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Appendix B: Appendix I of the Finkelstein Report 

Appendix I 

Special Manager requirements 
General 

1. The Special Manager must consider: 

a. whether there is any evidence of maladministration 

b. whether there is any evidence of illegal or improper conduct 

c. whether Crown Melbourne has engaged in conduct that may give rise to 
a material contravention of any law 

d. the conduct of the casino operations generally since the conclusion of 
the Commission. 

2. The Special Manager s report must: 

a. contain details of each direction given by the Special Manager 

b. state whether the direction was complied with 

c. state whether Crown Melbourne s directors and executives cooperated with the 
Special Manager in the performance of its functions. 

Risk management 

3. The Special Manager is to evaluate whether: 

a. Crown Melbourne has conducted a suitable root cause  analysis into the failures 
outlined in the Report and in the Report of this Commission 

b. Crown Melbourne has implemented, completely and effectively, the 
recommendations made by Mr Peter Deans in his Expert Report on the Risk 
Management Frameworks and Systems of Crown Resorts Limited1 

c. an external review has been undertaken of the robustness and effectiveness of 
Crown Melbourne s risk management framework, systems and processes, and 
their appropriateness to Crown Melbourne as a casino operator, and whether any 
recommendations made as a result of that review have been implemented 
completely and effectively. 
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Culture 

4. The Special Manager is to determine whether Deloitte has completed Phase 4 of its 
Project Darwin and is to evaluate the implementation and effectiveness of Crown s 
cultural reform program. 

Anti-money laundering/counter-terrorism financing 
External report recommendations 

5. The Special Manager is to evaluate whether there has been effective implementation 
of the recommendations set out in the following reports: 

a. Promontory Phase 1 Report dated 24 May 2021 and titled Phase 1: AML 
Vulnerability Assessment .2 The recommendations are set out in section 4. 

b. Promontory Phase 2 Draft Report dated 20 June 2021 and titled Strategic 
Capability Assessment .3 This report sets out a forward-looking strategic 
assessment and articulation of a target state model  for Crown Resorts to 
achieve in order to manage financial crime risk. 

The Special Manager is to assess whether Crown s financial crime workforce 
numbers, structures, roles and functions correspond with the target state  
articulated in this report. 

c. Deloitte Phase 1 Report dated 26 March 2021 and titled Assessment of Patron 
Account Controls .4 The recommendations are summarised in a report dated 13 
April 2021 titled Phase 1: Assessment of Patron Account Controls Assessment of 
Crown s Response .5 

d. Deloitte Phase 2 Report concerning a Forensic Review of Crown s Patron 
Accounts. The details of the Phase 2 Forensic Review are set out in Deloitte s 
engagement letter dated 22 February 2021.6 

e. Deloitte Phase 3 Report concerning a Further Controls Assessment. The details of 
the Further Controls Assessment are set out in Deloitte s engagement letter 
dated 22 February 2021.7 

f. Deloitte Report on Hotel Card Transactions Review. The details of the Hotel Card 
Transaction Review are set out in a document dated 8 July 2021 and titled 
Forensic Review: Updated Timings for Phase 2 and 3 of Forensic Review 
(including HCT matter) .8 

g. lnitialism Transaction Monitoring Review dated June 2021.9 The 
recommendations are on pages 6, 14, 28-9, 37-8 and 44. 
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McGrathNicol report 

6. McGrathNicol s Forensic Review dated July 2021 identified preliminary indications of 
structuring  and parking  (being money laundering techniques) on Crown 
Melbourne s DAB accounts.10 

7. McGrathNicol recommended further investigation of those transactions and the 
suspected structuring and parking. 

8. The Special Manager is to determine whether the further investigation has occurred 
and, if so, whether any changes to Crown s AML/CTF Program are necessary and 
have been implemented. 

