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EXECUTIVE SUMMARY: 

Star City believes it has continued to make significant progress in developing a culture of 
compliance over the last three years.  We believe Star City’s reputation as a responsible operator 
of the Sydney casino licence has been enhanced since the last review in 2003. 

This improvement culminated in Star City winning the first ever Australasian Compliance Institute 
Industry Award in 2005.  An independent review in 2004 found that Star City has a competent, 
mature and effectively led compliance program.  

These achievements reflect the considerable resources Star City puts into training and reminding 
employees of their workplace obligations.  Since the last review, Star City has re-written the Code 
of Conduct to make it easier to read – and reiterated the requirement for employees to report 
suspicious activity.  Star City has also run extensive training in Responsible Gambling, 
Responsible Service of Alcohol, Illegal and Undesirable Activity, Equal Employment Opportunity 
and Compliance (Trade Practices). 

In addition, a series of themed weeks have been held to provide interactive training on issues 
such as Responsible Gambling (RG), Responsible Service of Alcohol (RSA), compliance and 
detecting Illegal and Undesirable Activity.  Various committees meet regularly to revise and 
update any action which needs to be taken to ensure Star City meets its compliance and cultural 
obligations.  Surveys have been taken during the last two years to measure the compliance 
culture and employee knowledge of their obligations.  The results, included in this submission, 
have been very satisfactory.  

A highlight of the period under review was the training and appointment of 20 Responsible 
Gambling Liaison Managers.  These senior managers were given specialist training to ensure 
Star City can provide superior assistance to anyone who may have a gambling problem 24 hours 
a day.  This is just one example of Star City going above and beyond its legal requirements to be 
a responsible casino operator. 

At the same time, Star City continues to enhance its position as the State’s premier gaming and 
entertainment venue.  The complex now attracts around 8 million patrons a year – up to 35,000 a 
day.  Star City was one of the State’s most successful live sites during the recent World Cup 
soccer with capacity crowds right through the night.  

During the period under review, more than $84 million has been spent maintaining and improving 
the complex.  Major projects include construction of a private dining area in Astral Restaurant, a 
new VIP slots Lounge, refurbishment of all hotel rooms and apartments, construction of the Oasis 
Lounge, hotel lobby lounge and 36 Degrees Bar as well as quality smoking balconies.   

This investment has been recognised by patrons and industry bodies. 

The Lyric Theatre hosted productions like We Will Rock You, The Producers, Dusty and Saturday 
Night Fever.  The world premiere of Priscilla Queen of the Desert will be held in the theatre in 
October.  The Lyric has been named Best Entertainment Venue (AHA Awards for Excellence) 
and Best Variety Venue in the Mo Awards.  

Star City’s hotel has again been awarded a 5-star rating and Astral is being recognised as one of 
the finest restaurants in NSW.  In fact, Astral’s head chef, Sean Connolly was named Chef of the 
Year in the 2006 AHA Awards for Excellence.  
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Clearly, one of Star City’s key tasks is to provide the type of facilities and services expected by 
visitors to Sydney’s premier entertainment venue.  To this end, Star City commissioned monthly 
surveys, known as 20/20, to monitor customer satisfaction.  In July 2005, the survey indicated 
that 19 per cent of visitors to Star City were “advocates” who would urge their friends and family 
to visit the complex. By May 2006, this figure had more than doubled to 42 per cent.  

Star City has also continued to make an enormous contribution to the NSW economy.  The 
company currently employs more than 3000 people in jobs with genuine career paths.  These 
employees earn about $160 million a year in salaries, wages and other payments.  

Star City paid $226 million in gaming taxes to the State Government over the last three years.  A 
further $34 million was paid in community benefit levies.  Since inception, the company has 
generated more than $1 billion in taxes and licence fees. 

On top of these economic benefits, Star City is one of the State’s top tourist and leisure 
attractions for both domestic and international visitors.  The recent Soccer World Cup was a 
prime example with capacity crowds being drawn to the complex during the tournament.  
Television and radio stations crossed live to Star City to capture the atmosphere among fans.  
This is a good example of how Star City has become a genuine “part of Sydney” in the last three 
years.    

The attached submission outlines a range of Star City’s other benefits and achievements over the 
last three years.  It is by no means exhaustive but it gives an indication of the progress made 
since the last review.        

Although Star City is pleased with its progress, the company accepts there is no room for 
complacency, especially in relation to maintaining an appropriate culture and meeting compliance 
with its legal and social responsibilities.  Star City remains committed to maintaining and 
improving the culture it has built up over the last six years.  

Star City contends that it is in the public interest for the casino licence to continue and that Star 
City is suitable to hold that licence.  
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1. INTRODUCTION 
 
The NSW Casino Control Authority (“Authority”) is required under section 31 of the Casino 
Control Act 1992 (“Act”) to investigate whether: 
 

• Star City Pty Ltd (“Star City”) is suitable to continue to give effect to the casino licence 
and the Act; and 
 

• It is in the public interest that the casino licence continue in force. 
 
This submission gives an overview of why Star City holds the view that it is in the public interest 
for the casino licence to remain in force and for Star City to hold that licence.   
 
It provides a summary of the further improvements that Star City has made to its culture, business 
and facilities since the last review in 2003.     
 
This submission also outlines the way Star City has implemented all the recommendations from 
the last review in 2003.   
 
