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• �A description of onsite resources that will be available to those affected by 
gambling-related problems, including procedures for the exclusion of self-identified 
problem gamblers who request that they be prohibited from entering facilities 
throughout the State’s various gaming venues.

• �A description of signs, alerts and other information that will be available in the 
proposed Gaming Facility to identify resources available for those affected by 
gambling related problems, including the New York State Office of Addiction 
Services and Supports HOPEline (1-877-8-HOPENY).

• �A description of the initial and ongoing training that will be used to help Gaming 
Facility employees identify those who may have gambling-related problems, or self-
identify, and assist them in obtaining help for those problems.

• �A description of the exclusion policies that will be available for Gaming Facility 
patrons and employees, including the process to notify individuals of the availability 
of self-exclusion, the steps that will be taken to assist those who request exclusion 
and steps that will be taken to assure that excluded patrons are identified before 
gaining access to the gaming floor.

• �A description of plans to coordinate with local providers to facilitate assistance 
and treatment for those with gambling-related problems and plans to develop 
prevention programs targeted toward vulnerable populations. Provide copies of any 
contracts, agreements or other understandings evidencing such coordination plans.

• �A description of the processes proposed to address problem gambling at the other 
facilities it owns or controls, the effectiveness of those processes, and the metrics 
the Applicant will use to determine the effects.

• �A description of whether the Applicant and, as applicable, the Operator plans to 
establish employee assistance programs, including those relative to substance 
abuse and problem gaming.

Hard Rock is committed to supporting the well-being of players and acknowledges the serious 

impacts gambling problems have on affected people and communities. Accordingly, Hard Rock has 

developed a comprehensive Responsible Gaming Program, PlayersEdge. The program is designed to 

create a positive experience for patrons and prevent and mitigate problem gambling. PlayersEdge is 

multifaceted and deploys education on gaming and potential risks, promotion of healthy play habits, 

and offers assistance to players in need to accomplish its mission. The PlayersEdge program will be 

implemented at Hard Rock Metropolitan Park immediately upon opening. Additional details of the 

PlayersEdge Responsible Gaming Program are included throughout the response below.
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A description of on-site resources that will be available to those affected by 
gambling-related problems, including procedures for the exclusion of selfidentified 
problem gamblers who request that they be prohibited from entering facilities 
throughout the State’s various gaming venues.

SPECIFIC ON-SITE RESOURCES THROUGH PLAYERS EDGE WILL INCLUDE:

1. ������ ��Multilingual print and digital educational information at strategic locations across the  

gaming floor.

2. �Employees who are trained to recognize and respond to signs of problem gambling and to 

intervene in culturally sensitive and empathic ways when such signs are observed.

3. �Procedures for the self-exclusion of problem gamblers who self-identify and ask to be prohibited 

from entering facilities throughout the State’s various gaming venues.

1. PLAYERSEDGE RESPONSIBLE GAMBLING PROGRAM INFORMATION ON GAMING FLOOR

As part of the PlayersEdge program, multilingual educational information is displayed and available at 

strategic locations in the gaming environment, including at ATM machines, near gaming areas, and at 

guest services areas. These materials are designed to promote healthy habits through self-awareness 

by providing information on how games work, the risks of gambling, and strategies to manage play. 

Information explaining the processes for self-exclusion and concerning available assistance, including 

gambling and credit counseling with local providers, will also be displayed and available for players in 

need of help.

The PlayersEdge gambling education and support is designed for all guests, including those who 

may be experiencing risk or harm from gambling, by making it relevant, engaging and accessible.

PlayersEdge is designed based on player segmentation, an effective voice, and integration into Hard 

Rock's unique player and employee experiences.

With player segmentation, education, and communication, messages are segmented based on profiles 

of all gamblers: new, casual, regular, at-risk, and those experiencing harm. The table below illustrates 

where and what information will be displayed and available at Hard Rock Metropolitan Park, with 

examples provided later in this response.
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FLOOR LOCATION PLAYERSEDGE ASSET TIMING OF CONTENT REFRESH

ATM Machines •	 Get help poster
•	 Self-exclusion brochure

•	 Brochure stays constant
•	 Poster only changes when 

creative is refreshed, every 6 
months or year

Digital Screen
•	 Endcap screens (end of a row of 

slot machines)
•	 iViews screens (attached to slot 

machine)
•	 Large screens on walls

PE Messages:
•	 Myths vs Facts
•	 Tips on staying safe
•	 How games work
•	 Managing your bankroll

•	 New message rotated 
quarterly

•	 PE Messages must comprise 
5-10% of all digital content of 
screens on casino floors

Cage

•	 PE myth/fact message rack cards 
+ 1800 "get help"

•	 1-800 brochure
•	 Self-exclusion brochure

Permanent

Security Podium •	 Self-Exclusion brochure
•	 1-888 brochure Permanent 

Guest marketing spaces:
•	 Loyalty card counters/spaces
•	 Customer service counters and 

offices

PE Posters and rack cards:
•	 Myths vs Facts
•	 Tips on staying safe
•	 How games work
•	 Managing your bankroll

Permanent

Table games areas •	 How to Play rack cards Permanent

Brochure racks on gaming floor/ 
Credit offices

•	 1800 "get help" brochure
•	 Self-exclusion brochure Permanent

Educational Information is also available on PlayersEdge.org, which is linked to Hard Rock 

International’s website (www.hardrock.com), and is also linked with the responsible gaming pages on 

each casino property’s individual websites. PlayersEdge will also be linked on the Hard Rock 

Metropolitan Park website as well. 

2. GUEST-FACING EMPLOYEES AS A RESOURCE TO HELP PROBLEM GAMBLERS 

Interactions between guests and staff are a critical touchpoint for identifying players that may be 

at risk and intervening to provide information, assistance, and referrals. Accordingly, Hard Rock 

Metropolitan Park employees will receive training to help them identify “red flag” behavior and 

to prepare them to intervene in an empathetic and respectful manner. PlayersEdge training is a 

foundational part of e-skill development, engagement, and culture-building at Hard Rock properties, 

http://PlayersEdge.org
www.hardrock.com
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and it improves employee interactions with players and helps employees understand and embrace 

their roles to positively affect the player experience. A “Frontline Fundamental” training for all 

guest-facing employees focuses on the basics of problem gambling, behavior signs observed on the 

gaming floor, player risk segmentation, and actions employees can take. “Supervisor Support” is an 

advanced training for managers and supervisors to prepare them for more difficult and challenging 

situations that may arise with players exhibiting riskier behavior. Hard Rock Metropolitan Park plans 

to supplement these trainings with programs designed to increase employees’ cultural competence 

to ensure that any intervention can be adapted and account for cultural differences. These programs 

will be developed in partnership with local organizations as described in greater detail later in this 

response. These changes will equip employees with understanding. For more detail on training, please 

see Section 3 below, “Identification of Problem Gambling.”

Hard Rock Metropolitan Park will also have a responsible gaming team comprised of a PlayersEdge 

Lead and members from other departments onsite. The multidisciplinary team will seek to increase 

employee engagement and improve organizational knowledge of responsible gaming through planning 

and executing the sites specific initiatives. The team will also reinforce employee responsible gaming 

training to help ensure guest-facing Hard Rock Metropolitan Park employees are prepared and 

equipped to intervene when signs of problem gambling are apparent.

Hard Rock Metropolitan Park will also have onsite a responsible gaming team (the PlayersEdge Team) 

comprised of a PlayersEdge Lead and members from other departments onsite. Like at all Hard 

Rock properties, this team will execute policies, practices and program elements, seeking to increase 

employee engagement, and improving organizational knowledge of Responsible Gambling and 

problem gambling. The Hard Rock Metropolitan Park property President will have overall accountability 

for the program and team. The team will seek input from employees to plan, execute and assess the 

program’s success. The PlayersEdge Team will be comprised of director and VP-level employees from 

various departments, from Casino Table Games, Human Resources, Casino Operations, Security & 

Transportation, Food & Beverage, or Marketing. The PlayersEdge Team will hold quarterly meetings, 

and will be responsible for: 

• Implementing and maintaining programs 

• Monitoring and reviewing the operation 

• Recommending policies and procedures to enhance effectiveness 

• Encouraging and promoting awareness of PlayersEdge to employees and guests 

• Tracking the distribution of program materials and guest engagements 

• Supporting continuous improvement 
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Each team’s activities are based on a quarterly action plan coordinated with corporate leaders, and 

reported on through a scorecard of metrics.

 
3. PROCEDURES FOR EXCLUDING SELF-IDENTIFIED PROBLEM GAMBLERS WHO REQUEST 
EXCLUSION 

While the specific procedures for Hard Rock Metropolitan Park will be subject to the New York Gaming 

Commission’s ("Commission") requirements and regulations, other standard procedures already in 

effect at other Hard Rock casinos will also be in place, including the following:

• �Term of exclusion: any guest or employee seeking exclusion is offered options, which typically are 

one year, five years or lifetime self-exclusions. 

• �Forms: documentation to support the exclusion process includes a request form, waiver and 

release. Security (or Commission employees) will obtain identification and a photograph of 

the requesting individual. The information is then entered into the database, which activates 

the exclusion. Marketing databases are notified to stop direct marketing and loyalty program 

participation and communications for the duration of the exclusion. 

• �If a self-excluded person is discovered entering the gaming facility, or is detected in a restricted 

area of the casino, security personnel will immediately follow procedures to remove the excluded 

person from the facility and follow up with appropriate investigations and consequences, based on 

the Commission’s regulations and requirements. 

• �Removal of an individual’s registration from the self-exclusion database will occur automatically 

at the conclusion of the one year and five-year self-exclusions, if those periods are selected. 

“Lifetime” Self-Exclusions may appeal, based on a clear and transparent process, to have their 

name removed from the Exclusion List only after five years has expired. 

As illustrated in the table above, the self-exclusion application will be available at ATM machines, the 

cage, and at brochure racks across the gaming floor and in the credit office.

Hard Rock's PlayersEdge program performance for 2023 is detailed in the attachment EvalWork6.

HardRock.ProblemGambling.Attachment-1.

Below is a complete copy of Hard Rock's PlayersEdge Responsible Gaming Program.
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PLAYING OUR ROLE 

Most people treat gambling as entertainment and effectively manage the time and money they 
spend. We also know that a small proportion of the population will struggle to control their gambling 
behavior and experience harm.  

Disordered gambling, commonly referred to as problem or compulsive gambling, is defined by the 
American Psychiatric Association as a behavioral addiction, and it affects between one and three 
percent of the adult population. For the segment of gamblers who experience problems, the 
consequences are serious. 

Building a comprehensive Responsible gaming (RG) program into the player experience we offer is 
a priority for Hard Rock. We seek to attract players who are good for business while addressing risks 
to the patron population.   

