British Columbia
Lottery Corporation

Service Plan
Fiscal 2002/03 – 2004/05

T ABL E O F C O N TEN TS

Message From The CEO ................................................................................... 3
Corporate Overview ......................................................................................... 4
Strategic Context ............................................................................................. 5
O ur M andat e ..................................................................................................... 5
O ur Vi sio n St at em ent ........................................................................................ 5
O ur M iss ion Sta t e men t ...................................................................................... 6
O ur Va lu es ........................................................................................................ 6
P l a n n i n g C o n t e x t An d K e y S t r a t e g i c I s s u e s . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 7
G o a l s , O b j e c t i v e s , S t r a t e g i e s An d P e r f o r m a n c e M e a s u r e s . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 1 0
Summary Financial Outlook ........................................................................... 16
Strategic Initiatives ....................................................................................... 17
Major Capital Information .............................................................................. 18

Ap p e n d i x 1 - P e r f o r m a n c e M e a s u r e D e s c r i p t i o n s . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 1 9

2

MESSAGE FROM THE CEO
On behalf of the Board of Directors and employees of British Columbia Lottery Corporation (BCLC), I am
pleased to present the Corporation’s Fiscal 2002/03 – 2004/05 Service Plan.
After more than 25 years of providing high-quality gaming entertainment to British Columbians, the
Corporation is facing new challenges and exciting opportunities. Our Service Plan is designed to meet
these challenges in a rapidly evolving industry and increasingly competitive entertainment marketplace.
This Service Plan sets new benchmarks for high-quality gaming entertainment, economic development
and social responsibility and renews our commitment to uphold the highest standards of fairness, honesty
and integrity in our mandate to conduct and manage gaming in British Columbia.
BCLC employees are proud of the revenues generated for vital public services. In fiscal 2001/02 the
Corporation will generate $600 million in net income which is distributed to Government for public service
programs. The Corporation’s Service Plan will position the organization to increase our contribution to
Government for health, social, charitable, municipal and other programs over the next three-year period
within the policy framework for gaming established by Government.
We are equally proud of our contribution in supporting communities throughout British Columbia and this
plan sets out our objectives in working with municipalities, communities and charitable organizations.
The Corporation will also continue to play a strong leadership role in the stewardship of the gaming
business in British Columbia to ensure that gaming is presented in a socially responsible manner. This
includes ensuring that appropriate problem gambling awareness, education and research programs are in
place and that appropriate treatment programs are available for the small percentage of the adult
population who experience problems with gambling.
In accordance with the requirements and spirit of the Budget Transparency and Accountability
Amendment Act, BCLC is pleased to present our Service Plan for the period April 1, 2002 to March 31,
2005.

Vic Poleschuk
President and CEO
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CORPORATE OVERVIEW

BCLC is responsible to conduct, manage and operate lotteries, casinos and commercial bingo in British
Columbia. With its headquarters in Kamloops, a marketing office in Richmond and a branch office in
Victoria, the Corporation employs a full-time equivalent (FTE) of 640 people. This includes employees
based in our three offices, as well as lottery territory sales managers, casino gaming control managers,
slot technicians and bingo support staff supporting gaming operations throughout the province.
The Corporation is projecting sales of $1.6 billion and net income of $600 million in fiscal 2001/02.
The Corporation contracts for the sale of its products through a private sector network of about 3,800
lottery retailers, 19 casinos, and 37 commercial bingo halls. The Corporation also markets linked bingo
(SuperStar) through independent bingo halls. Lottery retailers receive an industry-standard commission
rate to sell the Corporation’s online and traditional lottery products. The Corporation has partnered with
eight private sector casino service companies who provide, under contract, both casino facilities and dayto-day operational services, including casino staffing, for a service fee based on revenue generated. The
Corporation has contractual agreements with about 80 commercial, independent and charitable bingo
service providers who receive a service fee based on sales.
In fiscal 2001/02, BCLC will make significant economic contributions to British Columbia communities and
the Government of British Columbia. These benefits include more than $560 million in prizes to British
Columbians, $270 million in commissions and service fees to lottery, casino and bingo service business
partners, $85 million in purchase of goods and services, and $600 million in net income reflected in the
Government of British Columbia’s summary financial accounts.
These funds are used to support a variety of public service programs including health, social, charitable,
municipal and other Government programs as noted in Figure 1.
Gaming has also created significant direct and indirect employment opportunities in British Columbia. It is
estimated that the gaming industry is responsible for the direct employment of more than 8,500 people
and more than 5,000 indirect jobs.
Figu re 1: F is c al 2 0 01 / 02 So u r ce s of G a ming I n c o m e an d D i st ribu tion
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STRATEGIC CONTEXT