Crown's Financial Crime and Compliance Change Program 

9. Crown s Financial Crime and Compliance Change Program (FCCCP) is set out in a 
document prepared by Mr Steven Blackburn, Crown s Group Chief Compliance and 
Financial Crime Officer, dated 24 May 2021.11 The FCCCP focuses on 10 key areas for 
uplifting Crown s financial crime and compliance performance; namely people, risk 
appetite, frameworks, risk assessments, reporting and oversight, assurance, training, 
roles and responsibilities, customers and controls, and data and systems. 

10. The Special Manager is to evaluate whether all the recommended reforms set out in 
the FCCCP (and any additions to that program) have been effectively implemented. 

Other external expert work 

11. The Special Manager is to evaluate whether there has been effective implementation 
of any recommendation, whether or not set out in a report, in respect of the 
following work: 

a. PwC Australia s work for Crown concerning an uplift in Crown s SMR reporting, 
TTR reporting and/or IFTI reporting; 

b. Allens Linklaters  work for Crown concerning an uplift in Crown s SMR reporting, 
TTR reporting and/or IFTI reporting; and 

c. an enterprise-wide risk assessment. 

Resourcing 

12. The Special Manager is to assess the adequacy of Crown Melbourne s financial 
crime budget. 

13. The Special Manager is to assess the adequacy of the staff numbers in the financial 
crime group. 
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AML/CTF Program 

14. The Special Manager is to evaluate whether the Crown Melbourne board is providing 
effective and meaningful oversight of its AML/CTF Program. 

15. The Special Manager is to assess whether Crown Melbourne is complying with its 
AML/CTF Program. 

16. The Special Manager is to review any internal or external audits conducted on any 
part of Crown Melbourne s AML/CTF Program and evaluate whether any non­ 
compliance identified has been remedied. 

Responsible service of gambling 
17. The Special Manager is to assess Crown Melbourne s responsible service of gambling 

program. This assessment should include examining: 

a. the effectiveness of Crown Melbourne s staff training in the responsible service 
of gambling; 

b. the adequacy of the responsible service of gambling staff numbers; 

c. the adequacy of funding of Crown Melbourne s responsible service of 
gambling program; 

d. the effectiveness of the services provided by the responsible service of 
gambling staff; 

e. the effectiveness of Crown Melbourne s Self-Exclusion Program and related 
programs (for example Time Out); 

f. the effectiveness of the responsible service of gambling enhancements  
approved in May 2021;12 and 

g. whether Crown Melbourne complies with its Gambling Code and Play 
Periods Policy. 

Compliance with statutory and contractual obligations 
18. The Special Manager is to review whether Crown Melbourne complies with its 

obligations under the Casino Control Act, the Gambling Regulation Act, the Casino 
Agreement and the Management Agreement. 
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Definitions 
19. The following definitions apply to the terms in this document: 

a. AML/CTF means Anti-money laundering and counter-terrorism financing. 

b. Casino Agreement means the agreement between the regulator (then known as 
the Victorian Casino Control Authority) and Crown Melbourne (then known as 
Crown Casino) on 21 September 1993 as amended from time to time. 

c. Crown Melbourne means Crown Melbourne Limited. 

d. DAB means deposit account balance. 

e. IFTI means international funds transfer instruction. 

f. Management Agreement means the agreement between the State and Crown 
Melbourne (then known as Crown Casino) on 20 April 1993 as amended from time 
to time. 

g. SMR means suspicious matter report. 

h. TTR means transaction threshold report. 

Whenever the Special Manager is required to report on the implementation of 
recommendations or reforms, the Special Manager should also report on the implementation 
of any variation to those recommendations or reforms. 

Endnotes
 

1 Exhibit RC0971 Peter Deans Expert Report on the Risk Management Frameworks and Systems of 
Crown Resorts Limited, 29 June 2021. 

