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1 CAM KET PANH BAC CO TRACH NHIEM

Chuing t6i cam két tré thanh nha diéu hanh khach san va danh bac c6 trach nhiém nhét & Uc - vuot xa nhung gi luét phap
yeu cau. Bo Quy Téc Ung X (B Quy Téc) hang dau trong nganh khach san va cau lac bd ctia ching téi ciing ¢b dich vu
c6 trach nhiém vé rwou va danh bac ctia ching téi va c6 san trén trang web cla ching téiwww.alhgroup.com.au

B Quy T&c nay da dwoc ALH Group soan thdo va xem xét, bao gédm néi dung dwoc néu trong Chi Thi clia B6 Trwéng
theo muc s10.6.6(1) cta Dao Luat va cé hiéu lwc tlr ngay 1 thang 3 nam 2020.

B® Quy T&c nay da dwoc dé trinh 1én VGCCC dé xuét ban.
Moi dia diém ctia ALH & Victoria cung cap cac san phdm danh bac déu phai thuc thi B6 Quy Téc theo Pao Luét.

ALH van hanh cac hoat dong kinh doanh can bang, mang dén cho khéach hang trai nghiém giai tri tdng thé bao gébm céc
hoat déng an ubng va danh bac. Muc tiéu ctia chuing t6i 1a ddm bao cac khach san va cau lac bd cda ching t6i tao mot
maéi trérng an toan va hé tro, noi khach hang dwa ra quyét dinh sang subt vé danh bac ciing nhw cung cap thdng tin va
hé trg phi hop kip thoi.

Ngoai trdch nhiém tuan tha tAt ca cac yéu cau phap ly hién hanh, cac dia diém cta ALH ciing da tim cach thuc hién mot
loat chinh sach va sang kién bb sung dé thuc day hoat ddng danh bac c6 trach nhiém. ALH cam két lién tuc cai tién cac
phwong phap nay va tham gia vao nhiéu nhém lam viéc vé danh bac cta chinh quyén tiéu bang va dia phwong dé hé tro
xac dinh va phat trién cac sang kién danh bac cé trach nhiém phu hop.

B6 Quy Tac nay la mét phan thdng tin gioi thiéu dwoc cung cép cho tat ca nhan vién ALH méi trong mang danh bac khi
ho bat dau lam viéc. Tat ca nhan vién mang danh bac deu quen thudc voi hoat dong cla B6 Quy Tac vgél tat ca nhan vién
lam viéc trong phong danh bac déu phai mang theo sach hwéng dan bé tli bén minh moi luc trong subt ca lam viéc cla
ho.

ALH rét coi trong viéc tuan thi B6 Quy Tac va cac dia diém dugc nhan vién tuan thd cta ALH kiém tra ngdu nhién dé dam
bao B6 Quy Tac dwgc tuan tha. Nhan vién va khach hang duoc khuyén khich néu Ién bat ky moi quan ngai nao ve viéc
tuan thi B6 Quy Tac.

ALH Group da ma&i David Schwarz, mét cwu cau thd bong bau duc kiéu Uc chuyén nghiép ndi tiéng va mét tay nghién danh
bac da dwoc cai tao, lam BDai S Banh Bac Co Trég:h Nhiém cﬂg minh. David giao duc nhan vién va nang cao nhan thirc
cho khach hang vé tam quan trong cla viéc “yéu cau trg’ gilp néu ban tré nén nghién danh bac”.

Chwong trinh v&i David dwa trén kinh nghiém cta anh 4y va bd sung cho chwong trinh dao tao Djch Vu Co Bac C6 Trach
Nhiém ma nhan vién mang danh bac cla ching t6i bat buéc phai hoan thanh.

Céc phan chinh cla chwong trinh bao gém:

° dao tao cho cac nha quan ly va nhan vién ALH dé hd tro ho twong tac v&i nhivng nguwdi nghién danh bac;

° nang cao nhan thirc ctia khach hang vé danh bac c6 trach nhiém, khuyén khich khach hang dat ra gi&i han cho
viéc danh bac ctia minh va tim kiém sw tro giip néu ho tréd nén nghién danh bac; va

° lam viéc véi ban quan ly ALH dé xac dinh nhirng co hdi khac trong dé ALH co thé cha dong hé tro nhirng nguoi

nghién danh bac hoac cé nguy co’ nghién danh bac.
Vai tro ctia David cling bao gém viéc san sang gitip d& nhan vién clia ching toi tim kiém 1o khuyén vé cach tét nhat dé
giup d& nhirng khach hang dang nghién danh bac va thao luan ve bat ky van de danh bac nao ma nhan vién hoac gia dinh
va ban bé cla ho co thé gap phai.

David b&o céo sb lwgng nhan vién ma anh 4y da tiép xuc.
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Céac dia diém clia ALH c6 nhiém vy thuc hién tat ca cac budc hop Iy dé ngan chan va gidm thiéu tac hai tr viéc van hanh
may danh bac, bang cach giam sat sy lanh manh cta khach hang, khéng khuyén khich viéc choi qua nhieu va kéo dai,
dong thoi can thiép khi khach hang c6 hanh vi danh bac gay hai.

Thong diép danh bac c6 trach nhiém sau day sé duoc treng bay & 16i vao phong danh bac va/hoac tai quay thu ngan trong
phong danh bac va tai diém ban Keno & bat ky dia diém nao ban Keno:

Chung t6i cam két cung cép hoat déng dénh bac cé trach nhiém. Méc du da sé moi nguoi déu
tan hudng dénh bac mét cach cé trach nhiém nhung chung téi thira nhan réng nghién danh
bac 1a mét van dé nghiém trong cda cdng dong va mét ty 16 nhé khach hang bj tén hai do hoat
déng danh bac cua ho.

V6i tw céch la nha diéu hanh dia diém cung cép dich vu danh bac, ching tdi c6 nhiém vu thuc
hién tat ca cac buéc hop ly dé ngén chan va gidm thiéu tac hai phét sinh tir viéc st dung may
danh bac, bao gém cé viéc giam sat sw lanh manh cda nguoi choi trén may dénh bac, khdng
khuyén khich viéc choi may danh bac say mé va kéo dai ciing nhw can thiép khi nguoi choi
dang thé hién hanh vi danh bac gay hai.

