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Code of Conduct
(Viethamese)




Choi game Dia diém c& bac cé trach nhiém Quy tac ¢ng xir

1. Binh nghia

Cdc thuat nglt duwoc sir dung trong luat nay Dia diém choi game cd bac cé trach nhiém (ng x{&r phu
hop vdi Quy ché Co bac Act 2003 (Pao luat), trir khi cé yéu cau khac hodc trdi véi y dinh xuat hién.

2. Chuan bij clia B6 luat

Diéu nay Dia diém c& bac cé trach nhiém Gaming Quy tac ng x&r d3 duwoc chuan bi béi Hiép hoi
Khach san Uc (Victoria) va s& cé san dia diém choi game cho nhan con nudi. Quy tic ing x&* nay d3
duwoc viet trong mdt cach ma sé cho phép né dé duogc dé hidu bai khach hang. N6 d3 dwoc chuan bj
v&i muc dich dugc viét bang tiéng Anh va trinh bay theo cach nhw vay 1a hop Iy truy cap cho khéach
hang, bao gobm khach hang tir nguén géc da dang van hda va ngén ngir.

3.S8n sang

BO luat nay s& duoc thye hién dudi hinh thire bang vin ban cho khach hang khi cé yéu cau. Mot dau
hiéu tw van cho khich hang nay sé dugc hién thi & 16i vao phong choi game hay tram clia nhan vién
thu ngan trong phong choi game.

Bo luat cling s& cé san trong ngdn ngit cdng dong trén trang web cla dia diém noi cé thé. Ngon ngir
c6 thé bao gém:

* Hy Lap

oY

o Viét

e Trung Quéc
« ARap

« Thé NHT Ky

e Tay Ban Nha



4. Chju trach nhiém vé co bac tin nhan

Céac théng bdo sau day s& duoc hién thi & 18i vao phong choi c& bac va / hodc tai quay thu ngén trong
phong choi game:

"Dia diém nay duwoc cam két cung cap cac tiéu chuin cao nhat cla chdm séc khach hang va c& bac ¢6
trach nhiém. Chju trach nhiém Quy tac trng x&r C& bac ctia ching tdi md ta cach ching t6i lam diéu
nay.

Chiu trach nhiém vé c& bac trong mdt moi trudang quy dinh 13 khi ngudi tiéu dung cé su lya chon
théng tin va cé thé thyc hién mot su lwa chon hop ly va hop Iy dua trén hoan canh cla ho. N6 ¢
nghia la chia sé trach nhiém véi hanh dong tap thé cla cac nganh céng nghiép c& bac, chinh ph(, cac
ca nhan va cdng dong. "

5. Thong tin chiu trach nhiém Co bac

Dia diém nay s& hién thj thdng tin c& bac cé trdch nhiém trong mét loat cac hinh thirc, bao gom to
roi, ap phich va mdy choi game dién tlr (EGM) Mdy nghe nhac trén man hinh hién thi thong tin (PID).

Céc vi du bao gbém:

a) Lam thé& nao dé danh bac c6 trach nhiém

WHO REALLY WINS

GANMING
ES WOR)

THE REAL CHANCE
OF WINNING.

oW Ut
MACHIN

PLAYING
THE
POKIES
KNOW
THE FACTS

W WHO REALLY WINS ON THE POKIES?
= HOW DO THE POKIES WORK?
' WHAT ARE MY CHANCES OF WINNING?

UENCE THE NACHINES

AT THESE DUJS YOU HAVE TO PLAY SEVEN
GAMES IN A KOW TO HAVE A 50:50
CHANCE OF WIKNING FOUR CREITS.