Star City believes its performance – both culturally and as a business – has continued to improve 
over the last three years.  
 
However, it is also recognised that, in a company the size of Star City, further improvements can 
always be made.  
 
It is therefore Star City’s intention to work with the investigation to review the last three years and 
to identify areas how it can become a better place to work and a better place to visit. 
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2.  MAJOR ACHIEVEMENTS 

Star City has sought to achieve excellence in every aspect of its operations – from business to 
culture - over the last three years.  This has led to the company winning numerous awards and 
being recognised as a leader in its field. 

The major awards and achievements since 2003 include:  

� Star City won the first ever Australasian Compliance Institute Industry Award in 2005.  
It was presented to Star City’s General Manager Compliance for her role in 
developing a “strong culture of compliance” at the casino; 

� Lyric Theatre recognised as Best Entertainment Venue in 2003 and 2004 in the 
Australian Hotels Association Awards; 

� Lyric Theatre – Best Variety Venue in the Australian Entertainment  
”Mo Awards” for 2006; 

� Star City obtained HACCP (Hazard Awareness Critical Control Points) accreditation 
for every one of its restaurants in 2004 and for its bars and beverage operations in 
early 2006;  

� Sean Connolly, the Astral Restaurant head chef, was named “Chef of the Year” in the 
Australian Hotels Association Awards (NSW) for 2006;  

� Star City won the gold category of the “Green Globe Awards” presented by the 
Sustainable Energy Development Authority of NSW (SEDA) in 2005 for achieving 
reductions in greenhouse gas emissions through energy saving initiatives; 

� Star City’s Security Department won the Outstanding Customer Service Award in the 
2004 Security Industry Awards for Excellence; 

� Several international awards, including Best Social Event, for event management 
operations over the last three years; 

� The Star City Hotel won Best Apartment style Hotel in the 2005 Australian Hotels 
Association Awards. It was also voted one of the top three hotels in NSW at the Hotel 
Club Awards for 2006. 
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3. CULTURE / COMPLIANCE 

Star City has aimed to develop - and continuously improve - a culture of compliance over the last 
six years.  It is recognised that this is an on-going process and that no business can ever afford to 
become complacent that it has completed its obligations in this critical area.   

Nevertheless, Star City believes it has continued to make substantial progress and achievements 
in improving its culture since 2000. 

In fact, Star City won the first ever Industry Award from the Australasian Compliance 
Institute during 2005.  It was awarded to the Star City General Manager Compliance for her 
work in developing “a more sustainable organisation with a strong culture of compliance.” 

An independent review of Star City’s compliance program by Neill Buck and Associates in 2004 
also found that the casino had a “competent, mature and effectively led compliance program”. 

“Star City has amongst the best compliance systems we have seen,” the review said. 

The action taken by Star City to improve its compliance culture over the last 3 years includes: 

� A new, easy to understand Code of Conduct which was distributed to every employee 
in the company.  The Code emphasises the requirement for all employees to report 
actual or suspected illegal or undesirable activity; 

� A “Be Alert” campaign in the staff canteen which focussed on illegal and undesirable 
activity and promoted the compliance hotline and the Investigations hotline.  
Employees were encouraged to be vigilant against suspicious activity; 

� The Lawlex compliance management system was introduced in 2004.  It details all key 
legal obligations for the company and makes managers accountable for meeting these 
obligations; 

� A unified complaints handling system, overseen by the General Manager Compliance, 
was introduced in 2005; 

� All senior management, including the Managing Director, have key performance 
indicators (KPIs) related to Compliance included in their annual performance reviews; 

� Compliance training and refresher training has been provided in all the key areas 
including Responsible Gambling, Responsible Service of Alcohol, Illegal and 
Undesirable Activity, Code of Conduct and Equal Employment Opportunity; 

� On-line training modules have been developed for trade practices and general 
compliance. These are being progressively rolled out to management groups; 

� The training and appointment of 20 Responsible Gambling Liaison Managers.  About 
17 of these officers are still employed at Star City and this ensures there are 
employees available to assist patrons and colleagues 24 hours a day with a higher 
level of training in responsible gambling; 

� Star City has given external presentations on compliance and culture to various 
business and compliance forums.  These have been delivered by the Managing 
Director, Compliance General Manager, Human Resources General Manager and 
Table Games General Manager; 
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� Tabcorp and Star City have been involved in an industry working group established by 
the Australian Casino Association to work on the new anti-money laundering and 
counter terrorism financing legislation; 

� Regulator presentations at Star City’s senior managers forums (including two 
presentations by the Chief Executive of the NSW Casino Control Authority). 

3.1 Compliance Surveys 

As outlined above, Star City has put in place an extensive program aimed at developing a culture 
of compliance throughout the business. 

However, the company recognises that it is imperative to benchmark and measure the success of 
these measures. 

Consequently, the company’s first compliance culture survey was conducted in May 2005 and 
benchmarks were established. 

A follow-up survey was conducted in May 2006.  

The results of these surveys have been supplied to the Authority. 

The key findings of the 2006 survey are: 

� 99 per cent of Star City employees know their compliance obligations and are confident 
they carry them out;  

� 96 per cent of employees feel comfortable about reporting a customer who is not doing 
the right thing; 

� 89 per cent of employees are confident their manager/supervisor will take action if they 
report an issue; 

� 92 percent of employees believe their managers show leadership and follow the rules 
at Star City; 

� 78 per cent of employees would use the Compliance Hotline if a serious issue could 
not be resolved; 

� 74 per cent of employees believe customer complaints are taken seriously by Star City. 