We want people to gamble in a healthy manner over the course of their adult lives with no adverse 
effects on their financial situation, mental and physical health, or personal relationships. Our RG 
program supports customers, empowers employees, and seeks to benefit governments and the 
public. Over the long-term, we work to reduce harms and the incidence of new problem gambling 
cases.  

Hard Rock seeks to lead industry practices in RG, as we believe the gaming industry is uniquely 
positioned to help all segments of our patron population. This document establishes our 
commitment, strategy, program overview, and organizational culture.  

PURPOSE of THIS DOCUMENT: We seek to help the operations at all Hard Rock branded casinos 
embrace responsible gaming as an important part of our brand that is experienced by employees and 
customers. This program is grounded in policies developed by Hard Rock, and is intended to support 
and enhance compliance with the regulatory requirements met by operators of all Hard Rock branded 
casinos. 

While at least 97% of the adult population is able to gamble free of problems, supporting those 
who experience risk and harm is a priority for Hard Rock. We work to promote the health and well-

being of our employees, players and communities we serve. 

HARD ROCK RESPONSIBLE GAMING PROGRAM  

PROGRAM STRATEGY 

Hard Rock’s Responsible Gaming program seeks to: 
Sustain customers over the long-term by working to prevent and mitigate harmful gambling. 
We want to help players make informed choices about their gambling through self-awareness 
about personal behavior, self-identification of risk, and by encouraging and facilitating access 
to a range of support services. 

To help gamblers develop and maintain healthy habits, our RG efforts must be part of a player 
strategy through which our employees engender a positive player experience through basic customer 
care. 

“Enabling informed choice” involves providing players with: 
• Education and information explaining the facts of gambling, how the games work, the risks of 

gambling, how to adopt healthy play habits, self-awareness about an individual’s own behavior, 
and what to do if gambling becomes problematic, including the availability of support services.

• Tools to help players manage their gambling and adopt responsible play habits.

“Self-identification of risk” and “encouraging and facilitating access to support services” involves 
providing players with information, assistance and motivation to: recognize signs of problem 
behavior, take charge of their behavior, know about and seek support services. These services include 
gambling counseling, credit counseling, family support, relationship counseling, and legal aid. 

Program Design 

Responsible gaming is a customer strategy that seeks to optimize our relationship with all players. 
Effectively preventing and mitigating harms starts with understanding the needs of all segments of 
players’ risk profiles:  

PLAYER PROFILE SEGMENTS 

NEW CASUAL REGULAR RISK HARM 

OUTCOMES BY SEGMENT A successful program will lead players to: 
• Understand facts, risk
• Develop healthy

habits

• Build self-awareness of behavior
• Recognize and avoid risky habits
• Take charge of gambling behavior

by sustaining healthy habits

• Take control of behavior
when risk signs appear

• Know about and access
support services,
including for family
members
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PLAYING OUR ROLE 
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spend. We also know that a small proportion of the population will struggle to control their gambling 
behavior and experience harm.  

Disordered gambling, commonly referred to as problem or compulsive gambling, is defined by the 
American Psychiatric Association as a behavioral addiction, and it affects between one and three 
percent of the adult population. For the segment of gamblers who experience problems, the 
consequences are serious. 

Building a comprehensive Responsible gaming (RG) program into the player experience we offer is 
a priority for Hard Rock. We seek to attract players who are good for business while addressing risks 
to the patron population.   

We want people to gamble in a healthy manner over the course of their adult lives with no adverse 
effects on their financial situation, mental and physical health, or personal relationships. Our RG 
program supports customers, empowers employees, and seeks to benefit governments and the 
public. Over the long-term, we work to reduce harms and the incidence of new problem gambling 
cases.  

Hard Rock seeks to lead industry practices in RG, as we believe the gaming industry is uniquely 
positioned to help all segments of our patron population. This document establishes our 
commitment, strategy, program overview, and organizational culture.  

PURPOSE of THIS DOCUMENT: We seek to help the operations at all Hard Rock branded casinos 
embrace responsible gaming as an important part of our brand that is experienced by employees and 
customers. This program is grounded in policies developed by Hard Rock, and is intended to support 
and enhance compliance with the regulatory requirements met by operators of all Hard Rock branded 
casinos. 

While at least 97% of the adult population is able to gamble free of problems, supporting those 
who experience risk and harm is a priority for Hard Rock. We work to promote the health and well-

being of our employees, players and communities we serve. 

HARD ROCK RESPONSIBLE GAMING PROGRAM  

PROGRAM STRATEGY 

Hard Rock’s Responsible Gaming program seeks to: 
Sustain customers over the long-term by working to prevent and mitigate harmful gambling. 
We want to help players make informed choices about their gambling through self-awareness 
about personal behavior, self-identification of risk, and by encouraging and facilitating access 
to a range of support services. 

To help gamblers develop and maintain healthy habits, our RG efforts must be part of a player 
strategy through which our employees engender a positive player experience through basic customer 
care. 

“Enabling informed choice” involves providing players with: 
• Education and information explaining the facts of gambling, how the games work, the risks of 

gambling, how to adopt healthy play habits, self-awareness about an individual’s own behavior, 
and what to do if gambling becomes problematic, including the availability of support services.

• Tools to help players manage their gambling and adopt responsible play habits.

“Self-identification of risk” and “encouraging and facilitating access to support services” involves 
providing players with information, assistance and motivation to: recognize signs of problem 
behavior, take charge of their behavior, know about and seek support services. These services include 
gambling counseling, credit counseling, family support, relationship counseling, and legal aid. 

Program Design 

Responsible gaming is a customer strategy that seeks to optimize our relationship with all players. 
Effectively preventing and mitigating harms starts with understanding the needs of all segments of 
players’ risk profiles:  

PLAYER PROFILE SEGMENTS 

NEW CASUAL REGULAR RISK HARM 

OUTCOMES BY SEGMENT A successful program will lead players to: 
• Understand facts, risk
• Develop healthy

habits

• Build self-awareness of behavior
• Recognize and avoid risky habits
• Take charge of gambling behavior

by sustaining healthy habits

• Take control of behavior
when risk signs appear
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support services,
including for family
members
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HARD ROCK RESPONSIBLE GAMING PROGRAM  

PROGRAM AREAS 

Each area is designed to advance the above outcomes by player segment, and is codified in 
procedures that guide business operations.   

1. Corporate Commitment
2. Training and Culture-building
3. Player Education
4. Policies: Marketing, Access to Money, Minors, Alcohol
5. Self-Exclusion and Referrals to Help
6. Evaluation and Reporting

Responsible Gaming Plan 

Hard Rock plans set: 
• Priorities
• Activities
• Objectives

• Monitoring
• Reporting

HHaarrdd  RRoocckk  sseeeekkss  ttoo  bbuuiilldd  aa  bbaassee  ooff  ccuussttoommeerrss  wwhhoo  ccaann  ppllaayy  iinn  aa  hheeaalltthhyy,,  ssuussttaaiinnaabbllee  wwaayy  
oovveerr  tthhee  lloonngg--tteerrmm..  

CORPORATE COMMITMENT 

The following statement summarizes key concepts outlined above into an expression of who we are 
as a company.  

Hard Rock is committed to supporting its players’ well-being by working to:   
• Acknowledge the serious impacts of gambling problems on affected people and communities. 
• Provide a positive experience by helping all players to: understand gambling; make informed 

choices; keep games fun; build knowledge about how games work, personal gambling habits, 
and potential risks. 

• Promote and enable healthy play habits that fit seamlessly into the gambling experience— for 
new and experienced players—including information on how to plan your experience. 

• Respond to player needs, and offer assistance for getting help if gambling stops being fun. 
• Build and evolve a comprehensive program for players, including policies and procedures, 

training and culture building, education, self-exclusion, assistance and referrals to those who 
need help. 

HARD ROCK RESPONSIBLE GAMING PROGRAM  

EMPLOYEE TRAINING 

RG training is a foundational part of employee skill development, engagement, and culture-building. 
Training is co-created and co-delivered with the Florida Council on Compulsive Gambling, based on 
proven principles and approaches, and adapted to the operational realities of gaming environments.  
Training focuses on identifying ‘red flag’ behavior, improving employee interactions with players, and 
helping employees understand and embrace their roles to positively affect the player experience.  

SSoommeeoonnee  eexxppeerriieenncciinngg  aa  ggaammbblliinngg  pprroobblleemm  mmaayy  ffeeeell  hhooppeelleessss,,  wwiitthh  nnoo  ppllaaccee  ttoo  ttuurrnn..    
PPrroovviiddiinngg  ccoommppaassssiioonn  aanndd  aassssiissttaannccee  ccaann  ppoowweerrffuullllyy  iinnfflluueennccee  ppoossiittiivvee  cchhaannggee..      

“Frontline Fundamentals” 30-minute online module: All guest-facing employees learn the basics of 
problem gambling, behavior signs observed on the gaming floor, player risk segmentation, actions 
they can take, and when to escalate to more senior managers.  

“Supervisor Support” Two-hour classroom training: Managers and supervisors complete Frontline 
Fundamentals before attending classroom instruction. This class setting offers interactive learning, 
role-playing and scenario-driven discussions to enhance skills for intervening with guests who 
demonstrate riskier behavior and present challenging situations. The coaching on ‘difficult 
conversations’ shows supervisors how to frame outcomes for guests experiencing harm, while 
expressing care, empathy, and compassion. A critical step in the training is telling employees that they 
should always “ask permission” before providing a player with information. If someone does not want 
help, do not force it on them. 

CULTURE-BUILDING 

Building a culture that embeds RG into customer service requires leadership and coordinated roles 
amongst employees. Program elements include: a clear corporate commitment and operational 
integration through formally assigned responsibilities.  Responsible Gaming Leads and Teams execute 
policies, practices and program elements, seeking to increase employee engagement, and improving 
organizational knowledge of RG and problem gambling at the site level. The teams seek input from 
employees to plan, execute and assess the program’s success. Targeted initiatives include regular 
communications through various channels, forums, and engagements with service providers. 
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HARD ROCK RESPONSIBLE GAMING PROGRAM  

PROGRAM AREAS 

Each area is designed to advance the above outcomes by player segment, and is codified in 
procedures that guide business operations.   

1. Corporate Commitment
2. Training and Culture-building
3. Player Education
4. Policies: Marketing, Access to Money, Minors, Alcohol
5. Self-Exclusion and Referrals to Help
6. Evaluation and Reporting

Responsible Gaming Plan 

Hard Rock plans set: 
• Priorities
• Activities
• Objectives

• Monitoring
• Reporting

HHaarrdd  RRoocckk  sseeeekkss  ttoo  bbuuiilldd  aa  bbaassee  ooff  ccuussttoommeerrss  wwhhoo  ccaann  ppllaayy  iinn  aa  hheeaalltthhyy,,  ssuussttaaiinnaabbllee  wwaayy  
oovveerr  tthhee  lloonngg--tteerrmm..  