O UR M AN D AT E
Pursuant to amendments to the Criminal Code of Canada in 1969 and enabling legislation, British
Columbia Lottery Corporation was incorporated on October 25, 1984 and is continued under the
Lottery Corporation Act of British Columbia (1985). Prior to 1985, the Province of British Columbia was
a partner in the Western Canada Lottery Foundation.
As an agent of the Crown, the Province has designated the Corporation as the authority to conduct
and manage lottery schemes within British Columbia, including the marketing of nationwide and
regional lottery games in association with other provinces of Canada. Under current provincial gaming
policy, the Corporation’s mandate includes responsibility to:
• Conduct, manage and operate lottery gaming
• Conduct, manage and operate casino gaming
• Conduct, manage and operate commercial bingo gaming
In September 2001, the Corporation’s responsibilities were expanded to include the management of
horse racing in British Columbia. The Corporation’s specific role is yet to be determined.
BCLC is currently responsible to the Minister of Public Safety and Solicitor General, through a Board
of Directors appointed by Government.
O UR VI S IO N ST AT EM ENT

TO

BE A

W ORLD -C L ASS G AM I NG C ORPOR ATIO N

This vision entails the following:
• Provide world-class gaming products that are fun and entertaining and that meet or exceed
customer expectations
• Provide exceptional service to customers, business partners and each other
• Be a responsible corporate citizen
• Exceed stakeholder expectations and deliver tangible benefits for British Columbians
• Be a flexible, innovative and learning-focused organization
• Be one of the best businesses in British Columbia, recognized by our practices and reputation
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STRATEGIC CONTEXT

OUR MISSION STATEMENT

THE MISSION OF BRITISH COLUMBIA LOTTERY CORPORATION IS TO
P R O V I D E H I G H - Q U A L I T Y G A M I N G E N T E R T A I N M E N T I N A S O C I AL L Y
RESPONSIBLE MANNER FOR THE BENEFIT OF ALL BRITISH COLUMBIANS.