The 2006 survey results are based on responses from 445 employees – 15 per cent of the 
workforce. 

Overall, there has been a 9 per cent positive increase in the compliance culture at Star City in the 
last 12 months.   

There has been an 8 per cent improvement in managerial behaviour since the benchmark survey 
in 2005.  This means employees believe their supervisors are more likely to follow the company’s 
values, walk the talk by doing the right thing, take action when issues are brought to their 
attention and provide feedback.  

Importantly, there has been a 17 per cent positive increase in the willingness of employees to use 
the Compliance Hotline.  This follows a campaign to give the Hotline and the Compliance General 
Manager a higher profile. 

A survey was also taken as part of the “Be Alert” education campaign in the staff canteen.  

The results included: 



 8

� 97 per cent of participants identified Sylvia Aloizos as the Compliance General 
Manager 

� 94 per cent identified the Compliance Hotline number as 8080 

3.2 Responsible Gambling 

Star City has continued to develop and improve its Responsible Gambling program over the last 
three years. It is the company’s aim to have the best program of any gaming operator in NSW.  
Star City also ensures that it complies with the Tabcorp Responsible Gambling Code of Practice. 

A major initiative last year was the training and appointment of a team of 20 Responsible 
Gambling Liaison Managers.  Senior employees from throughout the business were invited to 
volunteer to undergo additional training in responsible gambling matters.  The course covered 
suicide intervention, problem gambling awareness, advanced communication skills and assertive 
communication skills.  The course, provided by Wesley Gambling Counselling Service, means 
Star City now provide more highly trained employees at any time of the day or night to assist 
patrons with gambling problems.  

The Star City Responsible Gambling program also includes: 

� A dedicated Responsible Gambling Manager; 

� Extensive signage and brochures throughout the complex; 

� A self exclusion program ; 

� On-line Responsible Gambling training and refresher training; 

� An agreement with Wesley Gambling Counselling Services to provide counselling and 
crisis intervention for patrons and employees. 

A Responsible Gambling Week was held in 2004 and 2005 to raise awareness of problem 
gambling issues and to measure the knowledge of employees  

Responsible Gambling Employee Surveys 

As noted above, Star City conducted Responsible Gambling Awareness Weeks in July 2004 and 
July 2005.  The aim was to raise awareness among employees of Responsible Gambling (RG) 
issues.  

As part of the project, employees were asked to complete a confidential questionnaire to assess 
their knowledge and views on the current RG training program.   

KPMG were commissioned to oversee and evaluate the employee surveys.  

The 2005 results include: 

� 92.5 per cent of employees believe Star City’s Responsible Gambling training was 
effective in assisting their understanding of RG issues (up 7.3 per cent on the 2004 
survey); 

� 92.5 per cent of employees believe their RG training would help them identify a patron 
with a gambling problem (up 12 per cent); 

� 90 per cent of employees believe Star City is committed to Responsible Gambling (up 
7.9 per cent); 
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� 82 per cent of employees are comfortable talking to their supervisors about RG issues 
(down 3 per cent); 

� 77 per cent of respondents said they believed their supervisors would follow up on 
important RG issues (up 13 per cent). 

KPMG found that employees “appear to have a good awareness of RG issues, particularly with 
the procedures for self exclusion, checking ID and the problem gambling services available”. 

KPMG made a series of recommendations to further improve Star City’s RG performance and 
these are being introduced. 

3.3 Responsible Service of Alcohol 

Responsible Service of Alcohol (RSA) is another key component in Star City’s overall program to 
develop a culture of compliance.  

Star City’s Responsible Service of Alcohol Committee is charged with the responsibility to 
oversee the company’s performance in meeting its obligations as a responsible supplier of liquor.  
It also monitors the implementation of training and guidelines to deal with RSA situations.  

A major initiative in 2006 was the first RSA Awareness campaign.  Again, it was held in the staff 
canteen based on a similar format to the RG Awareness Week.  Employees were invited to 
complete an RSA survey, view a video on the effects of alcohol and test a set of “beer goggles” 
which simulate the effects of someone with a blood alcohol reading between .08 and 0.15. 

More than 510 employees participated in the RSA survey with 96 per cent saying they believe 
Star City’s RSA training is effective in assisting them to identify an intoxicated patron.  All 
respondents indicated they would take action if they believed a minor was in the casino with an 
alcoholic drink. 

Other highlights of Star City’s RSA program over the last three years include: 

� A full review of Star City’s liquor signage was conducted with the assistance of the 
NSW Casino Control Authority; 

� Star City has gone above and beyond the requirements of the law by providing training 
for all front of house employees who may have to deal with RSA issues; 

� Star City worked with the NSW Casino Control Authority (the Authority) to update the 
on-line and classroom components of the RSA course; 

� Star City has given an undertaking to the Authority that it will implement refresher 
training every 2 years. An on-line refresher training course was developed and 
launched in December 2005.  

All current employees who are required to complete RSA training have done so. All new 
employees recruited to roles requiring RSA training must complete the on-line component of their 
course before they can take up their jobs at Star City.  

