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message from BCLC’s

board chair and president and ceo
On BEhAlf Of thE BOArd Of dirECtOrS And Our EMplOyEES, WE ArE plEASEd tO
prESEnt BClC’S SErViCE plAn 2011/12–2013/14 tO thE hOnOurABlE riCh COlEMAn,
MiniStEr Of puBliC SAfEty And SOliCitOr gEnErAl.
BClC is responsible for the conduct, management and operations of lottery, egaming, casino, community and commercial
bingo gambling in British Columbia. BClC employees, along with our private sector service providers, are proud of the
gambling experience we provide in a socially responsible way, and the resulting income generated for the province of British
Columbia. We have a long heritage of trust and accountability with our players and continue our commitment to corporate social
responsibility, sustainability and public transparency.
gambling generates over a billion dollars each year that is used by the province to fund programs for communities, charities
and services in British Columbia, including over 5,000 organizations that last year received Community gaming grants.

during a challenging economic period, BClC has performed
well relative to the market. reduced consumer discretionary
and entertainment spending continue to be evident in BClC’s
operations, as well as those of our retailers and service providers.

in 2011/12 we will also improve the information and services we
offer players and the public on bclc.com and increase the cost
effectiveness of marketing in our lottery channel through the
introduction of digital signage.

With an increased focus on revenue generating programs in an
improving economy, in 2010/11 we are forecasting success in
increasing net win for the first time in two years. net win, the
amount of revenue after prizes are paid, is forecast to grow by
3.5% from the previous year to reach $2.01 billion by the end of
2010/11 and is expected to climb to $2.26 billion by 2013/14.

investments in our business, including the infrastructure and
technology that support our gambling offerings, will sustain our
future net income. BClC has begun the detailed planning for the
replacement of the gaming management system that supports
$1.60 billion in annual net win from casinos and community
gaming centres in British Columbia. 2011/12 will be the start
of a three-year plan to replace this complex system, requiring
a significant financial investment and the intensive focus of the
company, as well as the participation of our service providers.

Over the next three years BClC will continue to concentrate
on improving the player experience in order to maximize our
performance and optimize net income from gambling. We
will do this through innovation and investment in processes,
technology, social responsibility, products and customer
understanding. in total, over the three years covered by this
plan, BClC is forecasting $3.44 billion in net income for the
province of British Columbia.
BClC is part of the economic and social fabric of communities in
British Columbia. Our Benefits to BC program provides the public
with more information about how net income from gambling
funds programs and services in communities throughout the
province. About 80 percent of the net income from gambling
is directed by the province of British Columbia to fund public
services, such as health care and education.
integrity and security is at the core of all of our activities,
so that we provide players with an exceptional gambling
experience while leading the way in social responsibility for
our industry. We continue to work diligently to build player
confidence in our delivery of gambling, particularly through
our web site playnow.com.
BClC continues to focus significant attention on offering
competitive products to entertain our players on playnow.
com. Our plans for growth of what has become a mature
business are supported through enhancements to our
core product brands and investments in innovative new
products, gambling facilities and services for our players.

gambling is for fun and is one of the most popular forms of
entertainment. recently the World lottery Association awarded
BClC with its prestigious responsible gambling Award, to
recognize our offering of the best overall responsible gambling
programs internationally. We are proud to be an industry leader
in responsible gambling best practices and are committed to
continuous improvement.
One of the ways we are encouraging players to make healthy
choices is through gameSense, which offers an accessible range
of materials to help players make informed decisions about our
gambling products.
We are also seeking ways to enhance our voluntary selfexclusion program, and will look at the program from the users’
perspective so that we can make it even stronger. We are also
increasing the usage of licence plate recognition and other tools
that are used to identify self-excluded individuals before they
enter our gambling facilities.
BClC views environmental sustainability as a key component
of our social responsibility and is continuing to develop plans to
reduce and offset our emissions to achieve carbon neutrality. We
have formalized our sustainability management approach and
continue to seek further carbon reduction opportunities through
our facilities and business operations.

the 2011 Western Canada Summer games are coming to
Kamloops in August. BClC is very proud to sponsor this event,
which will bring considerable economic benefit to the city as
young athletes, their coaches and their families converge in
Kamloops. these games are Western Canada’s largest multisport competition for young athletes and are an integral part of
Canada’s long term Athlete development Model.
BClC stands out as exceptional amongst Canadian employers,
again being selected as one of Canada’s top 100 Employers in
addition to a fifth year as a top BC employer. We have gained
new recognition as a top employer for Canadians Over 40 and
as a top family-friendly Employer. We have a workforce that is
passionate about their jobs, the success of the company and
their connections to the community.
BClC has a balanced approach to our business, reflecting
our external and internal business focus through our goals
and performance measures. in reviewing our level of success
in achieving our business plans, we assess our results against
targets and use publicly available benchmarks from other
comparable gambling organizations.

BClC’s Service plan 2011/12–2013/14 was prepared under the
Board’s direction in accordance with the Budget Transparency
and Accountability Act and the BC Reporting Principles. the
plan is consistent with government’s strategic priorities and
fiscal plan. the Board is accountable for the contents of this
plan, including how it has been reported.
All significant assumptions, events, policy decisions and identified
risks as of January 12, 2011 have been considered in preparing
the plan. the performance measures presented are consistent
with BClC’s mandate and goals, and focus on aspects critical
to the organization’s performance. the performance targets in
this plan have been determined based on an assessment of
BClC’s operating environment, forecast conditions, risk and
past performance.

January 21, 2011

John Mclernon
Board Chair

Michael graydon
president and CEO
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organizational overview
BClC iS thE CrOWn AgEnCy MAndAtEd tO COnduCt, MAnAgE And OpErAtE lOttEry,
EgAMing, CASinO And COMMErCiAl BingO gAMBling in BritiSh COluMBiA.
gambling is available in over 4,000 lottery retail and hospitality locations, 17 casinos, 16 community gaming centres and
11 commercial bingo halls as well as directly to over 140,000 registered players in British Columbia through our playnow.com
internet site. We provide our products and services in a socially responsible manner consistent with our responsibilities reflected
in British Columbia’s Responsible Gambling Strategy.

WhO WE ArE

MiSSiOn

incorporated in October 1984 and pursuant to amendments to
the Criminal Code of Canada (1969), British Columbia lottery
Corporation (BClC) operates under the Gaming Control Act
(2002) of British Columbia.

We conduct and manage gambling in a socially responsible
manner for the benefit of British Columbians.

We operate our commercial gambling business in accordance
with the legislative, regulatory and policy framework
established by the province of British Columbia under the
authority and direction of the Minister responsible for gambling,
the honourable rich Coleman, Minister of public Safety and
Solicitor general.

INTEGRITY: the games that we offer and the ways we conduct
business are fair, honest and trustworthy.

ViSiOn
BClC will be a company characterized by innovation, striving to
be at the forefront of our industry. We will get there by constantly
challenging our notion of what is achievable in how we connect
with our customers, design and deliver our products, services
and technology and operate as a company.
Our success will be driven by our ability to hear, anticipate
and act upon customer expectations and desires. We want
to be connected to our customers, to emerging markets and
distribution channels, business partners and each other in our
increasingly online world. technology will be a keystone that
makes this future possible.

Our VAluES

SOCIAL RESPONSIBILITY: Everything we do is done with
consideration of its impact on and for the people and communities
of British Columbia.
RESPECT: We value and respect our players, service providers
and each other.

Our gOAlS And StrAtEgiES
1.

Build public trust and support for BClC gambling
– demonstrate a high level of corporate citizenship and
social, economic and environmental responsibility

2.

Create a player-centric company
– improve the organizational capacity to hear, anticipate
and act upon customer expectations and desires
– Offer exceptional entertainment through innovative and
engaging channels and products

Social responsibility isn’t something we do because we
have to; it is an intrinsic part of our business. We continue to
increase our understanding of gambling behaviours so we can
help customers empower themselves to play responsibly. We
have a Corporate Social responsibility Charter that guides our
actions, so that we can take a leadership role economically,
socially and environmentally.

3.

We are aiming high, planning to be where our customer will be in
the future, not just where they are today, delivering exceptional
gambling entertainment in British Columbia.

4.

invest in infrastructure and technology to drive innovation
that enables our growth
– design processes and implement technology that
improves operational effectiveness and prepares for the
future
– Enable an integrated multi-channel player community
have a workforce passionately driving the success of our
business
– Make BClC a great place to work

Click here to review a comparison of BClC’s goals from the previous year to this Service plan 2011/12–2013/14, located in the
Appendix.
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hOW WE ArE rEgulAtEd
gambling is regulated by the gaming policy and Enforcement
Branch (gpEB) of the Ministry of public Safety and Solicitor
general. BClC complies with written directives from the Minister
and the Assistant deputy Minister/general Manager of gpEB.
gpEB develops and oversees gambling policy, legislation
and standards, licenses charitable events and horse racing,
registers gambling workers and service providers, certifies
gambling equipment, investigates allegations of impropriety
and directs government’s responsible gambling initiatives.
gpEB also distributes gambling proceeds, such as community
grants to charitable organizations, conducts audits of commercial
and charitable gambling for compliance and develops and
implements a risk management framework for the industry.

WhAt WE dO And WhErE WE ArE
gambling is entertainment, and BClC provides innovative
gambling opportunities to players in British Columbia to generate
income that the province of British Columbia uses to fund public
health care, education, charitable and community programs that
benefit all British Columbians. A portion of BClC’s net income is
also remitted to the government of Canada.
the consolidated financial statements of BClC include a wholly
owned subsidiary, BC lottotech international inc. (lottotech).
the primary business of lottotech is the purchase of capital
assets for BClC, which are reviewed and approved by BClC’s
Board of directors through our annual business planning and

budget process. the financial statements, management and
oversight of lottotech are consolidated within BClC operations.
Since 1985, BClC has grown from a lottery company with
$113.2 million in net income, to a commercial gambling
entertainment organization generating a forecast $1.08 billion
in net income in 2010/11.
BClC integrates responsible gambling and player security into
the design and development of new products and services,
markets and advertises our products, manages the technology
necessary to run our business, and oversees contracted retailer
and service provider operations to maintain gambling integrity,
security, compliance and performance.
Our focus is on our players, from the design of innovative
products and gambling facilities to entertain them, through
to the processes, technology and social responsibility that
support our delivery of an exceptional experience. BClC owns
the gambling equipment, including lottery and bingo terminals,
casino table products and slot machines.
BClC employees work from two offices: one in Kamloops and a
second in metro Vancouver. We also have employees located in
communities around the province, working with our contracted
lottery, casino and community gaming centre service providers.
Our Kamloops office is the primary location of our information
technology, finance and administration functions. gambling
operations, security, sales, marketing, communications and
product distribution functions are primarily in Vancouver.
Click here to learn more about how BClC is organized.