OUR V ALUES

INTEGRITY

WE ARE FAIR, HONEST AND TRUSTWORTHY IN THE GAMES
WE OFFER AND THE WAY WE CONDUCT BUSINESS

S O C I AL

WE GIVE CAREFUL CONSIDERATION TO THE SOCIAL VALUES
AND IMPACTS ON THE PEOPLE AND COMMUNITIES OF

BRITISH COLUMBIA IN ALL WE DO

EXCELLENCE

WE STRIVE FOR EXCELLENCE IN OUR WORK PRACTICES,
PRODUCTS AND RELATIONSHIPS

RESPECT

OUR WORKPLACE FOSTERS OPENNESS, MUTUAL RESPECT
AND INDIVIDUAL DEVELOPMENT
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PLANNING CONTEXT AND KEY STRATEGIC ISSUES
M acro T re n d s – S ca n n i n g Ah e a d
BCLC, like other major businesses, is experiencing significant changes in the environment and
marketplace in which it operates. Rapidly evolving technology, increasing competition from both within
and outside of British Columbia’s borders, the Internet, changing demographics and changes in
political and social attitudes are impacting how gaming is conducted and managed in British Columbia.
Perhaps most significantly, the responsibility to conduct and manage casino gaming in the province
places the Corporation’s business at the centre of one of British Columbia’s most sensitive public
policy issues.
The following environmental scan identifies the critical issues, opportunities and challenges ahead and
guides strategic management of the Corporation to achieve the goals and objectives as identified in
this Service Plan.
Co rpo ra t e M and at e
On September 14, 2001, Government announced a change in the gaming regulatory and operational
model for British Columbia. The five agencies responsible for gaming – Gaming Policy Secretariat,
British Columbia Gaming Commission, B.C. Racing Commission, Gaming Audit and Investigation
Office and BCLC were consolidated into two organizations – BCLC and Gaming Policy and
Enforcement Branch (GPEB). Both organizations report to the Ministry of Public Safety and Solicitor
General. GPEB is responsible for the development of policy, standards, regulation and enforcement
for all gaming in British Columbia. BCLC is responsible to conduct, manage and operate lotteries,
casinos, commercial bingo and horse racing in British Columbia. Commercial bingo and horse racing
represent new responsibilities for the Corporation.
BCLC assumed responsibility for commercial bingo January 15, 2002. The Corporation’s specific role
for the management of horse racing is yet to be fully determined.
On January 16, 2002, Government announced its intentions for casino gaming in British Columbia,
which will permit the relocation of a limited number of casinos to new full service facilities with slot
machines in willing host municipalities. This decision balances Government’s commitment to its New
Era policy on expansion of gaming and legal considerations.
Co re Se rv i c es R ev i ew
In June 2001, Government identified the Core Services Review as one of the key initiatives in the new
strategic vision for British Columbia. The Core Services Review is a comprehensive and rigorous
examination of all provincial programs, activities and business units with the overall objective of
ensuring government is efficient and effective. While the outcome of this comprehensive review on the
Corporation is still under development, it is the organization’s goal in fiscal 2002/03 to assume
responsibility for commercial bingo and manage existing operations with a reduction in general
operating costs.
This Service Plan may be amended based on further policy direction from Government and the
outcome of the Core Services Review, which is expected to be completed in the Spring of 2002.
P rodu ct s an d M ar k et s
The Corporation currently markets three major forms of gaming entertainment in British Columbia ―
lottery, casino and bingo. Lotteries have been part of the retail market in British Columbia for 28 years
and are considered a mature product. Over the last five-year period, growth in lottery sales has
roughly matched inflation.
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PLANNING CONTEXT AND KEY STRATEGIC ISSUES
While casinos have been part of the British Columbia marketplace for some time, only since the
Government policy decision to introduce slot machines in 1997 have casinos become a significant
generator of gaming revenue for the province. While there is still considerable growth opportunity for
casino gaming in British Columbia, moderate growth is forecast and will be within the framework of
Government’s policy for casino gaming.
Bingo is probably the oldest form of gaming in British Columbia. In recent years, the bingo market in
British Columbia and Canada has been declining, primarily due to changing demographics, technology
and competition from other forms of gaming entertainment. With the Corporation assuming
responsibility for commercial bingo on January 15, 2002, the organization believes there are
opportunities for growth through the upgrading of facilities and the development of innovative new
products.
T ech n o lo g y
Rapidly evolving communications and entertainment technologies mean new competition, additional
costs and changing customer expectations. The Internet is dissolving historical commercial and
geographic barriers, but technology is also bringing new efficiencies, new markets and new products.
The Corporation is acting to ensure that enabling technologies and skills are in place to support new
revenue opportunities, innovation and operational effectiveness. New technologies and e-business
operations will be active by 2003/04, together with new in-house capacity to adopt and modify new
technologies to meet the Corporation's business requirements.
Comp et iti o n
Increasing competition for the discretionary dollars of British Columbians will continue to affect the
Corporation’s business environment. With globalization, e-commerce, and the advent of “big-box”
retailers, consumer attitudes and expectations are shifting rapidly.
Consumers are becoming more sophisticated and knowledgeable about their options in the
marketplace when it comes to pricing, brand loyalty and fulfilment in all discretionary spending. Highquality and larger gaming facilities in other jurisdictions will continue to set the competitive standard for
British Columbia casinos.