BT YOU HAVE TO PLAY MOKE THAN 7,000
WHEN YOU/RE PLAYING THE POKIFS, GAMES IN A KOW TO HAVE THE SAME
‘THE ONLY THING YOU CAN CONTROL IS YOU. INTHE ENU THE MACHINES WILL WIN. CHANCE OF WINNING 500 CREJITS.



b) Lam thé& nao dé thuc hién va gilr mot quyét dinh trudc khi cam két

u

" b0 NoT YOUR LOSSES
EXCEED IT | oe=cz WALK AWAY

d) thanh toan tién thing chinh sach

e) Viéc cdm viéc cung cap tin dung cho c& bac

prohibits this venue from providing credii
1o customers for playing gaming
machines.

f) cta dja diém t8 chirc chwong trinh tw ngan cam



Self-Exclusion

Self-exclusion is a self-help program to assist people to

exclude themselves from playing gaming machines
For more details contact:

o Staff at the gaming venue
sion - Ph 03 9654 3491
e www.ahavic.com.au

e AHA Self-exclu

Dia diém choi game cung cap mot chuong trinh tu ngdn cdm. D& biét thém thong tin vé chuong
trinh, khdch hang cé thé ndi chuyén véi Gaming Duty Manager cé trach nhiém Can bd / Nhan hodc
nhan mot ban sao cla tap tai liéu tu loai trir dwoc hién thj trong phong choi game.

Man hinh hién thj trong dia diém cling cé thé dinh ky nhitng meo c& bac cé trach nhiém va lién hé
thong tin chi tiét cho cac dich vu ho tro van dé co bac. (Diéu nay chi ap dung khi & dia diém cé man
hinh hién thj c6 kha ndng hién thj théng tin nay.)

g) Cac thong tin khac

Dia diém nay cung cap cho khach hang biét thém théng tin vé cd bac cé trach nhiém, bao gém:

* Lam thé nao dé truy cdp www.moneysmart.gov.au tién cla Chinh pha Khéi thinh viwong chung cla
trang web thong minh'

e Lam thé nao choi co bac va gia dinh hodc ban bé c6 thé tim thay cac dich vu hd tro co bac va loai
trir cac chuong trinh ty va cac van dé co bac www.problemgambling.vic.gov.au trang web hd tro clia
Chinh phd Nha nwdc (hodc twong tu nhu chinh phi website ngan sach hd gia dinh).

6. Thong tin San pham C& bac

Cac quy tac cho mdi trd choi may choi game dién t&r (EGM), bao gdbm ca cac co hdi thang, cé san
bang cach Player hién thj thong tin (PID), man hinh trén mdy tinh. Thdng tin vé viéc lam thé nao dé
xem cac man hinh PID cé san tir mot thanh vién cla nhan vién va / hodc bang cach doc céc thong tin
hién thi May nghe nhac (PID), cé san trong phong choi game.



s )\)_

ELECTRONIC GAMEINFORMATION
SPRING'CARNIVAL
This Game is Part of a Linked Jackpot \
Total Theoretlcal Return to Player of This Game = 93 24% ‘
4 Jackpot Contribution = 3% ;

Theoretical Number of Individual Games Played Per, £
. Minimum Beti= 5c Maximum Bet= 510 {

Chances Of Winning il
(Basedona line, 1 creditbet withno feature wins) N
Top Five Y¥inning Combinations Bottom Five Winning Combmatlons
5 Dolphin Sunsets, '1in 31,890,510 2 Treasures
4 Dolphin Sunsets ' 1in' 741,640 2 Turtles 1in 186
5 Seahorses 1in 100,285 2 Seahorses 1in, 108
5 Turtles 1in £9,832 2 Nines' 1in; 62
5 Starfish 1in 120,342 3 Nines 1in 1000

7. Thong tin Chuong trinh khach hang trung thanh

Truwdng hop mot chwong trinh 16ng trung thanh clda khach hang duoc cung cap bai dia diém nay,
mot cudn sach nho s& duoc lam san cé cho khach hang chi tiét thong tin thich hop vé cac chuwong
trinh khach hang trung thanh cé sin cho ngudi tham gia. Thong tin nay sé bao gdm cac quy tic cla
chuong trinh khach hang trung thanh va lam thé nao va khi phan thudng sé dugc tich Iy va cliru
chuoc.