3.4 Training And Expertise 

Star City has implemented an extensive training program to develop and reinforce its culture of 
compliance.  

Training is currently provided in a range of issues relating to culture including: 

� Responsible Service of Alcohol (RSA) 
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� Responsible Gambling (RG) 

� Code of Conduct 

� Equal Employment Opportunity (EEO) 

� Illegal and Undesirable Activity 

� Compliance (Trade Practices)  

Before starting work at Star City all new employees are required to review the Code of Conduct 
and score a 100 per cent pass mark in an online quiz.  The Code of Conduct is also included in 
the induction course for new employees along with a section on detecting and reporting Illegal 
and Undesirable Activity.  

Refresher training is also provided for employees with 2 or more years service. At the end of 
June 2006, 97 per cent of employees in this group had completed on-line refresher courses in 
EEO and the Code of Conduct. 

Employees are also required to undergo refresher training every two years in Illegal and 
Undesirable Activity. At the end of June 2006, 98.5 per cent of employees had completed their 
refresher course.  

Star City has recently introduced a new Learning Management System (LMS) to ensure 
training and education needs are met. 

This is a significant commitment from Star City. However, this training regime is considered 
necessary to maintain the culture of compliance within the company.   
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4. EXPERIENCE AND EXPERTISE 

Star City has an experienced and highly qualified management team, backed up by the resources 
of Tabcorp, which is Australia’s largest gaming and entertainment company. 

The Star City management and executive committee includes: 

Walter Bugno (Chief Executive Officer, Casinos Division) 

Walter has held various senior executive positions with companies recognised for their 
achievements in delivering great products and service for their customers.  Most recently he was 
President (Asia Pacific) of Campbell Arnotts Limited. He is a former Managing Director Australia 
of Lion Nathan Limited and is Chairman of the Sydney Football Club. Walter has a Bachelor of 
Commerce and Master of Commerce from the University of NSW.  

Jim L’Estrange (Managing Director, Star City)  

Responsible for the day to day running of Star City since February 2004.  Previously General 
Manager of Retail Customer and Sales at Westpac with responsibility for relationship 
management.  Strong focus on customer service.  

Paul Arbuckle (General Manager, Table Games)  

Has 30 years experience in the casino industry after starting at Wrest Point Casino in Hobart in 
1976.  Has worked in casinos in Darwin and Perth (Burswood) where he was Vice President of 
Table Games.  Paul has been General Manager of Table Games at Star City since 1997. 

Stephen Spence (Chief Financial Officer) 

Has 16 years experience in Finance and Accounting, including 8 years with leading accounting 
firm, Arthur Andersen where he became Audit Manager.  Since 1997, Stephen has worked for a 
number of organisations including News Limited before joining Star City in 2001.  He has been 
General Manager, Finance at both Conrad Jupiters in Queensland and Star City.  

Sylvia Aloizos (General Manager, Compliance)  

Sylvia is accredited as an Associate of the Australasian Compliance Institute (ACI). She is also 
the convenor of the Compliance Taskforce of the Australian Casinos Association.  Sylvia 
previously worked at Crown Casino in Melbourne for more than six years, initially as Insurance 
Manager and then as Senior Corporate Solicitor before moving to Star City. 

Michael Ahearne (General Manager, Electronic Gaming) 

Member of the Chartered Institute of Management Accountants and holds an Executive Masters 
of Business Administration from the Graduate School of Business University of Technology, 
Sydney.  Michael joined Star City in 2000 and has held senior management positions in finance 
and marketing at Star City as well as leading the Jupiters integration with Tabcorp Casinos in 
2004. 

Michael Anderson (General Manager, Legal) 

Michael is admitted as a Legal Practitioner of the Supreme Court of NSW, is a practising solicitor 
and holds both a Bachelor of Economics (Finance Major) and a Bachelor of Laws from Macquarie 
University.  Michael previously worked in private legal practice, and as an in-house lawyer for The 
BOC Group and as Senior Legal Counsel for David Jones Limited.  
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Tony Pieris (General Manager, Property Services and Asset Protection)  

Graduate Civil Engineer with 18 years experience in the construction and development industry in 
Australia and South East Asia.  Tony oversaw the construction of the Star City complex and the 
temporary casino.  He has managed property services, public areas, capital works, retail and new 
development planning at Star City. 

Bruce Mulligan (General Manager, Human Resources) 

Holds an Economics degree from Newcastle University. Bruce has worked in Human Resources 
and Industrial Relations roles at BHP, Alcan and Newcastle City Council.  He was previously 
Human Resources Manager at Carlton United Breweries.  Bruce was appointed Human 
Resources General Manager of Star City in 2001 and for the Casinos Division in 2003. 

