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When Victorian clubs offer any 
gambling products to members 
and guests, they want to do so 
in a manner that allows patrons 
to enjoy the products, whilst 
minimising any potential harm. 

To achieve this, all staff need to monitor the 
welfare of patrons and provide advice and 
or support if a patron is displaying signs 
consistent with gambling harm.

The purpose of this handbook is to provide 
staff members with information pertaining 
to legislative and codified requirements that 
underpin the provision of gambling products 
to patrons.

If newer staff members have any concerns 
about customer behaviour and are unsure 
how to react, notify your manager or 
Responsible Gambling Officer.

Introduction Definitions

Code
CCV Responsible Gambling Code of Conduct 
as adopted by the club.

CCV
Community Clubs Victoria-the industry association 
for Victorian licensed clubs.

EGM Electronic gaming machine.

Gambling
All forms of gambling provided in Victorian clubs/hotels 
including electronic gaming machines, Wagering and Keno.

Gaming Gambling on electronic gaming machines.

ICRP
Independent Complaints Resolution Process for 
the Self-Exclusion Program.

PID Player information display on an electronic gaming machine

Responsible 
Gambling Incident 
Register

The register maintained by the club in which the club 
records the information required under the Code 
and Self-Exclusion Program

RGO Responsible Gambling Officer

RSG Responsible Service of Gaming

VSW

A Venue Support Worker is a specialist who works with staff 
and management to promote responsible gambling practices, 
identify and respond to negative gambling behaviour, and 
raise awareness of support options, ultimately aiming to  
reduce gambling harm.
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Your RSG training account is the place where you can manage your RSG training 
records and get certificates for all completed training. Further details about setting 
up your RSG training account and all mandatory requirements can be found at:

www .justice.vic.gov.au/safer-communities/
gambling/  responsible-service-of-gaming-training

Victorian gaming venue staff must complete 
approved Responsible Service of Gaming (RSG) 
training which provides staff with information 
and skills to provide gaming responsibly. There 
is no cost to undertake this training.

You must complete the approved RSG 
training if you:

• �are a venue operator (or nominee of
a venue operator), and/or

• �work in the gaming machine area of
a gaming venue, and

• ��have more than incidental contact
or interaction with players of gaming
machines in the gaming machine area

• �are a holder of a gaming industry
employee licence.

Mandatory  
Responsible Service 
of Gaming Training

Training requirements for new gaming staff

Module # Description Timing

Module 1
This module involves 
2-3 hours learning online.

Must be completed within one 
month of starting work in a 
gaming venue. You can complete 
the module before starting work  
if you choose.

Module 2

This module is organised by  
your manager and delivered  
by venue support workers via 
video-conferencing or face- 
to-face in a gaming venue.

Within six months of starting 
work in a gaming venue.

Training requirements for existing gaming staff

Module # Description Timing

Module 3
The refresher online module 
(2-3 hours learning online)

Within 3 years of the date on 
which you completed Module 2, 
then every 3 years thereafter.

Module 4

The refresher face-to-face 
module (organised by your 
manager and delivered by 
venue support workers via  
video-conferencing or in  
gaming venues).

Within 3 months of completing 
Module 3 then every 3 years 
thereafter. Should you attempt  
to complete Module 4 outside this 
time frame you will be required to 
re-complete Module 3.

http://www.justice.vic.gov.au/safer-
communities/gambling/responsible
-service-of-gaming-training
https://www.justice.vic.gov.au/safer-communities/gambling/responsible-service-of-gaming-training
https://www.justice.vic.gov.au/safer-communities/gambling/responsible-service-of-gaming-training
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RSG training is different to a gaming 
industry employee licence.

Certain employees of Victorian gaming 
venues are required to hold a gaming 
industry employee licence if they:

• �perform any task that requires access
to the logic area (a locked and restricted
area in the gaming machine, housing the
CPU, system firmware and game software)
of a gaming machine at the venue

• �possess, or issue to other persons holding
a gaming industry employee’s licence,
keys that unlock the logic area of a
gaming machine at the gaming venue

• �perform any task that requires access
to a prescribed restricted monitoring
component at the gaming venue, i.e.
access a Jackpot Interface Board or
a Slot Machine Interface Board

• �supervise any person carrying out any
of the duties referred to above.

Venue Support Workers (VSWs) provide 
training and support to gaming venue 
staff and management with the 
development and maintenance of 
responsible gambling environments. 
VSWs play a key role in training 
and educating venue staff and 
supporting gaming venues to meet the 
requirements of industry Responsible 
Gambling Codes of Conduct.

The following modules are available 
for delivery by VSWs:

Gaming Industry 
Employee Licence

Venue Support 
Program

Responsible Gambling Code 
of Conduct Staff Training 

Responsible Gambling Training 
(Modules 2 & 4)

Code of Conduct and 
RG Documentation

Observe and Respond to 
Signs of Gambling Harm

EGM Operations

Gambler’s Help Services  
and Self-Exclusion Program

YourPlay

Responding to Alcohol and  
Other Drug Affected Customers

Staff Self-Care

Gambling & Mental Healthvgccc.vic.gov.au/for-
gambling-providers/ 
gaming-industry-employees

The Victorian Gambling and Casino 
Control Commission assess and issues 
gaming industry employee licences.  
You can find more detailed information 
and apply for a GIE licence at:

CCV’s Responsible Gambling 
Code of Conduct (Code 28)  
can be found in Appendix A  
of this document

Responsible Gambling  
Code of Conduct Quiz 

All staff need to be given a copy of your club’s Code as a part of their induction training. 
Staff are required to be familiar with the venue Code of Conduct to ensure:

• �Customers are communicated with in a way that does not induce them to play poker machines

• �Regular observations of customers to identify signs of distress and appropriately
interaction with customers.

• �Customers are discouraged from reserving a gaming machine to play another
gaming machine.

• �All responsible gambling communications and interactions are recorded in the
Responsible Gambling Register.