CORPORATE COMMITMENT 

The following statement summarizes key concepts outlined above into an expression of who we are 
as a company.  

Hard Rock is committed to supporting its players’ well-being by working to:   
• Acknowledge the serious impacts of gambling problems on affected people and communities. 
• Provide a positive experience by helping all players to: understand gambling; make informed 

choices; keep games fun; build knowledge about how games work, personal gambling habits, 
and potential risks. 

• Promote and enable healthy play habits that fit seamlessly into the gambling experience— for 
new and experienced players—including information on how to plan your experience. 

• Respond to player needs, and offer assistance for getting help if gambling stops being fun. 
• Build and evolve a comprehensive program for players, including policies and procedures, 

training and culture building, education, self-exclusion, assistance and referrals to those who 
need help. 

HARD ROCK RESPONSIBLE GAMING PROGRAM  

EMPLOYEE TRAINING 

RG training is a foundational part of employee skill development, engagement, and culture-building. 
Training is co-created and co-delivered with the Florida Council on Compulsive Gambling, based on 
proven principles and approaches, and adapted to the operational realities of gaming environments.  
Training focuses on identifying ‘red flag’ behavior, improving employee interactions with players, and 
helping employees understand and embrace their roles to positively affect the player experience.  

SSoommeeoonnee  eexxppeerriieenncciinngg  aa  ggaammbblliinngg  pprroobblleemm  mmaayy  ffeeeell  hhooppeelleessss,,  wwiitthh  nnoo  ppllaaccee  ttoo  ttuurrnn..    
PPrroovviiddiinngg  ccoommppaassssiioonn  aanndd  aassssiissttaannccee  ccaann  ppoowweerrffuullllyy  iinnfflluueennccee  ppoossiittiivvee  cchhaannggee..      

“Frontline Fundamentals” 30-minute online module: All guest-facing employees learn the basics of 
problem gambling, behavior signs observed on the gaming floor, player risk segmentation, actions 
they can take, and when to escalate to more senior managers.  

“Supervisor Support” Two-hour classroom training: Managers and supervisors complete Frontline 
Fundamentals before attending classroom instruction. This class setting offers interactive learning, 
role-playing and scenario-driven discussions to enhance skills for intervening with guests who 
demonstrate riskier behavior and present challenging situations. The coaching on ‘difficult 
conversations’ shows supervisors how to frame outcomes for guests experiencing harm, while 
expressing care, empathy, and compassion. A critical step in the training is telling employees that they 
should always “ask permission” before providing a player with information. If someone does not want 
help, do not force it on them. 

CULTURE-BUILDING 

Building a culture that embeds RG into customer service requires leadership and coordinated roles 
amongst employees. Program elements include: a clear corporate commitment and operational 
integration through formally assigned responsibilities.  Responsible Gaming Leads and Teams execute 
policies, practices and program elements, seeking to increase employee engagement, and improving 
organizational knowledge of RG and problem gambling at the site level. The teams seek input from 
employees to plan, execute and assess the program’s success. Targeted initiatives include regular 
communications through various channels, forums, and engagements with service providers. 
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HARD ROCK RESPONSIBLE GAMING PROGRAM  

PlayersEdge Team at each Casino 

Comprised of the PlayersEdge Lead, and members from other departments, this team: 
• Plans and executes site-specific RG objectives.
• Reinforces content from employee Responsible Gaming training.
• Provides site-level feedback for continuous improvement on the program.
• Manage RG issues that arise at the property.

PPrroobblleemm  GGaammbblliinngg  iiss  ssoommeettiimmeess  ccaalllleedd  tthhee  ““hhiiddddeenn  aaddddiiccttiioonn””   bbeeccaauussee,,  uunnlliikkee  aallccoohhooll  oorr  
ssuubbssttaannccee  aabbuussee,,  oouuttwwaarrdd  ssiiggnnss  ssuucchh  aass  sslluurrrriinngg  ooff  ssppeeeecchh  oorr  bbllooooddsshhoott  eeyyeess  ddoo  nnoott  aappppeeaarr..      

Team members will be determined by each property, and may draw from the 
following areas:  

General Manager/President: Has overall accountability for the program at each gaming site. 

PlayersEdge Lead: Coordinates the program at site, including reinforcing RG training, and is 
accountable to the GM/President. Leads are selected based on skills, interest, and commitment to RG, 
and integrate these responsibilities into their overall duties. These individuals may come from a range 
of departments, but their role should involve front-line contact with players. Primary functions include: 
• Contributing to the annual RG Plan.
• Conducting quarterly site team meetings.
• Leading site responsibilities for implementation of RG program elements.
• Preparing an annual Responsible Gaming Report, including performance against objectives, and

the status of Responsible Gaming Training and Self-Exclusions.

SSkkiilllleedd  aanndd  mmoottiivvaatteedd  eemmppllooyyeeeess  aarree  ccrriittiiccaall  ttoo  ddeelliivveerriinngg  RRGG  aass  aa  ccoorree  ppaarrtt  ooff  
ccuussttoommeerr  sseerrvviiccee..  BBeeyyoonndd  ttrraaiinniinngg,,  aa  ccuullttuurree  ooff  ccaarree  iiss  rreeiinnffoorrcceedd  tthhrroouugghh  RRGG  

cchhaammppiioonnss  aanndd  ssiittee  tteeaammss..   

PLAYER EDUCATION 

Hard Rock wants customers to understand the realities of gambling based on their player profiles. 
Player choices are presented and communicated as being “for them” in consistent, engaging 
language and visual approaches, with a tone that is positive, helpful, and non-judgmental. 

• Customer service/employee assistance • Credit and financial policies
• Security • Customer/community education and awareness
• Gaming floor operations • Corporate communications
• Non-gambling floor operations • Alcohol sales

HARD ROCK RESPONSIBLE GAMING PROGRAM  
PlayersEdge® is a branded education program designed to meet the needs of all gamblers — from 
new and casual players – to seasoned regulars and anyone at-risk for or experiencing problems. 
Please see https://playersedge.org.  

Starting with game facts and casino etiquette, PlayersEdge also helps players understand their own 
behavior, identify risks of gambling, and develop positive play habits. For those whose gambling has 
gone too far, PlayersEdge offers the assistance of voluntary self-exclusion and referrals to professional 
help and counseling services. The program is implemented across all casino properties.   

This approach includes education and messaging for those experiencing harm, to raise awareness that 
there is hope and help available for anyone who wants and needs to address their gambling behavior. 
Hard Rock education includes: 
• Facts that casino games do not mislead the player.
• Help options that are available.
• Player information on:

o Gambling risks and odds of winning
o Payout odds and returns to players
o Setting budgets

WWoorrkkiinngg  ttoo  hheellpp  ppllaayyeerrss  ddeevveelloopp  hheeaalltthhyy  hhaabbiittss  tthhrroouugghh  oonnggooiinngg  eedduuccaattiioonn  aanndd  sseellff--
aawwaarreenneessss  ccoonnttrriibbuutteess  ttoo  tthhee  pprriioorriittyy  ooff  pprreevveennttiinngg  pprroobblleemmaattiicc  bbeehhaavviioorr.. 

PROTECTION POLICIES: MARKETING, ACCESS TO MONEY, 
MINORS, ALCOHOL 

MARKETING 
Marketing, advertising and promotions are part of the gaming industry, and customers have come to 
expect these communications and offers. However, research demonstrates that for some vulnerable 
players, marketing communications can contribute to risk of excessive gambling.  

Hard Rock policies inform advertising and marketing programs that are consistent with RG principles 
and practices, across channels: television, print and radio ads, to billboards, website promotions, 
direct mail or email marketing, and various other methods of outreach. The following guide practices:  
• All marketing materials must comply with regulatory requirements.
• Marketing materials will prominently display a responsible gaming message, such as local Problem

Gambling Helpline number. Messages are also promoted throughout the gaming floor. 
• Other on-site messaging and promotional materials contain information on gambling risks, setting

budgets, how and where to get help with a gambling problem if needed, and self-exclusion.   
• Websites will provide links to responsible gaming information.



JUNE 25,  2025 HARD ROCK AT METROPOLITAN PARK13

EVALWORK6.HARDROCK.PROBLEMGAMBLING

HARDROCK.PROBLEMGAMBLING

CONFIDENTIAL  |   MONTH XX,  2022 HARD ROCK (H.R.) NEW YORK LIMITED24

HARD ROCK RESPONSIBLE GAMING PROGRAM  

PlayersEdge Team at each Casino 

Comprised of the PlayersEdge Lead, and members from other departments, this team: 
• Plans and executes site-specific RG objectives.
• Reinforces content from employee Responsible Gaming training.
• Provides site-level feedback for continuous improvement on the program.
• Manage RG issues that arise at the property.

PPrroobblleemm  GGaammbblliinngg  iiss  ssoommeettiimmeess  ccaalllleedd  tthhee  ““hhiiddddeenn  aaddddiiccttiioonn””   bbeeccaauussee,,  uunnlliikkee  aallccoohhooll  oorr  
ssuubbssttaannccee  aabbuussee,,  oouuttwwaarrdd  ssiiggnnss  ssuucchh  aass  sslluurrrriinngg  ooff  ssppeeeecchh  oorr  bbllooooddsshhoott  eeyyeess  ddoo  nnoott  aappppeeaarr..      

Team members will be determined by each property, and may draw from the 
following areas:  

General Manager/President: Has overall accountability for the program at each gaming site. 

PlayersEdge Lead: Coordinates the program at site, including reinforcing RG training, and is 
accountable to the GM/President. Leads are selected based on skills, interest, and commitment to RG, 
and integrate these responsibilities into their overall duties. These individuals may come from a range 
of departments, but their role should involve front-line contact with players. Primary functions include: 
• Contributing to the annual RG Plan.
• Conducting quarterly site team meetings.
• Leading site responsibilities for implementation of RG program elements.
• Preparing an annual Responsible Gaming Report, including performance against objectives, and

the status of Responsible Gaming Training and Self-Exclusions.

SSkkiilllleedd  aanndd  mmoottiivvaatteedd  eemmppllooyyeeeess  aarree  ccrriittiiccaall  ttoo  ddeelliivveerriinngg  RRGG  aass  aa  ccoorree  ppaarrtt  ooff  
ccuussttoommeerr  sseerrvviiccee..  BBeeyyoonndd  ttrraaiinniinngg,,  aa  ccuullttuurree  ooff  ccaarree  iiss  rreeiinnffoorrcceedd  tthhrroouugghh  RRGG  

cchhaammppiioonnss  aanndd  ssiittee  tteeaammss..   

