
 

 1 

Addressing Our Challenges  

To demonstrate transparency and accountability, we have identified four key challenges faced this year in achieving our CSR 
objectives. The following table describes how we are addressing each challenge.  
 

Strategic 

challenge 
Description What we are doing 

Shared 
responsibility for 
CSR 

We fully recognize that shared 
responsibility for CSR is a 
strategic challenge: CSR 
outcomes reflect a combined 
effort of BCLC, our service 
providers, the Government of 
British Columbia and players. 
While we have direct control 
over our two corporate offices in 
Kamloops and Vancouver, the 
greater impacts involve many 
other parties that we may have 
only a limited ability to influence. 

 Compliance Standards: In lottery, we have a robust 

Mystery Shop program to verify compliance with the 
lottery ticket validation procedure. In casino, BCLC 
Operational Gaming Compliance Officers maintain a 
comprehensive compliance review schedule for every 
gambling facility in the province. For a safe, fun online 
experience, BCLC continues to embed advanced privacy, 
security and responsible gambling controls, including 
TRUSTe certification (achieved last year). 

 Third-Party Accreditation: RG Check is an accreditation 

program created by the independent Responsible 
Gambling Council (RGC) based on standards and criteria 
reflecting current research and international best 
practices. The program offers gambling companies the 
opportunity to qualify for an independent endorsement of 
their responsible gambling safety net. Certification is valid 
for three years. Our target is to have all 36 of our casinos 
and community gaming centres certified by early 2014/15.  
BCLC has also just completed an extensive re-certification 
application, independently verified, for Level 4 (highest) of 
the World Lottery Association’s Responsible Gambling 
Framework. 

 CSR Support: We conducted a Request for Proposal 

process in 2012/13 to purchase Corporate Social 
Responsibility (CSR) reporting software, which will help us 
monitor and report on our CSR performance measures 
moving forward. In 2013/14, we plan to fully implement the 
software within BCLC and, over time, encourage our 
service providers to contribute data that can also be 
tracked in our system. Over the next three years, our 
target is to have at least five service provider gambling 
facilities adding data to our CSR reporting tool software. 

Self-exclusion from 
gambling 

One of our strategic challenges 
is creating a VSE program that 
meets the needs of individuals 
who desire to control their 
gambling, is operationally 
manageable in a large and 
complex gambling environment, 
and meets public expectations. 
Significant media coverage and 
related legal challenges in 
2012/13 demonstrated the 
difficulty of balancing these 
various perspectives. 

 VSE Reviews: Over the past several years BCLC has 

commissioned two major independent reviews of our VSE 
program and initiated a number of improvements as a 
result. In 2013/14, BCLC is commissioning another 
longitudinal study of VSE participants seeking feedback 
on their experiences of the program and identifying 
additional opportunities to improve.  This study is being 
undertaken by the University of the Fraser Valley. 

 Training: BCLC has developed new refresher training 

curriculum for all security staff involved in VSE enrollment, 
and once combined with an administrative program being 
developed by the Corporate Security and Compliance 
team, will be administered for staff at all gaming facilities. 

 Detection of Those That Breach Their Self-Exclusion: 

BCLC has now completed installation of License Plate 
Recognition (“LPR”) tools at most gaming facilities where 
there is controlled parking access. LPR now accounts for 
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one in four VSE identifications. New kiosks and hand 
scanners provide opportunities to screen patrons for 
minimum age requirements and to identify those who are 
voluntarily self-excluded or prohibited. Finally, BCLC has 
initiated new gambling rules (later supported by new 
regulation) making banned and VSE players ineligible to 
receive major prizes.  It is expected this will result in 
further disincentive for those contemplating a return to 
gambling facilities while enrolled in the VSE program. 

 Enforcement for Those That Breach: Several reviews 

have recommended penalties for those identified as being 
in breach of their self-exclusion agreement. We continue 
to work with our regulator, which has legislative mandate 
over this aspect of enforcement. 

Public acceptance 
of gambling 

Whenever a new gambling 
facility is proposed, BCLC 
engages a number of 
stakeholders with diverse 
opinions and often competing 
interests. For example, while a 
local government may vote in 
favour of rezoning land for a 
gambling facility, not all 
residents may share the same 
support for such a change in 
their neighborhood.  

 Stakeholder Engagement: Each year, we actively 

engage with the communities in which we operate. This 
includes a wide range of groups, such as local 
governments, chambers of commerce, boards of trade, 
business improvement associations, tourism associations 
and community services groups. In 2012/13, we 
implemented our community engagement strategy and 
participated in a total of 44 community engagement 
sessions. This included a diverse range of stakeholders in 
the South Surrey entertainment complex proposal. We 
also launched our first annual Responsible Gambling 
Awareness Month (RGAM) in five B.C. communities. Next 
year, we will continue to expand our stakeholder 
engagement program on key topics of mutual interest.  

 Reputation Management: Next year, we are also 

developing a multi-year corporate reputation strategy that 
will better align the many CSR and public affairs initiatives 
to build understanding of BCLC’s purpose and business. 

Player privacy 
protection 

Maintaining security in the face 
of increasingly sophisticated 
cyber-attacks is an industry-wide 
concern and strategic challenge 
for BCLC. Player privacy 
protection is a high priority for 
BCLC and we will continue to 
keep our systems in line with 
industry best practices. 

 Continuous Improvement: BCLC continues to maintain 

and improve its information security program on an 
ongoing basis through policies, procedures, system 
upgrades and employee education initiatives.   

 

 