CCV has developed some training quizzes that will be helpful when inducting 
new staff and refreshing existing staff skills.

The Code places a heavy emphasis on interaction with customers. The Venue Support 
Worker can assist in a responsible gambling training session which includes a conversation 
about the Code requirements.

https://www.vgccc.vic.gov.au/for-gambling-providers/gaming-industry-employees
https://ccv-learning-hub.thinkific.com/courses/ai-placeholder
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Responsible 
Gambling Officers

Designated Responsible Gambling Officers 
(RGOs) must always be available in the 
gaming room when gaming machines are 
available for play. 

This requires clubs to ensure multiple staff are 
nominated for this task. RGOs are required 
to provide advice and support to customers 
and staff in relation to all gambling products 
at your club

The role of a RGO is detailed in the Code, 
and staff nominated for this role need to  
have the appropriate experience and their 
position descriptions updated to reflect their 
required RGO duties.

The Code requires your club’s responsible gambling message be displayed in the 
gaming room.

This poster on the CCV website is in an editable format so you can include your club’s 
logo if required. Changes to the wording are not recommended.

A copy of the Code must be made available to customers upon request and copies 
should be kept at your cashier area. A sign advising customers of this must be displayed 
in the gaming area.

If your club has a website, the code must also be available on the website.

Code 28 has been translated into Arabic, Cantonese, Greek, Hindi, Italian, Mandarin, 
Punjabi and Vietnamese. These also can be downloaded from the CCV website.

Your Clubs Commitment to 
Responsible Gambling

Availability of the Code

www.ccv.net.au/gambling/ 
rg-code-of-conduct/

Download the Responsible Gambling  
Code of Conduct from the CCV website:

https://www.ccv.net.au/gambling/rg-code-of-conduct/
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Responsible  
Gambling Register

All venues are required to 
maintain a responsible gambling 
register. Keeping a register helps 
capture and track information 
about your club’s Responsible 
Gambling Code and Self- 
Exclusion Program. 

Register entries should cover the 
following interactions:

•  a patron complains, or you receive
feedback, about your Code or Self-
Exclusion Program (SEP)

•  a self-excluded person is detected in

the gaming machine area

•  problematic gambling behaviour is

identified, or asked about

•  a staff member gives information about

YourPlay, Self-Exclusion or the Code

•  a patron is asked to leave the gaming

machine area

•  a patron is offered food or beverage to

encourage a break in play

•  any other Code or SEP issue involving

patrons or members.

You should also make an entry in your 
register when:

• �you interact with a local gambling
support service

• �staff attend responsible gambling training

• �the Victorian Gambling and Casino
Control Commission (VGCCC) or Victoria
Police visit your venue

• �dealing with any other documents
supporting your club’s Code and SEP
(e.g. Self-Assessment Checklist).

The patron’s right to privacy should 
always be respected. Access to the 
register should only be given to:

• �licensed gaming industry employees

• �Victoria Police, and

• �VGCCC Inspectors.
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Gambling  
Support Services

Self-Exclusion Program

Gambler’s Help can provide patrons and 
staff with 24/7 support: 

• �Gambler’s Help 1800 858 858

• �Gambler’s Help Youthline 1800 262 376

They can also assist with face-to-face 
counselling, peer connection or online  
chats with a counsellor.

Many people who gamble have strategies 
to keep the amount of time or money they 
spend gambling in check. Pre-commitment 
is a tool to help them do this.

YourPlay is a voluntary pre-commitment 
system that helps people monitor the 
amount of money and time they spend 
playing gaming machines across Victoria. 
It is free for players to use on EGMs in 
clubs and hotels.

It is a legal requirement that:

• �All EGMs in your club must be
connected to the YourPlay system.
Any EGMs not connected must be
immediately turned off and noted in
the Responsible Gambling Register.

• �All staff in a gaming room must
know how to assist patrons use the
YourPlay system.

YourPlay

To get the full benefit of YourPlay, patrons can enter the limit they’d like to spend (the 
dollars, or the time at any venue, or both) - before they play. During play, the screen 
display will give them a reminder when they get to 70% and 90% of their nominated limit. 
Patrons can also check their playing history over a session, a week, a month or a year 
and get statements online or by logging in at a venue kiosk. 

YourPlay Venue Checklist can be found in Appendix B of this document. Self-Exclusion Application can be found in Appendix C of this document.

Many patrons visit venues every week and for most it is an enjoyable form of entertainment. 
However, some people may experience problems arising from their gambling activities. For 
these people all clubs (and hotels) provide a Self-Exclusion Program as a major responsible 
gaming initiative.

Self-Exclusion is free, and patron’s details are always treated as strictly confidential.

The Self-Exclusion Team can assist people who choose to self-exclude from clubs and 
hotels as well as connecting them to a Gamblers Help Service in their area. 

What does Self-Exclusion involve? The process for people who wish to  
self-exclude from venues accessing the self-exclusion program is easy. 

The patron must sign a Self-Exclusion Application. By signing the application, the patron 
undertakes not to enter gaming areas of the venues they nominate. Patrons can access 
the Self-Exclusion Application by:

1.  Visiting https://www.ccv.net.au/i-want-to-self-exclude/
– this can either be completed online or downloaded.

2.  Call the Self-Exclusion Team:  Direct Line  8851 4949    Mobile 0488 700 794

3. Email sep@ccv.net.au

The patron needs to supply (2) passport size photographs – one front on and the other a 
profile, in a digital jpeg format, for identification purposes along with a photocopy of their 
ID (eg Driver’s Licence, Passport, Working with Children, Proof of Age).

When the patron signs the application, the patron’s details are forwarded to the venues 
they have nominated.  This authorises the management of the nominated venues to take 
reasonable steps to ensure that they do not enter their gaming areas.

The patron sets the Self-Exclusion period which must be at least 6 months and can be 
up to 2 years maximum.

The patron can add venues to the list of nominated venues by contacting the  
Self-Exclusion Team. They can also extend the terms of their deed if they so wish.