Competing lotteries, expanded gaming in neighbouring jurisdictions and Internet gaming present
strong new challenges. It is estimated current Internet gaming revenues are in the range of $1 billion
(U.S.) worldwide and will increase to more than $6 billion in the next three to four years.
While the Corporation is facing increasing competition, the organization is well positioned to compete
through new products, new or upgraded gaming facilities and a strong knowledge, expertise and skill
advantage in the British Columbia entertainment marketplace.
De mo g r ap h ic s
The Corporation will continually adapt to meet the changing demands of British Columbia consumers,
whether they are new to gaming or part of a growing group of aging players.
A new generation of players is demanding excitement, adventure and an element of reality in their
entertainment. At the same time, a growing segment of British Columbians are seeking high-quality
entertainment that combines social and community responsibility with a positive gaming experience.
Globalization and the expanding New Economy are shifting traditional patterns of wealth in British
Columbia to create an entertainment marketplace offering many options, along with players who
demand greater entertainment value for every discretionary dollar spent.
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PLANNING CONTEXT AND KEY STRATEGIC ISSUES
Demographics and cultural shifts are not only changing public expectations of the Corporation’s
products and services. The changing nature of the workforce is resulting in stiffer competition when it
comes to recruiting and keeping talented employees with specialized skills.
So ci a l Con sid e r at io ns
The Corporation and Government recognize that aspects of gaming policy are inherently controversial.
Of the total adult population, it is estimated 96% do not have problems with gambling, and most that
choose to participate, do so for social and recreational purposes. About 4% have varying degrees of
gambling problems. In fiscal 2001/02, Government increased the annual funding for problem gambling
programs to $4 million from $2 million. The Corporation recognizes the importance of ensuring that
problem gambling issues are addressed through public awareness, education and treatment programs
and will continue to play a strong leadership role in ensuring that an appropriate problem gambling risk
management strategy and programs are in place.
M ark et Dev elo p m en t – A C an ad ia n Cont e xt
With the introduction of a new British Columbia gaming policy in 1997, the Corporation’s sales have
increased from $867.5 million to a projected $1.6 billion in fiscal 2001/02. The majority of the increase
has resulted from the introduction of slot machines in community casinos and the opening of two new
destination casinos.
While gaming in British Columbia has grown significantly over the last few years, relative to other
provinces in Canada, the adult per capita levels of gaming are moderate. In 1992, on a per capita
basis, British Columbia ranked fourth among the provinces. Only the Atlantic provinces that had
introduced video-lottery terminals ranked ahead of British Columbia. Since this date, British
Columbia’s per capita gaming income has declined to eighth position among the provinces.
Figure 2: Per Capita Adult Gaming in Canada – March 31, 2000
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British Columbia’s lower per capita gaming revenues reflect the more rapid expansion of gaming in
other provinces, specifically gaming relating to the introduction of large-scale casinos and video-lottery
terminals. Currently, British Columbia has less than one slot machine for every 1,000 adult residents.
This compares to the Canadian average where there are about three slot machines or video-lottery
terminals for every 1,000 adults. The Corporation’s financial projections included in the Service Plan
project moderate levels of gaming participation in the province consistent with Government’s current
gaming policy.
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GOALS, OBJECTIVES, STRATEGIES AND PERFORMANCE MEASURES
In fiscal 2000/01, the Corporation developed a five-year strategic plan for the organization. This plan
reflects expanded responsibilities and provides a longer-term vision for the development of lottery, casino
and bingo gaming in British Columbia. The Corporation is continuing to develop and refine its strategic
plan. Specifically, further work is required on developing the objectives, strategies and performance
measures as they relate to the Corporation’s business units.
The Corporation has six key goals that reflect our business plan and define critical elements moving
towards our vision of being a “World-class Gaming Corporation.”
1. T o Prov id e Hi gh-Qu a lit y Ga min g Ent e rt ainm e nt
Focusing on products, services and distribution channels, the Corporation has set a target to produce
10 per cent of revenue through new products and improved availability of products by 2004/05.
The Corporation will establish new strategic alliances to facilitate the development and delivery of
innovative lottery products and services, increase investment in new product research and
development, and enhance distribution channels to provide higher levels of fun, entertainment and
convenience to our customers.
The Corporation will also focus on enhancements to casino gaming to attract a broader player base,
increase the entertainment value, compete more effectively with out-of-province casinos, and
increase the economic and tourism benefits to communities. Development of competitive products,
the establishment of new casino facilities through limited community casino relocations, and improved
customer services will be a key focus over the next three years.
Bingo gaming will undergo a similar transformation as the Corporation and bingo industry develop
and implement a joint strategic business plan, designed to build a strong and healthy industry in
British Columbia. Our goal is an increased player base with higher levels of customer entertainment
and satisfaction, and to build stronger relationships between the Corporation and bingo industry
stakeholders.