2 Exhibit RC0100 Promontory Phase 1: AML Vulnerability Assessment, 24 May 2021. 

3 Exhibit RC0397 Promontory Phase 2: Strategic Capability Assessment Report, 20 June 2021. 

4 Exhibit RC0084 Statement of Lisa Dobbin, 16 April 2021, Annexure e. 

5 Exhibit RC0084 Statement of Lisa Dobbin, 16 April 2021, Annexure f. 

6 Exhibit RC0084 Statement of Lisa Dobbin, 16 April 2021, Annexure f. 

7 Exhibit RC0084 Statement of Lisa Dobbin, 16 April 2021, Annexure a; see in particular Appendix 1. The 
terms of the engagement were varied by letter dated 19 March 2021: Exhibit RC0084 Statement of Lisa 
Dobbin, 16 April 2021, Annexure b. 

8 See Exhibit RC0476 Deloitte Crown Resorts Updated Timing for Phase 2 and 3 of Forensic Review, 
30 June 2021 for details on the scope of this work and report. 

9 Exhibit RC1351 lnitialism Transaction Monitoring Review Crown Resorts, June 2021. 

10 Exhibit RC1460 McGrathNichol Forensic Review AML/CTF Report, 19 July 2021. 

11 Exhibit RC0311 Further Supplementary Statement of Steven Blackburn, 7 June 2021, Annexure a. 

12 Exhibit RC0696 Minutes of Crown Resorts board meeting, 24 May 2021; Exhibit RC0122 Letter from 
Allens Linklaters to Solicitors Assisting, 26 May 2021. 
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Appendix F: Correspondence regarding Directions 9 and 10 

 

Notice of Intention to give a Direction 

To: Melbourne Casino Operator  
Crown Melbourne Limited (Crown) 

Date made: 2 March 2022 

Made under: s36E Casino Control Act 1991 (the Act)  

Grounds: ss36E(2)(b) of the Act (best interests) 

 

You are hereby notified of my intention to give the direction set out below. Namely that: 

Further to the Crown Resorts Limited, Remediation Plan - 23 December 2021 
[CRW.701.011.5919] provided to the OSM in response to Information Request 1(4): 

An implementation plan be provided to the OSM detailing how Crown Melbourne is - or plans to 
- take action in response to the recommendations relating to the casino operator from the report 
of the Royal Commission into the Casino Operator and Licence (October 2021), with particular 
reference to: 

 recommendation 1 (improved identification) 

 recommendation 2 (carded play) 

 recommendation 3 (cashless play) 

 recommendation 4 (information sharing with state law enforcement) 

 recommendation 5 (information sharing with federal law enforcement) 

 recommendation 6 (single patron bank account) 

 recommendation 7 (surveillance footage) 

 recommendation 8 (regulation of junkets) 

 recommendation 9 (player card data) 

 recommendation 10 (pre-commitment and time limits) 

 recommendation 11 (gambling code) 

 recommendation 12 (data collection) 
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 recommendation 19 (cooperation with the regulator) 

 recommendation 26 (the area of the sub-lease) 

 recommendation 28 (limit on shareholding) 

 recommendation 29 (an independent board), and 

 recommendation 30 (independence of senior management) (Direction no. 9). 

 

Note: any direction not the subject of written submissions made by Crown within 3 days after this 
notice is given - refer s36E(3) - will take immediate effect (with the notice intended to be read 
mutatis mutandis). 

 

 

Stephen O'Bryan QC 

Special Manager 

 



 

 

Crown Melbourne Limited ABN 46 006 973 262 

8 Whiteman Street Southbank 3006 Australia Telephone 9292 8888 Facsimile 9292 6600 

crownmelbourne.com.au 

Direct Line:  

E-mail:    

 

4 March 2022 

By email 

Mr Stephen O’Bryan QC Special Manager 
Office of the Special Manager 
for the Melbourne Casino Operator Level 27, 121 Exhibition Street 
Melbourne VIC 3000 

 

Dear Mr O’Bryan, 

Notice of Intention to give a Direction under s36E of the Casino Control Act 1991 (Act) dated 
2 March 2022 (Proposed Direction 009) 

I refer to your letter of 3 March 2022 attaching Proposed Direction 009. 

Proposed Direction 009 calls for Crown to provide an implementation plan detailing how Crown is – or 
plans to – take action in response to the recommendations from the Finkelstein Report, with particular 
reference to recommendations 1 to 12, 19, 26, and 28 to 30. 