1

2

3

4

5
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Operation of the Self-Exclusion Program
Self-Exclusion Review Process

Independent Complaint Resolution 
Process (ICRP)

Staff Training

All staff need to be given an overview of the Self-Exclusion Program as a part of their 
induction training.

To assist in this training, the CCV Self-Exclusion Team has developed the following 
quiz:

Interaction with Self-Excluded Patrons

If you notice a self-excluded patron approaching the gaming room with an apparent 
intention to enter, or you detect a self-excluded patron playing the gaming machines, 
you must advise the Responsible Gambling Officer on shift at the time.

They will approach the patron and remind them that they have undertaken not to enter the 
gaming area. Once this is done, the Responsible Gambling Officer or staff member must:

• �Register the breach by logging into CCV EASE program https://ccvease.com.au

• �Make a note in the Responsible Gambling Register.

Management of the venue are to ensure annually they conduct their own review  
internally as required by the RSG Code and SEP.  All gaming staff are to be aware of 
their obligations. 

This can be implemented by having regular staff meetings and re introducing the staff quiz.

If you are asked about the Self-
Exclusion Program you must give the 
patron a  copy of the Gamblers Help 
brochure along with the CCV Self-
Exclusion card  or direct them to the 
CCV Website. Patrons do not self-
exclude from the entire venue premises.

The EASE (Easy Access Self Exclusion) 
system offers easy access to the online 
Self-Exclusion Program. It does this by:

• �allowing club managers, gaming
managers and Gamblers Help service
providers who may wish to do so,
to easily produce a Self-Exclusion
Application at a patron or
client’s request

• �overcoming delays for those patrons
seeking to self-exclude

Self-excluded patrons are at liberty to 
enter and enjoy the other areas and 
facilities offered by the venue.

Your venue displays photographs of all 
patrons who have self-excluded from 
the gaming area. The photographs are 
displayed in an area which is not  
accessible to the public and in the 
Responsible Gambling Register/folder.

Prior to starting work each shift, you must 
view the photographs and re-acquaint 
yourself with the self-excluded patrons list.

During your shifts you must use your best 
endeavours to identify any self-excluded 
patron who approaches the gaming room 
or is playing the EGMs. Always check 
identification with SEP names prior to 
issuing cheques or EFT.

Self-Exclusion Program Quiz  

PDF Fillable

Self-Exclusion Program Quiz 

Answers

If a patron wishes to lodge a complaint about the Self-Exclusion process,  
they may do so by completing the complaint form and returning by post or email.

Post to CCV, PO Box 4066, Fitzroy VIC 3065  
or Email to sep@ccv.net.au

Download the Complaint Form

https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.ccv.net.au%2Fwp-content%2Fuploads%2F2025%2F03%2F20250303-Self-Exclusion-Quiz-Answers-vs5-Fillable.pdf&data=05%7C02%7Cmichelle%40ccv.net.au%7C063ea414ea4340388d7a08dd6776d8be%7Cbe51498372dc4867893331259d10d24f%7C0%7C0%7C638780482319917862%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=CzMjr7uDBxpTTTZjJbcwPsiY5%2BwbgdfKnRHFQWA7Fo0%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.ccv.net.au%2Fwp-content%2Fuploads%2F2025%2F03%2F20250303-Self-Exclusion-Quiz-Answers-vs5.pdf&data=05%7C02%7Cmichelle%40ccv.net.au%7C063ea414ea4340388d7a08dd6776d8be%7Cbe51498372dc4867893331259d10d24f%7C0%7C0%7C638780482319932176%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=LaLPRax%2Bzf1sx6qZxsID%2BZznVDmEND6uGx2HbSQadZQ%3D&reserved=0
https://www.ccv.net.au/wp-content/uploads/2025/03/ICRP-Form-vs4-docx.pdf
https://www.ccv.net.au/wp-content/uploads/2025/07/Independent-Complaint-Resolution-Process-Form-ICRP_20250703.pdf
https://www.ccv.net.au/wp-content/uploads/2025/07/Independent-Complaint-Resolution-Process-Form-ICRP_20250703.pdf
https://www.ccv.net.au/wp-content/uploads/2025/07/Independent-Complaint-Resolution-Process-Form-ICRP_20250703.pdf
https://www.ccv.net.au/wp-content/uploads/2025/07/Independent-Complaint-Resolution-Process-Form-ICRP_20250703.pdf
https://www.ccv.net.au/wp-content/uploads/2025/07/ICRP-Form_20250703.pdf
https://www.ccv.net.au/wp-content/uploads/2025/07/ICRP-Form_20250703.pdf
https://www.ccv.net.au/wp-content/uploads/2025/10/20250303-Self-Exclusion-Quiz-Answers-vs5-Fillable.pdf
https://www.ccv.net.au/wp-content/uploads/2025/10/20250303-Self-Exclusion-Quiz-Answers-vs5.pdf
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Interaction With Problem Gambling 
Support Services

The club is required to:

• �maintain regular contact (at least every 6 months) with the local gamblers help services
and/or other relevant problem gambling support services, and to

• �make available to members, visitors and employees, publications and contact
details of the local Gamblers Help Service and/or other relevant problem gambling
support services.

Contact details of the local Gamblers Help Services and/or other relevant problem 
gambling support services can be found here.

Gamblers Helpline

Prohibition On Gambling 
By Minors

Gambling by minors is banned, and minors (anyone under the age of 18) are not 
permitted to enter gaming rooms. Even if the minor is in the company of his/her  
parents or guardian, the minor is not allowed in the gaming room.

The club is required to have signs located at every entrance to the gaming room 
prohibiting minor from entering the gaming room.

If a toddler runs into a gaming room, they must be removed immediately and the 
event noted in the club’s responsible gambling register.

If relevant verification cannot be produced, you must request that the member 
or visitor leave the gaming room.

The following documents are acceptable proof of age:

• �Australian driver licence (physical or digital).

