Minister of Finance Transition Binder — Crown Agencies Secretariat

Table of Contents

1 Appendix A: CAS Profile
Appendix B: Overview of Core Business/Program Area
2 a) Board Appointments and Development Profile
b) Performance Planning and Reporting Profile
¢) PSO Sector Communication and Governance Support Profile
d) Primary Liaison Profile
Appendix C: British Columbia Lottery Corporation
e) BCLC Profile
f) BCLC Mandate Letter
3 g) BCLC Service Plan
h) BCLC Annual Service Plan Report
i) ISSUES NOTE: Ontario Reference Case/ Online Gaming
4 Appendix D: CAS 30-60-90
Appendix E: Executive Bios
j) Associate DM Mary Sue Maloughney
5 k) ADM/EFO Tracee Schmidt
l) Executive Lead Vanessa Geary
m) Executive Lead Toby Louie
6 Appendix F: CAS Key Stakeholders
7 ISSUES NOTE - OAG Audit Board Appointments

8 ‘ Government 101

Page 1 of 180 Transition Binder 2024



Appendix A

MINISTRY PROFILE

Ministry: Crown Agencies Secretariat

Ministry Mandate:

The Crown Agencies Secretariat (CAS) supports public sector organizations (PSOs) to operate effectively, in the
public interest and aligned with government strategic direction and priorities. There are about 250 PSOs in BC,
which include Crown agencies, boards, commissions, tribunals, advisory bodies, independent authorities and
societies. PSOs deliver public services to the people of BC and collectively provide stewardship of almost two-
thirds of the provincial budget.

As a central agency, CAS is strategically positioned and has unique expertise in public sector governance. It
operates in a dynamic environment, ensuring PSO alignment with government’s strategic direction. CAS’s role
enables Ministries and their respective PSOs to quickly respond to new and emerging government priorities and
ensures changes in PSO mandates are effectively implemented. CAS provides a whole-of-government
perspective on supporting PSOs and makes sure the public’s interest is considered. accomplishes this through
providing the following services and supports:

¢ Board Appointments and Development. CAS oversees the recruitment and recommendation of
candidates for appointments to PSO boards. CAS also provides public sector governance advice and
training to board members. Through this, CAS supports boards in their role to ensure PSOs are
governed in the public interest and fulfill their mandate to British Columbians.

¢ Performance, Planning and Reporting. CAS develops all crown agency mandate letters and coordinates
and oversees the development of crown agency and ministry service plans and annual service plan
reports. These are tools that PSOs and government use to work together to plan and communicate
their business, direction and priorities with the public.

e Primary Liaison for Select PSOs. CAS is the primary liaison for the Insurance Corporation of BC (ICBC),
the BC Lottery Corporation (BCLC), the Liquor Distribution Branch (LDB) and the BC Ferry Authority
(BCFA). As primary liaison, CAS provides support to the minister responsible for the PSO to ensure that
the organization is operating effectively, in the public interest, and aligned with government's strategic
direction and priorities as well as supporting these PSOs in aligning to government’s direction.

e PSO Sector Communications and Governance Support. CAS provides outreach and support to PSOs to
achieve their mandate in alighment with government’s strategic direction and priorities. This includes
leading communication to PSOs on behalf of government; coordinating governance-related training;
and providing advice and support to ministries and PSOs on governance best practices and government
priorities.

Full Time Equivalents (FTEs): 42
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Appendix A

Executive Organizational Chart:

Mary Sue Maloughney
Associate Deputy

Minister
i *
Tracee Schmidt Vanessa Geary Toby Louie Bclz'g;gwso“l
ADM/EFO Executive Lead Executive Lead enera
Manager, LDB

*LDB is a separate entity from the Crown Agencies Secretariat, but reports through to the Associate Deputy
Minister. See the LDB Profile for further information on their executive organizational structure.

