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Appendix One

WELCOME
TO SKYCITY

WE HOPE YOU ENJOY
YOUR VISIT.PLEASE NOTE:

You must be 20 years or older to enter the Casino.
A neat and tidy standard of dress is required.

Children must not be left unattended in cars or on-site.
Make the safe choice - don't drink and drive.

Car Park Lift Lobby



Main Casino Entrance



Cornerstone E-Learning (all new staff 
onboarding):
Introduction to Host Responsibility

A responsible host:

• Does not allow anyone under 20 years of age
into gaming areas.

• Provides information about exclusion options.

• Can identify and report potential problem
gambling indicators.

• Works closely with customers, their family,
problem gambling treatment services and
community organisations.

• Excludes customers from gaming areas (often at
their own request).

• Takes all practicable steps to ensure children
(minors) are not left unattended (all children
under 14 years must be under adult supervision
at all times).

Add a caption
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Cornerstone E-Learning Module:
Responsible Service of Alcohol (RSA)

A responsible host:

Asks for ID if a customer looks under 25.

Prevents intoxication.

Does not serve alcohol to minors.

Provides and actively promotes low and non-alcoholic alternatives.

New Zealand laws mean no one under the age of 18 can be served alcohol. In casinos, the minimum

age is 20. It is SkyCity policy to ask for valid identification from anyone who looks under 25.

Can you tell a guest’s age?

© Click to flip the image cards below to reveal the person's age.

The point of that exercise is to demonstrate that you can’t always tell someone's age from just

lookingat them. If you are in any doubt at all , always ask for ID!



Cornerstone E-Learning:
Advanced Host responsibility

SkyCity must NOT:

• Serve alcohol to the point of intoxication.

• Serve alcohol to an intoxicated person.
BEYOND

THIS
POINT

• Allow an intoxicated person to enter and/or
remain on our premises.

• Serve alcohol to people under the legal drinking
age.

• Allow intoxicated people to continue to game.
Add a caption

• To prevent intoxication via our colour system
(slow down, red light).

• To deny entrance to minors, ask for ID for under
25s.

• To provide and promote non-alcoholic and low
alcohol beverages.

• To provide and promote substantial food.

• To promote information on a Safe Journey
Home.

• To serve alcohol responsibly or not at all.
Add a caption



HRT 2 Workshop (F2F)
slide 22 – reference to RSA & POA

WHAT IS RESPONSIBLE SERVICE OF ALCOHOL (RSA)?

We provide an environment that is safe
Everyone is responsible
Regulations are met

“SERVICE” highlights the key components of the RSA:

Selling or supplying alcoholic beverages responsibly
Ensure intoxicated patrons do not enter premises
RSA Training is provided
Verification of identity and proof of age
Intoxicated persons can’t stay and can’t play
Consumption of alcohol is always monitored
Entry to SkyCity, means customers must abide by the
RSA

22
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From: Marcus Reynolds <Marcus.Reynolds@skycity.co.nz>  
Sent: Tuesday, 3 August 2021 2:39 pm 
To: 

Subject: RE: Pre-Commitment Flyer 
 
That’s fantastic, thanks 
 
The Host Res Team have put in an order for additional flyers and I’ll get some more dropped by once 
they arrive. 
 
Regards, 
 
Marcus. 
 

 

Marcus Reynolds | Head of Host Responsibility - New Zealand 

SkyCity Auckland 

 | W http://www.skycity.co.nz 
 
From:  
Sent: Tuesday, 3 August 2021 1:25 pm 
To: Marcus Reynolds <Marcus.Reynolds@skycity.co.nz> 
Subject: Pre-Commitment Flyer 
 
Good Afternoon Marcus, 
 
 
We are set now to explain Pre-commitment to gaming machine customers on signup.  
 
Most importantly, flyers will be included in the welcome pack and we take this opportunity to 
discuss this available feature on gaming machines to members as we’re signing them up. 
 
Any feedback please let me know. 
 
Regards 
  

http://www.skycity.co.nz/
mailto:Marcus.Reynolds@skycity.co.nz


Appendix Three 
 
 
 
From: Marcus Reynolds <Marcus.Reynolds@skycity.co.nz>  
Sent: Wednesday, 26 January 2022 11:11 am 
To

Subject: Promotion of pre-commitment 
 
Hi Team, 
 
I hope you’re all having a good week under the circumstances. 
 
There is a desire at all levels (Board, SLT, DIA, Host Res) to further promote pre-commitment to our 
customers at SkyCity. An important part of this is creating awareness that pre-commitment exists. In 
response the following images will be appearing on screens across the Gaming Areas in the coming 
weeks. 
 
It's likely that staff on the Gaming floor will get some questions, therefore they will need to be 
skilled up on (1) how to set pre-commitment limits and (2) if unsure, who to direct the query to. 
 
Regards, 
 
Marcus. 
 