Muc tiéu cda chung téi la dam bao mét moi trurong an toan va hé tro, noi khach hang cda ching
tbi co thé duwa ra quyét dinh sang suét vé danh bac ciing nhw luén c6 san thong tin va ho tro
phu hop.

Chung t6i mudn céc co s& dénh bac cta minh dwoc nhitng ca nhan c6 trach nhiém tan huéng
chtng nhw mét hoat déng gidi tri mang tinh xa hoi.

Chung t6i tich cuc hé troviée quang ba va khuyén khich danh bac c6 trach nhiém.

2 S SAN CO CUA BO QUY TAC NG XU

Céc dia diém cha ALH sé cung cap B6 Quy Tac nay duéi dang van ban cho khach hang tai dia diém

dé theo yéu cau. Bod Quy T&c nay ciing ¢ san trén trang web ctia ALH:

MGt tdm bién thong bao cho khach hang vé sw sén c6 clia Bo Quy Tac sé dugc trung bay & 16i vao phong danh
bac hodc quay thu ngan trong phong danh bac va tai diém ban Keno & bat ky dia diém nao ban Keno.

B® Quy T&c nay c6 sén bang cac ngdn ngir sau trén trang web ALH:

Tiéng Hy Lap
Tiéng Y

Tiéng Viét

Tiéng Hoa

Tiéng A Rap

Tiéng Thd Nhi Ky
Tiéng Tay Ban Nha

B4t ky thac mac nao cua khach hang vé viéc thuc hién B6 Quy Tac c6 thé duoc glri dén nhan vién hodc ban quan
ly tai dia diém, hoac gri email t&i bo phan Thac Mac clia ALH tai_mr.inquiries@alharoup.com.au.
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3

3.1

THONG TIN VE PANH BAC CO TRACH NHIEM

Hién thj thong tin danh bac c6 trach nhiém

Céac dia diém clia ALH sé& hién thi thong tin vé& danh bac c6 trach nhiém dwai nhiéu hinh thirc khac nhau, bao gém
tai liéu quang céo, tam thong tin va ap phich.

Tai liéu quang cao sé dwoc cung cap cho khach hang tai ban thu ngan va trong phong vé sinh clia dia diém. Nhing
tam thong tin sé dwoc dat canh moi may va ap phich sé dwoc trng bay trong phong danh bac ctia méi dia diém.

Céc cha dé dwoc dé cap trong théng tin danh bac cé trach nhiém nay bao gém:

3.2

Lam thé nao dé danh bac c6 trach nhiém

Céch dwa ra va giv quyét dinh cam két trwéc

Sw sdn cé cda cac dich vu hé tro

Chinh séach thanh toan tién théng cuoc

C4Am cép tin dung hodc cho vay tién dé danh bac
Chuwong trinh tw cAm cla dia diém

Théng tin lién quan dén danh bac c6 trach nhiém va sw san c6 cta cac dich vu hé tror

Vi du vé thong tin vé cach danh bac c trach nhiém, dua ra va gil» quyét dinh cam két truvdc ciing nhw tinh san c6
ctia cac dich vu hé tro do cac dia diém hién thj va cung cap bao gdm:

Tai liéu quang céo “Biét nhirng sw that khi choi Pokies” va “YourPlay”:

PLAYING
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° Ap phich danh bac c6 trach nhiém ctia David Schwarz & ALH Group

ALH GROUP i
RESPONSIBLE v
GAMBLING aliGoup

E PLAYAE DAY

for help
<1800 858 858

amblinghelponline.org.au
MBLING BECOMES A PROBLEM

1800858 858

If you or someone you care about 1s
expernencing problems with gambling,
help is available.

;iol:.d the support that is right for Kee p tra c k

Call 1800 858 858

or visit: gamblinghelponline.org.au of yo u r ti me
E—— and money

EEeEl avaiable

If you are deaf, or have a
hearing or speech impairment,
contact us through the National
Relay Service. For more
information, visit
hitp/iwww.relayservice . gov.au

Press the 0 button
on the pokie and it will
help you keep track.

Céac dia diém cta ALH ciing cung cap cho khach hang thém théng tin vé danh bac c6 trach nhiém, bao gom:
° Céach truy cap trang web “Money Smart” ciia Chinh Pha Lién Bang www.moneysmart.gov.au

. Cach nguoi danh bac va gia dinh hoac ban bé cta ho c6 thé tim thay cac dich vu hé trg' danh bac va thdng tin vé
chwong trinh tw cdm béng céach truy cap trang web ho tro cAc van dé danh bac cta Chinh Quyén Tiéu Bang

www.responsiblegambling.vic.gov.au hodc trang web qudc gia Turning Point www.gamblinghelponline.org.au.
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3.3 Théng tin vé thanh toan tién thang cwoc
TAt ca tién thdng cuoc va tin dung c6 téng tri gia tlr 2.000 d6 la tré |én sé chi

dwoc thanh toan béng séc.  Tuyén bd sau day sé dwoc hién thi tai quay thu

ngan ctia moi dia diem: Theo luat, tat ca tién thang cwoc hoac khoan tin
dung tich lay $2000 hoac nhiéu hon phai dwoc
thanh toan day du bang séc khéng dwoc chuyén
thanh tién mat. Nhirng khoan tién thang nay
khéng thé dwoc cap dwéi dang tin dung may.

3.4 Théng tin lién quan dén viéc cdm cap tin dung hodc cho vay tién dé danh bac

Khach hang sé khong duwoc cép tin dung dé danh bac. Tuyén b sau day sé dwoc hién thj tai quay thu ngan ctia
moi dia diem:

Dao Luat Quan Ly Danh Bac nam 2003 cam dia diém
nay cap tin dung cho khach hang dé choi may
déanh bac.

3.5 Théng tin lién quan dén chwong trinh tw cAm cua dia diém

T4t ca cac dia diém cta ALH déu tham gia chwong trinh tw cdm ctia Hiép Hoi Khach San Uc

(AHA).  Ban sao cla chwong trinh ¢6 tai Chwong Trinh Tw CAm cla AHA.