2010/11 fOrECASt highlightS
nEt wIn IS foRECaSt to InCREaSE By $67.6 mILLIon fRom thE PREVIouS yEaR

net income delivered to the province of British Columbia is forecast at $1.08 billion in 2010/11, $35.0 million below the budget of
$1.15 billion but providing growth over the previous year. the number of lottery retail and hospitality locations is relatively steady,
new ecasino products were added to playnow.com, which will have over 180,000 members by year-end, and the Maple ridge
community gaming centre opened.
British Columbians will win a forecast $628.0 million in lottery, playnow.com and bingo prizes. prizes won at casino table games
and slot machines are paid during game play and are not reflected as prizing in our financial statements. Our gambling channel
private sector service providers will earn $587.0 million in commissions and service fees. BClC’s total operating costs including
salaries and the purchase of goods and services are expected to total $158.4 million. gambling creates significant direct and
indirect employment opportunities across British Columbia, particularly in the 28 municipalities where host local governments will
share $83.9 million from casino and community gaming centre facilities revenue.
($ millions)

LottERy

PLaynow.Com

CaSIno & CommunIty GamInG CEntRES

totaL

Revenue

$970.0

$44.3

$1,621.0

$2,635.3

net win 1

432.6

26.6

1,548.1

2,007.3

net Income before taxes

280.4

9.5

869.1

1,159.0

net Income

260.9

7.1

812.0

1,080.0

Channel

2,927 retail locations
1,119 hospitality locations,
including 878 self-service
terminals

Products

lotto games
Sports games
Social games
instant games

1

internet

lotto and Sports
games
e-only games
Casino-style games

15 Casinos
2 racecourse Casinos
16 Community gaming Centres
11 Commercial Bingo halls
Slot Machines
table games
poker games
paper and Electronic Bingo

net Win is the amount of revenue after prizes are paid to players. BClC uses net win to compare our results across our gambling
channels and with other gambling jurisdictions.
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corporate governance
BClC’S BOArd Of dirECtOrS (BOArd) iS AppOintEd
By OrdEr Of thE liEutEnAnt-gOVErnOr in COunCil.
BClC is compliant with the standards and guidelines and each of the disclosure requirements contained in the Best Practice
Guidelines–BC Governance and Disclosure Guidelines for Governing Boards of Public Sector Organizations (2005).
Our Board framework includes the terms of reference for the Board, the Board Chair, president and Chief Executive Officer,
directors, Standing and Ad hoc Board Committees and the Corporate Secretary, as well as processes for strategic planning,
succession planning and Board performance evaluations.

Our Board has the primary responsibility
to foster BClC’s short-term and long-term
success, consistent with its responsibility to our
Shareholder, the province of British Columbia,
and in consideration of the legitimate interests
held by other stakeholders including players,
employees,
service
providers,
suppliers,
communities and the public.
the nine directors are stewards of BClC, chosen
on the basis of their expertise and experience.
the Board has a collective responsibility to
oversee the conduct of BClC’s business and to
provide direction to BClC’s Senior Executive,
who are responsible for day-to-day operations.
upon appointment, and each subsequent year,
the directors agree to act in accordance with
the Board’s Code of Conduct and Conflict of
Interest Guidelines.
the Chair is the presiding director, responsible
for the effective leadership and performance of
the Board and the liaison between the Board and
Minister responsible for gambling. the Chair works
together with the president and CEO (“the CEO”)
to ensure effective relations with stakeholders,
including government.
reporting to the CEO, the Corporate Secretary
facilitates communication between the Board
and Senior Executive team, playing a key role in
the administration of corporate and governance
matters, working with the Board through the
Chair.
BClC’s Senior Executive team attends Board
meetings. to maintain autonomy, the Board may
convene in camera sessions.
Click here to learn more about BClC’s Corporate
governance and more about our Board of
directors.
Click here to learn more about the province
of British Columbia’s Board resourcing and
development Office.

minister Responsible for Gambling
the honourable rich Coleman
Minister of public Safety and Solicitor general
Board of Directors
John Mclernon (Chair)
Role:

to provide stewardship and ethical leadership to oversee the
management of BClC’s affairs in the best interests of BClC and the
long-term interests of our Shareholder, the province of British Columbia.

Governance:

in carrying out the mandate of the Board, each director has specific
statutory duties and obligations under employment, environmental and
financial reporting and is required to act in accordance with fiduciary,
duty of care and conflict of interest guidelines and do so:
i) honestly and in good faith;
ii) with a view to the best interests of the Corporation;
iii) with the care, diligence, and skill of a reasonably prudent person; and
iv) consistent with the terms of reference that set out the standards of
performance that the Board expects of each director.

Chair:

John Mclernon

members:

Arthur Willms (Vice-Chair), trudi Brown, david gillespie, Cynthia M.
grauer, Walter gray, Moray Keith, d. neil Mcdonnell, Michael riley

BClC has three standing Board committees; other committees are established as needed.
the committees are responsible for advising and formulating recommendations to the
Board. Our Standing Board committees are:
audit Committee Purpose: to assist the Board in fulfilling oversight responsibilities
for BClC’s financial reporting provided to government and the
public, the effectiveness of internal control systems, audit and risk
management processes, performance and findings and compliance
with laws, regulations and policies.
Chair: Michael riley
members: david gillespie, Moray Keith, Arthur Willms
Governance and Purpose: to provide focus on governance that enhances BClC’s
Corporate Social performance, including for the Board of directors, and to provide
Responsibility
oversight responsibility for corporate social responsibility policy.
Committee
Chair: david gillespie
members: trudi Brown, Walter gray, Moray Keith
human
Resources
and
Compensation
Committee

Purpose: to assist the Board in fulfilling obligations relating to
human resources and compensation matters to enhance BClC’s
performance against the strategic plan.
Chair: d. neil Mcdonnell
members: Cynthia grauer, John Mclernon

ad hoc
Committees

Purpose: Established for a specific period of time to undertake a
specific task, and then disbanded.

Ex-officio
members

the Board Chair is an ex-officio member of all committees where
not appointed as a full member. the president and CEO is also an
ex-officio member of all committees.
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our senior executive team
BClC’s president and Chief Executive Officer (CEO) reports to our Board of directors. Click here to read the terms of reference for the
CEO, which are included in our Board framework.
As the person responsible for providing overall
leadership and vision in developing the tactics
and plans to realize BClC’s objectives, the CEO
ensures strategic and annual plans are effectively
implemented, monitored and reported, and the
financial and operational objectives are achieved.
the CEO provides the leadership, management,
and general supervision and controls BClC
operations on a day-to-day basis in accordance
with the strategies, plans and policies approved by
BClC’s Board.
the CEO is supported by a Senior Executive
team comprised of nine Vice presidents, each
responsible for a division of the organization, all of
whom report directly to the CEO.
A Vice president is responsible for the leadership
and operation of each of the three business
channels: Casino and Community gaming,
lottery gaming and egaming, which is included
in the responsibilities of the Vice president of
Corporate Affairs.

minister Responsible for Gambling
the honourable rich Coleman
Minister of public Safety and Solicitor general
Board of Directors
John Mclernon (Chair)
President and CEo
Michael graydon
responsible for BClC’s leadership and vision, directing and supporting the Senior
Executive team in the development of the plans and actions required to realize the
strategic goals of the organization.

Business transformation
lynette hughes, Vice president
responsible for business transformation
to align employees, business models
and technology with business strategy,
including business planning, corporate
policy, process transformation and the
program management office.

Casino and Community Gaming
Centres
darryl Schiewe, Vice president
responsible for the development
and operation of casino, community
and commercial bingo gambling,
including products, sales, distribution
and contracted private sector service
providers.

Corporate affairs
Kevin gass, Vice president

Corporate Security and Compliance
terry towns, Vice president

the business channels are supported by
six divisions, each led by a Vice president
responsible for managing the operations of
BClC’s financial, corporate services, corporate
security, compliance, social responsibility and
communications, marketing, technology, business
transformation and human resource capabilities.

responsible for corporate social
responsibility, communications and
ebusiness,
including
stakeholder
and media relations, public affairs,
sponsorship
and
promotions,
playnow.com and bclc.com.

responsible for corporate security and
compliance, including customer service
complaint investigations. legal services,
privacy and freedom of information
administration, information security
and employee and service provider
compliance.

the director, Audit Services reports administratively
to the CEO and functionally to the Board Audit
Committee.

Customer Strategy and
Corporate marketing
Marsha Walden, Vice president

finance and Corporate Services
tom Williamson, Vice president
and Chief financial Officer

responsible for the strategic planning
process, including player-centricity,
advocacy and support, as well as
corporate and casino marketing,
innovation and research.

responsible for finance, including
financial reporting and liaison with
government, and corporate services
including administration, facilities and
procurement.

human Resources
peter Charlton, Acting Vice president

Information technology
Scott norman, Vice president
and Chief information Officer

Click here to learn more about BClC’s Senior
Executive team members.

responsible for human resources and
organizational development, including
recruitment, compensation, rewards
and recognition, leadership and other
development and training programs.

Lottery
Jim lightbody, Vice president
responsible for the development
and operation of lottery gambling,
including products, marketing, sales
and distribution, and contracted
private sector service providers.

responsible
for
the
technology
architecture
and
infrastructure
supporting BClC’s gambling and back
office systems, including enterprise risk
management.
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strategic context
what BCLC is experiencing now and anticipating for the future
these trends, opportunities and risks will shape our operations and have the potential to influence our performance during the
three years covered by this plan. in preparing strategy, BClC has assessed the risks and the opportunities they may present, as
well as the likelihood and potential impact.

economic and market trends and issues
BClC expects the following trends, opportunities and issues to
shape our operations and potentially influence our performance
during the three years covered by this plan.
We continually monitor the marketplace and our plans to be
successful within it, making adjustments where necessary to
leverage or mitigate occurrences in order to maximize our net
income for the province of British Columbia.
EConomy

British Columbia’s economic growth rate forecasts for 2011/12
are higher than is expected nationally2. however, while consumer
confidence is well above the Canadian average, British Columbian
consumers have reduced their discretionary and entertainment
spending, and the impact is evident in BClC’s operations and
those of our service providers.
Context: Over the past two years BClC total revenue has
declined by $85.1 million or 3.3%. BC’s disposable income per
capita is slightly lower than the national average. improvement
has been evident in BClC’s results for the first nine months of
2010/11.
the downturn in the economy has resulted in weaknesses in
credit markets impacting access to capital by our casino and
community gaming centre service providers. While gambling
integrity and compliance activities remain unchanged, planned
investments in facility enhancements have slowed.
actions: BClC will continue to focus on revenue initiatives
to generate growth, in particular to maintain our core, mature
products. We have reassessed our operating and capital budgets
to proactively mitigate any negative impact on gambling income.
ConSumERS

Canadians spend more time online than in pursuit of other leisure
activities as the integration of entertainment and communications
is expanding. Online consumers expect unique, more social,
personalized and interactive experiences. Consumers are more
demanding, looking for products which offer real entertainment in
a more budget-conscious economy.
Context: While more than 80% of British Columbians play a
BClC product at some time over the course of a year, most
play infrequently. delivering high entertainment value and
building loyal player relationships are increasingly important as
competitive differentiators. BClC must provide products and
services that provide a complete entertainment experience for
2

our players, with a continuing focus on the quality of customer
service and delivery.
actions: We are continuing the shift to a player-centric
organization, seeking ways to make playing fun, convenient
and secure, and addressing trends like changes in consumer
shopping habits through self-service and the internet. BClC
recognizes that a deeper understanding of our customers
requires that we change our processes so that we can more
quickly react to their entertainment needs with new product
offerings.
PoPuLatIon