• �Victorian learner permit (physical or digital).

• �Foreign driver licence in the English language. If not in the English language,
it must be accompanied by an official English translation or an International
Driving Permit.

• �Victorian proof of age card or an equivalent from another state or territory of
Australia (physical or digital).

• �Keypass card (physical or digital).

• �Australian or foreign passport.

• �Victorian marine licence.

https://gamblershelp.com.au/get-help/find-support/
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Financial Transactions Anti Money Laundering and  
Counter Terrorism Financing (AML/CTF)

The cashing of cheques and the advertising of cheque cashing services is prohibited at 
approved gaming venues in Victoria. 

When a patron asks, your venue must pay out accumulated credits from a gaming 
machine in the following manner:

Whist compliance with AML/CTF 
requirements is mandatory, there are 
numerous benefits for clubs in complying 
with AUSTRAC regulations, such as: 

• �being a good corporate citizen and
playing your part in preventing criminal
activity and acts of terrorism

• �avoiding fines and enforcement action
by AUSTRAC

• �helping to reduce the risk of fraud
losses against the club

• �enhancing the reputation of the
clubs generally and avoiding negative
press coverage.

All gaming venues operate AML/CTF 
programs - your club will have an  
AML/CTF compliance officer - ask who 
that is at your club?

A gaming venue must not give a loan or credit to a patron for the purpose of using a 
gaming machine.

Any significant gaming machine win or jackpot greater than $10,000, must be recorded 
in a ‘large win register’ maintained by the venue operator. This register must enable the 
identification and verification of the large win details, including information about the 
patron who received the payout.

Accumulated  
credits  
LESS than $2,000 
can be paid out:

Accumulated 
credits  
OVER than $2,000 
can be paid out:

• �By cash

• �By cheque

• �By electronic funds transfer
(EFT) if requested.

• �By cheque
(not payable by cash)

• �By EFT (if requested) with
a 24-hour delay before
funds are available.

youtube.com/ 
watch?v=QtwN6YChL2I

Watch this brief video for an overview 
of AML/CTF requirements.

What is Money laundering? This is the 
process criminals use to ‘clean’ money 
from illegal activities – such as fraud,  
drug trafficking, tax evasion, people 
smuggling, theft, and arms trafficking  
– to make it seem legitimate.

Staff need to be on alert for money 
laundering activities to ensure Victoria’s 
gambling industry operates with integrity 
and is free from criminal influence. 

Responsibilities for gaming staff include:

• �monitoring the gaming floor, gaming
machine software and CCTV for
suspicious matters

• �monitoring that the person claiming the
winnings is the person who was playing
the machine

• �verifying the identity of patrons with large
wins, where high-risk or suspicious and
keeping records (this could include review
of CCTV to ensure this was the person
playing the machine)

• �attending AML/CTF training

• �actively contributing to AML/CTF
discussions at meetings, via staff email,
or using a secure mobile app or software
provided by the club

• �alert management to changes in risk or
vulnerabilities noticed.

https://www.youtube.com/watch?v=QtwN6YChL2I
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Clubs must verify the identity of their 
customers:

• �when the customer is paid out winnings to
the value of $10,000 or more (this applies to
all methods of payment)

• �if the club suspects on reasonable grounds
that the gaming patron is not whom they
claim to be or there are doubts about the
veracity of ID previously provided

• �when your enhanced customer due diligence
program requires you to collect or further
verify know-your-customer (KYC) information.

At a minimum, the club must collect and retain 
the patron’s:

• �full name

• �residential address

• �date of birth

But may also collect other information as set 
out in its AML/CTF program:

• �phone number

• �email address.

AML/CTF Customer 
Identification and  
Verification

The details must be verified by presentation by the patron of the 
following documentation:

Primary Photographic Document 
(or certified copies) are acceptable as Proof of Identity

Current Driver’s licence, or

Current Passport, or

Current Proof-of-age card

Combination of Primary Non-Photographic and Secondary Documents  
(or certified copies) are acceptable as proof of identity

Primary Non-Photographic

Birth certificate

Citizenship certificate

Current Commonwealth Concession card

Secondary

Recent Tax assessment notice

Recent Centrelink statement

Recent Rates or utilities notice

If the patron can’t be identified, then you cannot pay out any winnings.
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1. Responsible Gambling Message

This venue will take all reasonable steps to prevent and minimise harm from the 
operation of gaming machines in this venue, including by monitoring the welfare of 
customers, discouraging intensive and prolonged gaming machine play and intervening 
when a customer is displaying behaviour that is consistent with gambling harm.

This venues code will be made available on our website (where a website exists)  
and in written form to customers upon request. A sign advising customers of this will 
be displayed in the gaming area.

The code will also be available in community languages on our website 
(where a website exists). Languages may include:

• Arabic

• Cantonese

• Greek

• Hindi

• Italian

• Mandarin

• Punjabi

• Vietnamese

2. Interaction and Communication with Customer

2.1   ��This venue will ensure that communications with customers does not:

(a) �Induce a customer to enter or remain in the gaming machine area

(b) �Induce gaming machine play (with the exception of communication that forms
part of a loyalty program), or

(c) ��Reinforce or encourage fallacies or misconceptions about gaming machines,
including but not limited to:

i. Telling a customer that they can make money playing a gaming machine

ii. �Telling a customer that a gaming machine or gaming machine jackpot has
or has not paid, or that it is due to pay, winnings

iii. �Discussing luck or superstitions

               iv. �Telling a customer that a ‘near miss’ means the gaming machine is about to
pay winnings

v. �Suggesting or encouraging the belief that a spin on a gaming machine is
not independent of another spin on that gaming machine

vi. �Suggesting or encouraging the belief that there are strategies that a
customer can use to win when playing a gaming machine (for example,
increasing or decreasing the amount bet per line or number of lines on
which a bet is made), or

vii. Telling a customer that they deserve to win.

2.2 � �This venue will take reasonable steps to ensure that communications with customer  
discourage intensive and prolonged gaming machine play.