Khach hang tham gia s& dwoc théng bao vé bat ky lgi ich ma ho d3 tich Ity nhuw 1a mét phan cda
chuwong trinh khach hang trung thanh thdng qua thu tryc tiép hodc email trén co s& dinh ky duoc
xac dinh bai dia diém.

ELECTRONICPLAYER INFORMATION
FOR:CURRENT; SESSION
Cashn=3$100 CreditsPlayed=$245.50 Credits Won=$239:70)
Session Winori(Loss)=($5:80) Cash 0ut=$0.00
. Sessionstarted 1:00pm 3/4/02' iTotaltime played Ahr 8 mins.
Currentitime:2:08 pm 3/4/02 " Credits Avail=$94:20!

Start New Tracking Session
r Stop Tracking

8. Chién thuat Cam két



Dia diém nay khuyén khich khach hang choi may choi game dién tlr (EGMs) dé thiét 1ap mdt gidi han
thdi gian va tién bac theo hoan canh cda ho. Chju trach nhiém vé c& bac bién bdo trong phong choi
game va EGMs s& gitp khach hang dé dua ra quyét dinh trudc khi cam két bang céch thiét 1ap mot
gidi han va gilt nd.

T4t cad EGM s tai dia diém nay cho phép mot cau tha dé theo ddi thoi gian va sé tién chi tiéu trong
mot budi choi. Thdng tin vé viéc |am thé nao dé kich hoat theo ddi phién cé san tir cac nhan vién dia
diém va hién thj tap tai liéu thdng tin Player (PID) dugc hién thj trong dia diém. Thong tin nay cung
cap hb tro cho mét khach hang d3 thuc hién mot quyét dinh trudce khi cam két.

9. Twong tac vdi khach hang

Cac nhan vién tai noi hoc tap nay dwoc cam két cung cdp mirc d6 nhat quén cao cla dich vu khach
hang, bao gbm ca y thirc khdng nglrng clia khach hang va trach nhiém cla dia diém ddi véi cd bac ¢o
trdch nhiém. Cac nhan vién dwoc dao tao luat nhu 1a mot phan cla cdm (ng cda ho.

Dia diém nay cé mdt quan Iy Co bac cé trach nhiém dé cir Duty Officer / Nhan ludn ludn cé sin khi
dia diém mé& clra.

Mot nguwdi, nhirng ngudi dén hoi nhan vién théng tin vé cac dich vu c& bac van dé, cho thay dau hiéu
clia viéc c6 mot van dé véi cd bac cla ho, sé dwoc dan dén cd bac Duty Manager Officer / Nhan Chiu
trach nhiém hod tro va hanh dong can thiét.

Mét khach hang hién thi diu hiéu budn phién hodc cé hanh vi khéng thé chap nhan duorc sé dugc
tiép can bdi mdt nhan vién, nhitng ngudi s& cung cap s tro giup.

Céc chi s6 c& bac van dé cé thé bao gdm, nhung khdng gidi han, khach hang:

i. ti€p cdn MmOt nhan vién tim kiém théng tin lién quan dén cd bac van dg;
ii. tw nhan minh 13 cé van dé vé&i cac hanh vi danh bac cla ho;

iii. c& bac trong thoi gian dai ma khéng ngirng nghi;



iv. trdnh twong tac tiép xuc véi nhan vién dia diém trong khi c& bac;

v thue hién céc yéu cau vay tién tir nhan vién hodc khach hang khac;

vi. tdng hgp mét cé phiéu cla céc tai liéu quang cdo cd bac van dg;

vii. hién thi dau hiéu budn phién hodc cé hanh vi khdng thé chdp nhan duoc, va

viii. hién thj hanh vi hung hang, chéng d&i xa hdi hodc cdm xuc trong ltc cd bac.