Céc dia diém clia ALH sé& cung cap thong tin vé chuong trinh ty cdm cho khach hang. Khach hang c6 thé néi chuyén véi

nhan vién mang danh bac vé chwong trinh ty cdm hoac lay mét ban sao t& roi quang cao vé viéc ty cam cia Gambler's
Help va danh thiép tw cam ctia AHA trwng bay trong phong danh bac.

o/ Gamblers
What is self-exclusion? Do you have X
' a gambling problem? %ﬂ‘mﬂ

@ self-Exclusion

Self-exclusion is a self-help program 1o assist people to
exclude themselves from playing gaming machines.

How do | knaw if | showld join
# wif-exchesion program?
yorowlf: Soma | b
e e R For more details contact:
- MY Ways 1o get support

How de 1 Join? 1 o3 7 08, o have nearing < pssch i,
= By Soevico Fox rram

P OOV

Ak (V|

03 $e64

Staff at the gaming venue

AHA Self-exclusion - Ph 03 9654 3491
www.ahavic,com.au

Gambler's Help -~ Ph 1800 858 858

Fov.
‘uasastaney
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Thong tin vé chwong trinh tw cdm cling c6 trong ap phich “Bé Quy Tac Banh bac C6 Trach Nhiém” sé dugc trung
bay & 16i vao phong danh bac hoac quay thu ngan trong phong danh bac.

ancon  OUR RESPONSIBLE GAMBLING CODE ==

GAMBLERS HELP SELF EXCLUSION PROGRAM - AHA RESPONSIBLE GAMBLING CODE

1800 858 858 (03) 9654 3491 ‘ Available at Cashier
KEY CONTACTS:  www.gamblinghelponlineorgau www.ahavic.com.au wwiw_alhgroup.com au

DELIVERING RESPONSIBLE GAMBLING

The Responsible Gambling Lm}. of wnuu ]

= “Commitment to Responsible FHH\NN\K Al RSG point of sale displayed & brochares
Responsible Gambling Information (@) [l SomimenttoRespmsie G B jaiticvoon st mvan atadabe n e Caing oo

for gt et e sl
B s visit wavmoneysmort g au
‘wiww problesgambiing vic gy Ml

e o B intocmationto e stined. B Ve rsnazerwivcontact untteaotice. [ Mrocords tobe st

SELF EXCLUSION PROGRAM (SE) Australian Hotels Association (AHA)

Complaints of the Code of Condict | R

Contemplating Self- Exclusion (S | By - AHA (03) 9654 3491 wnw.ahaviccom.au Venue can explain the SE process

Yeweca sl elevan dcumeatation
Preparation for Self- Exclusion | Deed issued by AHA. AHA will recommend contact with Gamblers Help (Gamblers Holp 1800 458 659 .\nlwusum Ihaln;} nung mate
eommunicates

o Deed exzculed fnfoicdal commlment not
A dions Sl g cantract o1 624 niths Only AHA can

Veauesdomtatiend interview. verke Deed with persan, NOT VENUE

@ YOURPLAY + VOLUNTARY PRE- GOMMITMENT

Your Play - s a Voluntary Luslummcxuﬂllwlswlﬂ limts on Customers can use either Limits can be set Once lmits are reached, gaming points.
Precommitment system gaming machive play aregistered of casual card At the Kiosk or on the Gaming machine ‘canaot be camt

Self- Exclusion Interview

Player information display (PID’s) Ask staff to show you o Signs & hmdmrm:nmlahnmlh further info Catfee & amenities are avaslable to you to The RSG Host of Managss may approach
on Egms is also available. how to activate this. on triggers that can bead to over speading. ‘encoutage breaks in play. apalion & encousage a break in piay

4 THONG TIN VE SAN PHAM BDANH BAC

Céc quy tac cho méi trd choi May Danh Bac bién Tl (EGM), bao gébm ca co hoi chién thang, c6 sdn bang cach di
t&i man hinh Hién Thi Théng Tin Ngudi Choi (PID) trén EGM.

Nhan vién dia diém sé& c6 thé hd tro khach hang xem man hinh PID trén EGM néu dwoc yéu cau.

: U
D.0C0 DO D.00
J DO
D = O
Press @ at any RO A OR A D
time to return
to the game 3ig Red Del
0
be 0
0 00
0
DCOD 0
. 0 0 D o
oD BO
G ocon
D o 0

O nhitng dia diém ban Keno, cac huéng dén tro choi bao gém hwong dan “Cach Choi” va luat choi sé c6 sén dé
kiém tra tai moi diém ban Keno.

5 CHUONG TRINH KHACH HANG THAN THIET

CAc khéch san va cau lac bd ALH cung cép chwong trinh khach hang than thiét duoc goi la “Phan Thuwdng Monty” (Monty"s).
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Khéach hang c6 thé dang ky tham gia chwong trinh nay tai bat ky dia diém nao cta ALH.

Thé Monty’s hoat dong nhw thé cam két trirdc tw nguyén va c6 thé dwoc st dung trong bét ky EGM nao do ALH diéu hanh
dé tham gia vao chwong trinh khen thwdng va tai bat ky EGM nao & Victoria nhw mét phan clia chwong trinh cam két
trwde tw nguyén YourPlay.

Khi tham gia chwong trinh khach hang than thiét va trwdc khi cAp thé Monty"s cho khach hang, nhan vién dia diém cla
ALH sé théng bao cho khach hang rang thé:

. c6 thé duorc lien két vai tai khoan ngudi choi da dang ky hodc co thé dwoc st dung lam thé ngudi choi théng thudng;
va
o c6 thé duoc sir dung dé dét gi¢i han thdi gian hodc gi¢i han sé tién thua rong hodc theo dbi viéc choi may cia

ho theo hé théng cam két truérc.

Nhan vién dia diém sé hai khach hang xem ho c6 muébn s dung thé ngu®i choi khach hang than thjét dé daat gié’i han thoi
gian hodc gi¢i han thua rong hay theo d&i hoat dong choi trén may danh bac cla ho theo hé thong cam két trwéc hay
khong.

Khach hang tham gia Monty"s cting s& dugc cung cap mét tuyén bd bang van ban bao gom cac thong tin sau vé chuong
trinh khach hang than thiét:

. céc quy tac cha chwong trinh khach hang than thiét, bao gdm céa thoi diém c6 thé va khéng thé tich Ity diém choi trd
choi;

. ph%‘m thudng dat duoc nhu thé nao;

° phan thuwédng dwoc déi nhw thé nao; va

o phan thuwdng hét han nhw thé nao.