PLAYER EDUCATION 

Hard Rock wants customers to understand the realities of gambling based on their player profiles. 
Player choices are presented and communicated as being “for them” in consistent, engaging 
language and visual approaches, with a tone that is positive, helpful, and non-judgmental. 

• Customer service/employee assistance • Credit and financial policies
• Security • Customer/community education and awareness
• Gaming floor operations • Corporate communications
• Non-gambling floor operations • Alcohol sales

HARD ROCK RESPONSIBLE GAMING PROGRAM  
PlayersEdge® is a branded education program designed to meet the needs of all gamblers — from 
new and casual players – to seasoned regulars and anyone at-risk for or experiencing problems. 
Please see https://playersedge.org.  

Starting with game facts and casino etiquette, PlayersEdge also helps players understand their own 
behavior, identify risks of gambling, and develop positive play habits. For those whose gambling has 
gone too far, PlayersEdge offers the assistance of voluntary self-exclusion and referrals to professional 
help and counseling services. The program is implemented across all casino properties.   

This approach includes education and messaging for those experiencing harm, to raise awareness that 
there is hope and help available for anyone who wants and needs to address their gambling behavior. 
Hard Rock education includes: 
• Facts that casino games do not mislead the player.
• Help options that are available.
• Player information on:

o Gambling risks and odds of winning
o Payout odds and returns to players
o Setting budgets

WWoorrkkiinngg  ttoo  hheellpp  ppllaayyeerrss  ddeevveelloopp  hheeaalltthhyy  hhaabbiittss  tthhrroouugghh  oonnggooiinngg  eedduuccaattiioonn  aanndd  sseellff--
aawwaarreenneessss  ccoonnttrriibbuutteess  ttoo  tthhee  pprriioorriittyy  ooff  pprreevveennttiinngg  pprroobblleemmaattiicc  bbeehhaavviioorr.. 

PROTECTION POLICIES: MARKETING, ACCESS TO MONEY, 
MINORS, ALCOHOL 

MARKETING 
Marketing, advertising and promotions are part of the gaming industry, and customers have come to 
expect these communications and offers. However, research demonstrates that for some vulnerable 
players, marketing communications can contribute to risk of excessive gambling.  

Hard Rock policies inform advertising and marketing programs that are consistent with RG principles 
and practices, across channels: television, print and radio ads, to billboards, website promotions, 
direct mail or email marketing, and various other methods of outreach. The following guide practices:  
• All marketing materials must comply with regulatory requirements.
• Marketing materials will prominently display a responsible gaming message, such as local Problem

Gambling Helpline number. Messages are also promoted throughout the gaming floor. 
• Other on-site messaging and promotional materials contain information on gambling risks, setting

budgets, how and where to get help with a gambling problem if needed, and self-exclusion.   
• Websites will provide links to responsible gaming information.
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ACCESS TO MONEY 
Credit and money services are common in the gaming industry, including the use of credit cards and 
access to ATMs. People who have elevated risks for a gambling problem, or who are experiencing 
problems may see their risks exacerbated by access to money. To support the provision of various 
forms of money access and credit services, Hard Rock offers the following policies. 

Credit Services:  
Where credit services are offered, processes are in place for relevant personnel to look for indicators 
of problem gambling during application for credit. For example, if a credit applicant indicates a 
history of self-exclusion, credit personnel should consider this factor in their decision. 

Check-Cashing Services 
Where permitted, Hard Rock provides check-cashing services as both a convenience and protection 
for our patrons. These services allow customers to avoid carrying large amounts of money, especially 
for those traveling.  
• Policies are required to support players at risk. Gaming sites are permitted to cash: traveler's 

checks issued by a financial institution, property prize checks, and personal checks.
• All checks cashed at site are recorded within the site’s financial monitoring and reporting system.
• Gaming sites do not cash third-party checks including but not limited to: Payroll checks, Social 

assistance/welfare checks, Employment and employment insurance checks.

Automatic Teller Machines (ATMs) 
While most customers expect convenient access to ATMs, the presence of these devices can 
contribute to excessive gambling based on unplanned withdrawals against credit or debit account 
bank cards. To address risks, policies include RG guidelines for options to deploy ATM-specific 
messages, including problem gambling helpline material available.  

MINORS 
Gaming is permitted only for adults of legal age. Steps are taken to prevent underage gambling and 
to address incidents of unattended minors appearing on a gaming floor. 
• Legal Age notification:  Signs at all entrances inform patrons of the legal gambling age and

indicate that underage persons are not permitted to gamble or stay on the gaming floor.
• Employee Training:  All employees are trained to address the presence of underage persons,

including procedures for security personnel to remove underage patrons, customers who are
unable to prove age, guests who leave minors unsupervised, and those who resist leaving an area.

• Security officers are encouraged, as a practice, to consider requesting identification from any guest
who appears to be younger than 30 years old.

HARD ROCK RESPONSIBLE GAMING PROGRAM  

ALCOHOL  
Players who have consumed too much alcohol may impair their judgment while gambling. Visible 
signs of intoxication are another red-flag sign for increased risk levels. Gaming employees are trained 
on the signs of alcohol intoxication, and to not over-serve customers. Visibly intoxicated people will 
either be prevented from entry or required to leave our premises, and may be excluded for a period 
determined by casino management. 

SELF-EXCLUSION and REFERRALS TO HELP 

For those who feel no longer in control of their behavior, Hard Rock offers the opportunity to exclude 
from its properties based on optional time periods. The terms of self-exclusion are set by the 
regulators of each jurisdiction of operation, so some terms outlined below may vary.  

Self-Exclusion Length Options: Typically, guests can select terms of one year, five years, or “lifetime”. 

Application Process:  
• In-person: handled by Security and a Gaming Commission Officer.
• Mail: where applicable, required forms must be accompanied by a copy of the individual’s current

state and/or federal identification, a present-day photograph, notarized copy of their signature.
• Once approved, applicant information is entered into the database which activates the person’s

name on the Exclusion List.
• A self-excluded patron is advised of the sites to which they will be unable to return, and may not

frequent restaurants on-site, collect any winnings or losses in the event they return to the casino,
or receive any complementary goods or services, have credit or check cashing privileges, or other
amenities offered by the casino. Additionally, if found on the premises, they will be asked to leave
or be subject to arrest.

Casino Promotions/Marketing-Special Events:  
• Patrons in self-exclusion will be denied check-cashing privileges, loyalty program memberships,

complimentary goods and services, and all other offerings or benefits previously provided.
• Self-excluded persons do not receive, targeted mailings, telemarketing promotions, loyalty

materials or other promotional information relating to gaming or other on-property activities.

Self-Exclusion Breach Policy: 
If a self-excluded person is found attempting to enter, or has already entered a casino or non-gaming 
facility, Security will: immediately notify the appropriate commission or authority; remove the 
excluded person from the facility; and document the investigation in an incident report in the 
database. If a self-excluded patron (or an individual that has been ejected), is later observed at a 
casino or facilities prior to their expiration date, the patron will be subject to escalating consequences. 
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ACCESS TO MONEY 
Credit and money services are common in the gaming industry, including the use of credit cards and 
access to ATMs. People who have elevated risks for a gambling problem, or who are experiencing 
problems may see their risks exacerbated by access to money. To support the provision of various 
forms of money access and credit services, Hard Rock offers the following policies. 

Credit Services:  
Where credit services are offered, processes are in place for relevant personnel to look for indicators 
of problem gambling during application for credit. For example, if a credit applicant indicates a 
history of self-exclusion, credit personnel should consider this factor in their decision. 

Check-Cashing Services 
Where permitted, Hard Rock provides check-cashing services as both a convenience and protection 
for our patrons. These services allow customers to avoid carrying large amounts of money, especially 
for those traveling.  
• Policies are required to support players at risk. Gaming sites are permitted to cash: traveler's 

checks issued by a financial institution, property prize checks, and personal checks.
• All checks cashed at site are recorded within the site’s financial monitoring and reporting system.
• Gaming sites do not cash third-party checks including but not limited to: Payroll checks, Social 

assistance/welfare checks, Employment and employment insurance checks.

Automatic Teller Machines (ATMs) 
While most customers expect convenient access to ATMs, the presence of these devices can 
contribute to excessive gambling based on unplanned withdrawals against credit or debit account 
bank cards. To address risks, policies include RG guidelines for options to deploy ATM-specific 
messages, including problem gambling helpline material available.  

MINORS 
Gaming is permitted only for adults of legal age. Steps are taken to prevent underage gambling and 
to address incidents of unattended minors appearing on a gaming floor. 
• Legal Age notification:  Signs at all entrances inform patrons of the legal gambling age and

indicate that underage persons are not permitted to gamble or stay on the gaming floor.
• Employee Training:  All employees are trained to address the presence of underage persons,

including procedures for security personnel to remove underage patrons, customers who are
unable to prove age, guests who leave minors unsupervised, and those who resist leaving an area.

• Security officers are encouraged, as a practice, to consider requesting identification from any guest
who appears to be younger than 30 years old.

HARD ROCK RESPONSIBLE GAMING PROGRAM  

ALCOHOL  
Players who have consumed too much alcohol may impair their judgment while gambling. Visible 
signs of intoxication are another red-flag sign for increased risk levels. Gaming employees are trained 
on the signs of alcohol intoxication, and to not over-serve customers. Visibly intoxicated people will 
either be prevented from entry or required to leave our premises, and may be excluded for a period 
determined by casino management. 

SELF-EXCLUSION and REFERRALS TO HELP 

For those who feel no longer in control of their behavior, Hard Rock offers the opportunity to exclude 
from its properties based on optional time periods. The terms of self-exclusion are set by the 
regulators of each jurisdiction of operation, so some terms outlined below may vary.  

Self-Exclusion Length Options: Typically, guests can select terms of one year, five years, or “lifetime”. 

Application Process:  
• In-person: handled by Security and a Gaming Commission Officer.
• Mail: where applicable, required forms must be accompanied by a copy of the individual’s current

state and/or federal identification, a present-day photograph, notarized copy of their signature.
• Once approved, applicant information is entered into the database which activates the person’s

name on the Exclusion List.
• A self-excluded patron is advised of the sites to which they will be unable to return, and may not

frequent restaurants on-site, collect any winnings or losses in the event they return to the casino,
or receive any complementary goods or services, have credit or check cashing privileges, or other
amenities offered by the casino. Additionally, if found on the premises, they will be asked to leave
or be subject to arrest.

Casino Promotions/Marketing-Special Events:  
• Patrons in self-exclusion will be denied check-cashing privileges, loyalty program memberships,

complimentary goods and services, and all other offerings or benefits previously provided.
• Self-excluded persons do not receive, targeted mailings, telemarketing promotions, loyalty

materials or other promotional information relating to gaming or other on-property activities.