Objectives
•
•
•
•

Grow all business segments through the development of new innovative products and
services.
Broaden the overall customer base by increasing the entertainment value of products offered
to the public.
Develop a casino model that has long-term sustainability and maximizes the economic and
tourism benefits for the province.
Reposition bingo to attract a broader customer base and to increase the entertainment value of
products offered.

Strategies
•
•
•

Provide more interactive products to increase the level of entertainment.
Develop and enhance distribution channels to make it more convenient for our customers to
play and to provide a higher level of fun and entertainment.
Upgrade and relocate existing gaming facilities to provide a greater entertainment experience.

Performance Measures

2001/02

2002/03

2003/04

2004/05

Revenue growth generated by new
products

Baseline

1%

5%

10%

Customer satisfaction rating (lottery)

86%

90%

90%

95%

Baseline

1 destination

2 relocations

2 relocations

Relocate or open new casinos
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GOALS, OBJECTIVES, STRATEGIES AND PERFORMANCE MEASURES
2. T o be a Soc i al l y R e spon s ibl e, T ru stw orth y, Com mun it y- Ori ent at e d
O rg an iz at io n w it h a B r o ad en ed B a s e o f Pu b li c Su p p o rt
The Corporation will continue its positive role in the lives of British Columbians and their communities,
with a target of continued involvement in and support for local and provincial community-service
activities and programs.
We will continue fulfilling our responsibilities as a leading corporate citizen in British Columbia by
building strong, mutually beneficial relationships with communities, charities and volunteer
organizations.
The Corporation is also placing the highest priority on reducing the social harms of gaming over the
course of this three-year plan. While the vast majority of our customers play responsibly, a small but
significant number of individuals require assistance with gambling problems.
In 1996, the Corporation engaged an independent research firm to conduct a study on problem
gambling. This survey found that the current proportion of pathological gamblers was 1.1% and
potential problem gamblers was 2.8%, roughly equivalent to the benchmark estimates from a survey
completed in 1993. In fiscal 2002/03, in conjunction with the Provincial Government, the Corporation
will replicate the problem gambling survey to determine if there has been any change in the incidence
of problem gambling in British Columbia.
In March 2001, funding from gaming revenues to the Ministry for Children and Families’ Problem
Gambling Program was increased to $4 million annually. The Corporation will continue to support
funding to the Problem Gambling Program that is now administered under the Ministry of Health
Services.
In addition, the Corporation will continue to develop its Responsible Gambling Program with the goal
of providing greater public awareness and understanding of gaming and its social and economic
impacts in British Columbia — both positive and negative.
Our goal is to play a key role in managing the risks and encouraging a downward trend in the social
costs related to gaming in British Columbia through awareness and responsible play initiatives and as
the result of continued joint efforts with the Government of British Columbia and problem gambling
organizations.

Objectives
•
•
•
•

Build a corporate image that reinforces the following attributes: social responsibility, community
focus, collaborative relationships, integrity, fun and entertainment, and well managed.
To be a strong community-minded good corporate citizen.
Actively participate in improving education, awareness, and access to information and
resources for problem gambling.
Support the appropriate funding of problem gambling programs.

Strategies
•
•
•
•

Create greater public awareness of the benefits and beneficiaries of gaming.
Support communities through select community event sponsorships.
Develop industry-leading risk management strategies and responsible gaming programs.
Support Government in the development and maintenance of an effective problem gambling
program.

Performance Measures
Public support rating
Maintain problem gambling funding

2001/02

2002/03

2003/04

2004/05

52%

55%

60%

65%

$4 million

$4 million

$4 million

$4 million
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GOALS, OBJECTIVES, STRATEGIES AND PERFORMANCE MEASURES

3. T o be a R es p o n siv e, Cu st o m er- F o cu sed O rg an iz at io n
The Corporation will continue to review the policies, processes and procedures that guide our
relationships with business partners and customers, targeting the highest possible levels of consumer
and business partner satisfaction.
Our goal is to make it easy and enjoyable for our customers and those who sell our products to do
business with the Corporation. We will take steps to ensure our business partners have timely and
accurate access to information and to provide greater involvement in our business and business
decisions. We will also strengthen our ongoing relationships with business partners with a goal of
increasing the value of being a BCLC business partner.

Objectives
•
•
•

Make it easy for customers to do business with us.
Make it easy for business partners to do business with us.
Foster loyalty among customers and business partners.

Strategies
•
•
•

Develop products and services with the customers' needs in mind.
Review all existing policies and processes from our business partners' perspective and make
changes where necessary.
Develop a closer relationship with individual customers and business partners.