2.3  �With the exception of EFTPOS signage, this venue will not induce a customer to:

(a) �Withdraw money, or withdraw more money, from a cash facility, or

(b) �Leave this venue to obtain money, or obtain more money, to enable that
customer to play, or to continue to play, a gaming machine.

2.4  �This venue may however direct a customer to a cash facility when requested to do 
so by the customer.

3. Interaction with Customers – Signs of Distress

3.1   �This venue will take all reasonable steps to ensure the gaming machine area and 
entrances to the gaming machine area are monitored at all times gaming machines 
are available for play.

3.2  �This venue will take all reasonable steps to ensure that customers in the gaming 
machine area are regularly observed to monitor behaviour that is consistent with 
gambling harm.

3.3  �This venue will not encourage or induce a customer to engage in intensive or 
prolonged gaming machine play.

Appendix A
Responsible Gambling Code of Conduct-Code 28
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3.4  �Staff at this venue will ask a customer to take a break away from the gaming 
machine area where an interaction has occurred and that interaction has 
determined that the customer is angry while gaming or has requested assistance 
as a consequence of their gaming.

3.5  �Staff at this venue will interact with a customer who has been observed to have 
been playing gaming machines for a prolonged period without a break and ask 
that customer to take a break away from the gaming machine area.

3.6  �Staff at this venue will interact with a customer who:

(a) �Has been asked to take a break and refuses to take a break away from the
gaming machine area

(b) Plays multiple gaming machines simultaneously, or

(c) Reserves a gaming machine in order to play another gaming machine.

4. Gaming Venue Staff

4.1   �Staff at this venue are not permitted to play a gaming machine on a rostered day 
of work at this venue.

4.2 � �This venue provides information to staff so that they are aware of their increased 
risk of harm from gambling.

5. Interaction with Problem Gambling Support Services

This venue will ensure that staff who have day-to-day management of the operation 
of this venue and responsible gambling officers meet with this venue’s nominated 
venue support worker at least once every six months.

6. The Gambling Environment

6.1   �This venue will not encourage a customer to play multiple gaming machines 
simultaneously.

6.2  �This venue will take all reasonable steps to discourage a customer from reserving 
a gaming machine in order to play another gaming machine in the gaming 
machine area.

6.3  �During the opening hours of food and beverage facilities outside the gaming 
machine floor, this venue will ensure that a customer can order and be served food 
and beverage without having to enter the gaming machine area.

6.4  �This venue may offer a customer seated at or playing a gaming machine food or 
beverage provided it is offered as part of an interaction* with that customer. 
(note definition of interaction below)

7. Responsible Gambling Officer

7.1  � Responsible Gambling Officers have been appointed at this venue.

7.2  �A Responsible Gambling Officer will be available in the gaming machine area at all 
times gaming machines are available for gaming.

7.3  �This venue will display prominently in the gaming machine area a notice advising 
that a Responsible Gambling Officer is available for assistance at all times.

7.4  This venue’s Responsible Gambling Officer will take all reasonable steps to:

(a) �Monitor the gaming machine area and ensure compliance with the Act,
regulations and this code

(b) �Ensure that staff record responsible gambling incidents and interventions
in the responsible gambling register

(c) �Observe customers who display behaviour that is consistent with gambling
harm and provide assistance as necessary

(d) �Provide advice to staff about gambling harm and how to respond to signs of
gambling harm, and

(e) �Respond to customer enquiries and complaints about the supply of gambling
in the approved venue.

7.5   �This venue’s Responsible Gambling Officer will complete prescribed responsible 
service of gambling training, if any.

8. Responsible Gambling Register

8.1   �This venue maintains a responsible gambling register. The details of all responsible 
gambling incidents and interventions are recorded in this register, including:

(a) Date and time the incident occurred
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(b) Details of the incident

(c) Details of the intervention made in response to the incident

(d) Details of the customer’s response to the intervention, if known

(e) Date and time the entry was recorded in the responsible gambling register, and

(f )   The name of the individual if this is provided voluntarily by that individual.

8.2   �This venue retains the information in the responsible gambling register for not less 
than six months from the day it was recorded in the responsible gambling register.

8.3   �This venue will provide a copy of the responsible gambling register to the Victorian 
Commission for Gambling and Liquor Regulation on request.

8.4   �This venue may provide information in the responsible gambling register to a Venue 
Support Worker for training and development purposes provided that information 
does not include the name or identifying characteristics of any customer.

Definitions

Code administrator refers to Community Clubs Victoria who has prepared and 
administers this code.

*Interaction means measured assistance based on a case-by-case assessment 
by venue staff.

The interaction may take the form of:

• Encouraging the customer to consider foor or beverage offers available at the 
venue which would allow a break in play from the gaming machine

• Offering the customer some refreshments (i.e. tea or coffee) in a quieter, more 
private part of the gaming venue where the customer has the opportunity to 
request appropriate support information in a confidential manner

• Assisting the customer with travel arrangements in order to depart the venue

•  Providing customer with information on gambling support, and

•  Explaining how the Self-Exclusion Program works and providing information on how 
to access the program.

Loyalty program means a ‘loyalty scheme’ as defined in section 1.3 of the Act.

Responsible gambling officers describes staff appointed to assist the venue operator:

• Minimise gambling harm in the venue, and

• Ensure compliance with all responsible gambling regulatory and code requirements

• Respond to staff and customer enquiries about the supply of gambling in the venue.

Responsible Gambling Register describes a log located in the gaming area, that venue 
staff have access to record responsible gambling related interactions with customers.

Venue Support Workers describes staff from the Gambler’s Help Venue Support 
Program. These staff assist venues in fulfilling responsibilities such as:

• Identifying and responding to patrons displaying signs of problem gambling

•  Raising awareness among venue staff about, and encouraging referrals to

Gambler's Help services, Self-Exclusion Programs and other community support
services

• Meeting the requirements of their Responsible Gambling Codes of Conduct

• Creating and maintaining responsible gambling environments

•  Ensuring their completion of the required Responsible Service of Gaming

(RSG) training.