British Columbia’s highly diverse population is continuing to
grow, with the adult population projected to increase 8.5%
between 2009 to 2014.
Context: gambling product preferences differ globally. today’s
products may not appeal to the diversity in ethnicity and across
the younger and senior adult age groups.
actions: BClC’s growing focus is on players rather than
products so that we attract players with differing gambling
preferences.
LaBouR foRCE

the availability of and competition for highly skilled people
remains a challenge despite the recent economic downturn.
Context: Although the number of recruitments has slowed,
filling professional roles continues to be challenging.
actions: in order to enhance our ability to successfully attract
and retain skilled employees, BClC will focus on our employment
brand, including our status as one of Canada’s and British
Columbia’s top employers. We are reviewing our total rewards
program, including comparisons with other industries. We are
continuing to provide leadership and employee development
programs, training and skill development opportunities.
BCLC InfRaStRuCtuRE, PRoCESSES anD tEChnoLoGy

the world is becoming increasingly more self-service, with
the widespread use of mobile and wireless enabled devices,
access to the internet is becoming more widely available
and emerging as an essential service channel for consumer
spending. Along with digital tV, these trends are about
convenience and customization and are leading the way in
consumer entertainment enabled by technology.

growth rate forecast is the result of an internal review of BC Government Budget and Fiscal Plan - 2010/11 to 2012/13, Economic
Performance and Trends, Canadian Economic forecast and press releases by the Bank of Canada, CiBC, rBC and the Conference
Board of Canada.
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Context: BClC relies on technology to deliver gambling with
a high degree of integrity and security. new technologies can
lead to business advantages, such as product and service
innovation for our players and operational efficiencies for BClC
and our service providers.
the need to implement new systems is increasing our operating
costs, as BClC is leveraging best-of-breed technology
purchases and outsourcing systems, rather than funding
in-house development.
actions: We are investing in technology to modernize our
processes and systems. Our research includes the identification
of the most promising developments and evaluating their
potential application to our gambling business.
the gambling products and services on playnow.com may in
future be leveraged across BClC’s other business channels.
the replacement of the legacy gaming management system
used to operate and manage our casino business will not only
sustain our existing $1.60 billion in net win, but may also provide
better services for our players and improved player insights for
BClC and our service providers.
the implementation of this new system will include reviewing
processes within BClC and our service providers and the
standards, policies and procedures that support them so that
we leverage capabilities of new technology while continuing to
effectively deliver our gambling business.
the automation and integration of our financial processes
into more robust systems is a multi-year program that will
strengthen financial controls, as well as improve business
insight and capabilities well into the future.
GamBLInG InDuStRy

the gambling industry is Canada’s largest entertainment
industry, employing more than 135,000 people directly and
contributing $15.3 billion to the Canadian economy in 2008/09.3
privately owned internet gambling companies and casinos in
neighbouring jurisdictions are also seeking growth, targeting
British Columbian consumers with marketing and other offers
that compete with BClC’s regulated gambling business. the
global mobile gambling market is also growing as the usage,
types and number of available devices, features and applications
continues to expand rapidly.
Context: gambling has a significant presence in British
Columbia’s economy. Although growth has slowed and the
economy has negatively impacted our sales, BClC’s net income
continues to grow. in 2010/11 BClC is forecasting net win of
$2.01 billion, which will provide $1.08 billion in net income to
governments.
actions: BClC continues to focus on growing revenue within
the socially responsible gaming policy set by the province of
British Columbia. this includes the continued redevelopment
of commercial bingo halls to community gaming centres that
provide players with more entertainment options, the availability
of products on playnow.com and lottery self-service options.
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BCLC GamBLInG

gambling offerings from providers located outside British
Columbia continue to compete with BClC’s casino, community
gaming and internet gambling offerings.
Our gambling products are sold through contracted private
sector service providers and via the internet on playnow.com.
Our private sector service providers play an important role in
providing the customer service that contributes to our players’
enjoyment of our products and the facilities where gambling is
available. net Win, our revenue after prizes have been paid to
players, is used to compare sales across our business channels.
Context: BClC optimizes our financial performance within
the gambling and social policy framework established by
government. general economic conditions have impacted our
service providers, resulting in delays to facility improvements.
Consumer spending on discretionary and entertainment
activities continues to lag behind recovery in the overall
economy. Significant income and employment is generated in
the private sector from the gambling industry.
BClC’s 2010/11 net win is forecast below budget but ahead of
our 2009/10 results. Our targets for 2010/11 forward have been
revised to reflect the slower than anticipated development of
new and enhanced facilities and the later than planned launch
of products on playnow.com.
actions: growth is expected from our strategy to focus on
our six core products: slot machines, baccarat, blackjack,
lotto 6/49, lOttO MAX and Keno. We will introduce new
lottery distribution technology, continue to enhance existing
casino facilities and develop community gaming centres,
along with improved marketing, slot machine management
and the introduction of server-based gambling. growth in
playnow.com will come from the continued development
of casino-style games, including the addition of poker and
updated sports and bingo products.
We analyze our financial results on a time series basis, as the
types of gambling offered by other gambling jurisdictions varies
too much to allow consistent benchmarking.4
NET WIN
($ millions)

Actual

Forecast

Target

2013/14

2,263.8

2012/13

2,187.0

2011/12

2,098.4

2010/11

2,007.3

2010/11

2,072.4

2009/10

1,939.7

2008/09

1,950.5

Sources:
BCLC Annual Reports and financial reporting

3

Source: National Gambling Impact Study - Phase II, Canadian
gambling Association, hlt Advisory inc., April 2008

4

in all charts, net win and net income figures for 2008/09 and
2009/10 are actual, 2010/11 includes forecasts and approved
budgets and 2011/12 through 2013/14 are targets
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LottERy

PLaynow.Com

Context: in our lottery business, we manage a portfolio of
national and regional games spanning the lotto, sports, social
and instant categories. We distribute in multiple channels
including retail, hospitality (including casinos) and on the
internet through playnow.com. Our service providers earn an
industry-standard commission, calculated as a percentage of
sales revenue, to service BClC lottery games in their locations.

Context: BClC offers internet gambling in British Columbia
through our playnow.com website. playnow.com incorporates
social responsibility through age, jurisdiction and identification
verification, deposit restrictions, display of play time and
wagers, player-set weekly wallet limits, odds of winning, as well
as privacy protection and voluntary self-exclusion options.

BClC’s lottery gambling is a major profit generator and remains
a priority. traditional lottery offerings continue to see some
erosion in market share, although due to the number of large
jackpot rolls, lottery net income (before taxes) is expected to
grow in 2010/11.
actions: We are focused on innovation to provide more
exciting and entertaining lottery experiences while maintaining
player security and system integrity. More convenient ways to
purchase products, particularly in the high traffic retail grocery
and hospitality environments, and new game development,
particularly in the sports category, are ways we plan to increase
player participation and income from this business.
lottery net win is calculated by deducting prizes paid to players
from total sales revenue.
LOTTERY NET WIN
($ million)

Actual

Forecast

Target

2013/14

442.5

2012/13

435.2

2011/12

430.8

2010/11

432.6

2010/11

428.8

2009/10

417.9

2008/09

421.7

LOTTERY NET INCOME
($ million)

Actual

Forecast

to tap into the $80 million spent by British Columbians on
internet gambling, BClC launched casino-style products
on playnow.com in 2010. We are continuing with plans to
implement other innovative products so that we can compete
with privately owned internet gambling sites, who are increasing
their marketing to players in British Columbia.
We are also planning to improve our communication with our
players while continuing to offer specials and promotions to
increase our player base.
playnow.com net win is calculated by deducting prizes paid to
players from total sales revenue.
PLAYNOW.COM NET WIN
($ million)

Actual

Forecast

Target

2013/14

104.5

2012/13

87.6

2011/12

58.0

2010/11

26.6

2010/11

30.4

2009/10

14.7

2008/09

10.7

Target

2013/14

259.0

2012/13

252.2

2011/12

250.0

2010/11

260.9

2010/11

actions: Creating a successful business through sales from our
playnow.com web site is a strategic priority for BClC. Strong
growth continues in this channel, which provides an estimated
180,000 registered players in British Columbia with the
convenience and security of purchasing online on a regulated
web site, where the revenue generated stays in the province.

254.9

2009/10

261.7

2008/09

252.7

PLAYNOW.COM NET INCOME
($ million)

Actual

Forecast

Target

2013/14

67.2

2012/13

51.3

2011/12

27.3

2010/11

7.1

2010/11

10.8

2009/10

5.0

2008/09

3.7
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CaSIno anD CommunIty GamInG CEntRES

Context: Six private sector casino service providers and 15
service providers for commercial, independent and charitable
community and commercial bingo gambling earn a percentage
of net win for providing gambling facilities and day-to-day
operational services.
Since assuming responsibility for casino gambling in 1998,
BClC’s priority has been to upgrade existing casino facilities
to higher quality properties. this strategy, which is nearing
completion, has resulted in a more diverse entertainment
experience for players that includes full-service restaurants and
theatre-style show lounges, and in some locations, resort-style
accommodations and conference facilities.
Bingo gambling has been in a steady decline over the past
decade as interest in the game diminishes; in 2010/11 this
decline is forecast at 12%. BClC’s priority for this market
has been to upgrade commercial bingo halls in key market
locations to community gaming centres with improved customer
service and amenities such as restaurants and lounges, and offer
more entertaining products, including slot machines and other
electronic products. Because community gaming centres have
been well received by players and their local communities,
the net win generated from them is increasing as more are
developed.

BCLC SERVICE PLan 2011/12–2013/14

actions: in 2011/12 BClC will continue to develop
casino properties that provide players with an exceptional
entertainment experience. Where market demand allows, we
work with our service providers to position casinos as a major
tourism attraction.
BClC is working with service providers on plans to redevelop
existing commercial bingo halls to community gaming centres
in several municipalities. We are also researching new, more
entertaining products for bingo players, including ways to
leverage our products from other gambling channels in these
gambling facilities.
BClC offers players membership in BC gold, a player rewards
program providing members with exclusive contests and
events, points for play, and savings at restaurants and hotels.
With the number of active members forecast at 225,000 in
2010/11, BClC is continuing the review of technology that
would allow the extension of the program to table game players,
to grow the number of active members to 265,000 by 2013/14.
Analyzing the player appeal of slot machine products and
their placement within gambling facilities will be one of the
ways BClC will continue to work with our service providers to
improve the gambling experience for our players. We are also
planning entertaining tournaments and promotions, particularly
for our BC gold members.
Casino and community gaming centre revenue is shown as net
win, which is the amount after prizes are paid to players.
CASINO AND COMMUNITY GAMING NET WIN
($ million)

Actual

Forecast

Target

2013/14

1,716.8

2012/13

1,664.2

2011/12

1,609.6

2010/11

1,548.1

2010/11

1,613.2

2009/10

1,507.1

2008/09

1,518.0

CASINO AND COMMUNITY GAMING NET INCOME
($ million)

Actual

Forecast

Target

2013/14

862.8

2012/13

843.5

2011/12

827.7

2010/11

812.0

2010/11

849.3

2009/10

812.4

2008/09

834.3
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risks and opportunities
thE PotEntIaL ImPaCt anD ouR aCtIonS to mInImIzE anD/oR mItIGatE oR REaLIzE thE BEnEfItS

BClC has a formal enterprise risk management scheme, with consistent evaluation of arising and ongoing risk and quarterly
monitoring and reporting of agreed action plans for all significant operational risks. Over the past year, we have further developed
project risk management arrangements, with detailed risk assessments, project risk plans and formal reporting.
in 2011/12 we will continue to develop and leverage our risk management approach to strengthen strategic, business and project
planning processes. the following table provides an overview of significant risks and opportunities that BClC faces and the
actions planned or underway to address those issues.
RISKS & oPPoRtunItIES

ImPaCt

aCtIonS

if new regulations are applied to our
business, BClC may be required
to implement new processes that
increase our operating costs.