Ross Cunningham (General Manager, Entertainment) 

35 years in the Entertainment industry, including 10 years as General Manager, Entertainment at 
Star City.  Former Vice President of Hoyts USA and National Operations Manager of Hoyts 
Australia.  Former Executive Manager of Entertainment & Hotel for Panthers at Penrith.  Ross is 
currently Vice President of Live Performance Australia and Chair of The Helpmann Awards 
Administration Committee 

Steven East (General Manager, Food and Beverage) 

Steven worked for more than 20 years for Sodexho Food and Management Services in England 
and Australia before being appointed General Manager, Food and Beverage at the Sydney Opera 
House.  He has been at Star City for more than three years, overseeing 600 employees in Star 
City’s restaurants, bars and gaming floor food services 

Richard Munro (General Manager, Hotel)  

More than 20 years experience in the hospitality industry.  Richard has worked in hotels 
throughout Australia including the Gold Coast, Brisbane, Christmas Island, and Ayers Rock.  He 
is Vice President of the Darling Harbour Business Association and a Board member of the 
Australian Hotels Association’s Accommodation division. 
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5. CUSTOMER SERVICE  

Star City has put significant resources into improving customer service over the last three years.  
The aim has been to make Star City a better place to visit by providing better facilities and giving 
customers a better experience – right across the complex.  This includes restaurants, bars, hotel, 
gaming floors, theatres, retail and other facilities.    

To measure its success, Star City commissioned a new customer service monitoring program, 
known as 20/20 Vision, in October 2004. Under the program, each department is given a score 
out of 20 for customer satisfaction – based on interviews with 360 customers.  A second score out 
of 20 is provided from mystery shopping. 

Star City set a target to encourage more customers to be “advocates” – people who would rate 
the theatres, restaurants, hotel and other facilities so highly that they would urge their friends and 
family to visit the complex.  In simple terms, patrons who give Star City a rating of 18 or more are 
deemed to be advocates.  Those who rate Star City from 14 to 18 are in the “zone of indifference” 
where they are unlikely to speak highly or negatively of Star City. Those who rate Star City below 
14 are in the “zone of defection” and are unlikely to be loyal.     

The following chart shows how Star City’s advocacy has more than doubled in the last 18 months. 

 

Every Star City department has improved its customer service score since the 20 /20 program 
began.  It has reached the stage where the best performing departments, such as hotel, have an 
advocacy level as high as 65 per cent.   
 
Areas which have shown the biggest improvements over the last financial year are Trophies Bar, 
Astral Bar, the Endeavour Room cage and tables, Trophies food court and the host desk on the 
main gaming floor.   
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6. STANDARD AND NATURE OF FACILITIES 
 
Star City has set a goal to be the premier gaming and entertainment complex in New South 
Wales.  This can only be achieved if the casino complex is constantly upgraded and refurbished 
to ensure it meets international standards. 
 
In the last three years, Star City invested in a record capital works program to encourage more 
people to visit the complex and to give customers and employees an even better experience.  In 
fact, over the last three years, Star City has spent more than $53 million on capital works.    
 
The major capital works projects undertaken during this period include: 
 

Project Works 

Hotel Refurbishment  Upgrading of all standard hotel rooms to retain 
5 star status 

Astral Refurbishment Upgrading of the Astral bar and restaurant 
including construction of a new private dining 
area  

VIP Slots Lounge Construction and fit out of new slot lounge for 
VIP players 

Oasis Lounge Construction of a new VIP tables and slot 
lounge for premium players 

Smoking Balconies Construction of smoking balconies off the VIP 
Slot Lounge and the Poker Pit area 

Carpeting Re-carpeting of the main gaming floor and 
mezzanine level 

Apartment upgrade Refurbishment of apartments – carpet and 
furniture replacement 

Bluff Bar Total upgrade of the former Harbour View 
Lounge into a new food and beverage facility 
for poker players 

Toilets Construction of additional toilets on the main 
gaming floor  

Lobby Lounge Construction of a coffee and cocktail lounge in 
the hotel lobby 
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The Capital Works and Repair & Maintenance budgets for the years 2004, 2005 and 2006 are set 
out in the following table. 
 

 2004 2005 2006 
Capital Works 15.8 m 11.2 m 26.6 m 
Repairs & Maintenance 9.8 m 10 m 10.7 m 
Total 25.6 m 21.2 m 37.3 m 

 
This means Star City has spent a total of $53.6 million on new capital works during the last three 
years and a further $30.5 million on repairs and maintenance.  The total outlay on capital works 
and maintenance during the period under review is $84.1 million.  
 
6.1 Table Games 
 
Star City is licensed to operate 210 table games including Blackjack, Roulette, Baccarat, Craps 
and Pontoon.  The quality of the table game facilities is of the highest standard.  All equipment is 
tested and evaluated prior to purchase and is audited by Star City’s Occupational Health and 
Safety Committee.  
 
Highlights for the period under review include:  
 

� Poker has surged in popularity around Australia following the introduction of television 
coverage of world poker tournaments. Star City has responded to this demand by 
developing an extensive new Poker Pit. The nearby Bluff Bar has also been renovated 
to cater for the increased patronage in this area;  

� Star City’s Endeavour Room became the first private gaming area in the world to 
introduce Rapid Roulette for its premium players; 

� Star City continues to offer new and improved table games to keep the product “fresh” 
for regular players.  New games include Three Card Poker, Four Card Poker, Perfect 
Pairs on Pontoon, Perfect Pairs on Baccarat, Triplestar on Roulette, Rapid Big Wheel 
and Double Chance; 

� Digital Pitcam technology has been introduced to further improve game security and 
dispute resolution; 

� The One2Six and Deckmate shufflers have improved the customer experience by 
reducing the waiting time between hands. 