Self-Exclusion Breach Policy: 
If a self-excluded person is found attempting to enter, or has already entered a casino or non-gaming 
facility, Security will: immediately notify the appropriate commission or authority; remove the 
excluded person from the facility; and document the investigation in an incident report in the 
database. If a self-excluded patron (or an individual that has been ejected), is later observed at a 
casino or facilities prior to their expiration date, the patron will be subject to escalating consequences. 
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HARD ROCK RESPONSIBLE GAMING PROGRAM  

Reinstatement:  
• Any self-excluded person is permitted, upon the expiration of a one-year or five-year period of self-

exclusion, to request to return to gaming properties.
• Removal from self-exclusion will occur automatically at end of one-year and five-year self-exclusions.
• Those choosing “lifetime” may not request reinstatement and return to Hard Rock properties for a 

minimum of five years.

EVALUATION & REPORTING 

Dashboards and scorecards track performance at properties and are tabulated for corporate 
reporting.  

Tracking and reporting performance inform controls that support regulatory compliance in each 
jurisdiction in which we operate, and these oversight functions also create the foundation for 
continuous program improvement.  

We evaluate the outputs and outcomes of its RG Program regularly, identifying priorities for 
improvement and evolving of program areas over time. This process involves undertaking needs 
assessments, reviews of research and knowledge, and the ability to measure outcomes and impacts. 

OOnnggooiinngg  oovveerrssiigghhtt  ggooeess  bbeeyyoonndd  ccoommpplliiaannccee  ttoo  ccoonnssiiddeerr  eevvaalluuaattiioonn  aanndd  ccoonnttiinnuuoouuss  
iimmpprroovveemmeenntt  ooff  HHaarrdd  RRoocckk’’ss  pprrooggrraamm.. 

HARD ROCK RESPONSIBLE GAMING PROGRAM  

PARTNERING WITH INDEPENDENT ORGANIZATIONS 

Wherever Hard Rock branded casinos operate, we work to collaborate with local organizations that 
provide gambling treatment and responsible gaming education and outreach efforts.  

In Florida, the corporate headquarters of Hard Rock, we partner with the Florida Council on 
Compulsive Gambling, Inc. (FCCG). Established in 1988, is a not-for-profit 501(c)(3) educational and 
advocacy organization, under contract with Florida State government and the gaming industry. The 
FCCG maintains a neutral stance on legalized gambling, while seeking to assist citizens in need of 
support. The FCCG is one of more than 30 state affiliates of the National Council on Problem 
Gambling. 

The FCCG's partnership with the Seminole Tribe of Florida began over two decades ago, with the 
creation of the first ever responsible gaming program in the State of Florida. Today, Hard Rock 
continues to value and has invested in strong partnerships, as we seek to build upon our early 
leadership position with responsible gaming in the gaming industry.  

Additional programs and services offered for problem gamblers, loved ones, and other individuals 
and organizations through the FCCG's statewide, toll- free, confidential, and multilingual 24-hour 
Problem Gambling HelpLine, include peer supports, financial and legal resources, population-
specific prevention, education and outreach programs. For counseling and health professionals the 
FCCG provides compulsive gambling certification training, continuing education opportunities, 
while also advocating for consumers before  local,  state, and  federal  policymakers. 
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Reinstatement:  
• Any self-excluded person is permitted, upon the expiration of a one-year or five-year period of self-

exclusion, to request to return to gaming properties.
• Removal from self-exclusion will occur automatically at end of one-year and five-year self-exclusions.
• Those choosing “lifetime” may not request reinstatement and return to Hard Rock properties for a 

minimum of five years.

EVALUATION & REPORTING 

Dashboards and scorecards track performance at properties and are tabulated for corporate 
reporting.  

Tracking and reporting performance inform controls that support regulatory compliance in each 
jurisdiction in which we operate, and these oversight functions also create the foundation for 
continuous program improvement.  

We evaluate the outputs and outcomes of its RG Program regularly, identifying priorities for 
improvement and evolving of program areas over time. This process involves undertaking needs 
assessments, reviews of research and knowledge, and the ability to measure outcomes and impacts. 

OOnnggooiinngg  oovveerrssiigghhtt  ggooeess  bbeeyyoonndd  ccoommpplliiaannccee  ttoo  ccoonnssiiddeerr  eevvaalluuaattiioonn  aanndd  ccoonnttiinnuuoouuss  
iimmpprroovveemmeenntt  ooff  HHaarrdd  RRoocckk’’ss  pprrooggrraamm.. 

HARD ROCK RESPONSIBLE GAMING PROGRAM  

PARTNERING WITH INDEPENDENT ORGANIZATIONS 

Wherever Hard Rock branded casinos operate, we work to collaborate with local organizations that 
provide gambling treatment and responsible gaming education and outreach efforts.  

In Florida, the corporate headquarters of Hard Rock, we partner with the Florida Council on 
Compulsive Gambling, Inc. (FCCG). Established in 1988, is a not-for-profit 501(c)(3) educational and 
advocacy organization, under contract with Florida State government and the gaming industry. The 
FCCG maintains a neutral stance on legalized gambling, while seeking to assist citizens in need of 
support. The FCCG is one of more than 30 state affiliates of the National Council on Problem 
Gambling. 

The FCCG's partnership with the Seminole Tribe of Florida began over two decades ago, with the 
creation of the first ever responsible gaming program in the State of Florida. Today, Hard Rock 
continues to value and has invested in strong partnerships, as we seek to build upon our early 
leadership position with responsible gaming in the gaming industry.  

Additional programs and services offered for problem gamblers, loved ones, and other individuals 
and organizations through the FCCG's statewide, toll- free, confidential, and multilingual 24-hour 
Problem Gambling HelpLine, include peer supports, financial and legal resources, population-
specific prevention, education and outreach programs. For counseling and health professionals the 
FCCG provides compulsive gambling certification training, continuing education opportunities, 
while also advocating for consumers before  local,  state, and  federal  policymakers. 
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PLAYERSEDGE PROGRAM SCHEDULE 

IMPLEMENTATION and OPERATIONAL ACTION ITEM COMPLETION DATE 

1. Assign PlayerEdge Lead, accountable to GM

2. Guest-facing team members assigned and  complete “Frontline
Fundamentals” online training module

3. PlayersEdge-branded materials and digital messages distributed
on gaming floor (see attached “PlayersEdge Floorplan” document)

4. “Supervisor Support” classroom training assigned and completed
by Supervisors and Managers

Pre-opening 

Pre-opening 

Pre-opening 

2 months after opening date 

5. PlayersEdge team meetings:
• Launch Meeting

• Ongoing meetings with Hard Rock corporate
responsibility team

• Week of Supervisor
Support training

• Quarterly

6. Education messages refreshed: one “get help” message + one
“tips and facts” message

• Quarterly

7. FOH and BOH educational activations to mark annual events:
• Responsible Gaming Awareness Week
• Problem Gambling Awareness Month

• Annually every September
• Annually Every March

REPORT FOR QUARTER 4 OF 2021

FLOOR PLAN: MESSAGES & COLLATERAL BY FLOOR LOCATION

Digital messages -- List two messages in rotation this quarter, including dates uploaded and
removed: Whats an Easy Table Game to Play / What happens when I contact 1-800-Gambler?

Screen Location - to include 
Rack Cards % of screen time  # impressions

• Endcaps 4% 943K 

Security Podium # pieces taken this quarter # total pieces for YTD

•  Self-Exclusion brochure/Get help
brochure 24 105

•  Tri-fold PlayersEdge (“Mission”)
brochure 11 109

Cage # pieces taken this quarter # total pieces for YTD

•  Self-Exclusion brochure/Get help
brochure 24 24

•  Tri-fold PlayersEdge (“Mission”)
brochure - TOTAL 31 31

Sportsbook # pieces taken this quarter # total pieces for YTD

•  Tri-fold PlayersEdge (“Mission”)
brochure - TOTAL 9 9

Tables # pieces taken this quarter # total pieces for YTD

•  Tri-fold PlayersEdge (“Mission”)
brochure - TOTAL 21 31

•  How To Play Brochures - TOTAL 90 260

Marketing/Wildcard Reward # pieces taken this quarter # total pieces for YTD

•  Tri-fold PlayersEdge (“Mission”)
brochure - TOTAL 75 485

Credit Office # pieces taken this quarter # total pieces for YTD

•   Self-Exclusion brochure/Get help
brochure 0 8

•  Tri-fold PlayersEdge (“Mission”)
brochure 4 14

Banner Bugs poster in place Amount

• Get Help If you need it poster 2 2

RESPONSIBLE GAMING 
PROGRAM  

RESPONSIBLE GAMING 
PROGRAM  

PROPERTY 
SAMPLE



JUNE 25,  2025 HARD ROCK AT METROPOLITAN PARK19

EVALWORK6.HARDROCK.PROBLEMGAMBLING

HARDROCK.PROBLEMGAMBLING

CONFIDENTIAL  |   MONTH XX,  2022 HARD ROCK (H.R.) NEW YORK LIMITED27

HARD ROCK RESPONSIBLE GAMING PROGRAM  

PLAYERSEDGE PROGRAM SCHEDULE 

IMPLEMENTATION and OPERATIONAL ACTION ITEM COMPLETION DATE 

1. Assign PlayerEdge Lead, accountable to GM

2. Guest-facing team members assigned and  complete “Frontline
Fundamentals” online training module

3. PlayersEdge-branded materials and digital messages distributed
on gaming floor (see attached “PlayersEdge Floorplan” document)

4. “Supervisor Support” classroom training assigned and completed
by Supervisors and Managers

Pre-opening 

Pre-opening 

Pre-opening 

2 months after opening date 

5. PlayersEdge team meetings:
• Launch Meeting

• Ongoing meetings with Hard Rock corporate
responsibility team

• Week of Supervisor
Support training

• Quarterly

6. Education messages refreshed: one “get help” message + one
“tips and facts” message

• Quarterly

7. FOH and BOH educational activations to mark annual events:
• Responsible Gaming Awareness Week
• Problem Gambling Awareness Month

• Annually every September
• Annually Every March

REPORT FOR QUARTER 4 OF 2021

FLOOR PLAN: MESSAGES & COLLATERAL BY FLOOR LOCATION

Digital messages -- List two messages in rotation this quarter, including dates uploaded and
removed: Whats an Easy Table Game to Play / What happens when I contact 1-800-Gambler?