Performance Measures

2001/02

2002/03

2003/04

2004/05

Customer satisfaction rating (lottery)

86%

90%

90%

90%

Business partner satisfaction ratings
(lottery)

91%

90%

95%

95%

Establish baseline customer and
business partner satisfaction ratings
for casino and bingo operations

N/A

Establish
baselines

5% >
baseline

10% >
baseline
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GOALS, OBJECTIVES, STRATEGIES AND PERFORMANCE MEASURES

4. T o M aint ai n a Co rp o ra t e Cu lt u r e t h at V alu es In n o v at i o n an d E xce l l en ce and i s
Com mitt ed to E mp lo yin g th e B est Po ss ib le P e opl e a nd Re a l iz ing th e i r
Pot ent ia l
The Corporation is continuing to manage recent transition and change, with the objective of attaining
the highest possible positive employee satisfaction ratings and creating opportunities for individual
skill and career development.
Our goal is to create greater involvement by all employees, to implement the action plan developed
through our employee surveys, and to provide all of our employees with enhanced training and
development opportunities throughout their career with the Corporation.
We will attract, develop and retain the best possible people in a workplace that values and rewards
leadership, innovation and excellence. Our target is measured progress toward a corporate culture of
shared values in a positive climate that fosters innovation, is open to change, and remains committed
to realizing the potential of every employee.

Objectives
•
•

Make measured progress towards our values and preferred culture by encouraging innovation
and openness to change.
Attract, develop and retain the right people with the right skills.

Strategies
•
•
•

Pay fair compensation and recognize employees for their value.
Provide all employees with development and training opportunities.
Improve communication with employees to ensure they have a good understanding of the
Corporation's goals, objectives and strategies.

Performance Measures

2001/02

2002/03

2003/04

2004/05

Maintain or increase employee
satisfaction rating

74.0%

75%

75%

>75%

Maintain or reduce employee turnover
rate

4.4%

<5%

<5%

<5%

Maintain or reduce employee
absenteeism

2.2%

<2.5%

<2.5%

<2.5%
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GOALS, OBJECTIVES, STRATEGIES AND PERFORMANCE MEASURES

5. T o be an Ef f i c ien t and Ef f e ct iv e Bu s in e s s, M an ag in g O u r R es o u rc e s W el l an d
De liv er ing T ang ibl e R es u lt s fo r Br iti sh C o lu mbi an s
As part of the Core Services Review, the Corporation is currently implementing business
improvement initiatives designed to change or eliminate existing processes and procedures with the
goal of improving the overall effectiveness of the organization and reducing costs. Our goal is to
perform at or better than the best practices within our industry. The Corporation is currently examining
best practices and determining performance benchmarks through evaluation of other gaming
jurisdictions and similar industries.
As part of the Core Services Review, the Corporation is targeting to reduce operating expenses from
a projected 5.8% of sales in fiscal 2001/02 to 5% of sales in fiscal 2002/03 and a further reduction to
4.7% of sales in fiscal 2003/04.

Objectives
•
•
•

Ensure enabling technologies and technical skills are in place to support revenue opportunities,
innovation and operational effectiveness.
Perform strategic and core activities at or better than industry best practices.
Maximize operational effectiveness by reengineering business processes or divesting noncore, non-strategic functions that can be done more effectively and efficiently elsewhere.

Strategies
•
•

Invest in gaming and business technology to ensure sufficient capacity and capability when
required.
Implement a business improvement project to evaluate all business processes with the goal of
improving existing processes and eliminating redundant or unnecessary processes.

Performance Measures
Reduce operating costs as a
percentage of sales
Implement business improvement
opportunities identified in Core
Services Review
Online game system availability

2001/02

2002/03

2003/04

2004/05

5.8%

5.0%

4.7%

4.7%

Identify
opportunities
and
benchmarks

In progress

Complete

Continuous
improvement

99.9%

99.9%

99.9%

99.9%
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GOALS, OBJECTIVES, STRATEGIES AND PERFORMANCE MEASURES
6. T o Gen e rat e Ga min g R ev enu e an d Cont inue O u r C ont ri buti o n s to th e
Econo mi c D ev el opm en t of B ri t i sh Co lum bia Co mmun iti e s
Revenue Growth
Fulfilment of the strategies and goals set out in the Strategic Business Plan will enable the
Corporation to reach fiscal 2004/05 revenue projections of almost $2 billion through growth of our
existing business operations. Net income over this same planning period is targeted at $765 million.
Lottery
Initiatives and strategies to develop and enhance our lottery network are under way, together with
research and development toward new lottery products and distribution channels. Our target for
lottery sales is just over $1 billion in fiscal 2004/05 with net income of about $305 million.
Casino
Growth in casino revenues over the three-year planning window will be driven by the continued
upgrading of facilities, products and services within Government’s current gaming policy. Our goal is
to make British Columbia casinos the first gaming choice for residents and tourists by competing
more effectively with gaming entertainment offered in neighbouring United States regions, other
provinces and the Internet.
Revenues (after prizes) are targeted to reach $755 million in fiscal 2004/05 with net income of about
$435 million.
Bingo
Initiatives to enhance existing bingo facilities, products and marketing are projected to increase bingo
sales to $215 million in fiscal 2004/05 with net income of more than $25 million. Our focus will be to
increase bingo revenues to charities, build stronger stakeholder relationships, and to increase the
player base by adopting electronic gaming technologies and strengthening the social and economic
benefits of bingo gaming for communities and local service organizations.