Goal #1 Public/Planet

REGuLatoRy ChanGE

Risk:
Complying with evolving regulatory
requirements may create additional
financial or operational challenges
or compliance may not be fully
achieved.
opportunity:
Compliance initiatives may strengthen
systems and identify opportunities
for improvement.

if systems and processes to support
compliance are ineffective, BClC
may face fines, increased regulatory
oversight or a decline in public trust.

in addition to a formal policy Office, BClC
has committed significant resources to our
compliance programs, including legal Services
and Operational and internal Audit Services.
We will continue to develop and strengthen
compliance programs. further expertise and
technical resources to support compliance are
planned for 2011/12.

ChanGE In CuStomER PREfEREnCES

Risk:
BClC products and services may not
appeal to existing or new players.
opportunities:
develop new innovative games and
delivery mechanisms so that we
continue to entertain our players.
develop new relationships with
our players so that we learn how
to continue to or improve upon the
value of the entertainment we offer.

if BClC does not provide
appealing products that are easily
accessible, the number of adult
British Columbians that purchase
lottery products, visit casinos or
community gaming centres or play
on our internet site will decrease,
negatively impacting our revenue
and the net income generated for
the province of British Columbia.

Goal #2 Player

products and/or services may not
deliver on expectations, meet only
part of BClC’s or the customer’s
needs or may not be aligned with
BClC strategic direction.

Goal #2 Player
Goal #3 financial/operations

BClC actively researches current and potential
player audiences to identify emerging trends in
preferences and to monitor response to our
existing products and services.
BClC’s approach includes our business plan
programs with metrics and targets to focus
understanding on our customers, delivering
exceptional
entertainment
experiences,
realizing player value and changing our culture.

SERVICE PRoVIDER manaGEmEnt

Risk:
BClC relies on private sector service
providers to support the delivery of
gambling products and business
operations. Our plans may not be
carried out as defined in contracts
or other agreements, or may not be
successfully delivered.
opportunity:
the ability to leverage the knowledge
and expertise of service providers for
mutual success.

BClC’s operations and net income
may be negatively impacted by a
market disruption resulting from the
business failure of a service provider
or if a service provider does not
invest to maintain facilities and grow
the business.

BClC actively works with our service providers
in operating the gambling business, in areas
such as financial performance and compliance
reporting, product and customer service
delivery, to improve the gambling business in
British Columbia for the benefit of our players
and the province of British Columbia.
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ImPaCt

aCtIonS

As
BClC
develops
the
gambling business, the systems and
processes supporting it require
updating or replacement, increasing
expenses to supply and support the
business.

Goal #3 financial/operations

PRoCESSES anD tEChnoLoGy

Risk:
BClC’s operations require well
designed and managed processes and are highly dependent on
technology.
legacy systems may limit growth
potential.
opportunity:
new systems and processes
will better support current operations and enable future growth
opportunities.

Changes in the underlying technologies
or processes also may have unintended
consequences as systems integration
becomes more difficult and more costly.
Opportunities may be missed.

BClC’s strategy to transform our business has
strategically targeted programs to modernize
our infrastructure, processes and technology
and will maintain or improve upon security,
integrity, efficiency and resilience.
We have several major programs that will
evolve our technology capabilities and reduce
our reliance on legacy systems. the most
significant of these is the multi-year program
to replace the gaming management system
used to manage casino and community gaming
centre operations.

foCuS on SECuRIty

Risk:
new
security
challenges,
particularly relating to information
management, continue to emerge
across industries.
opportunity:
further improve our processes,
systems and practices to protect
our assets and our players.

Emerging security threats require
responsive and preventative action
to prevent systems and/or processes
from damage or compromise.
immediate consequences include
loss of data or integrity, downtime,
service suspension and the cost of
remedial action.
longer term effects could include
regulatory action and potential loss
of player and public trust.

Goal #1 Public/Planet
Goal #3 financial/operations
Security is an ongoing priority as new areas of
business are developed and new technology is
introduced.
BClC has dedicated security systems and
personnel and a number of programs to
safeguard BClC operations and our players
from fraud, criminal activity and/or other
accidental or malicious acts.
We are further developing our security and
information
management
systems
and
processes through adding new technology and
additional resources.

our capacity to achieve results
the current and future needs of our business requires sound, responsive and adaptive business processes and technology. to
develop and maintain these processes and technologies in an increasingly complex and changing business environment, BClC
needs a workforce that is responsive, adaptive and possessing the skills and capabilities necessary to leverage our business in
ways that satisfy our players.
As entertainment options and consumer expectations change, BClC needs to leverage synergies, capabilities and technology to
offer new products and experiences to our players. Our modernization programs provide challenges to the employee capacity for
change, as well as our overall ability to appropriately resource business operations and the successful implementation of strategy.
Without the right balance of skills, abilities and the engagement of our employees, BClC will not be able to realize our goals.
We are improving our business planning processes to better balance program prioritization and scheduling. increases to employee
capacity is targeted for strategic programs as well as in oversight and compliance areas, with short-term needs met with temporary
and contracted resources. through the investment in a new learning management system and ongoing programs for leadership
development, BClC is strengthening our ability to develop our workforce. to make sure that our capacity is effectively utilized,
BClC relies on resource planning aligned with emerging business needs and our programs to modernize our business processes
and systems.
Except for some professional roles in high marketplace demand, the economic downturn and resulting softening of the employment
market reduced some of the challenges we were experiencing in recruiting new talent. Enhanced recruitment processes and the
use of our status as one of Canada’s top 100 Employers and one of BC’s top 55 Employers positions BClC to compete in the
talent market as the economy improves.
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our plan for the next three years
goals, strategies and performance measures
BClC’s Board and senior executive conduct an annual review of our mission, values, goals, strategies, performance measures
and associated targets. We also gather results from other gambling jurisdictions with similar operations and compare BClC’s
results to these benchmarks to assess our performance relative to these comparator organizations.

how we measure our performance
Each year, BClC sets performance targets based on trends in current performance and the expected impact of our programs to
maintain or improve performance, or other marketplace factors indicating a potential change.
for non-financial measures, BClC contracts with independent third-party professionals to conduct surveys, and uses those
results to measure our performance against the targets we have set. On a quarterly basis, we assess our results and also review
and analyze the data collected in these surveys to verify the accuracy and reliability of the reported results. Our performance
results are published each year in our Annual Service plan report.
public support for gambling, player awareness of responsible gambling initiatives, player satisfaction and participation are
measured by research and incite Consultants, a third-party research supplier which uses a random sampling of the BC adult
population throughout the year. Samples are verified to ensure that they are representative of BC’s regional population, age and
gender balance. in 2010/11 we transitioned from collecting data via telephone surveys to online surveys. in the first quarter we
collected data using both methods so that we could compare the results of each collection method. the overall trend is that BClC
received more positive scores in the online data collection, beyond what we had anticipated in our target setting. While we will
continue to report historical data, the results are not directly comparable due to the difference in collection methodology.
financial information is obtained from BClC’s audited financial statements, published in BClC’s Annual Service plan report,
and other internal reporting. population figures from BC Stats are used to calculate some performance measures. Employee
engagement is measured on our behalf by ipsos reid, a third-party research supplier who conducts an annual survey of BClC
employees.
Our performance benchmarks are obtained from the audited financial results published by the comparator benchmark organizations,
lafleurs World lottery Almanac and the publicly available Canadian gambling digest.
the organizations that BClC benchmarks to are the Ontario lottery and gaming Corporation (Olg), loto-Quebec (lQ) the
Swedish lottery Svenska Spel and the total Canadian gambling average. these benchmarks provide insight into BClC’s financial
performance against national norms and comparable Canadian gambling jurisdictions. Svenska Spel is widely regarded as the
most innovative international lottery and internet gambling jurisdiction. We review the performance results published by other
gambling organizations annually for additional benchmarking opportunities.
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performance measures and targets at a glance
Our performance measures and targets for the next three years are summarized in the table below.
2010/11
taRGEt
foRECaSt

taRGEtS
2012/13

GoaL

mEaSuRE

1. Build public trust and
Support for BClC
gambling

public Support for gambling

63%

55%

56%

57%

58%

player Awareness of responsible
gambling Activities

60%

80%

81%

82%

83%

1,545

1,545

1,514

1,484

1,439

player Satisfaction

74%

72%

77%

78%

79%

player participation
(at least monthly)

52%

61%

61%

62%

63%

net Win per Capita

$458

$444

$456

$467

$476

41.5%

41.5%

42.1%

42.4%

42.3%

$1,115.0

$1,080.0

$1,105.0

$1,147.0

$1,189.0

level of greenhouse gas
Emissions
(CO2e in metric tonnes)
2. Create a player-Centric
Company

2011/12

2013/14

3. invest in infrastructure
and technology to
drive innovation that
Enables our growth

Operating Costs as % of net Win

4. have a Workforce
passionately driving
the Success of our
Business

Employee Engagement

83%

83%

83%

83%

83%

Employee Vacancy rate

5.0%

2.0%

2.0%

3.0%

3.0%

net income ($ millions)
Electronic gambling devices per
Capita

results reported; annual targets not set
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public / planet
goal #1: build public trust and support for BCLC gambling
•

Demonstrate a high level of corporate citizenship and social, economic and environmental
responsibility

BClC BEliEVES thAt SupEriOr And SuStAinEd pErfOrMAnCE iS ClOSEly tiEd tO SupEriOr
And SuStAinEd SOCiAl rESpOnSiBility
BClC supports the province of British Columbia in its efforts to
reduce the incidence and harmful impacts of problem gambling,
and to educate and raise public awareness of responsible
and problem gambling. We will continue to provide a safe and
responsible gambling environment for our players.
We deliver our gambling products in a manner that encourages
responsible play and healthy choices. Our efforts continue to
be focused on integrating responsible gambling principles into
BClC’s operations. We are enhancing responsible gambling
programs for our players and communication about the
availability of and access to programs, including voluntary
self-exclusion.
BClC’s gameSense communication and education program
includes responsible gambling tips in our product advertising
aimed at raising the awareness of the general public and our
players.
the public is interested in where the money from gambling goes.
We will continue our Benefits to BC public awareness program
that focuses on the more than $1 billion each year that goes
to the province of British Columbia for important programs like
health care, education and community initiatives.
BClC views environmental sustainability as a key component of
corporate social responsibility and is promoting environmentally
sustainable behaviours in our organizational culture as an integral
component of our business.

Our employee-led green Committee continues to engage their
co-workers, running a monthly eco-challenge to raise awareness
of simple actions that can reduce personal and work-related
negative environmental impacts, ranging from ways to use less
energy to saving water and sustainable waste management
ideas, such as composting.