Screen Location - to include 
Rack Cards % of screen time  # impressions

• Endcaps 4% 943K 

Security Podium # pieces taken this quarter # total pieces for YTD

•  Self-Exclusion brochure/Get help
brochure 24 105

•  Tri-fold PlayersEdge (“Mission”)
brochure 11 109

Cage # pieces taken this quarter # total pieces for YTD

•  Self-Exclusion brochure/Get help
brochure 24 24

•  Tri-fold PlayersEdge (“Mission”)
brochure - TOTAL 31 31

Sportsbook # pieces taken this quarter # total pieces for YTD

•  Tri-fold PlayersEdge (“Mission”)
brochure - TOTAL 9 9

Tables # pieces taken this quarter # total pieces for YTD

•  Tri-fold PlayersEdge (“Mission”)
brochure - TOTAL 21 31

•  How To Play Brochures - TOTAL 90 260

Marketing/Wildcard Reward # pieces taken this quarter # total pieces for YTD

•  Tri-fold PlayersEdge (“Mission”)
brochure - TOTAL 75 485

Credit Office # pieces taken this quarter # total pieces for YTD

•   Self-Exclusion brochure/Get help
brochure 0 8

•  Tri-fold PlayersEdge (“Mission”)
brochure 4 14

Banner Bugs poster in place Amount

• Get Help If you need it poster 2 2

RESPONSIBLE GAMING 
PROGRAM  

RESPONSIBLE GAMING 
PROGRAM  

PROPERTY 
SAMPLE
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BOH PLAN: MESSAGES FOR TEAM MEMBERS

Digital messages -- BOH Video on Learn to Play

Screen Location % of screen time  # impressions

• EDR: 8 TVs

•  Other locations (list):
5 other BOH TV

7% 50,000 

7% 37,000

• Redeapp
Date 7% 50,000 

12/15/2021 1 3,476

•  Email
Communications:

12/23/2021 1 700

Message Board & Sound Check Weeks per message posting # impressions

•  Message board
location(s) (list):

2 BOH Wall
Locations 1 per quarter

•  Dates that sound
check delivered:

12/24/2021 1

SELF-EXCLUSION: CUMULATIVE TOTALS

Q4 Self Exclusions Reinstatements over last
12 months

28 90

SUPERVISOR INTERACTIONS: GUESTS SHOWING RISK & HARM SIGNS

Brick & Mortar

Signs Observed TOTAL for ANNUAL TOTALS

•  Visible behavior 3 4

•  Extended play 3 5

• Player comments 1 4

• Aggression 7 7

Actions Taken TOTAL for ANNUAL TOTALS

•  Suggested break 11 13

•  Support service referral 3 5

-Brochure given 2

• Suggest self-exclusion 2 3

-Brochure given 2 3

Online Gaming

Amount RG Info Sent Closed

•  Visible behavior 6 6 6

•  Extended play 0 0 0

• Player comments 1 1 0

A description of whether the Applicant and, as applicable, the Operator plans to 
establish employee assistance programs, including those relative to substance 
abuse and problem gaming.

The Applicant plans to establish employee assistance programs, including those concerning substance 

abuse and problem gambling. The Applicant offers a comprehensive benefits package that helps our 

Team Members stay healthy, plan for their future and maintain a healthy work-life balance.

These benefits include access to our existing Employee Assistance Program (EAP) through 

SupportLinc. Team Members can get access via web, texting, or a phone call. If team members are 

struggling with substance abuse, they may access the resources here and will have access to up to 

three (3) no costs counseling sessions. The EAP resources also include expert guidance to help address 

and resolve everyday issues to include; but are not limited to, stress, depression, anxiety, relationship 

issues, and financial counseling.

Additional benefits information the company will provide includes:

•  Livongo – Team members that are enrolled in our medical plan have access to a free diabetes

program through Livongo at no additional cost. The Livongo for Diabetes Program makes living

with diabetes easier by providing you with a meter, unlimited strips, and coaching.

» FREE Advanced Blood Glucose Meter: Provides real-time tips and automatically uploads

your blood glucose readings.

» FREE Unlimited Strips and Lancets: When you are about to run out, Livongo ships more

supplies, right to your door.

»  One-on-one Coaching Anytime: Expert coaches available via chat, text or phone that give

advice on diet, lifestyle and more.

•  Hinge Health – Team members that are enrolled in our medical plan have access to a free

musculoskeletal program through Hinge Health. Hinge Health offers personalized exercise therapy

for team members that have muscle and joint pain at no cost.

•  Flex Spending Plan– Optional pre-tax accounts that provide opportunities to set aside money to

pay for certain healthcare and dependent day care expenses

•  Paid Time Off – Based on length of service and employment status

•  Wellness Programs – Designed to support healthy behavior in the workplace and to improve

health outcomes
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A description of signs, alerts and other information that will be available in the 
proposed Gaming Facility to identify resources available for those affected by 
gambling related problems, including the New York State Office of Alcoholism and 
Substance Abuse Services (OASAS) HOPEline (1-877-8-HOPENY).

The PlayersEdge program conveys information through printed materials, including signs or posters, 

along with digital screen messages. These messages refer guests to local counseling and assistance 

resources for those affected by gambling related problems, such as the New York State Office of 

Alcoholism and Substance Abuse Services (OASAS), HOPEline (1-877-8-HOPENY), or other mandated 

phone numbers. Hard Rock Metropolitan Park has entered into memoranda of understanding with local 

organizations to provide support for its responsible gaming program, as discussed in greater detail 

below. Contact information for those local organizations that provide counseling services will also be 

included in the PlayersEdge materials. These communications will be found in the gaming areas of the 

proposed Hard Rock Metropolitan Park Integrated Resort.

PlayersEdge messaging is always written with plain, clearly understandable language. Please 

see examples of helpline messages and signs below. Hard Rock Integrated Resort will include a 

PlayersEdge message: “If you or someone you know has a gambling problem, help is available. Call 

(877-8-HOPENY) or text HOPENY”. Signs and stickers shall be prominently posted according to 

requirements from the Commission, and typically are within 50 feet of each entrance and exit, and 

affixed to each ATM, cash dispensing and change machine in the facility. In addition to printed posters, 

the same messages are conveyed on digital screens throughout the casino, assigned 5-10 percent of 

digital screen time. 
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As referenced in Section 1: “Onsite Resources for Problem Gambling,” above, posters and digital 

messages are one part of the overall PlayersEdge floorplan and reporting.

Marketing or advertising materials offered to guests and the public, including signs, billboards, print, 

radio and television advertisements will contain a mandatory gambling assistance message: “If you or 

someone you know has a gambling problem, help is available. Call (1-877-8-HOPENY) or text HOPENY” 

or a similar message, as required by the Commission. Signage will be available in languages primarily 

spoken by individuals in the community.

Signs will address other areas of compliance, such as:

• �Criminal trespass related to self-excluded people who contravene their exclusion to enter the 

gaming floor or engaging in gaming activities.

• �Barring entry to the gaming floor for those under the age of 21 (or 18 years of age for poker).

These signs will be posted in locations, as required by the Commission for example, within a specified 

distance from each entrance and exit of the gaming floor. 

Other types of marketing communications messages will 

also contain the above referenced “help” information 

to support those who may be experiencing a gambling 

problem, based on requirements of the Commission, such 

as: the height of the font used for the gambling assistance 

message in signs, direct mail marketing materials, posters, 

websites, print advertisements, for video and television 

advertisements, and social media messages. 

Accountability for these requirements will belong to the 

Hard Rock Metropolitan Park Marketing Manager or similar 

position, who is responsible for reviewing all signs and 

materials offered to the public and for submitting signs and 

materials to the Commission if required.
If you or someone you know has a gambling problem and wants help, Call 1-800-GAMBLER.

FEEL LIKE YOU 
CAN’T LEAVE?
Our goal: to provide a safe and healthy gaming 
environment for all of our guests.

For those who feel they’re no longer in control
of their gambling habits, Hard Rock New York
offers enrollment in the State Voluntary
Exclusion Program (VEP).

 
 

 
 

Get additional information,
including help resources, by visiting
www.PlayersEdge.org
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A description of the initial and ongoing training that will be used to help Gaming 
Facility employees identify those who may have gambling-related problems, or self-
identify, and assist them to obtain help for those problems.

Hard Rock Metropolitan Park will provide initial and ongoing PlayersEdge training to help employees 

identify those who may have gambling-related problems. Hard Rock Metropolitan Park will work to 

deliver any additional mandatory training required by the Commission or State, should any be required 

by the New York Council on Problem Gambling.

Hard Rock Metropolitan Park Responsible Gaming training will also be a foundational part of employee 

skill development, engagement, and culture-building. Training was co-created with external experts, 

including the Florida Council on Compulsive Gambling and Dr. Rory Reid, a California-based problem 

gambling clinician and academic researcher, based on proven principles and approaches, and adapted 

to the operational realities of gaming environments. Training focuses on identifying ‘red flag’ behavior, 

improving employee interactions with players, and helping employees understand and embrace 

their roles to positively affect the player experience. There are three distinct training programs to 

train all guest-facing employees and supervisors: Frontline Fundamentals, Supervisor Support and 

Fundamentals Refresher.

“FRONTLINE FUNDAMENTALS”

30-minute online module: All guest-facing employees learn the basics of problem gambling, behavior 

signs observed on the gaming floor, actions they can take, and when to escalate to more senior 

managers. Specifically:

• �Employees’ role includes working to prevent and reduce harmful gambling 

• �Employees learn to play this role by promoting: informed player choices about gambling, 

education and the encouragement of healthy play habits; referring those who seek help to 

counseling and support services; building a base of sustainable players who can gamble safely 

over the long term 

• �Definitions of responsible and problem gambling 

• �Basics of gambling addiction, comparison to alcohol addiction 

• �The prohibition of underage gambling, the prohibition of gambling by intoxicated patrons, and the 

identification and ejection of excluded and self-excluded persons 
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• �Understanding player behavior based on segments: new, casual, regular, and those experiencing 

risk and harm, and how to recognize detailed red-flag signs by segment 

• �When and how to respond and provide information, and when and how to report to supervisory 

employees 

• �The availability and distribution of print and digital materials to educate patrons about compulsive 

and problem gambling and to inform them about treatment services available, including a list of 

community, public and private treatment services

• �The role of treatment services and self-exclusion 

• �The RAAP interaction method: Recognize, Approach, Ask Permission, Provide Information 

• �The identity of individuals showing possible signs of problem gambling is always kept confidential

Employees must earn a score of 80 percent on a final test to successfully complete the training. This 

module is completed by employees once every three years, when it is updated. Certification processes 

verify that each employee has completed the required training and annual reinforcement training.

“SUPERVISOR SUPPORT” 

Two-hour classroom training: Managers and supervisors complete Frontline Fundamentals before 

attending classroom instruction. This class setting offers: 

• �Interactive learning. 

• �Role-playing and scenario-driven discussions to enhance skills for intervening with guests who 

demonstrate riskier behavior and present challenging situations. 

• �Coaching on ‘difficult conversations’ with their team members, including how to frame outcomes 

for guests experiencing harm, while expressing care, empathy, and compassion. 

• �Emphasis on the critical step of coaching employees on always “asking permission” before 

providing a player with information. If someone does not want help, do not force it on them. 