Qua trinh dé tuong tac véi khach hang nhu vay bao gdm hé tro do tuy thudc vao treong hop dénh
gid trwdng hop cla nhan vién dia diém thich hgp. Tuong tac nay cé thé mat cac hinh thirc:

i. khuyén khich khach hang dé xem xét thyc pham va nudc giai khat cung cap san tai dja diém d6 sé&
cho phép nghi choi tir may choi game;

ii. cung cap cho khach hang mét sé gidi khat (thi du nhu tach tra hodc ca phé) trong mot phan yén
tinh, riéng tw hon, dia diém choi game, noi khach hang cé co hdi dé yéu cau thong tin ho tro thich
hgp mot cach bi mat;

iii. gitip khach hang sdp x&p dé roi dia diém t6 chire

Lién hé v&i khach hang bang cach Can bo C& bac cé trach nhiém dwoc ghi lai trong mot sw ¢ Co bac
cé trach nhiém dang ky va bao gdbm cdc hanh dong. H6 so nay dugc bao phd béi Pao luat Bdo mat.
Théng tin chi tiét dwoc bao gdm trong sé dang ky tdi bao gbm:

i. ngay va thoi gian xay ra su ¢d;

ii. tén (s) cha nhan vién (s) tham gia;

iii. tén cta khach hang lién quan (néu cd);
iv. khdi quat hodc téng quan vé vu viéc;

v hanh déng cta nhan vién (vi du nhu: cung cdp Trg giup Gambler / Loai trir cac thdng tin ty);

10. Twong tac v&i Nhan vién

Theo quy dinh cGa phap luat, nhan vién cla dia diém nay khdng dwoc phép danh bac trén cac may
choi game trong khi trong qua trinh |[am viéc cda ho.



Tuy thudc vao cac hudng dan ngudi sit dung lao dong cu thé dé nhan vién tai mot dia diém choi
game c6 thé thay déi theo thoi gian, cdc nhan vién ngoai vu cla dia diém nay c6 thé danh bac tai dia
diém cung cap cho ho khéng mac déng phuc, khéng deo xac dinh gidy phép choi game cla ho va da
vang mat dia diém t6 chirc ké tir khi thay déi rostered gan day nhat cda ho.

B4t ky nhan vién chi ra rang ngudi dé cé mot van dé co bac s& duwoc cung cap vdi thong tin hd tro tu
van bédi cac nha diéu hanh dia diém té chirc (ngudi cé lién quan) mét cach bi mat. Nhan vién nay cé
thé dugc khuyén khich theo dudi khdng c& bac nhiém vu lién quan néu cé.

11. Twong tac véi Dich vu HO tro van dé co bac

Dia diém nay duoc cam két duy tri cac lién k&t manh mé véi cac dich vu dia phuwong hd tro van dé co
bac va cac co quan lién quan. Nhan vién cao cap tir dia diém nay sé bat dau cac cudc hop déu dan
v&i Tro gip cho Ngudi cd bac dia phwong va cong nhan Dia diém hd tro (VSW) tir BO6 Tu phap.

e Vi du vé cdc cudc hop nay cé thé bao gom:
o Triéu tap mot phién dao tao can bo hang nam, chay dich vu Gidp d& cho Nguai co bac dia phuong;

o hang ndm cdc cudc hop gitta Operator Dia diém / quan ly va dich vu Gitp d& Ngudi cd bac hodc
VSW duoc chi dinh, hodc

thudng xuyén lién lac qua email dé hd tro cac dich vu.

Théng tin chi tiét cha cdc cudc hop nay sé duoc gitt trong mot thu muc c& bac ¢ trach nhiém / dang
ky dé& duoc nam trong phong choi game. Cac chi tiét cudc hop phai bao gdbm:

« thoi gian va ngay cla cudc hop;

e tham dy tai cudc hop;

e chl dé thao luan;

* két qua / nhitng hanh déng tir cudc hop;

* ngay hop tiép theo.