Budget:

Core Business Area | 2023/24 Restated | 2024/25 Estimates | 2025/26 Plan 2026/27 Plan
Estimates

Operating Expenses ($000)

Crown Agencies 7,513 8,243 8,243 8,243
Secretariat

Note that the Crown Agencies Secretariat’s budget is included as a line in the 2024/25 - 2026/27 Ministry of
Finance’s Service Plan.
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Appendix B

BOARD APPOINTMENTS AND DEVELOPMENT

Executive Lead Responsible: Vanessa Geary

Overview of Core Business / Program Area:

This area in the Crown Agencies Secretariat (CAS) ensures that the composition of boards meets legal
requirements and best practices. This area also supports boards in their role to ensure PSOs are governed in the
public interest and align with government priorities in order to fulfill their mandate to British Columbians. CAS
does this by overseeing the recruitment and recommendation of candidates for appointments to Crown
corporations, agencies, boards and commissions. This includes appointments to approximately 250 PSOs with
nearly 2,000 appointees, with a commitment to reflecting the province’s diversity in Provincial appointments.
CAS is also the secretariat for the Appointment Orders Cabinet Committee, issues cross government drafting
instructions for appointments, and coordinates the Order in Council appointments for Cabinet agendas.

This area of CAS also provides public sector governance advice and training to board members, which includes
delivering an appointee training program and guidelines for governance best practices.

Budget:

The budget for CAS is managed as a whole, rather than by business or program area.

Full Time Equivalents (FTEs):
CAS has a total of 42 FTEs, working as a matrix across all business/program areas.

Related Legislation:

e Freedom of Information and Protection of Privacy Act

e Information Management Act

e Public Service Employers’ Act

e Board structure and appointment processes for PSOs are defined in either the enabling legislation for
the organization (e.g., Hydro and Power Authority Act for BC Hydro, Insurance Corporation Act for
ICBC), or in the constitution or by-laws of PSOs without stand-alone enabling legislation.

Organizational Chart:

Please refer to Appendix A: Crown Agencies Secretariat profile.
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Appendix B

PERFORMANCE, PLANNING AND REPORTING

Executive Lead Responsible: Vanessa Geary

Overview of Core Business / Program Area:

This area in the Crown Agencies Secretariat (CAS) manages the performance planning and reporting processes for
ministries and Crown corporations and Crown mandate letters on behalf of government.

Key roles include:
e directing and coordinating the processes, development, review and approval, and publication of service
plans and annual service plan reports for all ministries and Crown corporations through the annual
Budget and Public Accounts processes as set out in the Budget Transparency and Accountability Act; and

e developing templates, guidelines and coordinating approvals of Crown corporation, Health Authority and
Post-Secondary Institution mandate letters.

Budget:

The budget for CAS is managed as a whole, rather than by business or program area.

Full Time Equivalents (FTEs):
CAS has a total of 42 FTEs, working as a matrix across all business/program areas.

Related Legislation:

e Budget Transparency and Accountability Act

e Financial Information Act

e Financial Administration Act

e Balanced Budget and Ministerial Accountability Act

Organizational Chart:

Please refer to Appendix A: Crown Agencies Secretariat profile.
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Appendix B
PUBLIC SECTOR COMMUNICATIONS AND GOVERNANCE SUPPORT

ADM Responsible: Tracee Schmidt (co-led with Vanessa Geary, Executive Lead)

Overview of Core Business / Program Area:

The Public Sector Communication and Governance Support program area of the Crown Agencies Secretariat
(CAS) provides support and services to public sector organizations (PSOs) to achieve their mandate in alignment
with government’s strategic direction and priorities.

The services include:

1. Improving communication and dissemination of information to the public sector on behalf of government
by leading collaboration with government ministries and central agencies, like Treasury Board Staff and
Cabinet Operations.

2. Developing training and other materials to enhance governance knowledge and practices for PSO boards
and senior executive and ministries responsible for PSO oversight; and

3. Providing advice and support to ministries and PSOs on governance best practices and government
priorities.

Budget:

The budget for CAS is managed as a whole, rather than by business or program area.

Full Time Equivalents (FTEs):

The CAS has a total of 42 FTEs, working as a matrix across all business/program areas.

Related Legislation:

N/A

Organizational Chart:

Please refer to Appendix A: Crown Agencies Secretariat profile.
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Appendix B

PRIMARY LIAISON FOR SELECT PUBLIC SECTOR ORGANIZATIONS

ADM Responsible: Tracee Schmidt, ADM/EFO and Toby Louie, Executive Lead

Overview of Core Business / Program Area:

This area in the Crown Agencies Secretariat (CAS) plays an important primary liaison role for some of the complex
crown / crown-like organizations that have historically moved between ministries, like the Insurance Corporation
of BC (ICBC), the BC Lottery Corporation (BCLC), and the Liquor Distribution Branch (LDB). As primary liaison, this
area provides support to the minister responsible for the PSO to ensure that the organization is operating
effectively, in the public interest, and aligned with government's strategic direction and priorities. as well as
supporting these PSOs in aligning to government’s direction.