Nhirng khach hang tham gia chuong trinh khach hang than thiét sé duwoc cung cip ban tuyén bé hoat dong cia ngudi
choi bang van ban hang nam (ho&c thudng xuyén hon néu dwoc yéu cau) (Bao Céo Hoat Bong). B4o Cao Hoat Dong nay
s& bao gom théng tin chi tiét vé lwong théi gian khach hang da danh dé choi EGM va sbé tién rong thang hodc thua trong
ky sao ké clia ngwoi tham gia trén EGM trong khoang th&i gian ma thé Monty’s cla ho ghi lai hoat déng choi.

Nhirng khach hang da st dung thé Monty"s dé dat gi¢i han hang ngay cho hoat déng danh bac cua minh sé khong thé
kiém duwoc diém thudng tir viec choi EGM trong thdi gian con lai ctia ngay sau khi dat dén cac gidi han do.

Nhirng khéch hang chon tw loai khai khu virc danh bac ALH sé khong thé kiém dwoc diém thudng khi choi trén may danh
bac tai bat ky dia diém nao cta ALH.

6 CHIEN LUQC CAM KET TRUOC

ALH khuyén khich khach hang choi EGM tham gia chuong trinh YourPlay (https://www.yourplay.com.au/) ~ va dat ra gioi
han th&i gian cling nhw so6 tién thua tuy theo hoan canh cla ho.

Cac dia diém clGa ALH sé trwng bay céac bién bao trong phong danh bac va trén cac may EGM dé quang ba YourPlay va
khuyén nghj khach hang dat ra gi¢i han va tuan tha gi¢i han dé.

Thong tin vé cach st dung YourPlay dé theo ddi va gidi han thoi gian va s tién danh cho EGM c6 trong t& quang cao
YpurPIay tai dia diém. Nhan vién mang danh bac tai dia diém cling sé san sang ho trg khach hang thiét Iap tai khoan cam
két trwéc va dat gidi han cho viéc choi EGM cla ho.

7 SO DANG KY DANH BAC CO TRACH NHIEM

Mbi dia diém ctia ALH cung cap dich vu danh bac sé duy tri mét Sé Bang Ky Banh Bac C6 Trach Nhiém (Sé Bang Ky).

S6 Bang Ky la cong cu dé cac dia diém theo dbi tinh hiéu qua clia ho trong viéc thure hién danh bac c6 trach nhiém,
viéc tuan tha B6 Quy Tac va ghi lai cac vu danh bac cé trach nhiém tai dia diem.
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Nhan vién mang danh bac c6 thé nhap thong tin vao S6 Bang Ky hozc chuyén van dé danh bac c6 trach nhiém dén nguoi
thich hop deé ghi lai. Ngwoi quan ly dia diem sé thuong xuyén kiém tra SO Bang Ky dé dam bao rang né dwoc cap nhat va
moi van dé dwoc xac dinh & cac muc trong SO Dang Ky déu da dworc gidi quyét.

Céc loai van dé sé duoc dwa vao Sé Bang Ky bao gbm nhung khéng gi¢i han &:

o phan héi hodc khiéu nai clia khach hang vé bat ky khia canh nao cta B Quy Tac hoac viéc tuan thi Bo Quy Tac
cung nhw bét ky phan h0| ho&c khiéu nai nao khac vé hoat dong cta EGM tai dia diém;
° cac sy cb tw cam bao gom khi phat hién mét ngudi tw cdm trong khu vwee may danh bac hodc mét ngwei muén

thu hdi quyén tw cAm cda ho;

° xac dinh khéach hang c6 dau hiéu nghién danh bac;

. khach hang yéu cau hé tro' ho&c théng tin lién quan dén nghién danh bac;

o nhan vién cung cap cho khach hang théng tin vé nghién danh bac hoac tw cam;

o khach hang dwoc yéu cau rdi khdi khu viee d&t may danh bac (vi bat ky ly do gi chang han do khéach hang say
reou);

. cung cap dich vu hd tro cho van dé nghién danh bac tai dia phwong hodc dao tao hodc hé tror Nhan Vién H6 Tro
Dia Biém cta Gambler's Help;

° nhan vién tham gia khéa dao tao lién quan dén danh bac c6 trach nhiém;

. VGCCC hoadc Canh Sat Victoria dén tham dia diém; va

o béat ky van dé nao khac lién quan dén Bd Quy Tac.

Nhan vién dia diém cta ALH sé& dam bao rang chi tiét vé tat ca cac s c6 va bién phap can thiép danh bac c6 trach nhiém
déu dwoc ghi lai trong S6 Bang Ky, bao gom:

ngay va gio xay ra sw Viéc;

chi tiét sw viéc;

chi tiét vé sy can thiép dwoc thue hién dé (ng pho véi s viéc;

chi tiét vé phan (rng ctia khach hang dbi véi sy can thiép, néu biét

ngay va gid muc nhap dwoc ghi vao sb dang ky danh bac cé trach nhiém; va

tén cla ca nhan, néu diéu nay duoc cung cap bdi ca nhan dé mét cach tw nguyén.

Chi tiét khac c6 thé bao gém:

° hanh dong dwoc thye hign, nhan xét cda bat ky bén lién quan nao hodc chi tiét vé bat ky hanh dong tiép theo
nao dugc yéu cau hoac dong y (vi du: cung cap Gambler’'s Help / thong tin tw cam); va
° x&c nhan vé viéc phé duyét van dé cla dia diém béi mot dai dién cip cao nhuw Vién Chirc phu trach Danh Bac

C6 Trach Nhiém hodc ngudi quan ly dia diém.

S6 Pang Ky tuan theo Dao Luat Quyén Riéng Tw 1988 (Cth) va sé dwgc lwu gilr & noi an toan ma chi nhan vién ALH,
Canh Sét Victoria va thanh tra VGCCC méi cé thé xem duoc (theo yéu ciu). Cac muc nhap sé duoc lwu gitr khong it hon
sau thang ké tr ngay né dwoc ghi vao Sé Pang Ky.

Sb bang Ky cua dia diém sé dwoc cung cap cho VGCCC theo yéu cau.

Thong tin trong Sé Bang Ky c6 thé dugc cung cap cho Nhan Vién H6 Tro Dia Diém nham muc dich dao tao va phat trién
v@i dieu kién thong tin d6 khéng bao gom tén hoac dac diém nhan dang cua bét ky khach hang nao

Sb bang Ky duoc xem xét hang nam va néu cé bat ky cha dé cu thé nao xay ra, c6 thé dao tao thém cho nhan vién.