12. Khach hang khiéu nai



Mot khach hang cé khi&u nai vé viéc tuan tha, va hoat dong, Quy tic (rng x* nay nén lam cho né
bang van ban tryc ti€p quan ly dia diém. T4t ca cac khi€u nai s& duoc kiém tra bdi ngudi quan ly dia
diém dé chic chdn rang né lién quan dén hoat dong clia Bo luat nay. Khi€u nai vé dich vu khach hang
hodc cac hoat ddng may ma khong lién quan dén hoat déng clia ma nay nén duoc huéng dan dén
quan ly thué. Pia di€ém nhan vién s& ho tro khach hang véi qud trinh nay néu dwoc yéu cau.

Khi€u nai s& dwoc diéu tra cin trong va cang sdm cang tot.

Khiéu nai s& dugc gidi quyét theo cach sau:
e tat ca cac khiéu nai s& duwoc ghi nhan kip thoi;

* néu né duoc quyét dinh khdng diéu tra cac khi€u nai vi né khdng lién quan dén hoat déng cla m3
nay, khach hang sé dugc thdong bao phu hop;

e trong viéc diéu tra cac khi€u nai, Quan ly Dia diém cé thé tim ki€ém théng tin tir cdc nhan vién quan
tam lién quan dén ch( dé khiéu nai;

e Manger Dia diém s& tim cach thiét 1ap cho du khach hang da duoc diéu tri hop ly va phu hop vdi
luat c& bac cé trach nhiém tng xur;

* néu don khi€u nai dwoc xac minh, Quan Iy Pia diém sé chi tiét cadc hanh déng dugc thyc hién dé
khac phuc van dg;

¢ khach hang s& luén ludn duoc théng bao vé két qua khiéu nai;
* chi tiét khiéu nai s& dwoc duy tri trong thu muc c& bac cé trach nhiém / dang ky;

* thong tin vé cac khiéu nai s& dugc cung cap cho VCGR néu dugc yéu cau.

Né&u khiéu nai khdng dugc gidi quyét tai noi hoc tip, nd sé cho d6 phan giai clia Vién Trong tai va
Hoa giai Uc chau (IAMA). M6t trong hai bén tham gia trong don khiéu nai cé thé lién lac véi co quan
IAMA. D& bat dau mot khi€u nai mot trong hai bén cé thé vao trang web clia co quan IAMA
(www.iama.org.au), tai vé mat hinh thirc Giai quyét Tranh chap, va sau d6 gli biu mau nay hoan
thanh vdi & phi lién quan dén céc co quan IAMA.

Tai liéu lién quan dén tat c3 cic khi€u nai chdng lai cdc m3 phai dugc duy tri trong thu muc ¢ bac ¢
trach nhiém / dang ky dé truy cap bdi VCGR theo yéu cau.

13. Tuan thu viéc cAm c& bac chua thanh nién



C& bac bdi tré vj thanh nién déu bj cdm. Cac dau hiéu duoc dat tai tat cad cic 16i vao phong choi
game cam tré vi thanh nién tir nhap canh. T4t ca cac nhan vién dia diém td chirc c6 trach nhiém tim
kiém bang chirng vé tai liéu hudng dan tudi néu ho khéng chic chan cla thoi dai cla mot khach
hang. Néu cd lién quan chirng minh cac tai liéu hudng dan tudi khong thé dugc thanh 1ap, khach
hang phai dwoc yéu ciu rdi khdi phong choi game.

14. Méi trudng co bac

Khach hang s& duwoc khuyén khich nghi giai lao thwdng xuyén tir may choi game choi. Viéc khuyén
khich ndy cé thé mang hinh thirc mét thong bédo trén hé théng dia chi cda dia diém cong cong va cd
thé bao gbm:

a) Cong bd rang tra budi sang bay gior da co;
b) Théng bado mét tran hoa cta thanh vién;

c) Cong b6 bat dau choi game khong khac hoat dong khach hang lién quan trong pham vi dia diém.