This work includes, but is not limited to, strategic guidance, policy and financial analysis, regulatory changes,
stakeholder relations and communication, and issues management.

Budget:

The budget for CAS is managed as a whole, rather than by business or program area.

Full Time Equivalents (FTEs):

CAS has a total of 42 FTEs, working as a matrix across all business/program areas.

Related Legislation:

N/A

Organizational Chart:

Please refer to Appendix A: Crown Agencies Secretariat profile.
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Appendix C

CROWN AGENCY PROFILE

Name: British Columbia Lottery Corporation (BCLC)
Legislative Authority: Gaming Control Act, S.B.C. 2002, s. 2

Mandate:

Under the Gaming Control Act (GCA), the BC Lottery Corporation (BCLC) has the sole authority to conduct and
manage commercial lottery schemes within British Columbia; including lottery tickets, online gaming, sport
betting, casino gaming and bingo; as well as the marketing of nationwide regional lottery games in association
with other provinces.

BCLC has a mandate to generate revenue for government to support important programs and services such as
health care and education, and to do so in alighment with responsible gambling practices that support player
health and mitigate the impacts of problem gambling behaviours.

Revenue from casinos and community gaming centres also directly supports local governments — most of which
receive 10% of the net income from gaming generated by facilities operating in their community, in accordance
with the Host Financial Assistance Agreement between the Province and each host local government.

Government also shares gaming revenue with First Nations, who receive seven per cent of BCLC's net income
(after federal payments) in accordance with the Long-Term BC First Nations Gaming Revenue Sharing and
Financial Agreement.

The BC Lottery Corporation Board of Directors is responsible for supervising the management of the affairs of
BCLC and for guiding its activities to meet its statutory objectives. BCLC reports to the Ministry of Finance. The
Gaming Policy and Enforcement Branch (GPEB), which has regulatory oversight of BCLC, reports to the Ministry of
Public Safety and Solicitor General (PSSG).

While the Minister of PSSG has historically had a role in policy and financial oversight of BCLC, the new GCA,
2022, which is expected to be launched later in 2024, transfers these responsibilities to the Minister of Finance,
with PSSG’s oversight being limited to regulatory policy matters related to gambling, horse racing and
responsible-gambling programs. This is intended to reinforce the separation of regulatory and revenue
generation functions and eliminate overlaps between GPEB's General Manager role and BCLC. With the coming
into force of the new GCA (2022), GPEB will transition to become the Independent Gambling Control Office. Until
then, the Ministers of Finance and PSSG are sharing oversight responsibilities of BCLC, with Finance taking a lead
on policy and financial oversight.

Current Appointees:

Name Position Appointment

Start End
Gregory Moore Chair 31/10/2023 | 31/05/2027
Lisa Ethans Director 31/10/2021 31/05/2025
Mario Lee Director 31/10/2021 | 31/05/2025
Coro Strandberg Director 17/11/2021 | 31/05/2025
Leah George-Wilson Director 29/04/2024 | 31/05/2026
Gillian Malfair Director 29/04/2024 | 31/05/2026
Nejeed Kassam Director 29/04/2024 | 31/05/2026
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Appendix C

. Appointment
Name Position
Start End
Meena Brisard Director 31/05/2024 | 31/05/2025
Karen Horcher Director 31/05/2024 | 31/05/2025
Christine Dacre Director 31/05/2024 | 31/05/2026
Bobbi Sadler Director 31/05/2024 | 31/05/2026

Appointments required:

e One vacancy due to recent resignation of Director. Can be filled immediately or with vacancies coming
up in Spring 2025.

Issue(s):

The slowing economy is contributing to a general decline in BCLC’s revenue. Inflation and high interest rates
are also creating challenges for service providers. The commission structure for service providers is fixed
within current operational service agreements and, therefore, not responsive to the impacts of inflation.
Competition from illegal operators in the BC market is also impacting BCLC's revenue growth. Many of these
operators are licensed in Ontario, allowing them to advertise on National websites and TV broadcasts.