8 TUWONG TAC VOI KHACH HANG

La mét phan trong cam két clia chiing t6i vé c& bac cé trach nhiém, cac dia diém cta ALH cam két cung cap dich vu khach
hang &
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murc dd cao mdt cach nhét quan.

Cac dia diém ctia ALH la cac doanh nghiép can bang cung cép cho khéach hang cac hoat déng an udng, giai tri va danh
bac. M6t phan trong cam két cia ching tdéi nham khuyén khich danh bac c6 trach nhiém Ia d&m bao rang nhan vién mang
danh bac cta ALH thwong xuyén twong tac véi khach hang va khuyén khich khach hang tham gia day du cac dich vu
ngoai danh bac tai méi dia diém. T4t c& nhan vién mang danh bac sé twong tac véi khach hang trong phong danh bac va
khuyén khich khach hang tam dirng choi EGM khi ho d& choi trong théi gian dai.

Tat ca nhan vién mang danh bac ctia ALH déu duoc dao tao vé chuong trinh ty cdm va cac chuong trinh h tro vé van
de nghién danh bac khac c6 san tir Gambler’s Help, cling nhw cac hanh vi cé thé cho thay khach hang dang nghién danh
bac.

Tat cé nhé}n vién méng danh bac sé nhan thirc d’U’Q’C trach nhi@m ctia minh trong viéc hd tro khach hang khi dap ng cejc
yéu cau ho tro tryec tiep va khi khach h§1ng p(’) dau hiéu cho thay ho dang dan nghién danh bac. Mot khach hang c6 dau
hiéu dau kho hoac c6 hanh vi khéng thé chap nhan dwoc sé dwgc nhan vién tiép can va dé nghi ho tro.

T4t ca cac dia diém cta ALH déu c6é mét Vién Chire phu trach Danh Bac C6 Trach Nhiém dwoc dé clr ludn cé mat & khu
vuc may danh bac vao moi thoi diém cé may danh bac dwoc choi. Mac du tat c& nhan vien mang danh bac déu c6 thé hd
tro khach hang, nhung Vién Chire phu trach Danh Bac C6 Trach Nhiém la nguoi chiu trach nhiém dam bao rang bat ky
khach hang nao yéu cau théng tin hodc tro gitp vé nghién danh bac ho&c tw cdm déu dwoc cung cép théng tin do.

Tat ca cac dia diém cla ALH déu treo thong bao ndi bat cho khach hang biét rang Vién Chirc phy trach Banh Bac C6
Trach Nhiém dang cé mat trong khu viec may danh bac va san sang ho trg bat c lIuc nao khu vieec may danh bac hoat
doéng.

T4t ca Vién Chirc phu trach Danh Bac C6 Trach Nhiém ctia ALH déu c6 trach nhiém thwe hién cac buéc hop ly dé:

° giam sét khu virc may danh bac va dam bao tuan tha Dao Luat, cac quy dinh va Bd Quy T&c nay;

° da&m bao rang nhan vién ghi lai cac vu viéc danh bac cé trach nhiém va cac bién phap can thiép vao sb dang ky
danh bac c6 trach nhiém;

o quan séat nhitng khach hang thé hién hanh vi hanh vi danh bac gay hai va hd tro khi can thiét;

° cung cap 1&i khuyén cho nhan vién vé tac hai cia danh bac va cach tng pho véi cac diu hiéu danh bac gay hai: va

° gidi dap cac thadc méc va khiéu nai ctia khach hang vé viéc cung cép dich vu danh bac tai dia diém dwoc phé duyét

T4t ca cac Vién C}hL’PC phu trach Banh Bac C6 Trach Nhiém ctia ALH phai hoan thanh dich vu dao tao vé danh bac c6 trach nhiém
theo quy dinh, néu cé.

Céc dja diém cta ALH va nhan vién cta ho s& ddm bao rang viéc lién lac v&i khach hang khéng:

° 16i kéo khach hang vao hoac & lai khu viec may danh bac;

. khuyén khich viéc choi may danh bac (ngoai trir giao tiép la mét phan ctia chuong trinh khach hang than thiét); hodc

° cting cb hoadc khuyén khich nhirng sai ldm ho&c quan niém sai 1dm vé& may danh bac, bao gédm nhwng khéng giéi han &:
o néi véi khach hang rang ho cé thé kiém tién khi choi may danh bac;

o théng bao cho khach hang réng may danh bac hoac giai doc dac cia may danh bac da hoac chuwa
thanh toan hoac dén han thanh toan tién thang cuorc;

o thdo luan vé may man hodc mé tin;

o néi véi khach hang réng "suyt truot" cé nghia la may danh bac sép tra tién thang;

o goi ¥ hoac khuyén khich niém tin r&ng mét vong quay trén may danh bac khéng doc 1ap véi mét vong
quay khac trén may danh bac 4do;

o goi ¥ hodc khuyén khich niém tin r&ng c6 nhirng chién lwgc ma khach hang cé thé sir dung dé gianh
chién thang khi choi may danh bac (vi du: tang hodc giam sé tién d&t cwoc trén mdi hang hodc sé hang
dat cwgc); hoac

o néi véi khach hang rang ho xirng dang gianh chién thang.

Nhan vién ALH sé thuc hién cac bwéc hop ly d& dam bao rang viéc lién lac véi khach hang sé khong khuyén khich viéc
choi may danh bac say mé hoac kéo dai.
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Ngoai trir bang hiéu EFTPOS, céc dia diém cta ALH va nhan vién cta ho sé khong xui giuc khach hang:

o rlt tién hoac rdt thém tién tlr may rt tién tw dong hodc may thu ngan (ngoai trr viéc huwéng dan khach hang dén
may rat tien ty dong hodc may thu ngén khi dugc yéu cau cu thé); hoac )

° roi khéi dia dieém dé lay tién hodc kiém thém tien dé cho phép khach hang d6 choi hodc tiép tuc choi may danh
bac.

