not within walking distance to a cash facility. For example, the Risdon Brook Hotel or the 

Tall Timbers Hotel are not located near any other cash facilities and customers would be required to drive 

to access these services. There is also no consideration that patrons drinking in a hotel would be required 

to catch public transport to and from a venue to access cash facilities.  

 

There are also many venues that cater to the tourist market and cash withdrawals are requested by these 

customers to allow them to fulfil their daily activities. Gaming venues are already restricted by not having 

ATM facilities and reducing the daily EFTPOS limit to $100 is again only affecting customers who are not at 

the venue to gamble.  

 

Network Gaming does not support this initiative. We believe that restricting access to cash for all 

customers, regardless of its intended use is misguided, poorly researched and will only penalise venues 

customers and venue services outside of gaming. We propose that the $100 EFTPOS limit per customer per 

day only be introduced for gaming transactions. 

 

 

15.  Require coin change machines to be located behind the bar and check identity against the Exclusion 

scheme before providing cash exchange: 

 

Network Gaming supports the Commission in its findings that coin change machines do not need to be 

located behind service areas. We do, however, believe that there are major limitations with the proposed 5 

metres in the line of site from main staffed areas.  

 

In testing this initiative, we visited a number of venues to measure the 5 metre distance from service area 

to possible coin change machine locations. In many cases the 5 metre limit would place the coin change  
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machine within a walkway space, in a bistro (for venues with gaming rooms that have cashiers outside the 

gaming room) or in the main bar (for venues that have a gaming room that is accessed via public bar). 

 

There are over 30 venues that would have to locate their coin change machines outside of a gaming room 

or licenced floor area to meet the 5 metre rule. In most of these cases the coin change machine would end 

up being located in a bar, bistro or common walkway which then places them in full view of all customers. 

The Commission has raised concerns about “triggers” for problem gamblers and we believe to locate coin 

change machines outside gaming rooms and into public areas does not assist in reducing problem 

gambling or minimalizing harm. 

 

We request that the Commission considers that venues that cannot meet the line of site requirement in a 

gaming room are required to place coin change machines under surveillance cameras so staff outside the 

gaming room or behind service areas can still monitor player activity when using these machines.  

 

Thank you for providing Network Gaming with the opportunity to offer feedback on the Interim Outcomes 

Paper relating to The Review of the Responsible Gambling Mandatory Code of Practice for Tasmania. We 

welcome the opportunity to discuss the above comments in more detail if further clarification is required. 

 

 

 

Yours sincerely 

 

 

Mike Davey 

General Manager 

Network Gaming 

 

 

 


