Appendix 6

MERKUR
SLOTS

I OPERATIONAL STANDARDS

THE LICENSING OBJECTIVES UNDER THE GAMBLING ACT 2005

e Preventing gambling from being a source of crime or disorder, being associated with
crime or disorder or being used to support crime

e 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

Objective 1 - Preventing gambling from being a source of crime or disorder, being
associated with crime or disorder or being used to support crime.

e Merkur Slots UK Limited is aware that it must notify the Gambling Commission should
we suspect that offences under the Gambling Act 2005 are being committed.

e Merkur Slots UK Limited complies with the Commission’s advice on the Proceeds of
Crime Act 2002.

e Merkur Slots UK Limited has completed its own Business Anti-money laundering risk
assessment, local area risk assessments and implements anti-money laundering policies
and procedures.

e |f we suspect anyone of using our premises for the furtherance of criminal activity (for
instance drug dealing, using counterfeit money, selling suspected stolen property and
criminal damage) we will contact the police immediately, report to our Head of
Compliance and record the instance in the AML and Incidents modules of the electronic
Smart Tablet system.

e All Merkur Slots UK Limited premises operate digital CCTV and customer areas are
supervised.

e Merkur Slots operates a group-wide Security Alert system where incidents are shared
instantly with all licenced premises. We have an internal Fraud Measures Team that
respond to and investigate incidents. As a BACTA member, we receive nationwide
Security Alerts, which are circulated via the Security Alert system to all licenced
premises.

e All Merkur Slots premises provide a static alarm system which is also supported by Staff
Guard, a nationwide security company that offers 24hr support via a monitoring centre
with fully trained operatives who advise on difficult situations and escalate
appropriately.

e Merkur Slots UK Limited has an extensive security, audit and money laundering team
monitoring employees and customer activity.

e All Merkur Slots employees complete six-monthly refresher training which covers this
licencing objective; anti-money laundering policies and procedures; and guidance on the
Proceeds of Crime Act 2002.

e Merkur Slots operate a robust late night working policy, which is fully supported by a
full-time Night Manager.
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e Merkur Slots does not operate a single-manning policy between 8pm and close,
however, should an emergency occur a ‘locked door’ and ‘keep in touch’ policy is
implemented.

Objective 2 - Ensuring that gambling is conducted in a fair and open way.

e QOur gaming rules are prominently displayed in each of our licensed premises.

e QOur employees have a full understanding of machine gaming rules.

e We encourage customer-facing employees to use positive discretion to resolve customer
issues at a local level, where possible.

e Qur Customer Complaints procedure is display prominently in every venue. Where
customer disputes cannot be resolved satisfactorily, we refer all potential disputes to
our appointed Alternate Dispute Resolution provider (IBAS).

e All venue managers attend our National Training Centre for a thorough induction
programme prior to taking on responsibility of their own venue and team.

e All licensed premises employees receive induction and six-monthly refresher training
during the course of their employment to ensure that potential issues can be addressed
at the earliest opportunity.

Objective 3 - Protecting children and other vulnerable persons from being harmed or
exploited by gambling

e Allour licensed premises are strictly adult only and we provide appropriate notification
on entry, on all marketing material and throughout our premises.

e We operate a Think 25 policy as standard and all employees are trained to request a
photographic form of identity if they suspect that a customer is under age. All
challenges are recorded on our Smart Tablet system under Age Verification Checks and
Check Policy are our third-party independent partner for compliance testing.

e Alllicensed premise employees receive induction and six-monthly refresher training
during the course of their employment on social responsibility and safeguarding children
and vulnerable people, with a particular focus on the prevention of harm.

e We prominently display information throughout our licensed premises on responsible
gambling and provide details of organisations that can provide support and guidance
such as BeGambleAware.

e Playright is installed in all licenced premises - this is a self-help App available to
customers to enable them to manage spend and play time.

e Socially Responsible messaging is implemented on B3 and Category C digital machines.

e Alllicensed premise employees are trained to identify potential at risk customers and
conduct effective interactions. Customer interactions are recorded on the Interactions
module on the electronic Smart Tablet and reviewed centrally by the Compliance team.

¢ We implement a self-exclusion policy throughout our licensed premises and operate a
Smart Tablet system for recording self-exclusions, reinstatements and breaches. We are
also members of the Bingo Association Multi-Operator Self-exclusion Scheme.
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e The layout of our premises is designed to facilitate customer supervision by employees.
e We provide an annual donation in support of research, education and treatment of
problem gambling.

All three licensing objectives are embedded at all levels within the organisation via training
both on-line and face to face, during Operational meetings, Business Bulletin
communications, Compliance/Audit visits and annual conferences.
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