Nhan vién dia diém cia chung t6i duoc dao tao dé tim kiém cac dau hiéu dau khd hodc hanh vi khong thé chap nhan duorc, c6
thé bao gdom moét ngudi:

° ho&c danh bac hang ngay hodc cdm thay khé dirng danh bac vao gid déng cira;

° danh bac trong thoi gian dai; nghia la danh bac tr ba gio tré 1én khdng nghi;

o tranh tiép xdc khi danh bac, rat it giao tiép véi ngwdi khac, hdu nhw khdng phan (rng véi nhirng sw kién dang
dién ra xung quanh ho;

° yéu cau vay tién tr nhan vién hodc khach hang khac hoac tiép tuc danh bac bang sé tién théng I&n; hoac

. thé hién hanh vi hung hang, chéng déi xa hdi hoac cam xuc khi danh bac.

Cac dja diém clda ALH va nhan vién cla ho sé:

° thwe hién moi buéc hop ly d& ddm bao khu viere may danh bac va 16i vao khu viee may danh bac luén dwoc giam
séat vao moi thdi diém cé may danh bac dwoc choi:

o thwe hién tat c& cac bwdc hop ly d& dadm béo rang khach hang trong khu viee may danh bac dwoc quan sat
thworng xuyén dé theo dai hanh vi danh bac gay hai.; va

° khéng khuyén khich ho&c xai giuc mét ngudi tham gia choi may danh bac say mé hoac kéo dai.

Nhan vién sé yéu cau khach hang tam r&i khéi khu viee may danh bac noi da xay ra twong tac va tuvong tac do da xac dinh
rang khach hang dang tirc gian khi choi hoac khach hang da yéu cau ho trg do hau qua ctia danh bac.

Nhan vién sé twong tac voi mot khach hang duoc quan sat la da choi may danh bac trong mét thoi gian dai khong nghi
va yéu cau khach hang dé tam nghi cach xa khaéi khu virc may danh bac.

Nhan vién tai cac dia diém cta ALH sé twong tac véi khach hang:

° dwoc yéu cau nghi ngoi va khong chiu tam nghi cach xa khu ve may danh bac;
° choi nhiéu may danh bac cUr]g mot llc; hoac
° dé danh mét may danh bac rdi choi mét may danh bac khac.

Sw hd tro nay c6 thé dwéi hinh thic:

. cung cap cho khach hang thong tin vé cac dich vu tw van va hé trg Gambler's Help; va

° khuyén khich khach hang tam dirng st dung may danh bac va m&i khach hang mét s6 dé uong giai khat (vi du:
tach tra hodc ca phé) & mét khu viee khac cda dia diém.

Khi twong tac véi khach hang, nhan vién sé lubn ton trong quyén riéng tw ctia khach hang.

Nhikng lién hé ctia nhan vién dia diém voi nhiing khach hang cé thé c6 nguy co nghién danh bac sé dugc ghi vao S6 Bang
Ky cung v&i chitiét vé bat ky hanh ddng nao dwoc thyc hién. Chi tiet c6 trong S6 Bang Ky dwgc néu & phan 7 phia trén.

Ciing nhw mét phan cla viéc thic day moéi trwérng danh bac cé trach nhiém, nhirng khach hang say rwou sé khéng duoc
phép vao hoac & lai khu vwe choi bac.

9 NHAN VIEN BIA BPIEM PANH BAC

Nhan vién ALH khéng dwoc phép danh bac tai dia diém ma ho lam viéc vao bét ky lic nao.

B6 Quy Tac 'ng X& Danh bac C6 Trach Nhiém - Victoria (Thang 9/2023) VIETNAMESE 11



MGt phan dich vu do David Schwarz cung cap bao gom viéc san sang gidp d& nhan vién thao luan mét cach bao
mat vé bat ky van dé nao ma ho hoac gia dinh hodc ban bé clia ho cé thé gap phai khi danh bac.

Céac dia diém clia ALH sé& trung bay mét tam ap phich théng bao cho nhan vién vé sy san c6 clia dich vy nay trong
khu viye chung danh cho nhan vién hoac khu vwc phu hgp khac cla dia diem.

Céc dia diém clia ALH sé& cung cap théng tin cho nhan vién dé ho nhan thirc dwoc nguy co' b ton hai ngay cang
tdng do danh bac.  Diéu nay cling dwoc dwa vao nhw mét phan cta khéa dao tao nang cao ALH.

10 TUONG TAC VO'I CAC DICH VU HO TRQ' CHO VAN BE NGHIEN DANH BAC
Céc dia diém cha ALH cam két duy tri méi lién két chat ché véi cac dich vu hé tror cho van dé nghién danh bac & dia phuong.

Ban quan ly dia diém, nhan vién quan ly hoat déng hang ngay cla dia diém nay va cac Vién Chirc phu trach Banh Bac C6
Trach Nhiém tai mdi dia diém ctia ALH sé gdp g& thuwdng xuyén véi Nhan Vién H6 Tro Dia Diém va Gambling’s Help, va
cung v&i nhan vién dia diém sé tham gia vao cac chuong trinh ddo tao va dich vu hd tre dwoc cung cap béi Nhan Vién HS
Tro Dia Diém va Gambling’s Help it nhat sau thang mét Ian.

Béat ky cudc gap g& hoac dao tao nao tir Nhan Vién H& Tro Dia Diém va Gambling’s Help s& duwoc ghi lai trong S6 Dang
Ky. S6 Bang Ky sé bao gém:

ngay gio ctia cudc hop hoac dao tao;
nguw®i tham dy cudc hop hoac dao tao;
cac cha dé thao luan; va

két qué/cac muc hanh déng tir cudc hop.

11 CAM TRE VI THANH VIEN BDANH BAC
Viéc danh bac cla tré vi thanh nién bi cam.

Céc bién bao sé duoc treo & moi I6i vao phong danh bac cam tré vi thanh nién vao phong. T4t ca nhan vién dia diém déu
c6 trach nhiém yéu cau bang chirng vé d6 tudi néu ho khéng chac chan liéu khach hang c6 du 18 tudi hay khong. Néu
khéng thé dwa ra dwoc xac minh lién quan, khach hang phai dwoc yéu ciu roi khdi phong danh bac.

O nhirng dia diém tb chirc Keno bén ngoai phong danh bac, cac bién bao cam tré vi thanh nién st dung may ban Keno sé
dwoc trwng bay tai méi may. Nhan vién ALH ciing sé gidm sat cac may ban Keno dé giip dam bao réng tré vi thanh nién
khong str dung cac may nay.