Disclaimer

Any legislative changes impacting on this code do not render this code as invalid. 
Any State or Federal legislation or regulatory arrangements take precedence over the 
contents of this code.
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Appendix B
YourPlay Venue Checklist

YourPlay Checklist

(Note: VPN stays open 24 hours from login – should only need to log in to the VPN once a day, however the 
portal will time out when not in use so staff will need to log in to the portal as needed) 

• Do staff know how to use the YourPlay portal and equipment at the service counter to encode a card with 
YourPlay? 

• Do staff in loyalty venues know how to encode a card with both loyalty and YourPlay? 

The YourPlay venue staff guide booklet can help staff use the YourPlay portal and must be available at the service 
point for staff to refer to if they get stuck. It is available in the ‘Support’ section of the YourPlay online training and from 
yourplay_guide_for_venue_staff.pdf (justice.vic.gov.au) 

EGMs and kiosks 

• Are the card readers on the EGMs working? (try a few)
• Are the interactive display screens on EGMs working? (try a few) 

(Note: staff are asked to use a Venue Manager card to check the card readers on EGMs are reading the 
YourPlay cards and check the YourPlay touch screen displays are working daily) 

• Do staff know how to assist to use YourPlay at EGMs if requested? 

• Is YourPlay available and working at the kiosk? 

• Do staff know how to assist to use YourPlay at the kiosk if requested? 

• If faulty equipment is identified in the venue are staff aware of the fault and do they know the venue process 
for reporting system or equipment failure? 

o is there evidence that arrangements have been made for a technician to attend to rectify the 
equipment failure, has this been written in the faults register? 

(Note: it is a requirement for YourPlay to be available in gaming venues at all times the gaming room is 
open, so any faults need to be rectified asap) 

YourPlay system failure must be reported to Intralot as soon as possible. 

Equipment failure (e.g., card reader, card encoder and display screen failures) need to be reported to the venue’s 
service provider/technician as soon as possible. 

 

YourPlay audit checklist completion 

Date: Time: 

Name: Title: 

YourPlay Checklist

(Note: VPN stays open 24 hours from login – should only need to log in to the VPN once a day, however the
portal will time out when not in use so staff will need to log in to the portal as needed)

• Do staff know how to use the YourPlay portal and equipment at the service counter to encode a card with
YourPlay?

• Do staff in loyalty venues know how to encode a card with both loyalty and YourPlay?

The YourPlay venue staff guide booklet can help staff use the YourPlay portal and must be available at the service 
point for staff to refer to if they get stuck. It is available in the ‘Support’ section of the YourPlay online training and from
yourplay_guide_for_venue_staff.pdf (justice.vic.gov.au)

EGMs and kiosks

• Are the card readers on the EGMs working? (try a few)
• Are the interactive display screens on EGMs working? (try a few)

(Note: staff are asked to use a Venue Manager card to check the card readers on EGMs are reading the
YourPlay cards and check the YourPlay touch screen displays are working daily)

• Do staff know how to assist to use YourPlay at EGMs if requested?

• Is YourPlay available and working at the kiosk?

• Do staff know how to assist to use YourPlay at the kiosk if requested?

• If faulty equipment is identified in the venue are staff aware of the fault and do they know the venue process
for reporting system or equipment failure?

o is there evidence that arrangements have been made for a technician to attend to rectify the 
equipment failure, has this been written in the faults register?

(Note: it is a requirement for YourPlay to be available in gaming venues at all times the gaming room is
open, so any faults need to be rectified asap)

YourPlay system failure must be reported to Intralot as soon as possible.

Equipment failure (e.g., card reader, card encoder and display screen failures) need to be reported to the venue’s
service provider/technician as soon as possible.

YourPlay audit checklist completion

Date: Time:

Name: Title:

YourPlay Checklist 

This checklist will assist your Venue to meet your YourPlay compliance obligations. It is to 
be used as a quick reference guide, for full details of your obligations please refer to:

YourPlay - Victoria's pre-commitment scheme | Department of Justice and Community Safety 
Victoria

It is also recommended that gaming machines, kiosks and the VPN to access the YourPlay
portal are checked daily.

YourPlay information and materials

Check that the following player information available and on display:

Player cards

• Does the venue keep an adequate stock of player cards for YourPlay?

• Do the player cards in the venue have the required YourPlay branding on the back?

• Does the venue have the required number of pre-encoded casual player cards available and inserted in the
front of each green YourPlay brochure displayed in the venue?

• Are the casual cards in the venue encoded and valid? (try a card on the EGM)
(Place the card into the gaming machine enter the pin of 1111. A correctly encoded card will display the
purple time and loss images)

Trained staff

• Can staff assist you with YourPlay information when asked?

• Can staff log on to the YourPlay portal and use it to encode a card upon request?
• Have ALL staff who work in the gaming room completed the YourPlay training?

(Note: All staff are required to promote the scheme and assist players with YourPlay.  Training is provided by
Intralot. Contact customerservices@igsmonitor.com.au if you require log in details)

• When staff talk to patrons about YourPlay, is there any evidence in the Responsible Gambling Register of 
this interaction?

YourPlay system use

• Do staff know how to log into the YourPlay VPN and portal?
• Is the username and password readily accessible at the player service point next to the computer?

• A2 YourPlay player information posters must be visible when sitting or standing in front of a gaming machine 
and cannot be behind you.