For the reasons outlined below, Crown submits that Proposed Direction 009 not be made at this time. 
This is because, out of the 18 recommendations identified in Proposed Direction 009, 16 of them have 
yet to be the subject of a legislative or regulatory response, pending completion of the detailed analysis 
and consultation currently being undertaken by the Government. As you are aware, Crown has provided 
draft submissions to the Department of Justice & Community Safety (Department) and continues to be 
in dialogue with the Department about those submissions. 

Until the consultation process is complete and the legislative and regulatory response to those 
recommendations is finalised, Crown is not in a position to prepare a meaningful implementation plan in 
relation to those matters. We would be happy to provide the OSM with a current draft of Crown’s 
submissions in relation to the outstanding recommendations in the Finkelstein Report and discuss our 
position in relation to them with you. Please let us know if that would be of assistance. 

We also note that many of the Finkelstein recommendations concern matters which are the subject of 
the existing Crown Resorts Limited Remediation Plan, which has been provided to the OSM. 

As discussed at our meeting on 2 March 2022, Crown is in the process of developing a targeted 
remediation action plan (MRAP) which incorporates the deliverables and implementation timeline for all 
remediation actions required at the Melbourne Casino (including but not limited to the Finkelstein Report 
recommendations which have been implemented by the Government and will, in time, incorporate the 
remainder of the recommendations to the extent necessary once implemented). Crown will share the 
MRAP and updates to it with the OSM as it is developed. 

Of the two recommendations identified in Proposed Direction 009 which have been the subject of 
a legislated response, Crown notes that these will be incorporated into the MRAP. 

In light of the above, Crown submits that Proposed Direction 009 not be made and, instead, Crown 
and the OSM continue to correspond regarding the development and implementation of the MRAP. 

  

Redacted

Redacted
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Page 2 
4 March 2022 

 

Please let me know if you would like to discuss further. Yours sincerely, 

Steve McCann 

Chief Executive Officer Crown Melbourne Limited 

 

Copy to: 

Christine Howlett 

Deputy Special Manager – Operations & Strategy 
Office of the Special Manager  
for the Melbourne Casino Operator 

Shannon Byrne 

Group General Manager – Financial Crime 
– Regulatory and Strategy Crown Resorts Limited 

 

Redacted



 

Level 27, 121 Exhibition Street, Melbourne Victoria 3000 

 

9 March 2022 

Our ref: BC/22/4188 

Mr Steve McCann Chief Executive Officer 
Crown Melbourne Limited 8 Whiteman Street 
SOUTHBANK VIC 3006 

via email:   

Dear Mr McCann 

Notice of Intention to give Directions nos. 9 & 10 

I am writing in response to your letter dated 4 March 2022. Further to our discussion yesterday, I confirm 
my decision to nevertheless make the enclosed Directions nos. 9 and 10. 

While I appreciate there is still to be legislated a further tranche of reform amendments to the Casino 
Control Act 1991 (Vic), in my view, and in light of Crown’s current unsuitability to hold a casino operator’s 
licence, it is important that Crown immediately commence a comprehensive action plan in response to 
the findings and recommendations of the Finkelstein Royal Commission report as per Direction no. 9. 

In this regard I have in mind a similar approach to the Agreed Remediation Action Plan required in New 
South Wales in response to the Bergin inquiry. This tailored action plan for Crown Melbourne will be 
updated periodically, reflect actions taken and expected next steps and cover all relevant projects and 
activities, including relevant milestones, delivery timeframes, governance arrangements and assurance 
activities across the reform program areas aligned with the Finkelstein report recommendations and 
Appendix I. 

As we discussed and for efficiencies sake, I understand that in some areas it will be necessary for Crown 
to note work done and underway reflecting the fact that some of the Government’s second tranche of 
legislative reforms are yet to be finalised. 

As we also discussed, I am prepared to delay directing a date by which the plan should be finalised, as 
well as a schedule for regular reporting by Crown on progress, to enable further discussions at officer 
level on the format of the plan and appropriate timing for those to occur. However, I do see the need to 
progress the matter by imposing a date for an initial draft to be provided to the OSM (i.e., Direction 
no. 10). 