 
These initiatives have resulted in a significant increase in customer satisfaction levels.  In fact, the 
Table Games division recorded its highest ever score in the 20/20 Customer Service survey in 
April 2006. More than 30 per cent of table games patrons are now “advocates” of Star City.      
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6.2 Electronic Gaming 
 
Star City operates 1,500 electronic gaming machines.  This is the maximum number permitted 
under the casino license so Star City must implement the newest and most exciting games to 
maintain its position as the premier gaming venue in NSW.  
 
Star City’s TAB, which remains the number one outlet in NSW, is undergoing a major 
refurbishment to be completed in August 2006. 
 
Star City makes about 300 - 400 slot game conversions every year and also purchases between 
100 – 160 new machines each year.  The aim is to provide patrons with the newest and best 
facilities in a very competitive environment.  
 
In the last three years Star City has improved its electronic gaming operations by: 
 

� Introducing new linked jackpots including the Zorro and Pick a Box hyperlinks. The 
Major Jackpots, Great Escapes, Ozzys Challenge and Prosperity linked jackpot 
products have also been introduced; 

� Fitting ticket printer technology to more than 250 gaming machines; 

� Replacing traditional LED jackpot signage with plasma screens and new designs; 

� Building and opening the new Oasis gaming area and a new bar area, 36 Degrees; 

� A successful trial of a coin to note converter to improve convenience for customers. 
 

6.3 Food and Beverage 
 

Star City has put extensive resources into upgrading its food and beverage outlets over the last 
three years.  The aim is to provide customers with quality dining and bar facilities backed up by 
exceptional service. 
 
A key element in the program was to achieve HACCP (Hazard Awareness Critical Control Points) 
accreditation, which recognises that the highest standards of food safety practices are in place. 
 
Star City achieved HACCP accreditation for every one of its food operations in March 2004.  
Those operations have successfully passed six monthly audits to maintain this accreditation. Star 
City believes it is the largest food service provider in the State to obtain and maintain this 
accreditation.  In March 2006, the HACCP accreditation was extended to include all Star City’s 
bars and beverage operations – believed to be a first in Australia. 
 
Star City’s Food and Beverage Department has won numerous awards and accolades over the 
past three years.  This includes the selection of the Astral Head Chef, Sean Connolly as “Chef of 
the Year” in the Australian Hotels Association (NSW) 2006 Awards.   
 
Other major achievements include:  
 

� The $2 million refurbishment of the Astral Bar and Restaurant aimed at making it 
competitive with the finest bar and dining outlets in the State.  A private dining room 
has been included as well as a new terrace bar; 
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� A new “lobby lounge” was opened in the Hotel. It has proved extremely popular for 
coffee, light snacks and cocktails throughout the day and evening; 

� The Harbour View Lounge was given a $1.3 million refit and re-opened as the Bluff 
Bar; 

� The Lightning Ridge Bar has re-opened as the “36 Degrees Bar” following a $1.4 
million refurbishment; 

� The Astral Restaurant, Astral Bar, Pyrmonts, Al Porto and Garden Buffet have all been 
finalists in hotel, restaurant and other industry awards over the last three years; 

� Star City employees won gold and silver medals in the National Worldskills 
championships for hospitality in 2006.  This followed the success of an employee who 
won bronze at the world championships in Helsinki in 2005. 

 
6.4 Hotel 
 
Star City’s Hotel maintained its 5-star rating from AAA Tourism in August 2005.  This follows an 
on-going program to ensure all hotel rooms and apartments are constantly upgraded and fitted 
with modern facilities.  
 
All hotel rooms were upgraded in 2005 and all apartments were renovated in 2005.  The 35 
executive suites in the hotel are currently being re-fitted. 
 
This upgrading program resulted in Star City winning the Best Apartment Style Hotel in the 2005 
Australian Hotels Association Awards for Excellence.  In 2006, Star City was also voted one of 
the top three hotels in NSW in the Hotel Club Awards and was voted Best Sydney Hotel by 
Australian Traveler Magazine 2006.  
 
During the period under review Star City also invested $850,000 on a new car park system.  A 
further $350,000 was used to install an automated wardrobe dispensing system.  The banqueting 
area, which is part of the Hotel Department, won an international award for Best Themed Event 
for less than $US50,000.  
 
Star City’s conference and banqueting facilities play a significant role in the NSW tourism market.  
They mean Sydney can attract major conferences from interstate and overseas.  The table below 
shows the number of conferences and delegates attracted to Star City during the period under 
review: 
 

 2003/04 2004/05 2005/06 
Number of events 672 709 740 
Number of guests 124,778 116,265 109,622 
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6.5 Entertainment 
 
Entertainment remains a key component of Star City’s mission – to be the premier gaming and 
entertainment facility in NSW.  
 
Before Star City opened, there was a lack of quality theatres in Sydney and many major 
productions had to be taken interstate instead.  This led to an exodus of local theatergoers to 
other States, particularly Victoria, to see quality shows. 
 
However, Star City’s theatres have hosted more than 1.5 million patrons over the last three years 
alone.   
 
Lyric Theatre 
 
The Lyric Theatre has consistently been recognised as the best in NSW.  It won Best 
Entertainment Venue in the Australian Hotels Association Awards in 2002, 2003 and 2004.  It also 
won Best Variety Venue in the Australian Entertainment Mo Awards in 2006.  
 
During the last three years, Star City has sought to attract the best productions from Australia and 
around the world.  
 