COrpOrAtE rESpOnSiBility iS thE
OppOrtunity EVEryOnE At BClC hAS
tO BE A pOSitiVE CAtAlySt SOCiAlly,
ECOnOMiCAlly And EnVirOnMEntAlly.
WE CAll thiS “plAying it right”.
BClC employees volunteer their time to lead united Way
fundraising activities and participate in the “day of Caring”
event. through their outstanding generosity and support, our
employees plan to continue their work so that we build on the
nearly $300,000 they have raised so far to help improve lives and
build our communities.
Employee groups are also volunteering their time for Christmas
Charity and other charitable causes that help disadvantaged
families in the communities where they live and work.
As a presenting Sponsor of the Western Canada Summer games
to be held in Kamloops in August 2011, BClC has wrapped
its Kamloops office building with murals featuring athletes
participating in swimming, cycling and track and field events. A
number of employees have already signed on as volunteers for
the games, which are a significant event for the City of Kamloops.

public / planet performance measures and benchmarks
BClC has three performance metrics that help us to assess whether our corporate social responsibility programs are successfully
reaching the public and our players.
Our results for public Support for gambling and player Awareness of responsible gambling Activities are measured through a
continuous tracking study conducted by research and incite Consultants. An overview of their methodology is provided here. As
a result of changes we made to the player Awareness of responsible gambling Activities survey, we have recalculated the 2009/10
result and adjusted targets for the next three years accordingly.
We measure our greenhouse gas emissions using standard calculations provided by government. data is obtained from suppliers of
electricity, natural gas, fleet fuel, paper suppliers and from internal financial and procurement reporting. targets are set so that BClC
successfully reduces our reportable emissions by 33% by 2020, consistent with the provincial target. this requires a reduction from
the 2007 baseline of 1,610 CO2e tonnes to 1,079 CO2e tonnes in 2020.
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PuBLIC SuPPoRt foR GamBLInG

PLayER awaREnESS of RESPonSIBLE GamBLInG aCtIVItIES

this metric measures the percentage of adult British Columbians
who support legalized gambling, which is central to BClC’s
management and growth of our gambling business.

A key component of BClC’s provision of commercial gambling
is our commitment to strengthening responsible gambling
programs and their delivery. this measure is intended to track the
success of BClC’s player education efforts about responsible
gambling over time.

the public places importance on BClC’s overall effect on our
communities. providing the public with more information about
how government uses BClC net income to fund programs for
British Columbians is important for public support of gambling.
Our planned improvements to the bclc.com web site will improve
our communication with the public and our players.
BClC continues to seek ways to make playing our games
more convenient and secure. from the introduction of
casino-style games, including poker, on playnow.com and
market assessments and the redevelopment of gambling
facilities, BClC is striving to improve the entertainment and
convenience for our players.
Managing the market also includes our responsible gambling
program gameSense, which offers approachable and accessible
materials to help players make informed decisions about our
gambling products. BClC also promotes public awareness of,
and access to, government provided problem gambling services.
public support for gambling has been impacted by the difficulties
experienced in 2010 with playnow.com and fintrAC reporting.
public concern about the distribution of gambling net income
has also had a negative effect on this measure.
Starting in 2011/12, BClC plans to change the question used to
survey British Columbians, from “gaming” to “gambling” so that
we are more clearly describing our business. We do not expect a
significant difference in our results.
PUBLIC SUPPORT FOR GAMBLING
(%)

Actual

Forecast

Target

2013/14

58

2012/13

57

2011/12

56

2010/11

55

2010/11

63

2009/10

63

2008/09

65

Creating a healthy gambling industry is a priority across the
organization. BClC actively works with other Canadian
jurisdictions in strengthening the industry commitment to share
responsible gambling best practices. We continue to research
player education tools, so that we are able to incorporate
the highest level of responsible gambling standards into our
business operations.
gameSense is a responsible gambling program designed to
offer approachable and accessible materials to help players
make informed decisions about our products. BClC is
continuing with gameSense information kiosks in all casino
and community gaming centre locations, which are staffed by
gpEB contractors or offer self-service information. the program
is aimed at dispelling myths and misinformation about gambling
and promoting healthy and informed choices.
Our voluntary self-exclusion program is accessible to those
having difficulty controlling their gambling and can be used to
to assist individuals who want to self-exclude from the gambling
BClC offers.
We are continuing Appropriate response training so that BClC
employees, service providers and retailers are educated on how
to respond to players who require assistance.
At our casinos we are also continuing to implement technology
that provides license plate and facial recognition of individuals
who have self-excluded and we are increasing the use of
rfid technology in casino chips to reduce the potential for
counterfeiting.
BClC’s playnow.com online gambling site incorporates strong
player security. We have robust age controls and proactive
communication tools to enable players to monitor and manage
play time and spending. Additional player education tools and
gambling activity controls are being researched so that our
responsible gambling resources on playnow.com continue to
evolve along with the products that we offer. BetStopper is one
innovative tool to help prevent minors from being exposed to
online gambling websites and is available for download free of
charge to British Columbia residents.
in 2010/11 we removed the best known responsible gambling
programs from the survey questions, so that we could get
better insight into the success of newer initiatives. While this
was expected to result in lower scores, the change has been
offset with a more positive response from players who are now
surveyed online.
PLAYER AWARENESS OF RESPONSIBLE GAMBLING ACTIVITIES
(%)

Actual

Forecast

Target

2013/14

83

2012/13

82

2011/12

81

2010/11

80

2010/11

60

2009/10*

70
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LEVEL of GREEnhouSE GaS (GhG) EmISSIonS

from 2010 onward, BClC must meet the requirements for
carbon neutrality set out in the Greenhouse Gas Reductions
Target Act and pursue actions to minimize ghg emissions.
BClC’s reportable ghg emissions result from buildings, fleet
vehicles and certain office paper supplies.5
BClC views sustainability as a key component of corporate
social responsibility and is promoting environmentally
sustainable behaviors in our organizational culture as an
integral component of our business. led by an environmental
sustainability specialist, all levels of the organization are
being encouraged to develop sustainability solutions. We are
formalizing our sustainability management approach to seek
further ghg reduction opportunities.
Expansion of the size of our business led to an increase
in emissions. initiatives to reduce our carbon footprint are
underway, including upgrades to the hVAC system in our
Kamloops facility; replacing corporate fleet vehicles with
hybrid alternatives; enhancing procurement practices to
include sustainable criteria; exploring alternative power
sources; recycling end-of-life equipment and upgrading video
conferencing equipment.
Our recent move to a building targeting lEEd platinum
Standard certification in metro Vancouver will further reduce
our ghg emissions and energy consumption. this office
location has better public transit access for our customers and
our employees, and we are using the opportunity the move has
provided to achieve additional benefits for the organization by
implementing other sustainability practices, such as centralized
printing, improved video conferencing and office composting.
Our efforts to positively impact our service providers and
suppliers are also continuing.
LEVEL OF GREENHOUSE GAS EMISSIONS
(CO2e tonnes)

Actual

Forecast

Target

2013

1,439

2012

1,484

2011

1,514

2010

1,545

2009

1,619

2008

1,667

5

ghg reporting is calculated based on calendar years
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player
goal #2: create a player-centric company
•

Improve the organizational capacity to hear, anticipate and act upon customer expectations and
desires

•

Offer exceptional entertainment through innovative and engaging channels and products

hOW Our plAyEr fOCuS Will BEnEfit Our BuSinESS
BClC will continue to develop exciting and innovative new
products and services for our players, including game concepts
and casino and community gaming centre facilities that provide
entertaining play experiences. We are continuing to integrate
player focus into our culture so that as we operate the business
and implement strategy, the impact on, and benefits for our
players are our primary considerations.
We will further develop our management of the relationship with
our players by examining player needs and preferences across
all of our gambling channels more effectively. BClC is building
flexibility into the development of all new products, services and
systems so that as shopping and other consumer preferences
change, we can more easily shift our product offerings to meet
those preferences.

OptiMizing Our nEt inCOME dEpEndS
On Our ABility tO prOVidE EXCiting
EntErtAinMEnt
EXpEriEnCES
thAt
prOVidE thE thrill Of ChAnCE And
Winning fOr Our plAyErS
in lottery gambling, the relatively new nationwide game lOttO
MAX is offering our players more exciting jackpots. Our ongoing
product innovation efforts continue with the objective of meeting
player expectations for new experiences through improvements
to existing products as well as the creation of new products.
Marketing efforts will focus on our lotto products, in particular
lOttO MAX.
We are looking at ways to make purchasing more convenient
as our players change where and how they shop and the kind
of service options they expect. As part of these efforts, BClC
is considering consumer trends, particularly in entertainment
activities. We are planning improvements to our prize payout
processes to improve the “once in a lifetime” winning experience.
We are also reviewing communication programs, including the
use of new digital signage, to be certain our offerings continue
to evolve with consumer expectations.
BClC’s introduction of casino-style products on playnow.com
has moved us into an extremely competitive market. We will
continue to improve the products we offer on our internet site
so that we provide British Columbian players who gamble

on playnow.com with games and features that keep their
entertainment experience exciting, including tournaments
and promotions that attract and retain players. We are also
assessing other ways to provide our players with a more
entertaining play experience, such as the larger jackpots that
could result from partnering with other jurisdictions.
Casino gambling will continue to focus on facilities that provide
a variety of entertainment opportunities for the domestic and
international tourism markets. BClC will continue working with
our service providers to transform commercial bingo halls into
community gaming centres in selected market locations.
We are working with our service providers to improve customer
service for our players, partnering to provide ongoing training
programs for their employees. the development of our new
gaming management system will enable the future introduction
of higher entertainment products in casino and community
gaming centre locations.
BClC is improving our business intelligence capabilities across
the company. these capabilities are required to support the
analysis of the performance of our slot machines and table
games, playnow.com and lottery products and the features
available within these products, so that ultimately we provide
players with a more entertaining variety of gambling options.
We are investigating technologies that enhance the availability
of products, player services and business model efficiencies in
all of our gambling channels, including those with the potential
to help offset a continuing decline in bingo gambling as well as
those that may be best suited to meet the expectations of British
Columbia’s diverse and growing adult population.
through our BC gold player card program, BClC offers playerfocused rewards and incentives to players at casino and community
gaming centre facilities. We are reviewing the extension of the
services and benefits offered by this card from slot machine play
to table game play, growing the number of active members from
a forecast 225,000 this year, to 265,000 in 2013/14. in partnership
with our service providers, BClC will continue to offer special
tournaments for poker, blackjack, mahjong, and slot machine
players.
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player performance measures and benchmarks
BClC has three performance metrics to help us assess whether our player-focused programs are successful.
Our results for player participation and player Satisfaction are measured through a continuous tracking study conducted by
research and incite Consultants. An overview of the methodology used to conduct these surveys is provided here. through
improving focus on our players, BClC plans to increase the level of participation by infrequent players and the overall satisfaction
levels of all our players; our targets are set based on continually improving on our current results.
Our results for net Win per Capita use BClC financial reporting as a calculation per 1,000 population, obtained from BC Stats.
PLayER SatISfaCtIon

PLayER PaRtICIPatIon

this performance metric measures player satisfaction for the
games, services and facilities offered in all of BClC’s gambling
channels. this performance measure is directly linked to
BClC’s ability to continue to generate net income. the metric
gauges the overall success BClC has in attracting and retaining
players to BClC games and visitors to our gambling facilities
and in building loyalty.

until 2010/11 BClC monitored shifts in the size of its player
base by measuring the percentage of adult British Columbians
who participated in BClC gambling in the past year. results
showed that the participation rates were approaching 85%, a
figure that we were unlikely to exceed, given a percentage of
British Columbia’s population is opposed to gambling.