 

Marcus Reynolds | Head of Host Responsibility - New Zealand 

SkyCity Auckland 

W http://www.skycity.co.nz 
 

 

 

http://www.skycity.co.nz/
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Guide to setting playing limits on Gaming 

Machines  

How to set your limits  
 

1. Insert your Premier Rewards card into any Gaming Machine.  

2. Touch the ‘Set Limits’ icon on the screen.  

3. Tap in your 4-digit PIN NUMBER and select ENTER.  

4. The ‘SET LIMITS’ window will appear.  

5. Set your playing limit by DAY, WEEK and/or MONTH by 

touching the applicable icon(s).  

6. Set your playing limit by TIME and/or SPEND by touching the 

‘TIME LIMIT - HOURS’ and/or ‘SPEND LIMIT - DOLLARS’ icon(s).  

7. Enter a dollar value and/or length of time as applicable.  

8. Touch ‘Yes’ to confirm these limits.  

9. A confirmation screen will appear and the ‘SET LIMITS’ icon 

will change to ‘CHECK LIMITS’.  

10. Your limits have been successfully set.  

 

Warnings 

* Your ‘CHECK LIMITS’ icon will change to ‘LIMIT REACHED’ 

when you have reached your set limits.  

* A message will appear on the screen when you are 

approaching your set limits.  

* A message will appear on the screen when you have reached 

your limits.   



 

FAQ 
 

1) HOW CAN I SET MY LIMITS? 

 You can set your limits by:  

• time – by hours per day, days per week or days per month; 

and/or  

• spend – by spend per day, spend per week or spend per 

month, where:  

• a day starts at 7am and ends at 6.59am the following day;  

• a week starts at 7am on any Monday and ends at 6.59am the 

following Monday; and  

• a month starts at 7am on the first day of any month and ends 

at 6.59am on the first day of the following month.  

 

2) HOW DO I KNOW WHEN I HAVE REACHED MY SET 

LIMITS?  
Once you have set your limits, a message will appear at the 

bottom of the Gaming Machine you are playing at when you are 

approaching your set limits and again when your set limits have 

been reached.  

 

WHAT HAPPENS ONCE I REACH MY SET LIMITS?  

Once your set limits have been reached, you will no longer be 

able to earn Premier Points and/or earn further entries into any 

SkyCity draws or promotions until your limits are reset.  

Limits are reset as follows:  

• for daily playing limits – 24 hours after your daily limit was 

reached;  

• for weekly playing limits – at the start of the following week; 

and  



• for monthly playing limits – at the start of the following 

month.  

 

3) CAN I INCREASE OR REMOVE MY SET LIMITS?  
Once your limits have been set, you can only increase or disable 

your set limits  at the Premier Rewards Station. 

Your new limits will then take effect 24 hours after the time of 

change.  
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March 2022

Enhanced VIP Focus

Additional 
Checks 

Training

Additional 
Processes



• Ongoing scenario based training

• Specific to VIP Hosts & Op’s Managers

• Designed to make them even more comfortable holding difficult conversations with VIP customers

• Mandatory for each Host to attend on an annual basis

• Further training on what pre-commitment is, the benefits, how it works and how to set it up for customers

• Provide questions and scripts that Hosts can use to learn more about each customer’s personal circumstances

• Guidelines on what information Host Res are looking for when entering interactions into iTrak 

Training



 

 

 



 

 

 

4. New membership sign-ups are provided with a brochure on how to set up pre-commitment. 

This is evidenced via the email attached as Appendix Two – kindly note that the ‘Know your 

limits’ brochure being referred to is the same brochure as the “Your guide to setting playing 



limits on Gaming Machines” (attached as Appendix Three).  This brochure is also available at 

information stations throughout the casino.   

 

5. Pre-commitment is included on the flyer promoting ‘Quick Pay’, which was released in January 

2022, attached as Appendix Four. 
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From: Marcus Reynolds <Marcus.Reynolds@skycity.co.nz>  

Sent: Tuesday, 3 August 2021 2:39 pm 

Subject: RE: Pre-Commitment Flyer 

 

That’s fantastic, thanks 

The Host Res Team have put in an order for additional flyers and I’ll get some more dropped by once 

they arrive. 

Regards, 

Marcus. 

 

 

Marcus Reynolds | Head of Host Responsibility - New Zealand 

SkyCity Auckland 

W http://www.skycity.co.nz 

 

From:  

Sent: Tuesday, 3 August 2021 1:25 pm 

To: Marcus Reynolds <Marcus.Reynolds@skycity.co.nz> 

Subject: Pre-Commitment Flyer 

 

Good Afternoon Marcus, 

 

We are set now to explain Pre-commitment to gaming machine customers on signup.  

Most importantly, flyers will be included in the welcome pack and we take this opportunity to 

discuss this available feature on gaming machines to members as we’re signing them up. 

Any feedback please let me know. 

Regards 

 

 

http://www.skycity.co.nz/
mailto:Marcus.Reynolds@skycity.co.nz


 

 



 

  

 



 

 

 

 



 



JaChapman
Typewriter
Appendix Two





















 



 

☒ 

☒ ☒ ☒ 
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SkyCity Host Responsibility Team 



HOST RESPONSIBILITY TRAINING

Auckland

1
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WHAT IS PROBLEM GAMBLING?