This training is taken every three years, when it is updated. Certification processes verify that each 

employee has completed the required training and annual reinforcement training. 

Attached as EvalWork6.HardRock.ProblemGambling.Attachment-2 is the PlayersEdge Supervisor 

Support Responsible Gaming Training.
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“FUNDAMENTALS REFRESHER” 

15-minute training that highlights key areas of skills and knowledge from the 30-minute “Frontline 

Fundamentals”, and all guest-facing employees take this every year. It is updated every three years. 

To inform and enable employees’ support for players, the Hard Rock PlayersEdge program conducts 

regular education programs, including back-of-house activations that reinforce key areas of knowledge 

and skills. 

Hard Rock Metropolitan Park also intends to partner with local organizations to develop cultural 

competence training designed to ensure all intervention accounts for cultural differences. Additional 

information on these potential partnerships is included in a later section of this response.

A description of the exclusion policies that will be available for Gaming Facility 
patrons and employees, including the process to notify individuals of the availability 
of self-exclusion, the steps that will be taken to assist those who request exclusion 
and steps that will be taken to assure that excluded patrons are identified before 
gaining access to the gaming floor.

Hard Rock casinos all offer a self-exclusion option, and it will be available for Hard Rock Metropolitan 

Park patrons and employees, too. Hard Rock Metropolitan Park will have a process to notify individuals 

about the availability of self-exclusion and to assist those who request exclusion, and it will take steps 

to identify excluded patrons before they gain access to the gaming floor.

Hard Rock Metropolitan Park's Self-Exclusion program will provide printed material, such as rack 

cards or brochures throughout the facility to explain self-exclusion and provide those interested with 

registration forms. Messages promoting the availability of self-exclusion will also be included on digital 

screens throughout the casino. All employees will be trained on protocols for steps to take should 

they encounter a guest seeking self-exclusion, including which employees to contact (or Commission 

personnel, if required) to conduct the self-exclusion intake interviews and registration meetings. 

Hard Rock Metropolitan Park will prohibit self-excluded persons from gambling, and will cease all 

direct marketing communications (such as email, text, and direct mail promotions) with the excluded 

individual for the period of their exclusion.

Hard Rock Metropolitan Park will post signage prominently at all entrances to its facility indicating 

that a person enrolled in self-exclusion will be subject to arrest for trespassing if the person is on the 
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gaming floor, and other restricted spaces, such as in areas off the gaming floor where, for example, 

contests or tournaments are conducted. The Integrated Resort will also use facial recognition 

technology to detect people in self-exclusion who may attempt to enter the gaming floor. 

The Security Department maintains the official self-exclusion database. If the Commission or a third 

party maintains the official self-exclusion database in New York, processes will be created to notify 

Hard Rock Metropolitan Park of additions, deletions, changes, and other updates necessary to manage 

people enrolled in self-exclusion. This data typically include name, date of birth, address of current 

residence, telephone number, Social Security Number (when voluntarily provided by the person 

requesting self-exclusion), physical description of the person, and a photograph of the person’s face. 

Subject to Commission regulations, some exceptions may allow for people enrolled in self-exclusion 

to access casino spaces, including the gaming floor or areas off the gaming floor where contests or 

tournaments are conducted, if for example the following apply: 

• �The individual is carrying out duties of employment or incidental activities related to employment: 

• �The security department and the Commission have received prior notice;

• �Access to the gaming floor or areas off the gaming floor where contests or tournaments are 

conducted is limited to the time necessary to complete the individual’s assigned duties; and 

• �The individual does not otherwise engage in any gaming activities.

 

Subject to Commission regulations, self-excluded people who are found attempting to enter, or who 

have already entered a casino will be subject to removal and other consequences such as a trespass. 

Security will: immediately notify the appropriate commission or authority; remove the excluded 

person from the facility; and, document the investigation in an incident report in the database. If a 

self-excluded patron (or an individual that has been ejected), is later observed at the gaming facility 

prior to their exclusion term’s expiration date, the patron will be subject to escalating consequences, 

depending on Commission regulations.
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A description of plans to coordinate with local providers to facilitate assistance and 
treatment for those with gambling- related problems and plans to develop prevention 
programs targeted toward vulnerable populations. Provide copies of any contracts, 
agreements or other understandings evidencing such coordination plans. 

Hard Rock Metropolitan Park will coordinate with New York Council on Problem Gambling 

(NYCPG), the New York State Office of Alcoholism and Substance Abuse Services (“OASAS”) for 

hotline services and treatment referrals, and when appropriate with the National Council on Problem 

Gambling (NCPG), and any other local affiliate council, to promote and facilitate assistance and 

treatment for those with gambling-related problems. Hard Rock's PlayersEdge program also requires 

all Hard Rock casinos to collaborate in various ways with local problem gambling treatment and 

support service agencies.

In addition, Hard Rock Metropolitan Park plans to develop prevention programs targeted toward 

vulnerable populations. Hard Rock works in local jurisdictions with state and community-based 

addiction prevention programs developed by public health and addictions experts that target 

vulnerable populations. The PlayersEdge program that will be offered at Hard Rock Metropolitan Park 

will supplement and complement external prevention programs developed by the National Council on 

Problem Gambling (“NCPG”), NYCPG, OASAS and others.

Hard Rock Metropolitan Park has signed memoranda of understanding with each of the following local 

organizations:

• �Elmcor Youth & Adult Activities, Inc. ("Elmcor”): Elmcor, founded in 1965, is one of the largest 

non-profit community-based service agencies in Queens. It serves youth, young adults, and seniors 

through a variety of programs. Among other things, Elmcor provides comprehensive behavioral 

health services through outpatient and residential programs. A copy of the Memorandum of 

Understanding with Elmcor is attached as EvalWork6.HardRock.ProblemGambling.Attachment-3.

• �Hamilton-Madison House, Inc. (“Hamilton-Madison House”): Hamilton-Madison House was 

founded in 1898 as a settlement house that offered social services and educational programs 

to immigrants in Manhattan’s Lower East Side. Today, it continues to operate there and in 

Corona, Queens, offering behavioral health services, among other programs. Hamilton-Madison 

House is a leading provider of behavioral health services for New York City’s Asian community, 

and it provides culturally and linguistically sensitive counseling services, including a Gambling 

Prevention Program. A copy of the Memorandum of Understanding with Hamilton-Madison House 

is attached as EvalWork6.HardRock.ProblemGambling.Attachment-4.



JUNE 25,  2025 HARD ROCK AT METROPOLITAN PARK28

EVALWORK6.HARDROCK.PROBLEMGAMBLING

• �Korean Community Services (“KCS”): KCS acts as a bridge between Korean immigrants and 

the wider community to support full integration into society. A non-profit organization located 

in Queens, KCS provides culturally competent programming on issues including education, 

immigration services, workforce development, public health, and mental health. A copy of the 

Memorandum of Understanding with KCS is attached as EvalWork6.HardRock.ProblemGambling.

Attachment-5.

• �Korean American Family Service Center (“KAFSC”): Founded in 1989, KAFSC was the first anti-

domestic violence organization dedicated to service the Korean American community in the 

New York tri-state area. It has grown into a bilingual and bicultural organization serving the 

needs of immigrant families with holistic counseling, education, and advocacy programs. A 

copy of the Memorandum of Understanding with KAFSC is attached as EvalWork6.HardRock.

ProblemGambling.Attachment-6. 

Under these agreements, Hard Rock Metropolitan Park and each of these organizations have agreed to 

enter good faith negotiations for definitive agreements to partner to develop and implement various 

components of Hard Rock Metropolitan Park’s responsible gaming program. Specific areas of intended 

collaboration include:

• �Designing and implementing public education campaigns concerning gambling literacy, the risks 

of gambling, signs of problem gambling, encouraging responsible gaming, and promoting the 

availability of counseling and other social and behavioral services;

• �Designing, implementing, and providing culturally sensitive employee training programs, informed 

by the needs of the local community, related to the prevention of problem gambling, including, 

but not limited to, how to identify problem gaming signs and intervene in culturally respectful 

ways;

• �Providing culturally competent behavioral and support services related to problem gambling to 

impacted players; and

• �Research projects to contribute to the understanding of gambling behavior and unique needs of 

Queens and the broader New York City metropolitan area.

Hard Rock Metropolitan Park has also agreed to a request from the Queens Borough President to tailor 

its activities locally in a way that reduces unintended impacts to at-risk communities. This agreement 

includes a pledge to avoid targeted advertising to vulnerable populations in surrounding communities, 

as well as adhering to best practices from the American Gaming Association Responsible Gaming Code 

of Conduct, which prioritizes responsible advertising practices as a core value.
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Hard Rock Metropolitan Park will also promote Gamblers Anonymous or GAM-ANON meetings 

throughout New York and the Queens County area. 

Hard Rock Metropolitan Park will provide and direct, patrons to the location of printed material 

to inform patrons about compulsive and problem gambling, responsible gaming, voluntary credit 

suspension program, the self-exclusion program and treatment options. 

Hard Rock Metropolitan Park will provide the following information in display cases located near the 

main entrance of the gaming floor and at the Security Office. The Player’s Club Booth, Credit Booth 

and Cashier Cage will have the Responsible Gaming rack card and treatment options. 

• Responsible Gaming rack card 

• Self-Exclusion rack card 

• Self-Exclusion form 

• Treatment options 

• OASAS palm card 

• Voluntary Credit Suspension Brochure (if provided by the Commission) 

• Treatment provider list (if provided by the Commission, NYCPG or OASAS), and 

• Gamblers Anonymous Directory with times and locations of local meetings 

All employees will be familiar with the location of the information and will be able to direct patrons to 

the information, including the printed collateral where it appears, including the backside of all Player 

Club cards. The information reads: “If you or someone you know needs help, Hope is available. Call 

1-877-8-HOPENY,” and to the information on the backside of all ticket vouchers, which provides the 

phrase “24 HOUR PROBLEM GAMBLING HOPELINE: 1-877-8-HOPENY.”

No identified data for information requests are entered into any player tracking system.

Hard Rock has a long-standing history of collaborations and relationships with problem gambling 

agencies, such as the Florida Council on Compulsive Gambling, Inc. ("FCCG"), extending back to 1994. 

The two organizations collaborate on the development and delivery of training, education programs 

and activations, as well as research. For example, Hard Rock supported FCCG’s Online Program for 

Problem Gamblers ("OPPG"), which allows any gambler seeking help to receive online interactive 

support immediately, on-demand. Additional information on OPPG is provided later in this response.
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Other relationships include being a funding partners of the International Center for Responsible 

Gaming; direct collaborators on a study examining the efficacy of pre-commitment tools with Carleton 

University (Ottawa, Canada); active member of the Ottawa Gambling Harms Prevention Network; Gold 

Members of the National Council on Problem Gambling; and annual sponsors of regional events such as 

the Ohio Problem Gambling Conference. 