Satisfaction is rated by those who play at least once in a threeto-five month period and weighted by net win. Our results will
rise in 2011/12 as BClC moves to a new calculation method
that does not factor in the amount of net win generated in
each business channel. Our results prior to 2009/10 are not
comparable due to differences in measurement scales and
collection methods.
player satisfaction remains relatively constant in all gambling
channels, with a slight increase at casino facilities and high
results on playnow.com.
BClC is increasing our focus on managing the relationship with
our players. By examining player needs and preferences across
all of our gambling channels, we will better understand where
programs for player-facing activities can improve the level of
satisfaction and grow our business.

in 2010/11 BClC adjusted this metric to measure the
percentage of adult British Columbians who play a BClC game
or visit a BClC gambling facility at least monthly, measured
using a survey which asks how frequently they participate in
each of the games offered. the change has been made so that
we can more clearly determine if changes to our programs
are succeeding in increasing player participation, particularly
amongst infrequent players.
increasing player participation depends on our ability to provide
exciting and fun entertainment experiences for players, where
and when it is convenient for them to play.
in the first two quarters of 2010/11 an unprecedented number
of jackpot rolls occurred on our new lOttO MAX game. While
this trend is not expected to continue, it is expected to positively
impact our results this year.
PLAYER PARTICIPATION
(% monthly)

Forecast

Target

2013/14

63

2012/13

62

Target

2011/12

61

2013/14

79

2010/11

61

2012/13

78

2010/11

52

2011/12

77

2010/11

72

2010/11

74

2009/10

73

PLAYER SATISFACTION
(%)

Actual

Forecast
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nEt wIn PER CaPIta

this measure indicates the extent to which BClC is able to
balance offering gambling entertainment with responsible play
to grow income. BClC benchmarks amongst organizations
with similar offerings.
Some jurisdictions supplement casino gambling with a broad
network of Vlt machines; therefore Vlt revenue is included in
benchmarking results from loto-Quebec and the Canada total
to give a complete picture of total spending on gambling. the
province of British Columbia does not permit Vlts.
to entertain our players, BClC strives to design innovative
games and player services and high quality gambling facilities.
growth in recent years has come primarily from the casino
business and the upgrades that transform commercial bingo
halls to community gaming centres.
We deliver our games in a manner that encourages responsible
play and healthy choices and continue to focus our efforts
on enhancing our gameSense program for players along
with voluntary self-exclusion and other responsible gambling
programs and services.
While revenue performance has improved this year, BClC’s
results in 2010/11 are not expected to meet our target. Our
plans for providing entertaining games, player-focused services,
enhanced facilities, marketing promotions and contests are
ways we will attract and retain players to maximize net win in
all of our gambling channels.
NET WIN PER CAPITA
($)

Actual

Forecast

Target

2013/14

476

2012/13

467

2011/12
2010/11
2010/11

456
2008/09
Benchmark
Average
336

444
458

2009/10

435

2008/09

443

BClC benchmarks our net win per capita with the results achieved
in other gambling jurisdictions with similar gambling offerings. Our
results reflect the growth in our jurisdiction, primarily from casino
and community gaming centre facilities.
2008/09 NET WIN PER CAPITA BENCHMARKS
($)
BCLC

443.0

Canada Total

419.0

OLG

374.0

LQ

366.0

Sources:
BC Stats, BCLC and Svenska Annual Reports, Lafleur’s Lottery Almanac
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financial / operations
goal #3:

invest in infrastructure and technology to drive innovation
that enables our growth

•

Design processes and implement technology that improves operational effectiveness and prepares
for the future

•

Enable an integrated multi-channel player community

BClC iS fOCuSEd On SuStAining And grOWing nEt inCOME frOM gAMBling
BClC is continuing to modernize our business. Our work in
creating a resilient, renewable and robust organization is
focused on our capability to sustain current operations and a
strong base to support the future growth of net income.
Each day, BClC processes millions of transactions from
locations across British Columbia from players purchasing on
our internet site, buying lottery tickets at lottery retailers and
hospitality locations, or playing slot machines, table games or
bingo at one of our gambling facilities.
We are modernizing and building a connected company so
that we can provide our players with a seamless integration
of products and services across all of our gambling channels.
BClC is putting better tools at the fingertips of our employees
to improve their ability to provide great customer service.
the large volume of transactions requires continued work on
our infrastructure, including the business processes, structures
and technology that directly support gambling, as well as
back office operations and administration. in order for BClC
to continue to provide new innovative products and services,
our systems must always be operational, dependable, and
fault resistant so that we can quickly and effectively adapt to
changing business drivers. this requires robust systems that
are simple and connected.

Over the next several years, the primary focus of our
modernization effort is on the replacement of the gaming
management system BClC uses to manage the more than
$1.60 billion in net win that will be generated annually at casino
and community gaming centre facilities during the three years
covered in this plan.
While the primary purpose of this new system is to sustain
existing revenue, in addition to improving the effectiveness
and efficiency of casino operations, this new system also
moves BClC towards our goal of becoming a player-centric
organization, providing opportunities to improve player
programs and business analytics capabilities to be used by
BClC and our service providers. in the future this system will
also support more entertaining products in these gambling
facilities.

Our BuSinESS inVEStMEnt iS fOCuSEd
On SuStAinABility And grOWth fOr
Our gAMBling BuSinESS
the majority of the corporate priority programs for the
organization continue to be implemented through the program
management office, including the gaming management system
and other programs that focus on increasing revenue, reducing
risk and strengthening compliance efforts.

Our employees need to be at the forefront of technology,
using information gathering, processing, disseminating and
collaboration tools to manage the business. A redesign of
bclc.com will improve the information accessibility and
availability for the public and our players, as well as update the
underlying technology.

in our business operations, we are also strengthening risk and
policy frameworks, systems and internal controls on an ongoing
basis, including records management. in our finance area, we
will complete the implementation of a centralized accounts
receivable system, improving our effectiveness and preparing
this area for the new gaming management system.

BClC has replaced an estimated 40% of our legacy systems,
removing duplicated information and automating manual
processes with new enterprise technology that provides direct
and authorized access to consistent, integrated information in
a secure environment.

BClC is increasing the automation of reporting to the financial
transactions and reports Analysis Centre of Canada (fintrAC)
from casinos to augment our reporting of large cash and
suspicious transactions as required by the Proceeds of Crime
(Money Laundering) and Terrorist Financing Act of Canada.
training programs, standards, policy and procedure manuals
and testing are provided by BClC to our service providers to
make certain that their gambling operations are focused on
providing the service, integrity and security our players expect.
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financial / operations performance measures and benchmarks
BClC has three performance metrics to help us assess whether our activities are effectively improving our business operations.
Budgets are set considering the sales we believe can be generated through supporting our existing products and services, along
with the forecasts of the potential of new products and services, and are approved by government. targets are consistent with these
approved budgets.
oPERatInG CoSt RatIo (% of nEt wIn)

nEt InComE

BClC uses this measure to assess our success in balancing
the generation of sales with the cost of operating the business,
providing insight into our effectiveness.

net income is the total amount of income generated from BClC
gambling after all expenses. net income is distributed to the
province of British Columbia and is used to fund public health
care, education, charitable and community programs that benefit
all British Columbians. As a result of an agreement between the
federal and provincial governments, the government of Canada
receives a portion of BClC’s net income.

this metric is the result of Consolidated Operating Costs divided
by Consolidated net Win, calculated from information available
publicly in BClC’s financial statements and expressed as a
percentage.
for comparative purposes, BClC’s operating costs includes
operating and direct costs such as service partner commissions,
but does not include prizes. this calculation normalizes the
different operating models of other jurisdictions (i.e., instead of
operating our casino and community gaming centre facilities
directly, BClC pays commissions to service providers).
BClC’s operating cost ratio for 2010/11 is expected to be on
target at 41.5%.
While BClC is focused on growing the business, we are also
investing more heavily in infrastructure, technology, compliance
and people in order to modernize our business infrastructure,
systems and processes.
OPERATING COST RATIO
(% of net win)

Actual

Forecast

Target

2013/14

42.3

2012/13

42.4

2011/12
2010/11
2010/11

BClC optimizes our financial performance within the gambling
and social policy framework established by government.
While BClC’s 2010/11 net income before taxes is forecast to
exceed the previous year by $38 million, our total net income
is expected to be on par with the previous year. the forecast
$1.08 billion in net income is expected to be $35.0 million or
3.1% below our budget.
despite an increased focus on revenue generating programs,
reduced consumer discretionary and entertainment spending
continue to be evident in BClC’s operations, as well as those of
our retailers and service providers. targets have been revised
to reflect the reduced player spending and later than planned
launch of casino-style games.
BClC will continue to focus on revenue-generating initiatives,
strategically balancing our costs to operate the business and
modernize our business infrastructure in order to sustain current
operations and support the future growth of net income.

42.1
2008/09
Benchmark
Average
43.9%

41.5
41.5

NET INCOME
($ millions)

Actual

Forecast

Target

2009/10

41.5

2013/14

1,189

2008/09

41.6

2012/13

1,147

2011/12

1,105

2010/11

1,080

2010/11

1,115

2009/10

1,079

Sources
BCLC Audited Financial Statements and financial reporting

2008/09 OPERATING COST BENCHMARKS
(% of net win)
OLG

58.7

BCLC

41.6

LQ

40.9

Svenska

32.2

Sources
BC Stats, BCLC and Svenska Annual Reports, Lafleur’s Lottery Almanac

Sources
BCLC Audited Financial Statements and financial reporting

BCLC SERVICE PLan 2011/12–2013/14

21

ELECtRonIC DEVICES PER CaPIta

this metric provides a measure of the accessibility of BClC
gambling to British Columbians and compares it over time. We
compare the accessibility of electronic gambling devices in
British Columbia to other jurisdictions on a per capita basis to
allow for variation in the age of participation.
differences in government policy regulate the types of
gambling devices that are available in each Canadian province.
in British Columbia, government gambling policy excludes
Vlt’s, providing for a responsible gambling model that limits
participation in this category of gambling to slot machines
located in casino and community gaming centre facilities,
where accessibility is limited to adults. Olg does not have
Vlt’s and as other jurisdictions reduce or reallocate Vlts we
expect the benchmark average to decline. Our gambling model
provides comparable revenue to other jurisdictions.
BClC is continuing with the strategies to develop casinos
and community gaming centres to meet market demand,
with a focus on entertainment. the number of devices in B.C.
has grown as BClC has worked with our service providers
to transform commercial bingo halls into community gaming
centres in selected market locations.
BCLC DEVICES PER CAPITA
(per 1,000 population)
2009/10
2008/09
2007/08
2006/07

Actual
2.46
2.30
2008/09
Bencmark 2.04
Average
1.73
2.25

Sources
BC Stats, BCLC devices data

2008/09 DEVICES PER CAPITA BENCHMARK
(per 1,000 population)
Canada Total

2.76

BCLC

2.30

LQ

2.21

OLG

1.77

Source
Specific data gathered and reported by BCLC
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people
goal #4: have a workforce passionately driving the success of our business
•

Make BCLC a great place to work

WE ArE prOud tO BE rECOgnizEd AS A tOp CAnAdiAn And BC EMplOyEr
BClC is honoured that in 2010 we were again selected as a top employer in Canada and British Columbia and for the first time, also
selected as a top Employer for Canadians Over 40 and as a top family-friendly Employer. these awards from MediaCorp continue
to recognize that the programs, services and experiences offered at BClC stand out as exceptional amongst Canadian employers.
Our workforce is full of people who are passionate about their jobs and connections to the community.
Our human resources programs will continue to nurture a culture and environment that supports BClC’s business strategy. through
strategic workforce planning, performance management and managing our employment brand, we will stay an employer of choice. We
will continue to invest in leadership and employee development to provide the training and resources needed to sustain the
business and plan for the future leadership of the company.
BClC is reviewing the total rewards program to enhance competitiveness, cost sustainability and alignment with employee needs and
to reduce program administration. in partnership with the management team, we will continue to improve formal and informal employee
recognition. Overall, these efforts will contribute to maintaining and improving employee engagement.
BClC needs a passionate workforce to drive the success of our business. Our employees continue to work on the programs we
have put in place to modernize our business, from processes to the infrastructure and technology, so that we can free up capacity
from transactional processing and support future growth.

people performance measures and benchmarks
BClC has two performance metrics to help us to monitor our success in attracting and retaining an engaged workforce.
Our result for employee engagement is already high and our employee vacancy rate is low, both of which are part of the criteria
that puts BClC in the top 100 Canadian Employers. the goal of BClC’s leadership team continues to be maintaining both
metrics at existing levels, with the vacancy rate increasing only slightly as the economy continues to improve and competition for
resources increases.
EmPLoyEE EnGaGEmEnt

Employee engagement is defined as the intellectual and
emotional involvement employees have in an organization. highly
engaged employees exert extra effort and are dedicated to doing
the very best job possible to contribute to the organization’s
success. Organizations with high employee engagement are
more successful at retaining and recruiting employees.
ipsos reid has developed a customized engagement survey that
reflects our unique culture, values and business objectives.
the survey conducted in January 2010 provided an engagement
result of 83%, exceeding our result for the previous year by 1%.