Problem gambling is gambling that causes or may cause Harm

to an individual, his or her family, or the wider community.

The Harmful effects of problem gambling can include:

• Financial problems

• Problems at work (ranging from poor performance to fraud)

• Poor parenting and other relationship problems

• Family violence

• Alcohol abuse

• Mental health problems

• Suicide

Harm includes: personal, social or economic harm suffered by:

• The person

• The person’s spouse, partner, family or whanau

• The wider community

• The workplace

• Society at large.

2



• Abusing machines

• After spending all money - returning

• Anxiety

• Asleep (falling)

• Bets/sessions/time - increased

• Breaches of exclusion

• Being possessive of machine or table

C

• Asks to exclude themselves

• Admits to problems

• Another person is concerned

• Agitation - mood swings

• Appearance/Hygiene deteriorating

• Attempts to conceal gambling

• Avoiding being monitored

• Borrowing money/ Begging

• Breach of set limits

• Behaviour observation - distressed

• Behaviour observation - depression

• Behaviour change - irritation

• Child unattended (anywhere) and parent 

gambling

• Claiming machine errors

• Constant demands for complementaries

• Changes in patterns of play

• Cash Out - Multiple Transactions

• Continuous play-taking very few breaks

• Complaining and rudeness to staff

• Consumption - high alcohol intake

• Concerned - family and friends

• Clock - losing track of time

• Cash out - multiple declined EFTPOS transactions

• Can’t celebrate wins

ABC’s OF ALL PROBLEM GAMBLING INDICATORS

3

(PGIs & Red Flags)



RED FLAGS OF PROBLEM GAMBLERS

4

I want to take the photo
Asks to exclude I want to ban myself

I don’t want to come here anymore

unattended

concerned

I can’t afford to play

Admits to problems I have no money left

Makes and admission of hardship

Leaving a child alone to gamble – either at home or at the casino
Leaving a child Mum has just gone to the bathroom, she said she will be back soon 

Another person is
My husband has a problem with gambling

Severe distress

Talking about suicide

Emotionally distraught

Unable to control emotions – crying/distraught

Dad has gone to get the car park ticket

My son has been gambling at the casino , spending all of the tuition fees 

I don't want my partner to know I'm coming here



Amy is a regular visitor to SkyCity and visits most nights.

She loves playing the machines.

You notice Amy’s visits are now everyday and sometimes twice a day.

She is looking tired, has been dressed in the same clothes for the last 

couple of days. 

You notice she is also not her chatty self.

5

Have you seen this before?



Jack comes once a week and enjoys playing the machines.

He comes to you and asks if you know what it will show on his bank 

account if he uses the ATM at the casino.

He also asks about another place where he can go to get money.

6

Have you seen this before?



Audrey is a regular patron. She comes in and greets you.

You know Audrey has the habit of talking to the machines.

After 1 hour, you walk past her while she is playing and she is crying. 

7

Have you seen this before?



Anna comes to the casino often. She is a regular patron with a Platinum 

card. 

You know she owns a restaurant in the City.

One day she tells you that her husband will be upset if he found out the 

amount of money she has been losing this month.

8

Have you seen this before?



Doug is a nice patron who comes often with his wife Mary.

You know he has a Premier card but doesn’t like using it because he 

thinks it’s unlucky.

One day Doug tells you he thinks he should take a break from the 

casino. 

9

Have you seen this before?



A couple of friends are playing at the machines and you are walking 

past them.

You overhear a man say to his friend that he’s having trouble paying 

his rent recently and he really needs to win the jackpot.

10

Have you seen this before?



Jenny is a Gold cardholder. She is very nice and always chats to you.

You noticed Jenny was here when you started you shift at 1200hrs.

At 1800hrs you see Jenny playing at the same machine you first noticed 

her.

You did not see her using her card.

11

Have you seen this before?



You park your car in the carpark.

On your way to the lift lobby, you notice a car with two kids in the 

backseat. 

You cannot see any adults around.

12

Have you seen this before?



An unknown female walks towards you and starts chatting about the games.

She asks where the lucky machine is.

13

Have you seen this before?



A male patron is playing on AR208. He is with his girlfriend who is not 

playing. They have been here for a couple of hours.

She starts talking to you about being upset they are here instead of 

enjoying the night out together.

She wants to go home but he wants to keep playing. She says she is 

concerned about the boyfriend’s play and that they are in town on 

holiday to celebrate her birthday.

14

Have you seen this before?



1 – Name the 5 red flags

2 – Name 5 PGIs

3 – What is the age for an unattended child?

4 - What action would you take if you notice a PGI?

5 - What does HH card mean?

6 – If a patron is concerned about a family member gambling and asks     

for assistance, what would you do?

7 – What is the SkyCity 0800 phone number?

8 – Where would you find information about gambling service providers?

9 – What does RSA stand for?

10 – What would you do if a patron becomes aggressive?

15

Quiz Time



THANK YOU!
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