Thank you again for your submissions on this matter and our meeting yesterday.  

Yours sincerely 

 

Stephen O’Bryan QC  
Special Manager 

cc: Mr Shannon Byrne – General Manager – Regulatory Response 

 

Redacted
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Directions 

To: Melbourne Casino Operator  
Crown Melbourne Limited (Crown) 

Date made: 9 March 2022 

Made under: s36E Casino Control Act 1991 (the Act)  

Grounds: ss36E(2)(b) of the Act (best interests) 

 

Further to the Crown Resorts Limited, Remediation Plan - 23 December 2021 [CRW.701.011.5919] 
provided to the OSM in response to Information Request 1(4): 

1. An implementation plan be provided to the OSM detailing how Crown Melbourne is - or plans - to 
take remediation action in response to the recommendations relating to the casino operator from 
the report of the Royal Commission into the Casino Operator and Licence (October 2021), with 
particular reference to: 

 recommendation 1 (improved identification)  

 recommendation 2 (carded play) 

 recommendation 3 (cashless play) 

 recommendation 4 (information sharing with state law enforcement) 

 recommendation 5 (information sharing with federal law enforcement) 

 recommendation 6 (single patron bank account) 

 recommendation 7 (surveillance footage) 

 recommendation 8 (regulation of junkets) 

 recommendation 9 (player card data) 

 recommendation 10 (pre-commitment and time limits) 

 recommendation 11 (gambling code) 

 recommendation 12 (data collection) 

 recommendation 19 (cooperation with the regulator) 

 recommendation 26 (the area of the sub-lease) 
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 recommendation 28 (limit on shareholding) 

 recommendation 29 (an independent board), and  

 recommendation 30 (independence of senior management) (Direction no. 9).  

2. By 31 March 2022 or as otherwise agreed in writing between the designated officers of the 
OSM and Crown, Crown provide the OSM with a draft of the plan (Direction no. 10). 

 

 

 

 

Stephen O'Bryan QC 

Special Manager 
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Appendix G: Crown Melbourne Board Paper: Melbourne Remediation 
Action Plan (3 June 2022) 

Memorandum from the CEO to the Crown Melbourne Board 

Crown Melbourne Limited  
Memorandum 

For Approval 

To: Board of Directors 

From: Steve McCann, Chief Executive Officer, Crown Melbourne and Crown Resorts 

Date: 3 June 2022 

Subject: Melbourne Remediation Action Plan 

Recommendation 

It is recommended the draft MRAP be endorsed. 

Purpose 

This paper provides the Board of Directors (Board) of Crown Melbourne Limited (CML) with: 

 the proposed Melbourne Remediation Action Plan (MRAP), a draft of which is enclosed (Appendix 1) 
for your consideration; 

 Crown’s proposal to establish a transformation function to manage the governance and 

 reporting on the various change programs, particularly with respect to the remediation plans on foot; and 

 Crown’s proposed plan and actions to address the requirement to report on the status of the MRAP to the 
Office of the Special Manager (OSM) on a monthly basis. 

Background 

In response to the findings in the Final Report of the Victorian Royal Commission into the Casino Operator and 
Licence (RCCCOL Report), CML has developed a discrete reform plan to implement the recommendations outlined 
in the RCCCOL Report for Crown Melbourne. 

Approach 

Appendix I of the RCCOL Report sets out the key areas of reform which the Special Manager must evaluate, 
including: 

 Risk - including the root-cause analysis into the failings identified in the Royal Commission and 
the 22 recommendations made by Peter Deans in his expert report. 

 Culture - including Deloitte’s work and the implementation of the culture change program. 

 AML/CTF - including the FCCCP, the independent review of the Joint Program by Exiger, the ML/FT 
enterprise-wide risk assessment (EWRA), the external consultant reports of Deloitte, Promontory, McGrathNicol 
and Initialism and the current state assessment of our AUSTRAC reporting - conducted by Kavi Attygalle 
and PwC. 