BClC’s improvement is attributed to a continued focus and
commitment to employee engagement through programs to
develop our leadership teams, communication of our corporate
goals and strategies, development of workforce management
and support for employee recognition. We will continue to support
these programs and develop further improvements in the areas
of employee training and development, career advancement and
workforce productivity.
EMPLOYEE ENGAGEMENT
(%)

Actual

Forecast

Target

2013/14

83

2012/13

83

2011/12

83

2010/11

83

2010/11

83

2009/10

83

2008/09

82

Source
Ipsos Reid
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EmPLoyEE VaCanCy RatE

this metric is intended to measure BClC’s employee morale and
turnover, competitiveness, and the effectiveness of recruitment
processes.
the vacancy rate metric is subject to considerable variation
based on factors such as organizational growth, internal
personnel movement, employee demographics and external
market conditions. As such, it must be interpreted within the
context of the timeframe that it is being measured.
BClC’s result for 2009/10 of 2.7% was well below our target,
which was set during a period where we anticipated workforce
growth. in response to a number of external and internal factors,
our forecast for 2010/11 is also below target. As there is currently
no workforce growth, our recruitment level remains low, with
vacancies being primarily the result of employee turnover.

EMPLOYEE VACANCY RATE
(%)

Actual

Forecast

Target

2013/14

3.0

2012/13

3.0

2011/12

2.0

2010/11

2.0

2010/11

5.0

2009/10

2.7

2008/09

4.6

Source
Specific data gathered and reported by BCLC
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our financial outlook
how much we’ll sell, spend and provide in net income and our
assumptions in preparing this plan
the province of British Columbia uses BClC net income from gambling to fund public, charitable and community programs that
benefit all British Columbians.

consolidated corporate operations
oVER thE thREE yEaR PERIoD, BCLC’S totaL CoStS BEfoRE taxES aRE DECREaSInG fRom 56.0% to 55.5% aS
a PERCEntaGE of REVEnuE.
2008/09
aCtuaL

2009/10
aCtuaL

2010/11
BuDGEt

$ 2,550.2

$ 2,517.3

$ 2,700.0

599.7

577.6

627.6

1,950.5

1,939.7

direct Expenses

619.7

Operating Costs

138.1

$ millions

revenue
prizes
net Win

Amortization and Other
total Costs
net income Before taxes
taxes
net income
debt
Capital Expenditures

2010/11
foRECaSt

2011/12
BuDGEt

2012/13
taRGEt

2013/14
taRGEt

$ 2,635.3

$ 2,726.0

$ 2,812.0

$ 2,902.0

628.0

627.6

625.0

638.2

2,072.4

2,007.3

2,098.4

2,187.0

2,263.8

606.8

636.0

615.6

639.0

661.8

685.1

149.2

157.0

158.4

170.0

170.0

169.8

64.3

62.7

81.5

74.3

89.2

108.9

117.0

822.1

818.7

874.5

848.3

898.2

940.7

971.9

1,128.4

1,121.0

1,197.9

1,159.0

1,200.2

1,246.3

1,291.9

37.7

41.9

82.9

79.0

95.2

99.3

102.9

$ 1,090.7

$1,079.1

$ 1,115.0

$ 1,080.0

$ 1,105.0

$ 1,147.0

$ 1,189.0

-

60.0

-

65.9

87.2

99.3

116.3

97.4

92.5

106.7

106.9

109.3

130.0

125.0

PRIzES

• prizes will increase by $10.2 million or 1.6% over the three year period as a result of the overall increase in revenue.
• prizes as a percentage of revenue are decreasing from 23.8% to 22.0% over the three year period as a result of a shift in
consumer preferences to casino-style games. lottery prizes as a percentage of revenue are forecast to remain stable or increase
slightly over this period. revenue for casino-style games are recorded as net win (after prizes have been paid to players).
DIRECt ExPEnSES

• direct expenses are increasing by $69.5 million or 11.3% over the three year period as a result of the overall increase in revenue.
• direct expenses include service provider commissions, lottery ticket printing and bingo paper, supplies and leases.
oPERatInG CoStS

• Operating costs are expected to remain stable over the three year period and decrease as a percentage of net win from 7.9%
to 7.5%. this decrease will be achieved through strategic cost management and business transformation initiatives.
• Operating costs include employee costs, systems support, equipment purchase, gaming equipment installation and
maintenance, professional fees and marketing costs. Marketing costs include advertising, marketing and corporate social
responsibility programs.
amoRtIzatIon anD othER

• Amortization is increasing by $35.5 million over the three year period, primarily due to capital expenditures to support revenue
programs in the lottery, playnow.com, casino and community business channels and for our business infrastructure, including
systems modernization programs.
• the Other category consists of interest expense for short-term borrowing and employee accrued benefits. these costs are
expected to increase by $7.2 million over the three year period as a result of projected increases in interest rates.
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CoRPoRatE aSSumPtIonS

• real gdp growth for the British Columbia economy is assumed at 1.8% for 2011.
• inflation has been assumed at 2.0% over the three year period.
• BClC uses the three-month Canadian treasury Bill rates as forecast by the Ministry of finance (rates as of december 16, 2010);
interest rates have been assumed at 1.51% for 2011/12, 2.84% for 2012/13 and 4.03% for 2013/14.
• no major changes will be made to BClC’s mandate or the province of British Columbia’s gambling and social policy.
• no major changes will be made to gpEB mandate, regulations or policy.
• net win and net income assumptions are based on BClC obtaining the necessary provincial, host local government and
regulator approvals required under the Gaming Control Act (2002) to open new facilities and launch new products.

casino and community gaming centres
$ millions

2008/09
aCtuaL

2009/10
aCtuaL

2010/11
BuDGEt

net Win

$ 1,518.0

$ 1,507.1

$ 1,613.2

direct and Operating Costs

657.5

664.3

net income Before taxes

860.5
26.2
834.3

taxes
Net Income

$

2010/11
foRECaSt

2011/12
BuDGEt

2012/13
taRGEt

2013/14
taRGEt

$ 1,548.1

$ 1,609.6

$ 1,664.2

$ 1,716.8

704.5

679.0

714.0

750.0

780.4

842.8

908.7

869.1

895.6

914.2

936.4

30.4

59.4

57.1

67.9

70.7

73.6

$ 812.4

$ 849.3

812.0

$ 827.7

843.5

$ 862.8

$

$

CaSIno anD CommunIty GamInG CEntRE aSSumPtIonS

• British Columbia casino marketplace capacity studies are accurate.
• the planned openings, upgrades and relocation of existing casinos and of existing commercial bingo halls to community gaming
centres will be on schedule.
• the increase in table game play will continue.
• the decrease in slot machine play does not continue, and play increases as a result of more detailed analytics that provide new
insights into game selection and machine locations.
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lottery
2008/09
aCtuaL

$ millions

revenue

2009/10
aCtuaL

2010/11
BuDGEt

2010/11
foRECaSt

2011/12
BuDGEt

2012/13
taRGEt

2013/14
taRGEt

$ 930.7

$ 904.3

$ 970.0

$ 970.0

$ 970.0

$ 985.0

$1,005.0

prizes

509.0

486.4

541.2

537.4

539.2

549.8

562.5

net Win

421.7

417.9

428.8

432.6

430.8

435.2

442.5

direct and Operating Costs

157.9

145.4

153.2

152.2

157.8

158.4

158.4

net income Before taxes

263.8

272.5

275.6

280.4

273.0

276.8

284.1

taxes
Net Income

11.1

10.8

20.7

19.5

23.0

24.6

25.1

$ 252.7

$ 261.7

$ 254.9

$ 260.9

$ 250.0

$ 252.2

$ 259.0

LottERy aSSumPtIonS

• Effective marketing focus on big lotto jackpots will increase awareness and interest that results in purchases by infrequent
players.
• planned improvements to Keno will increase the entertainment value to retain players.
• planned releases of new lottery products will be on schedule.
• BClC market forecasts for new lottery products are accurate.
• the estimated number and size of jackpot rolls on national lotto games will not vary significantly from historical averages.
• players continue the trend of shifting lottery purchases from traditional retail to playnow.com.

playnow.com
2008/09
aCtuaL

$ millions

revenue

$

23.5

2009/10
aCtuaL

$

33.6

2010/11
BuDGEt

$

53.0

2010/11
foRECaSt

$

44.3

2011/12
BuDGEt

$

2012/13
taRGEt

75.0

$ 110.0

2013/14
taRGEt

$ 130.0

prizes

12.8

18.9

22.6

17.7

17.0

22.4

25.5

net Win

10.7

14.7

30.4

26.6

58.0

87.6

104.5

direct and Operating Costs

6.6

9.0

16.8

17.1

26.4

32.3

33.1

net income Before taxes

4.1

5.7

13.6

9.5

31.6

55.3

71.4

taxes

0.4

0.7

2.8

2.4

4.3

4.0

4.2

Net Income

$

3.7

$

5.0

$

10.8

$

7.1

$

27.3

$

51.3

PLaynow.Com aSSumPtIonS

• planned product releases will be on schedule.
• BClC market forecasts for new products are accurate.
• the regulator approvals required under the Gaming Control Act (2002) to launch new products will be received.