Dia diém nhan vién cling s& giam sat cac hoat dong cla khach hang va twong téc thich hop dé
khuyén khich khich hang tham gia vao c& bac m& rong va chuyén sau. Twong tc nay cé thé mang
hinh thirc d6i thoai phu hop véi su tham gia khach san ndi chung theo sang kién ctia nhan vién dai
v&i khach hang lién quan dén sy san cé cla thyc pham va nudc gidi khat.

Dong ho s& duwoc dat trong khu vure chinh cta dia diém dé khach hang sé dugc nhan thire cha thoi
gian trdi qua. Nhan vién sé dé cap dén thoi gian khi thdng bdo vé cac hoat ddng dia diém.

15. Nghiép vu tai chinh

Diéu nay dia diém khong tién mat ki€ém tra. Néu mot khach hang tim kiém tién mat kiém tra, nhan
vién s& tu van cho khach hang dia diém khéng kiém tra tién mat.

S6 tién trang dudi $ 1,000 tir cdc may choi game tai noi hoc tap nay cé thé duoc trd bang tién mat
va / hodc kiém tra. Theo luat, tat ca tién thing hodc tich Ity tin dung $ 1,000 tré [&én phai dwoc thanh
toan hoan toan bang cach kiém tra, khdng cé thé duoc trd bang tién mat. Nhirng thang tich Ity tin
dung c6 thé khéng dugc cung cap nhu tin dung may.



Dang ky gidi thudng thanh todn dwoc duy tri trong phong choi game.

16. Chiu trach nhiém quang cdo va khuyén mai

Un-trwng cau quang cdo clia Mdy Choi dién t&r (EGM) sdn phdm c& bac bi cdm & Victoria.

T4t ca cac quang cdo khdng EGM thuc hién bdi hodc thay mat cho cac dia diém nay s& thuc hién
theo quy dinh véi m3 quang cdo cta dao dirc dwoc thdng qua badi Hiép hdi Cac nha quang cdo Quéc
gia Uc.

Hon nita dia diém nay s& dam bao rang céc tai liéu quang cdo clia chung toi:

« khong phai 13 sai [am, gay hiéu [am hodc Ilra d3o vé s6 tién thang, giai thudng hodc cac co hoi
thang

e c6 su dong y cla bat ky ngudi nao duoc xac dinh [a chién thang mot gidi thwdng trudc khi xuat
ban

e khdng cong kich hodc khiém nha trong ty nhién
e khodng tao ra mot an twong rang cd bac 1a mot chién lugc hop ly dé cai thién tai chinh

e thic d4y viéc tiéu thu rugu trong khi mua san pham co bac.

17. Danh gia cta Bo luat

B6 luat nay duwoc xem xét hang ndm dé dam bao rang né phlu hop véi cac Luat Quy ché C& bac 2003
va Huéng dan BO trudng ¢ lién quan. Tac gid M3 - Hiép hoi Khach san Uc (Victoria) - sé tao diéu kién
thuan Igi cho viéc ddnh gid hang ndm thay mat cho céc nha khai thac dia diém tham gia.

Cac hoat déng va hiéu qua cla luat d6i véi 12 thang trudc d6 cling s& dugc xem xét vao llc nay.
Téng quan tim ki€ém thdng tin phan héi tir cac bén lién quan, bao gdm ca can bo dia diém, khach
hang va céc dich vy hd tro van dé c& bac.

Thay d6i can thiét s& dwoc ghi nhan va sau dé thuc hién néu cé thé. Bat ky thay déi s& duoc ghi lai
trong thu muc c& bac cé trach nhiém cda dia diém / Dang ky.