• A2 YourPlay responsible gambling poster must be displayed at the gaming room entrance(s)

• Brochure holder must be displayed with the purple, green and blue YourPlay brochures and the ‘Playing the 
Pokies’ brochures are available at each player service point or cashier area

• All green YourPlay brochures have a pre-encoded YourPlay casual card inserted in the front pocket

• The green and blue YourPlay brochures are also displayed together around the gaming room

• There are as many brochures as the number of gaming machines in the venue (for green and blue YourPlay
brochures) available in the gaming room, plus 20 at the service point/cashier

• If the venue has a gaming loyalty program, does the loyalty application form include the required YourPlay
logo and information?
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• The green and blue YourPlay brochures are also displayed together around the gaming room

• There are as many brochures as the number of gaming machines in the venue (for green and blue YourPlay
brochures) available in the gaming room, plus 20 at the service point/cashier

• If the venue has a gaming loyalty program, does the loyalty application form include the required YourPlay
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YourPlay Checklist

This checklist will assist your Venue to meet your YourPlay compliance obligations.  It is to 
be used as a quick reference guide, for full details of your obligations please refer to: 
 
YourPlay - Victoria's pre-commitment scheme | Department of Justice and Community Safety 
Victoria 
 
It is also recommended that gaming machines, kiosks and the VPN to access the YourPlay 
portal are checked daily. 

YourPlay information and materials 

Check that the following player information available and on display: 

Player cards 

• Does the venue keep an adequate stock of player cards for YourPlay?

• Do the player cards in the venue have the required YourPlay branding on the back?

• Does the venue have the required number of pre-encoded casual player cards available and inserted in the
front of each green YourPlay brochure displayed in the venue? 

• Are the casual cards in the venue encoded and valid? (try a card on the EGM)
(Place the card into the gaming machine enter the pin of 1111. A correctly encoded card will display the 
purple time and loss images) 

Trained staff 

• Can staff assist you with YourPlay information when asked?

• Can staff log on to the YourPlay portal and use it to encode a card upon request?
• Have ALL staff who work in the gaming room completed the YourPlay training? 

(Note: All staff are required to promote the scheme and assist players with YourPlay.  Training is provided by 
Intralot.  Contact customerservices@igsmonitor.com.au if you require log in details) 

• When staff talk to patrons about YourPlay, is there any evidence in the Responsible Gambling Register of
this interaction? 

YourPlay system use 

• Do staff know how to log into the YourPlay VPN and portal?
• Is the username and password readily accessible at the player service point next to the computer?

• A2 YourPlay player information posters must be visible when sitting or standing in front of a gaming machine
and cannot be behind you. 

• A2 YourPlay responsible gambling poster must be displayed at the gaming room entrance(s)

• Brochure holder must be displayed with the purple, green and blue YourPlay brochures and the ‘Playing the
Pokies’ brochures are available at each player service point or cashier area 

• All green YourPlay brochures have a pre-encoded YourPlay casual card inserted in the front pocket

• The green and blue YourPlay brochures are also displayed together around the gaming room 

• There are as many brochures as the number of gaming machines in the venue (for green and blue YourPlay
brochures) available in the gaming room, plus 20 at the service point/cashier 

• If the venue has a gaming loyalty program, does the loyalty application form include the required YourPlay
logo and information? 
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Appendix C-Self Exclusion Application

SELF-EXCLUSION APPLICATION 

First name: Last Name: 
Address: 
State: Postcode: 
Email 
address 

Date of Birth: 

Home 
Phone: 

Mobile: 

NOMINATED VENUES 

I nominate the following venues as the venues from which I am to be self-excluded (the 
Venue/s): 

Name of Gaming 
Venue 

Address Postcode 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

8. 

9. 

10. 

11. 

12. 

13. 

14. 

15. 

16. 

17. 

18. 
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19. 

20. 

1. I desire to deny myself the right of entry to and to exclude myself from areas at the
Venue/s set aside for gaming purposes only (Restricted Gaming Areas) and to
deny myself the right to use gaming machines at the Venue/s (such exclusions and
denials hereafter collectively referred to as Self Exclusion).

SELF EXCLUSION

2. I desire Community Clubs Victoria, the Australian Hotel Association (hereafter
collectively referred to as the Industry Bodies), the Licensee of the Venue/s and/or
the staff or agents of all those entities to take such action as is necessary to prevent
me from entering the Restricted Gaming Areas and using gaming machines at the
Venue/s and to remove me from the Restricted Gaming Areas.

3. I understand that Self Exclusion from Restricted Gaming Areas is made by me
voluntarily and that it is my absolute responsibility to comply with my obligations under
this document.

4. I understand and accept that upon signing and lodging this document with the
Industry Bodies, I will become a self-excluded person who is excluded from the 
Restricted Gaming Areas of the Venue/s.

5. I understand and accept that the upon signing and lodging this document with the
Industries Bodies, I will become ineligible for the period of my self-exclusion to enter
into or participate in any rewards program that include rewarding expenditure on
gaming machines at the Venue/s (hereafter called "Loyalty Programs") and any such
Loyalty Program conducted by or on behalf of the Venue/s by any third party. I
authorise the Industry Bodies to forward details of my self-exclusion to the 
administrators of such programs. 

PERIOD OF SELF EXCLUSION

6. I understand and desire that Self Exclusion from the Venue/s will remain in force from
the date of this Authority for the period below (Period of Self Exclusion) (minimum
period of six (6) months to a maximum period of two (2) years).

� 6 months � 12 
months

� 18 
months

� 2 years

7. I agree to being contacted before the expiry of my Period of Self Exclusion for the 
purpose of advising how to renew my Period of Self Exclusion, if I desire to continue
Self Exclusion.

WHAT I WILL DO

8. I undertake that during my Period of Self Exclusion I will:
8.1 not enter or attempt to enter the Restricted Gaming Areas at the Venue/s and

will not use or attempt to use the gaming machines at the Venue/s;
8.2 identify myself and acknowledge that I am a self-excluded person if asked by the 

Licensee of the Venue/s and/or their staff or agents;
8.3 immediately stop using gaming machines and/or leave the Restricted Gaming
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11. Condition 11 does not apply where the loss or harm arises from the Released Persons
acting negligently or failing to take all reasonable steps in the course of performing
actions that they are required to take for my Self-Exclusion.