$

67.2
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net income that may be at risk
BCLC nEt InComE EStImatES aRE maDE aftER ConSIDERatIon of thE tREnDS, oPPoRtunItIES, ChaLLEnGES anD RISKS
In ConjunCtIon wIth thE mItIGatIon StRatEGIES DESCRIBED In PREVIouS SECtIonS.

risk occurrences could negatively impact BClC’s targets resulting in a decrease in the net income delivered to the province of
British Columbia. Our forecasts of the possible variances are shown below.

nEt InComE foRECaStS
$ millions

2011/12

2012/13

2013/14

$1,140.0

$1,175.0

$ 1,225.0

target

1,105.0

1,147.0

1,189.0

low

1,040.0

1,080.0

1,095.0

high

QuantIfIaBLE RISKS
$ millions

failure to open/relocate planned gambling facilities

2011/12

2012/13

2013/14

20.5

44.4

80.6

RISK faCtoRS

• fluctuations in interest and foreign currency rates; 6
• Economic issues reduce consumers personal disposable income and entertainment spending;
• Competition from regulated and unregulated gambling competitors increases;
• public acceptance of gambling decreases from current levels;
• Changes to gambling rules and regulations;
• Shifts in consumer preferences that impact product mix and profitability;
• revenue loss and market disruption resulting from the business failure of a service provider;
• Service providers are unable to deliver on development plans;
• delays occur in obtaining host local government permits and approvals for the development of relocated or renovated facilities;
• new products or services or changes to existing products and services are delayed or do not achieve market expectations; and
• the frequency of lottery jackpots is lower than historical averages.

6

the cost of purchases made in uS dollars has been based on an exchange rate of $0.99 Canadian dollar to $1.00 uS dollar.
Borrowing costs have been based on an average interest rate of 1.51%.
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our capital plan
spending on our infrastructure and technology
$ thousands

gambling Systems
lottery
playnow.com
Casino and
Community gaming
infrastructure &
Corporate Systems
facilities
total new Capital

2009/10
aCtuaL

2010/11
BuDGEt

2010/11
foRECaSt

2011/12
BuDGEt

2012/13
taRGEt

2013/14
taRGEt

$11,429
7,958

$13,700
1,350

$10,797
9,395

$7,786
10,990

$7,600
4,650

$7,700
4,250

56,400

64,375

51,229

68,780

99,290

88,050

$75,787

$79,425

$71,421

$87,556

$111,540

$100,000

13,215

16,625

18,989

15,305

11,660

16,000

3,454

10,612

16,531

6,450

6,800

9,000

$16,669

$27,237

$35,520

$21,755

$18,460

$25,000

$92,456

$106,662

$106,941

$109,311

$130,000

$125,000

• the primary driver of BClC’s capital expenditures is the acquisition of gambling equipment to support revenue generation in
the lottery, playnow.com, casino and community gaming centre channels.
– lottery channel capital includes the installation of digital signage at selected lottery retail locations over the next three years.
this digital signage will improve accuracy and consistency of jackpot and other advertising messages to our players across
the province. this new communication method will over time eliminate the need for paper point-of-sale materials. funding
is also included for the integration of lottery ticket sales with retail point-of-sale devices, which supports player purchases at
in-lane locations such as grocery stores.
– playnow.com capital includes funding for the development of more flexible and comprehensive sports and bingo products
and we are exploring partnerships with other jurisdictions to reduce costs. Ways to leverage this investment across other
areas of our business are also being reviewed.
– BClC has completed a formal competitive procurement process to review the options for the replacement of our gaming
management system. this foundational project will replace the legacy gaming management system that supports over $1.60
billion in net win and provides the foundation for future growth. it is a top corporate priority, receiving the highest level of
focus, including project management, significant reviews, diligence, and Board approval of any decision to proceed with
acquisition and implementation.
this multi-year program is expected to exceed $50.0 million in total cost. the planning phase will determine the detailed
financial and schedule requirements for this program, which will also include table game player management and casino
inventory components.
– the refresh of slot machines and game themes will continue, as will the upgrading of casino facilities and the transition of
commercial bingo halls to community gaming centres. We will investigate systems that will allow the extension of our BC gold
player card to table game products.
– We will increase our investment in business analytics, specifically to increase revenue in our lottery, internet, casino and
community gaming centre channels.
• BClC’s investment in business transformation and system modernization will continue to decommission our back office
systems, standardizing and amalgamating data for use across the organization. the rate of investment has slowed in this area
as BClC’s focus will be primarily on the gaming management system replacement.
• for programs which started in 2010/11 but are not planned to be completed by year-end, the capital will be carried forward.
these funds are reflected in the 2011/12 budget.
• the cost of purchases made in uS dollars has been based on an exchange rate of $0.99 Canadian dollar to $1.00 uS dollar.
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shareholder’s letter of expectations
A key component of our governance framework is the Shareholder’s Letter of Expectations, an agreement which clearly outlines
our mutual commitment to deliver on performance expectations for the benefit of British Columbians. this letter, intended
to define and promote a positive and cooperative working relationship, supports BClC’s mandate to conduct, manage
and operate lottery, casino, commercial bingo and internet gambling. it also identifies government’s strategic priorities and
performance expectations for BClC. government directs BClC to take specific actions. Our actions and the status of our
activities to implement them are summarized below.
Click here to read BClC’s full Shareholder’s Letter of Expectations.

GoVERnmEnt DIRECtIon

BCLC aCtIonS

to optimize the Corporation’s financial
performance, within the gambling and
social policy framework established by the
Shareholder and in response to customer
and marketplace demand for products
and services, propose new revenue
opportunities as they arise;

Within the gambling and social policy framework established by the province
of British Columbia, in 2010/11 BClC’s net win before taxes and net win total
are forecast exceed the previous year. net income is forecast at $1.08 billion,
$35.0 lower than our budget. Our lower performance against our net income plan
is directly attributed to a slower than expected recovery of consumer spending
on entertainment.
BClC will continue to strategically manage total expenditures with the goal of
maximizing net income.
net income growth is expected through innovative new products, services and
marketing, continued improvements to casino and community gaming centre
facilities and customer relations management, all of which are expected to move
BClC further towards becoming a player-centric organization.
BClC reports financial results to our Shareholder on a quarterly basis and
regularly notifies our Shareholder of any major changes occurring or likely to
occur that may impact the achievement of our Service plan targets.

to optimize the performance, security,
integrity and efficiency of the Corporation
and its products and services through
the replacement and modernization of
infrastructure, processes and technology
over the next five year period;

processes and technology to support the performance, integrity and efficiency
of the business continue to be a key focus to sustain the current business and
provide future growth potential.
the integrity and security of BClC’s gambling systems is paramount to ensuring
public trust and confidence in the products and services we offer our players.
BClC’s priority to modernize our business infrastructure, including processes
and technology, is key to continuing to provide integrity and security in our
gambling systems. Our primary area of focus is on the replacement of the gaming
management system that supports over $1.60 billion in net win.
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GoVERnmEnt DIRECtIon

BCLC aCtIonS

to optimize the Corporation’s social
responsibility objectives, building public
trust and support in a manner consistent
with the province’s responsible gambling
Strategy and with BClC’s Social
responsibility Charter; and

BClC delivers gambling in a manner that encourages responsible gambling and
healthy choices.
Our efforts continue to be focused on enhancing responsible gambling programs
for our players and communication about the availability of and access to
programs, including voluntary self-exclusion.
Building public and stakeholder trust and support by improving the service for our
players is a key strategy for BClC. Continuous improvement is planned through
programs such as player-focused training, ongoing management oversight, and
collaboration with our service providers.
We have revitalized our responsible gambling resources with gameSense, a
program designed to offer approachable and accessible materials to help players
make informed decisions about our gambling products. BClC will continue to
have gameSense information centres in all casino and community gaming centre
locations, for which gpEB provides staffing, and will also continue to provide
appropriate response training for gambling staff.
We support the province of British Columbia in its efforts to reduce the
incidence and harmful impacts of problem gambling and to educate and raise
public awareness of responsible gambling and problem gambling. BClC also
actively participates with other Canadian jurisdictions to strengthen the industry
commitment to share responsible gambling best practices. Our achievement of
level 4 certification from the World lottery Association recognizes that BClC
business operations incorporate the highest level of responsible gambling
standards.
for employees, BClC’s Social responsibility Charter documents the opportunity
that everyone at BClC has to be a positive catalyst economically, socially and
environmentally. As we begin to develop and implement the social responsibility
roadmap for our employees, we’ll set goals, measure and report our successes
and challenges so that we are aligned with the expectations of our Shareholder.

to operate within the province’s legislative
framework and regulations, including the
Gaming Control Act (2002), and comply with
policies, directives and standards that may
be issued from time to time by the Minister
of public Safety and Solicitor general or the
regulatory agency, the gaming policy and
Enforcement Branch (gpEB).

BClC operates its gambling business and financial activities within the legislative,
regulatory and policy framework established by the province of British Columbia.
increasing regulatory, audit, compliance and enforcement activities continues to
increase the cost and complexity of operating BClC’s gambling business. We are
continuing our focus on improving the policy framework as well as the planned
addition of resources for increased focus on compliance.
BClC continues to comply with policy directives issued by the Minister, including
directives and standards issued by gpEB. BClC & gpEB meet on a quarterly
basis to enhance cooperation and coordination between the organizations while
respecting gpEB’s independent role as regulator.
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appendix: service plan goals and
performance measures comparison
what we are doing differently, and why
BClC’s mission statement and our values of integrity, social responsibility and respect remain unchanged and will continue to guide
our employees. We have restated one of BClC’s four goals to broaden our focus in the area of financial/operations. As a result of
combining our casino and community gaming centre channels into one operational area, we have also combined performance
measures and reporting for this channel.
the charts below compare BClC’s previous goals to the goals in this Service plan 2011/12–2013/14 followed by the changes we
have made to two of our performance measures.

COMpAriSOn Of gOAlS
2010/11 – 2012/13
SERVICE PLan GoaLS

2011/12 – 2013/14
SERVICE PLan GoaLS

Public/Planet
Build public trust and support
for BClC gambling

Public/Planet
Build public trust and support
for BClC gambling

no change.

Player
Create a player-centric company

Player
Create a player-centric company

no change.

financial/operations
invest in infrastructure and
technology innovation to support
current business operations and
future growth

financial/operations
invest in infrastructure and
technology to drive innovation
that enables our growth

this goal is a primary area of focus for the organization.
investing in our infrastructure through innovative
improvements to our processes, reallocation of our
capacity and the modernization of our technology is
continuing. this investment will sustain our business
integrity and improve operational efficiencies as well as
position us for the future.

People
have a workforce passionately
driving the success of our
business

People
have a workforce passionately
driving the success of our
business

no change.

CommEntS

COMpAriSOn Of pErfOrMAnCE MEASurES
in 2010/11 the survey method research and incite Consultants uses for BClC player and public measures changed from a
telephone survey to an online survey for cost effectiveness. in the first quarter of the year, we used both methods so that we could
understand the impact of the change, which overall has improved our results beyond what we anticipated in our targets.
PERfoRmanCE mEaSuRES

public Support of gambling

level of greenhouse gas
Emissions
(CO2e metric tonnes)
player Satisfaction

2010/11
taRGEt

2010/11
foRECaSt

2011/12
taRGEt

CommEntS

63%

55%

56%

in 2011/12 BClC plans to change the name of this
metric and the corresponding survey question to
more accurately reflect our gambling business focus.
“gambling” will replace the former “gaming” focus.
this is not anticipated to impact our results, so targets
have not been modified.

1,545

1,545

1,514

Changes made to the government conversion factors
for emissions resulted in a recalculation using the new
methodology. the original 2010/11 target was 1,418;
all future year targets have also been revised.

74%

72%

77%

in 2011/12 BClC plans to modify this metric
calculation so that the enterprise satisfaction is a
composite average of the satisfaction levels in each
gambling channel, providing a better indication of the
total gambling BClC offers.