Tai cac dia diém c6 cung cép cac thiét bi dau cudi ca cwgc dién tir Tabcorp, cac bién bao cho biét viéc cdm tré vi thanh
nién str dung Tabcorp EBT sé dwoc trung bay tai moi thiét bi dau cudi. Nhan vién ALH ciling sé€ giam sat cac thiet bi dau
cubi EBT dé giip ddm b&o rang tré vi thanh nién khong st dung céc thiét bi dau cubi.

12 MOI TRUONG PANH BAC
ALH nhan thay rang viéc choi may danh bac trong thei gian dai la mét yéu té rdi ro dang ké dan dén nghién danh bac.
Phu hgp v&i cam két twong tac thworng xuyén véi khach hang va khuyén khich khach hang st dung YourPlay dé theo di

va gi¢i han sé tién ciing nhw thdi gian ho chi cho EGM, khach hang sé dwoc khuyén khich thwéng xuyén nghi choi trén
may danh bac.

Sw khuyén khich nay c6 thé dui hinh thirc twong tac truc tiép véi nhan vién dia diém hoadc thong béo vé cac van dé khac
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chao ban hoéc cac sy kién dang dién ra tai dia diém, vi du nhw théng béo:

° bira tra sang do6 hién da cé san;
° rut tham cta mot thanh vién; hoac
° bat dau cac hoat dong nhw giai diéu budi sang, cudc thi d6 vui hodc chwong trinh gidi tri trwc tiép.

Céc dia diém cta ALH va nhan vién cuda ho:

. s& khong khuyén khich khach hang choi nhiéu may danh bac cting mét Itic;

° sé thwc hién moi bwéc hop ly dé ngan can khach hang dat may danh bac dé choi mét may danh bac khac trong
khu vuc;

) trong gi& m& clra clia cac co s¢ an ubng ngoai san may tro choi, dia diém nay sé dam bao khach hang c6 thé goi
va dwoc phuc vu do an, do uong ma khong can phai vao khu vire may danh bac; . 3

° c6 thé moi khach hang dang ngdi hoac choi may danh bac d6 an hoac dé uéng (khdéng con), mién la né dwgc cung

cap nhu mét phan cua hoat dong tuong tac véi khach hang do. Khach hang sé dwoc yéu cau lay bat ky do an
hodc d6 udng nao tr mét khu vre dwore chi dinh cach xa may danh bac vi sé khong c6 dich vu nao cho may danh
bac, ddm bao thdi gian nghi ngoi khi choi.

DPdng hd cung dwoc trwng bay & tat ca cac khu vue chinh cda dia diém, bao gdm ca ban thu ngan trong phong
danh bac va trén méi may danh bac. Nhan vién sé dé cap dén thoi gian khi dwa ra béat ky théng bao nao vé cac
hoat déng cla dia diém.

13 GIAO DICH TAI CHINH

Céc dia diém clia ALH sé& khong dbi séc ra thanh tién mat tir khach hang. Mot tam bién ghi ré diéu nay sé dwoc
trwng bay tai quay thu ngan trong phong danh bac.

Tién thang dwdi 2.000 d6 la tr may danh bac c6 thé dwoc thanh toan bang tién mat va/hoac séc.
Theo lut, tt ca sb tién thadng cwoc hodc tin dung tich Iy tlr 2.000 d6 la tré |én phai dwoc thanh toan hoan toan

bang séc, khong thé chuyén thanh tién mat. Nhitng khoan tién thang hoac tin dung tich IGy nay khéng thé duoc
cung cap dwdi dang tin dung may.

14 QUANG CAO VA KHUYEN MAI CO TRACH NHIEM

Viéc quang céo cac san pham danh bac EGM bén ngoai khu vc danh bac bi cdm & Victoria.

T4t ca cac quang cdo va khuyén mai lién quan,dén danh bac dwoc thwe hién trong khu vwe danh bac b&i hoéc,thay m§1t
cho mét dia diém cta ALH phai tuan tha quy tdc dao dirc quéng cao dwoc Hiép Hoi CaAc Nha Quang Céao Québc Gia Uc

théng qua.

Cosdntaih

M&i quang cao va khuyén mai tiém nang sé& dwoc kiém tra dwa trén danh sach kiém tra dwoc phat trién tir B6 Quy
Tac Dao Blrc AANA dé dam bao tuan tha.

ALH sé& dam béo rang bat ky tai liéu quang c&o ho&c khuyén mai nao sé:

khong sai sy that, gay nhdm 1&n hoac Ira ddo vé ty 1& cuoc, gidi thudng hodc co hoi chién thang;
c6 sy ddng y ctia bat ky ngudi nao dwoc xac dinh 1a doat giai truwdc khi cong bé;

khéng c6 tinh chét xic pham hoadc khéng dirng dan;

khong tao &n twong rang danh bac la mét chién lugc hop ly dé cai thién tai chinh; va

khong khuyén khich viéc udng rwou khi mua cac sén pham danh bac.

B6 Quy Tac 'ng X& Danh bac C6 Trach Nhiém - Victoria (Thang 9/2023) VIETNAMESE 13


http://aana.com.au/content/uploads/2014/05/AANA-Code-of-Ethics.pdf

15 KHIEU NAI CUA KHACH HANG

Céac dia diém cta ALH da dwa ra mot quy trinh giai quyét khiéu nai vé ndi dung cia B Quy Téc hoac viéc tuan thi Bo Quy
Tac cla dia diém.

Khach hang c6 khiéu nai lién quan dén B6 Quy Tac hoac hoat dong ctia EGM tai dia diém nén khiéu nai dén dia diém.
Khiéu nai co thé dwoc guvi qua email dén dia diém théng qua trang web cla dia dlem ho&c gli trwee tiép hodc bang van ban
tai dia diém. Nhan vién dia diém sé hd trg khach hang khiéu nai néu duoc yéu cau.

Sau khi nhan dwoc khiéu nai, khiéu nai sé duoc giai quyét mét cach hiéu qua, cong bang va kip thoi. Moi khiéu nai sé
dwoc tiep nhan kip thdi va sé duoc dieu tra mét cach té nhj va cang sdm cang tot.