12. For the avoidance of doubt nothing in condition 11 prevents a person making a
complaint to the Victorian Gambling and Casino Control Commission or the Industry
Body.

ENDING MY SELF-EXCLUSION 

13. I understand that I may only revoke or reduce my Period of Self Exclusion:
13.1 after the expiration of a minimum period of six (6) months from the

commencement of the Period of Self-Exclusion;
13.2 by arranging and attending an interview with the Industry Bodies;
13.3 by producing written evidence that I have received counselling from a qualified

counsellor in respect of revocation of my Self-Exclusion; and
13.4 after signing and lodging with the Industry Bodies the applicable document/s to

give effect to the revocation of my Self-Exclusion. 

14. I agree that at the end of the period of Self-Exclusion, or upon revocation in accordance
with paragraph 14, my Self-Exclusion shall be at an end and I may thereafter enter
Restricted Gaming Areas and use the gaming machines at the Venue/s.

ACKNOWLEDGMENTS 

15. I acknowledge that I have read, and I understand the entire contents of this
document.

16. I understand and accept the effect, obligations, duties and/or responsibilities on me
created by this document, including the undertakings, authorities, releases,
indemnities and acknowledgments.

17. I acknowledge and understand that the Industry Bodies, the Licensee of the Venue/s
and/or their staff or agents are required to comply with the Privacy Act 1988 and the
Australian Privacy Principles when obtaining, using and sharing my Personal
Information.

Signed, sealed and 
delivered by: 
(Signature) 
Print name: 
Date: 
Identification (ID) 
Type: 
Identification (ID) 
Number: 
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Areas or the Venue/s at the request of the Industry Body, the Licensee of the 
Venue/s and/or their staff or agents; and 

8.4 not seek or maintain membership of any Loyalty Program administered by or on 
behalf of the Venue/s. 

WHAT I ALLOW THE VENUE TO DO 

9. During the Period of Self-Exclusion, I hereby authorise the Industry Bodies, the
Licensee of the Venue/s and/or their staff or agents:
9.1 to stop me entering into the Restricted Gaming Areas;
9.2 to ask me to immediately stop using gaming machines and/or to immediately

leave the Restricted Gaming Areas;

9.3 if I refuse to immediately stop using gaming machines and/or to immediately
leave the Restricted Gaming Areas, to take such action as is reasonably 
necessary to remove me from such Restricted Gaming Areas and/or the Venue/s 
and to stop me using any gaming machines at the Venue/s;  

9.4 to take such other action as the Industry Bodies, the Licensee of the Venue/s 
and/or their staff or agents reasonably deem necessary to prevent me from 
entering the Restricted Gaming Areas and from using gaming machines at the 
Venue/s and to remove me from such Restricted Gaming Areas and/or the 
Venue/s; 

9.5 to take, use, retain, make copies of, and/or provide to Venue/s my images, photo 
identification, records, details, identifiers, and personal information (Personal 
Information) as appropriate to give effect to this document, including the 
provision of anonymous data to the Industry Bodies; 

9.6 to use appropriate technology, including identification technology such as facial 
recognition (if available) to assist in giving effect to this document, including the 
storage of my Personal Information in such technology; 

9.7 to notify any relevant person or third-party providers of any Loyalty Program in 
place at the Venue/s that are subject of my Self-Exclusion, and I authorise 
those entities to do all things necessary to remove me and otherwise 
permanently delete my name and address from any Loyalty Program and mailing 
lists and to cancel my entitlements under any such Loyalty Programs (if any); 

9.8 to retain and display my Personal Information at the Venue/s in an area 
accessible to Venue staff (and not the general public) for the purpose of 
allowing Venue staff to identify me as a Self-Excluded Person; 

9.9 to contact me if I am detected to be in breach of my Self-Exclusion; and 

9.10 to contact me for the purposes of conducting a review or otherwise as required 
for the administration or performance of this document. 

IF I BREACH THIS AGREEMENT 

10. I agree that if I breach my undertakings I will not hold the Industry Bodies, the
Licensee of the Venue/s, their nominees, staff, agents and/or contractors (Released
Persons) responsible for any loss or harm that was caused, or contributed to by my
breach, and that this document may be produced as a full and complete defence to a
claim for that loss or harm.
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Witness signature: 
Witness name: 
Witness address: 
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Community Clubs Victoria Privacy Notice - SEP2 

1. Community Clubs Victoria ('CCV') is an industry association which represents a
broad range of community clubs and provides support and advisory services
across Victoria.

Purpose of collecting your personal information 

2. This information is requested by CCV for the purpose of actioning the request
by patrons to participate in the free Self-Exclusion Program ('SEP2'), and
includes providing necessary information to third parties such as venues who
help enforce the SEP2.

3. When applying for the SEP2 if the patron does not supply the requested
information, CCV may not be able to progress their application or action their
request to be excluded from the venue(s) they have chosen.

How CCV collects your personal information 

4. Generally, CCV will collect information directly from the patron, such as by
telephone, email or via the application of self-exclusion.

5. However, in limited cases, CCV will collect information from someone other than
the patron, such as:

the patron’s legal guardian or carer under a power of attorney 
and/or  
community support providers and Gamblers’ Help services. 

Collection of information authorised under law 

6. This information is collected by CCV under the Gambling Regulation Act 
2003 and relevant ministerial directions which establish the framework for
self-exclusion programs.

Management of Personal Information 

7. The CCV Privacy Policy contains information about how patrons who have
enrolled in the self exclusion program can:

access their personal information which is held by CCV; 
request the update or correction of their personal information; and 
make a complaint about a breach of the Australian Privacy Principles. 
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8. The Privacy Policy describes CCV’s complaint handling procedures and is
available on our website at ccv.net.au

9. If you can’t find the answer you are looking for in the Privacy Policy, please
feel free to get in touch with our office directly, for privacy queries about your
information held by CCV:

By mail Email Telephone 

9/19 Gertrude Street Fitzroy 3065 ccv@ccv.net.au (03) 8851 4900
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