The development and operations of the PlayersEdge responsible gambling program are entirely funded 

by Hard Rock. Ongoing collaborations help to inform the program’s development and evolution. This 

knowledge is derived from active participation in, dialogue with, and tracking of research and leading 

practice development globally, including the work of:

 
INDEPENDENT BODIES 

• �Florida Council for Compulsive Gambling 

• �International Gaming Institute – UNLV 

• �International Center for RG (USA) 

• �Gamble Aware (UK) 

• �GamCare (UK) 

• �UK Gambling Commission 

• �Gambling Research Exchange (UK/Canada) 

• �Alcohol & Gaming Commission of Ontario 

• �National Council for Problem Gambling (USA) 

• �Responsible Gambling Council (Canada) 

• �Japan Sustainable Responsible Gaming 

• �New South Wales Office of Responsible Gambling (Australia) 

• �Problem Gambling Network of Ohio 

INDUSTRY 

• �American Gaming Association 

• �North American Association of State and Provincial Lotteries 

• �Canadian Gaming Association 

• �Canadian Responsible Gambling Association 
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A description of the processes proposed to address problem gambling at the other 
facilities it owns or controls, the effectiveness of those processes, and the metrics the 
Applicant will use to determine the effects. 

As previously noted, Hard Rock's PlayersEdge will be implemented at Hard Rock Metropolitan Park. 

The comprehensive program supports guests experiencing problems with gambling, and helps to 

prevent problems amongst new, casual and regular players. 

The historic efforts of PlayersEdge include integrating its policies, procedures and program elements 

into business operations, such as training and culture-building, player education, and the promotion of 

referral services.

Additional information with regard to the PlayersEdge program is broken down below. 

 
OTHER PLAYERSEDGE PROGRAM HIGHLIGHTS 

The following initiatives illustrate how PlayersEdge lives within Hard Rock casinos. 

 GOALS

EDUCATION & TRAINING: Educating guests 
and empowering team members to help 
sustain healthy gambling habits, and mitigate 
problematic behavior

INTERVENTIONS: Promoting mental health, 
enabling access to addiction treatment 
services.

 MEASURES 
 & PROGRESS

Responsible gambling player education is 
integratied into training:
• �221 million views of education messages on 

casino floors since 2021
• �18,234 team members trained online
• �2,100+ supervisors trained in classroom
• �92% of team members report improved 

knowledge and skills, in evaluation

• �49% annual average increase in Florida 
casino-goers seeking treatment with 
PlayersEdge program since 2021

• �18,740 team members received ongoing 
education (apps & pre-shift meetings)

• �100+ hours of in-person education to team 
members at 12 casinos, twice each year from 
local support agencies

• �$23.5 million funded to the Florida Council on 
Compulsive Gambling since 1994

 PLANS

• �Expand education messages
• �Develop performance measurements for 

team member skills, player knowledge and 
behavior

• �Evolve, enhance team member training
• �Targeted, role-specific reinforcements for 

intervening with "red-flag" behavior
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1. BACK-OF-HOUSE ACTIVATIONS TO REINFORCE TRAINING 

At each of Hard Rock's properties, Responsible Gaming (RG) Leads and Teams execute policies, 

practices and program elements, seeking to increase employee engagement, and improving 

organizational knowledge of RG and problem gambling. The teams seek input from employees to plan, 

execute and assess the program’s success. Targeted initiatives include regular communications through 

multiple channels, forums, and engagements with service providers. 

To reinforce training and engage local service providers, back-of-house activations are held for team 

members and build knowledge and skills. For example, in September 2023 (Responsible Gambling 

Awareness Month) and March 2024 (Problem Gambling Prevention Month), all Hard Rock casinos 

invited local and state problem gambling agencies to educate team members on “what happens when 

someone calls a 1-800 problem gambling support line?”

The PlayersEdge Teams organized creative activities focused on resources to promote helpline 

referrals. Activities included a helpline resource quiz with helpline partner staffers who provided 

specific scenario-based resource cards in addition to distributing collateral and promotional items. 

Educational posters were displayed in Hard Rock Integrated Resort employee back-of-house areas 

via posters and electronic signage. Informational messages and were delivered via employee pre-shift 

meetings, newsletters, emails and Hard Rock's communication application (RedEapp). A highly-sought 

giveaway promoted a quiz on the PlayersEdge program and helpline partners to enhance employee 

resource knowledge in a fun and exciting way. Also promoted was the PlayersEdge.org website which 

provides how-to-play information, self-exclusion resources and helpline information for assistance 

related to responsible gaming.

2. PUBLIC EDUCATION: 

In 2019-20 Hard Rock partnered with education experts EduNetwork Partners and the Florida Council 

on Compulsive Gambling and Dr. Jeffrey Derevensky of McGill University to launch The Game Plan 

Challenge to educate teens on healthy video gaming habits, and to challenge them to create a fun 

campaign that inspires their friends. 

Over 90 percent of kids in the U.S. play some kind of video game and many participate on a regular 

basis. This kind of social gaming can be a healthy part of teenage life, but it also generates concerns, 

like the time and mental energy kids spend immersed in digital play. The risks of online, consul and 

social games are also very similar to the risks of problem gambling.
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To help teens, parents and educators navigate digital, social gaming The Game Plan Challenge offered 

fun activities and expert-informed content to explore the positive aspects of gaming, to cultivate safe 

habits, while also learning about potential risks. Results include:

• �848,250 students exposed to content 

• �56,550 educators/youth leaders exposed to content 

• �14,830 students completed curriculum across 47 states in U.S. 

3. PARTNERING TO HELP DELIVER AN ONLINE PROGRAM FOR PROBLEM GAMBLERS

 

Since the 1990s, Hard Rock has partnered with the FCCG. As a not-for-

profit educational and advocacy organization, the FCCG works to assist 

those in need of support with programs and services offered for problem 

gamblers and loved ones. Today, the two organizations collaborate 

on the development and delivery of training, education programs and 

activations, as well as research.

As previously noted, FCCG's Online Program for Problem Gamblers 

("OPPG") was created through partnership support from Hard Rock. The OPPG allows any Florida gambler 

seeking help to receive online interactive support immediately, on-demand. No insurance is needed and 

no additional payments for follow-up telehealth services are charged. The 8-week online program allows 

the user to self-pace exercises, videos, and readings, while interactive questionnaires provide individual 

feedback on participant results from licensed mental health professionals.

4. INVESTING IN KNOWLEDGE FOR SAFER GAMBLING 

Hard Rock is a contributor to the International Center for 

Responsible Gaming ("ICRG"). Through the fund we support 

ICRG’s efforts to build knowledge related to developing effective 

responsible gambling and public health strategies. 

In August 2022, Hard Rock provided funding of $200,000 to the ICRG to support research and 

education programs, specifically investigating the impact of gambling on young adults. The research 

funds seek to expand knowledge, and currently a global competition is underway to select the 

scientists to undertake research.
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In October 2021, Hard Rock contributed to the ICRG’s Sports Wagering Research Fund, created and 

administered by the ICRG, which awarded a three-year grant of $401,930 to Bowling Green State 

University to conduct a large scale, national study of sports-wagering behaviors in the United 

States. The study will assess the prevalence of sports-wagering amongst American adults, identify 

risk factors for problematic sports-wagering behaviors, and explore how technology influences sports 

betting.

A description of whether the Applicant and, as applicable, the Operator plans to 
establish employee assistance programs, including those relative to substance abuse 
and problem gaming. 

Hard Rock Metropolitan Park plans to establish employee assistance programs, including those 

concerning substance abuse and problem gambling, through Hard Rock. Hard Rock offers a 

comprehensive benefits package that helps our Team Members stay healthy, plan for their future and 

maintain a healthy work-life balance.

These benefits include access to our existing Employee Assistance Program (EAP) through 

SupportLinc. Team Members can get access via web, texting, or a phone call. If team members are 

struggling with substance abuse, they may access the resources here and will have access to up to 

three (3) no costs counseling sessions. The EAP resources also include expert guidance to help address 

and resolve everyday issues to include; but are not limited to, stress, depression, anxiety, relationship 

issues, and financial counseling.

Additional benefits information the company will provide includes: 

• �Livongo – Team members that are enrolled in our medical plan have access to a free diabetes 

program through Livongo at no additional cost. The Livongo for Diabetes Program makes living 

with diabetes easier by providing you with a meter, unlimited strips, and coaching. 

 » FREE Advanced Blood Glucose Meter: Provides real-time tips and automatically uploads your 

blood glucose readings. 

 » FREE Unlimited Strips and Lancets: When you are about to run out, Livongo ships more 

supplies, right to your door. 
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 » One-on-one Coaching Anytime: Expert coaches available via chat, text or phone that give 

advice on diet, lifestyle and more. 

• �Hinge Health – Team members that are enrolled in our medical plan have access to a free 

musculoskeletal program through Hinge Health. Hinge Health offers personalized exercise therapy 

for team members that have muscle and joint pain at no cost. 

• �Flex Spending Plan– Optional pre-tax accounts that provide opportunities to set aside money to 

pay for certain healthcare and dependent day care expenses; 

• �Paid Time Off – Based on length of service and employment status;

• ��Wellness Programs – Designed to support healthy behavior in the workplace and to improve health 

outcomes; 

• �Onsite Nurse – Provides outreach and support to inspire those with health risks to engage with 

providers and proactively manage their healthcare; 

• �Life Insurance – Company-provided life insurance, additional voluntary life insurance and, if 

desired, supplemental life insurance for spouse and children; 

• �401(k) Plan - Provides for savings through pre-tax payroll deductions with a Company Match and 

offering a wide range of investment options; 

• �Health Rewards premium reduction for completing a free on-site biometric screening, online health 

assessment, and a wellness visit to your doctor; 

• �Rally – A personalized wellness resource that helps Team Members make healthier choices through 

goal setting, tips, and fun health missions; 

• �Healthy Pregnancy Program provides a personalized approach with access to nurses, educational 

resources, and specialized service before, during, and after pregnancy. 

• �Smoking Cessation Program; and 

• �Virtual Visits by United Health Care provide immediate doctor visits 24/7, 365 through your home 

computer or mobile device. Physicians can prescribe medications for appropriate diagnosis. 

In addition to the above, Hard Rock has an established fund – Sunshine Fund – to assist team members 

who, through no fault of their own, face a crisis or unforeseen financial hardship. Funding is provided 

through the generosity of team members and various fundraising activities held throughout the year. 

The Sunshine Fund will be accessible to team members at Hard Rock Metropolitan Park as well.



JUNE 25,  2025 HARD ROCK AT METROPOLITAN PARK36

EVALWORK6.HARDROCK.PROBLEMGAMBLING