Khi diéu tra khiéu nai, ALH hodc nguoi quan ly dia diém co thé tim kiém thém thong tin tir nguoi khiéu nai hoac tir bat ky
nhan vién nao cla gia diém va ciling c6 thé thao luan van dé véi ban quan ly ALH. Khiéu nai an danh sé dwoc diéu tra
trong pham vi co thé.

Néu khiéu nai dwoc chiing minh, nguoi quan ly dia diém sé thdng bao cho ngudi khiéu nai vé bat ky hanh déng nao can
thwe hién dé gidi quyét van dé.

Nguoi khiéu nai sé luén dwoc thong bao vé két qua khiéu nai ca ho. Néu khiéu nai khong dwoc diéu tra vi khong lién
quan déen Bo Quy Tac, hoac khieu nai khong dwoc chirng minh sau khi dieu tra, nguwoi khiéu nai sé dwgc cung cap mot
van ban néu rd ly do dwa ra quyét dinh.

Thong tin chi tiét vé tat c& cac khiéu nai va moi cudc diéu tra tiép theo sé dwoc lwu gitk trong S6 Dang Ky va thong tin vé
khiéu nai sé dwgc cung cap cho VGCCC néu duwoc yéu cau.

Néu ngudi khiéu nai khong dong y véi quyét dinh cia dia diém dbi voi khiéu nai thi van dé co thé duoc chuyén dén Vién
Giai Quyét.

Dé dé cap dén van d&, mot trong hai bén co ~thé truy cép trang web cla Vién Giai Quyé't
(https: //resolut|on msUtute/web/defauIt aspx va dlen vao bleu mau truc tuyen de Chl dmh ngwo’| g|a| quyet tranh chap va

e .

mau don nay ciing cé san tai d!a diém nay

Ghi cht: Khiéu nai gii dén co quan déc |ap nay dé gidi quyét cé thé ton kém. Tat ca cac bén duoc khuyén khich ¢ gdng
gidi quyét van dé & cap dia diém trwréc khi tién hanh hoa gidi chuyén nghiép.

16

Hoat dong va tinh hiéu qua cua BO Quy Téc dwoc danh gia ba (3) ndm mdt 1an hodc thuwdng xuyén hon theo yéu cau (bao
gdm ca khi can thiét dé giai quyét bat ky hwéng dan quy dinh ndo do co quan quan ly ban hanh)).

Viéc xem xét Bo Quy T&c sé& xem xét c& mirc d6 phu ho’p va hiéu qua clia cac bién phéap va tiéu chudn ma B6 Quy Tac
yéu ciu cling nhw viéc tuan thi Bo Quy Tac cla dia diém cha ALH.

Q‘ué tr‘lr]h xem xét, c6 thé 1a ndi bo hodc thdng qua viéc s dung nguw¢i danh gia géc lap, s& bao gdm co hoi nhan phén
hoi tlr tat ca cac bé:n lién quan, nhan vién dia diém, khach hang va céc dich vu hd tro nghién danh bac, véi phan hoi do
dwoc coi la mot phan cla quy trinh xem xét.

Sau khi xem xét B& Quy Tac, Bd Quy Tac sé dwoc dé trinh [én VGCCC dé xuét ban va sé dwoc ALH thwe hién.

Moi thay dbi can thiét déi vai mot dia diém cu thé s& duoc thuc hién cang sém cang tét va sé duoc ghi vao Sb Bang Ky
danh bac c6 trach nhiém cua dia diém do.
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PHU LUC

1 Binh nghia

Céc thuat nglr sau day cé y nghia nhw sau trong Bo Bd Quy T&c nay:
Dao Luat c6 nghia la Dao Luat Quy Binh Danh Bac ndm

2003 (Vic). B6 Quy Tac ¢6 y nghia dwoc néu trong phan

1.1.

Ngwo’l quan ly quy téc dé cap dén Australian Leisure and Hospitality Group Pty Limited, don vi da chuan bi va
quan ly quy tac nay.

Twong tac co nghla la sy hé tro dwoc do lwong dwa trén danh gia tlrng treong hop cu thé cha nhan vién dia
diém, bao gébm ca sy hd trg' dwoc néu trong phan 8.

Chuwong trinh khach hang than thiét co nghia la "chwong trinh khach hang than thiét" nhw dwoc dinh nghia trong phan 1.3 cla
Pao Luat.

Nhén vién phu tr?ch danh bac c6 trach nhiém nghja la nhirng nhan vién dwoc chi dinh dé hé tro ngudi diéu hanh dia diém:
° giam thiéu tac hai ctia danh bac tai dia diem;

) dam bao tuan tha tAt ca cac yéu cau cta Bd Quy Tac va nhung yéu cau vé quan ly danh bac c6 trach nhiém; va

) tra |&i cac cau hdi ctia nhan vién va khach hang vé viéc cung cap danh bac tai dia

diém Sb Pang Ky hodc Sé Bang Ky danh bac cé trach nhiém cé y nghia nhw duwoc néu trong

phan 7.

Nhan Vién~H6 tro Dia Diém md ta nhan vién tir Chwong Trinh Tro gip Ngwdi danh bac cta Pia Diém. Nhirng nhan
vién nay hé tro cac dia diém thwc hién cac trach nhiém nhu:

° xac dinh va ng pho véi nhivng khach hang cé dau hiéu nghién danh bac;

° nang cao nhan thirc ctia nhan vién dia diém va khuyén khich gi¢i thiéu dén céac dich vu Tro' Giup Ngudi Danh
Bac, cac chwong trinh tw cdm va céc dich vu hé tro cong déng khac;

o dap (rng cac yéu cau cta Bd Quy T&c trng x& vé danh bac c6 trach nhiém cda ho;

° tao ra va duy tri méi trwdng danh bac c6 trach nhiém; va

° dam bao ho hoan thanh khéa dao tao Dich vu danh bac c6 trach nhiém (RSG) bat budc.

VGCCC c6 nghia 1a Uy Ban Kiém Soat Banh Bac va song bac Victoria. Tuyén
bd mién triy trach nhiém
Néu bat ky phan nao cia B luat nay tré nén vo hiéu do thay déi luat phap thi cac phan khac van c6 gia trj hop 1é

va van co hiéu luc. Bat ky luat phap hodc quy dinh nao cia Tiéu bang hodc Lién bang déu dugc wu tién hon néi
dung cda b¢ quy tac nay.
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