The major productions staged at the Lyric Theatre during the last three years include: 
 

Production Attendance 
The Producers 226,000 
We Will Rock You 175,000 
Dusty The Original Pop 
Diva 118,000 

Saturday Night Fever 114,000 
The Lion, the Witch and the 
Wardrobe 60,000 

 
Other shows staged at the Lyric Theatre include Cirque Dreams, Sleeping Beauty on Ice, An 
Inspector Calls and Human Nature.     
 
Showroom Theatre 

 
The Showroom Theatre remains the best cabaret venue in New South Wales.  It’s versatility 
means it can be used for anything from stage shows to conferences, product launches and closed 
circuit television features.  For instance, the Showroom attracted capacity audiences for the 
recent World Cup Soccer matches featuring Australia.  
 
During the last three years the Showroom has hosted a range of successful productions including 
Menopause the Musical which attracted 89,000 people to 198 performances. 
 
Other shows to feature in the Showroom over the last three years include Oh What A Night, 
Shoosh, Drumstruck, Bravo and Frank, More From A Life In Song.  Individual acts to perform in 
the Showroom include Todd McKenney, Rhonda Burchmore, Guy Sebastian, Anthony Callea and 
Jimmy Barnes.      
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6.6 Property Services 
 
Environmental 
 
Star City has been part of the NSW Government’s Greenhouse Reduction Program since 
December 1998.  This is a voluntary program which establishes targets to be achieved by 
industry to reduce harmful greenhouse emissions through improvements in energy efficiency, 
management of waste and other measures.  Independent experts measure the progress and 
results. 
 
Star City has previously won Bronze and Silver Awards for its achievements in saving energy.  In 
2005 Star City won a Gold “Green Globe” Award for achieving reductions in greenhouse 
gas emissions.  
 
Other environmental achievements include:  
 

� Joining the Commonwealth Government’s Greenhouse Challenge program aimed at 
saving electricity, gas and water; 

� Star City conducted a “Green Week” in the staff cafeteria to increase awareness of the 
environment and energy issues; 

� A joint program with Sydney Water to investigate recycling programs aimed at saving 
up to 200,000 litres of water a day; 

� Publishing a Star City “Green paper” setting out key achievements and plans to make 
further energy savings.  

 
Safety - Engineering and Maintenance 
 
There is no more important issue for Star City than the safety of patrons and employees. 
Consequently, the casino has been shut down twice in the last two years so that essential 
electrical tests can be carried out.  
 
The tests were aimed at checking the backup generator systems, the load shedding systems and 
to conduct maintenance of the main switchboards and emergency operations.  
 
The tests were conducted during 6 to 8 hour shutdowns in December 2004 and 2005. It is 
envisaged that a third shutdown will be conducted in December 2006.  
 
Other major maintenance and engineering projects carried out during the last three years include: 
 

� New technology to clean the Star City seawater line which is used to cool the 
complex’s air conditioning system; 

� Upgrading the diesel generator system; 

� Installation of new emergency lighting systems; 

� An independent review of all Star City engineering equipment to determine their 
condition and a 10 year plan for future replacement; 

� Developing a roulette wheel lifting device to reduce injuries in gaming equipment 
maintenance. 
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6.7 Asset Protection 
 
Security 
 
Star City has stepped up its training of security officers during the period under review to ensure 
the entire department is aware of the latest initiatives to protect employees, patrons and assets.  
 
Security Managers completed a range of courses including the Diploma of Security and Risk 
Management, the Certificate 4 Security and Risk Management Course and the Diploma in 
Customer Service.  In October 2005, Star City adopted a new and improved Security Officer 
training regime, which has improved the level of knowledge and expertise among security 
officers. 
 
Star City has worked hard to ensure the Security team is at the forefront of the company’s push 
for excellence in customer service. Security has constantly been among the top departments in 
the 20 / 20 customer service ratings.  The improvement culminated in Star City’s security team 
winning an award for “Outstanding Customer Service” from ASIAL, the peak industry body in 
2004. 
 
Surveillance 
 
The Surveillance Department continues to implement measures to improve its effectiveness in 
monitoring the integrity of all gaming operations at Star City. 
 
Initiatives put in place during the period under review include: 
 

� Implementation of a quarterly Gaming Integrity Report.  This report outlines an analysis 
of gaming table operations; 

� C.I.D database.  This is an electronic reporting system on resource allocation, guest 
passes and the exclusions database.  It is the first of its kind in Australia;  

� Twelve hour recording capabilities.  Efficiencies have been achieved by introducing 12 
hour recording on VCRs, reducing the time required for tape changes and enabling 
surveillance employees to conduct more proactive monitoring; 

� Business Continuity Plan. Star City has led the way in the Tabcorp casino division by 
implementing a new emergency management plan; 

� OH & S – Safety Work Basic elements. Surveillance has taken a lead in implementing 
work safety initiatives.  In fact, the Surveillance Department has achieved 100 per cent 
compliance in three consecutive reviews.   

 
Investigations 
 
A fully staffed and resourced Investigations Department exists with a state of the art intelligence 
system. 
 
The Investigations Department makes regular presentations to departments, senior managers 
and other employees on issues related to illegal and undesirable activity, including training in how 
to identify such activity. 
 