Page 1 of 3 
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 Responsible Gaming - including enhanced responsible gaming training, resources, funding, services, Self 
Exclusion Program, the effectiveness of the May 2021 Enhancements and compliance with the Gambling 
Code and Play Periods Policy. 

 Compliance - including whether Crown Melbourne complies with its obligations under the Casino Control Act 
1991 (Vic), the Gambling Regulation Act 2003 (Vic), the Casino Agreement and Casino (Management 
Agreement) Act 1993 (Vic). 

Further, the MRAP incorporates two deliverables in respect of Tranche 1, the prohibition of junkets and significant 
breach reporting, as well as the balance of the recommendations the subject of Tranche 2, a number of which remain 
the subject of ongoing consultation with the Victorian government. At the direction of the Special Manager, a high-
level description of the steps Crown Melbourne may undertake to give effect to the proposed Tranche 2 
recommendations has also been incorporated into the plan. 

The MRAP incorporates the relevant aspects of the various uplift streams currently in place at Crown Resorts, 
including the: 

 Risk Uplift Plan (RUP); 

 People and Culture Change Program (P+CCP); 

 Financial Crime and Compliance Change Program (FCCCP); 

 Responsible Gaming Change Program (RGCP); and 

 Policy Uplift Program (PUP). 

The MRAP was developed in consultation with the various project sponsors and delivery leads. The MRAP is unique to 
CML and leverages Crown-wide reforms where possible. A number of initiatives, for example the People and Culture 
Change Program, will be reviewed upon the implementation of the initial deliverables to agree a Phase 2 approach to 
support embedment. This will be worked through as we progress the MRAP. 

Governance 

Following the approval of the MRAP, governance will transition to the Transformation Program Office (PMO). 
The PMO will oversee program governance and the reporting arising out of the three State based remediation plans, 
which will replace the previous Group Remediation Plan. 

To date, governance of Crown’s remediation program has been coordinated through: 

 weekly Transformation Steering Committee meeting chaired by the former Group EGM of Transformation 
and Regulatory Response, Nick Weeks to review progress against the Crown Resorts Remediation Action 
Plan (RAP); 

 weekly Group Leadership Team meetings with updates on the RAP provided by Nick Weeks and 
subsequently Jeannie Mok; 

 progress updates on the RAP to the Crown Resorts and subsidiary board meetings; 

 monthly updates on the RAP sent to the three State regulators. 

A high level summary of the transformation function is attached at Appendix 2. 

Reporting 

On a monthly basis, CML must provide status reports to the OSM setting out: 

 any amendments made to the MRAP in the reporting period; and 

 all status updates in the reporting period, including clear updates on deliverables, milestones, delivery 
timeframes, associated resourcing and funding, project ownership, governance and other relevant activities. 

Page 2 of 3 
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Please find enclosed a draft proposal setting out the form for status reporting against the workstreams under each 
of the change programs. 

Regulatory engagement 

We note that a high-level summary of the draft MRAP has already been provided to the Office of the Special Manager 
in late March following the receipt of a written direction. 

Further, a similar draft was provided to the VGCCC on 10 May 2022. In correspondence with Ms Kimmitt, it was 
proposed that the MRAP would supersede the Crown Resorts Remediation Action Plan and that monthly provision of 
the MRAP would satisfy the requirements of the Commission imposed by the Commission’s Letter of Censure to 
Crown Melbourne dated 27 April 2021. 

Attachments 

Appendix 1 – Draft Crown Melbourne Remediation Action Plan  

Appendix 2 – Group Transformation Program Proposal 
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Appendix H: Draft Crown Melbourne Remediation Action Plan (10 June 2022) 

 

Draft for discussion  

 

Draft Crown Melbourne Remediation Action Plan (MRAP)  

Last updated: 10 June 2022 
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Draft for discussion  

 

Draft MRAP Annexures  

Last updated: 10 June 2022 

 

  



















































































 

         
    

 