Objectives
•

Improve operating results through the continued development and introduction of innovative
new products and distribution channels that meet marketplace demand.

Strategies
•
•

Continued upgrading of all gaming sectors to ensure products are competitive with neighbouring
jurisdictions and meet marketplace demands.
Invest in research to ensure e-business opportunities are identified and evaluated.

Performance Measures

2001/02

2002/03

2003/04

2004/05

Achieve revenue targets

$1.6 billion

$1.8 billion

$1.9 billion

$2.0 billion

Achieve income targets

$600 million

$660 million

$715 million

$765 million
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SUMMARY FINANCIAL OUTLOOK

Fiscal
2001/02
Forecast

Fiscal
2002/03
Budget

Fiscal
2003/04
Forecast

Fiscal
2004/05
Forecast

Revenue ($ in thousands)
Lottery

$950,000

$980,000

$1,000,000

$1,020,000

Casino

538,000

615,000

690,000

755,000

92,800
$1,580,800

205,000
$1,800,000

210,000
$1,900,000

215,000
$1,990,000

980,800
$600,000

1,140,000
$660,000

1,185,000
$715,000

1,225,000
$765,000

Bingo
Total Revenues
Total Expenses
Net Income

Key Assumptions
Enhance lottery network
Limited relocated community casinos
No new destination casinos beyond those
approved in principle by Government
The Corporation assumes responsibility
for commercial bingo operations
January 15, 2002

Forecast Risks and Sensitivities
Assumes gaming revenues are not
adversely impacted by a significant and
prolonged economic downturn in British
Columbia
Assumes the introduction of smoking
regulations will not have a significant and
long-term impact on gaming revenues

16

STRATEGIC INITIATIVES
T he Co rp orat ion ’s goa l s w ill b e a chi ev e d th ro ugh th e fo ll ow ing s t ra te gi c
init ia tiv e s:
En h an c em en t of e xi st ing bu sin e ss to $ 2 bil l ion i n rev enu e s, fo cu sin g ov er th e
ne xt 3 6 m onth s on
• Upgrading and relocating a limited number of community casinos
• Developing and improving our lottery retail networks
• Continued development of the commercial bingo market
P re pa r ing f o r f u t u re t r an sf o r mat ion a l g row t h in a c ha ngi ng ma r ke t pl a ce
• Development of innovative entertainment products and distribution channels
• Development of a more competitive casino model to maximize long-term economic and tourism
benefits to British Columbia
Bui ldi ng a st ro ng er so c i al co nt ra ct w ith Bri t i sh C o lu mbi an s an d th e ir
co m mu n it i e s
• Provide open and balanced information on gaming including communicating the benefits and
beneficiaries of gaming
• Minimize the negative social impacts from gaming through a comprehensive socially responsible
gaming strategy
• Be a strong community-minded good corporate citizen
• Develop strong community and stakeholder relationships
St re n g t h en in g o u r G o v e rn me n t r el at i o n s h i p s
• Provide reliable and balanced information regarding the gaming industry and related issues
• Proactively participate in and support the development of sound responsible Government gaming
policy
• Provide enhanced accountability to Government through improved reporting and communication
Focu s ing o n o p er at io n al ex c el len c e in ou r p eo pl e, p r act ic e s, s ys t em s, a nd
com p et itiv e pos it ion
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MAJOR CAPITAL INFORMATION