Regular meetings are held with all major law enforcement and regulatory agencies. Assistance 
and information is provided to these agencies as required.  
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6.8 Cage 
 
While the prime responsibility of the Cage is to provide cash-out facilities for patrons, it also plays 
an important role in the campaign against illegal and undesirable activity.  Specifically, Cage 
employees have a duty to help detect possible money laundering suspects and suspicious 
transactions. Some of the measures used to do this include: 
 

� Star City cashiers receive instruction on detecting money laundering as part of their 
induction training.  Every new member of the Cage team also completes a checklist in 
their first week of training to ensure they are competent in all aspects of AUSTRAC 
reporting and compliance 

� Since January 2004, every Cage employee has completed annual AUSTRAC refresher 
training 

 
Star City believes that it leads the way among casinos in reporting significant and suspicious cash 
transactions. 
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7. SOCIAL IMPACT   
 
7.1 Financial contribution to NSW 
 
Star City is one of the State’s major employers and makes a significant tax contribution to the 
NSW Government and the local economy each year.  As at June 30 2006, Star City employed a 
total of 3134 people.  This makes Star City one of the biggest single-site employers in the State.   
 
In the last three years Star City paid: 
 

Payment Amount Paid 

Gaming Taxes to the State Government $219.3 million 

Casino Community Benefit Levy $34.3 million 

Salaries and wages $470.3 million 

Total taxes $296.3 million 
 
7.2 Other benefits 
 
In addition, Star City has filled a void in the entertainment industry by providing two major theatres 
which can cater for large scale productions.  This, in turn, creates employment for hundreds of 
people in the entertainment industry.  
 
The casino has helped to revive the Pyrmont peninsula, which is now a thriving area. Major 
companies including Channel 10 and Channel 7 have moved into the area since the casino was 
established.  While there was initial resistance to the casino in Pyrmont, it is now accepted by the 
local community.  Indeed, Star City is represented on most business and community groups in the 
area.    
 
7.3 Employees / Human Resources 
 
As indicated in the last recent licence review in 2003, Star City has consistently been recognised 
for its work practices and benefits.  Employee benefits include paid maternity leave, free uniforms, 
free meals, free light rail travel, subsidised parking, a subsidised child care centre and an active 
social club.  
 
Star City has also been approved as a Registered Training Organisation.  
 
During the period under review Star City has also:  
 

� Introduced the Shine Community Service Achievement Awards to recognise 
employees going above and beyond their normal duties in the workplace by performing 
volunteer work in the community;  

� Maintained a successful Employee of the Month and Employee of the Year reward 
scheme; 

� Introduced the Star City Shine Achievement Awards – a process to instantly recognise 
outstanding performance by employees; 

� Enabled employees to use their leave accruals more flexibly through the Enterprise 
Agreement; 
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� Improved the company’s Occupational Health and Safety performance.  This includes 
an improved performance by Star City in the WorkCover and Workers Compensation 
management audits; 

� Provided opportunities for employees to complete Management Diplomas; 

� Invested significantly in a Learning Management System to support the company’s 
training and education initiatives. 
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8. RECOMMENDATIONS FROM THE 2003 s.31 REPORT 

Star City has sought to implement the recommendations of all previous Section 31 licence 
reviews and interim reviews.  As indicated earlier, Star City recognises that in a company this size 
there will always be opportunities to improve culture and operational procedures. 

The chart below indicates the status of Star City’s progress in implementing the recommendations 
from the 2003 Section 31 licence review and the interim assessment conducted by the Authority 
in 2005.    

A full description of the action taken to address these issues has already been provided to the 
Authority.  

It is Star City’s intention to co-operate fully with the current review and to work with the Authority 
in implementing any initiatives to further improve the company’s operations.  
 

RECOMMENDATIONS ARISING FROM THE 2003 S.31 REVEIW 

Recommendation 
Number 

Description of Recommendation Response 

2003/01 Adequate resources of Investigations 
Department 

Implemented.  Additional 
Investigator appointed and 
technology upgraded. 

2003/02 Investigation Department feedback to 
persons reporting illegal/undesirable activity 

Implemented.  Feedback is 
provided to employees who give 
information to the investigators. 

2003/003 Metal Detectors Implemented.  Star City operates 
metal detectors at all entrances to 
the main gaming floor and retail 
arcade. 

2003/04 Security Supervisor training Implemented.  All Acting 
Supervisors have undergone 
additional training.  

2003/05 Executive Exclusion Committee guidelines Implemented.  Policy updated to 
include guidelines for the 
executive exclusion committee. 

2003/06 Endeavour Room Access policy Implemented.  Regular audits 
conducted to monitor access to 
the Endeavour Room. 

2003/07 Admission to the ER after exclusion Addressed.  Policy changed and 
updated. The Authority advised.  

2003/08 Evaluate Responsible Gaming training Implemented.  KPMG evaluate 
RG training as part of their review 
of RG Week surveys. 

2003/09 RG training for Security officers Implemented.  Specialist RG 
training provided to security 
officers.  
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RECOMMENDATIONS ARISING FROM THE 2003 S.31 REVEIW 

Recommendation 
Number 

Description of Recommendation Response 

2003/10 Pyrmont Safety Audit and Alcohol summit Addressed.  Star City working 
with law enforcement and 
community groups on safety and 
liquor issues. 

2003/11 Smoking Addressed.  Star City complies 
fully with the State Government’s 
new smoking restrictions. 

2003/12 Compliance program Addressed.  Star City keeps the 
Authority fully appraised of its 
compliance program. 

 




