British Columbia Lottery Corporation has no plans for capital programs that exceed $50 million.
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APPENDIX 1 - PERFORMANCE MEASURE DESCRIPTIONS
R ev en u e G ro w t h G en e r a t e d b y N ew P ro d u ct s
This category measures the cumulative growth of sales, as a percentage of total sales, generated by new
products introduced by the Corporation. New products include the introduction of games that are
substantially different from existing product offerings. This measure reports on cumulative new sales
growth beginning in fiscal 2002/03 through the three-year period to fiscal 2004/05.
C u s t o m e r S at i sf ac t i o n R at in g ( L o t t e r y)
This category measures customer satisfaction with the level of service provided by retailers who sell
lottery products. This information is obtained through an annual survey of lottery players completed by an
external research agency.
Re lo cat e o r O p en N ew C a sin os
Current gaming policy allows for a limited relocation of existing community casinos and the development
of destination casinos that have been approved in principle by government. The Corporation’s business
plan provides for the opening of one new destination casino in fiscal 2002/03, two community casino
relocations in fiscal 2003/04 and a further two community casino relocations in fiscal 2004/05.
Pu b li c Suppo rt R at ing
This category measures the percentage of people surveyed in B.C. who have a favourable impression of
the British Columbia Lottery Corporation. In a monthly survey conducted by an external research agency,
individuals are asked if they view the Corporation as very favourable, somewhat favourable, neither
favourable or unfavourable, somewhat unfavourable or very unfavourable.
M ai n t ai n P ro b l em G am b l in g F u n d i n g
This category measures the dollar value of funding provided from gaming revenue for problem gambling
programs. By working in partnership with the Government of BC, social agencies and treatment providers,
the Corporation plays a key role in addressing problem gambling issues through public awareness,
education, research and treatment programs. In fiscal 2001/02, the Corporation supported Government’s
initiative to increase funding from $2 million to $4 million annually.
B u s in e ss Pa rt n e r S at i sf a ct i o n R a t i n g ( L o t t e r y)
This category measures retailer satisfaction with the level of service provided by the Corporation to lottery
retailers. Services provided by the Corporation include sales support, technical assistance, tel-sell,
marketing support, product delivery, training, and account inquiry services. This information is obtained
through an annual survey completed by an external research agency.
Esta bl i s h Ba s el in e Cu st o m e r an d B u s in es s Pa rt n e r Sati sf ac tio n R at in g s fo r
Ca si no an d Bing o O p e r at i ons
In fiscal 2002/03, the Corporation will establish baseline data that measure both customer and business
partner satisfaction levels for casino and bingo gaming operations.
M aintai n o r In c r ea s e E m plo ye e S ati sf act ion R at ing s
This category measures the overall employee satisfaction of employees of the British Columbia Lottery
Corporation. The Corporation, with the assistance of an external consulting firm, conducted a survey of
its more than 600 employees in April 2000. Employees were asked to rate their satisfaction on 20
attributes relating to employee satisfaction. The measure is a composite of all factors. The Corporation
will continue to measure employee satisfaction with periodic informal surveys and a formalized survey at
least once every three years.
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APPENDIX 1 - PERFORMANCE MEASURE DESCRIPTIONS
M aint ai n o r R edu c e Em pl o ye e T ur nov e r R at e
This category measures the number of employees leaving the Corporation, excluding retirements,
disability leave and terminations.
M aint ai n o r R ed u c e Em p l o ye e Ab s en t e ei sm
This category measures the Corporation’s rate of absenteeism. Absenteeism includes sick days and short
term disability but does not include long-term disability, compassionate leave, general leave with pay or
maternity leave.
Red u c e O p er at in g Co s t s a s a P e rc ent ag e of S al e s
This category measures the ratio of operating costs as a percentage of sales. Operating costs include all
costs excluding direct costs, amortization, other income and GST.
Imp le me n t Bu sin e ss Im p rov em ent O ppo rtun it ie s Id ent ifi ed i n Cor e Se rv i c es
Rev i ew
As part of Government’s Core Services Review, the Corporation has identified business improvement
opportunities that, when implemented, will result in more effective and efficient operations. The
Corporation plans on implementing these initiatives over the next two-year period. This category will track
the Corporation's progress in implementing these business process improvement initiatives.
O nli ne G am e S ys t e m Av a i l ab ili t y
This category measures the availability of the Corporation’s online gaming system to the lottery retail
network. The online game system supports online sales and prize validations for a network of
approximately 3,800 retailers.
Ac h i ev e R ev en u e T arg et s
This category measures revenues generated from lottery, casino and bingo operations. Revenue from all
games are recorded in the period the product is sold. Lottery and bingo revenues are recorded before
prizes. Revenues from slot machines and table games are recorded net of prizes.
Ac h i ev e In co me T ar g et s
This category measures the Corporation’s net income as reported in the consolidated financial
statements. Net income is reported in accordance with generally accepted accounting principles.
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