The new GCA requires ministerial approval before BCLC offers new lottery schemes and develops new
gaming facilities. This change mandates a shift in how BCLC approaches these projects.
First Nations have long advocated for greater opportunities to participate in B.C.’s gaming sector. CAS is
working with BCLC and the First Nations Gaming Commission (FNGC) to update the gaming facility

development process to be more inclusive of First Nations interests.

Recently First Nations owned companies have purchased two casinos (Operational Sales Agreements and
buildings) from non-Indigenous service providers.

Organizational Chart:

Pat Davis

President and CEO

Alan Kerr
CFO and VP,
Finance and

Corporate

Services

Dan Beebe
Chief Operating
Officer

Marie-Noelle
Savoie
Chief Compliance
Officer and VP,
Safer Play &
Enterprise Integrity

Mark Goldberg
ClO and VP,
Business
Technology

and VP Marketing

Natasha Questel
Chief Social
Purpose Officer

Sandy Austin
Chief People
Officer
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Date: 2023

Mr. Greg Moore

Chair of the Board of Directors
BC Lottery Corporation

74 West Seymour Street
Kamloops, BC V2C 1E2

Dear Mr. Moore,

On behalf of Premier Eby and the Executive Council, | would like to extend my thanks to you,
your board members and your organization’s leadership for your dedication, expertise, and
service to the people of British Columbia.

Public sector organizations — including Crowns, Health Authorities and Post Secondary
Institution Boards — support British Columbians by delivering vital public services and are
accountable to the public through their responsible Minister. Your leadership in advancing and
protecting the public interest strengthens trust in public institutions.

You are serving British Columbians at a time when people in our province continue to recover
from and respond to the upheaval caused by the COVID-19 pandemic, an ongoing toxic drug
crisis, climate-related natural disasters, and while global inflation is driving up costs. Now more
than ever, we need to focus on building a prosperous, low-carbon, sustainable economy, and a
province where everyone can find a good home — in rural areas, in cities, and in Indigenous
communities.

This mandate letter, which | am sending in my capacity as Minister responsible for the BC
Lottery Corporation, sets out overarching principles relevant to the entire public sector and
specific direction on priorities and expectations for your organization for the remainder of
Government’s term.

Government and public sector organizations must continue to advance results that people can
see and feel in these key areas: strengthened health care, safer communities, attainable and
secure housing, and a clean and fair economy that delivers affordability and prosperity.

In doing so, you will continue working towards lasting and meaningful Reconciliation by
supporting opportunities for Indigenous Peoples to be full partners in the province we are

Ministry of Finance Office of the Minister Mailing Address: Location:
PO Box 9048 Stn Prov Govt Room 153
Victoria BC V8W 9E2 501 Belleville Street
Telephone: 250-387-3751 Parliament Buildings
Facsimile: 250-387-5594 Website: www.gov.bc.ca/fin
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building together, and delivering on specific commitments as outlined in the Declaration on the
Rights of Indigenous Peoples Act action plan.

As required by the Climate Change Accountability Act, please ensure your organization
implements targets and strategies for minimizing greenhouse gas emissions and managing
climate risk, including achieving carbon neutrality each year and aligning with the CleanBC
target of a 50% reduction in public sector building emissions and a 40% reduction in public
sector fleet emissions by 2030. Your organization is expected to work with government to
report out on these plans and activities as required by legislation.

Our province’s history, identity and strength are rooted in its diverse population. Yet racialized
and marginalized people face historic and present-day barriers that limit their full participation in
their communities, workplaces, government and their lives. The public sector has a moral and
ethical responsibility to tackle systemic discrimination in all its forms — and every public sector
organization has a role in this work. As part of this work, your organization is expected to adopt
the Gender-Based Analysis Plus (GBA+) lens to ensure gender equity is reflected in your
operations and programs.

British Columbians expect that public sector organizations operate in a responsible manner to
deliver quality services equitably in all regions of the province. This requires strategic
stewardship of planning, operations, and policies in the areas of financial, risk, and human
resource management including information security and privacy protection.

The protection of government data and networks is a priority, especially where it concerns
personal information of British Columbians. Public sector organizations must maintain up to
date systems and effective cybersecurity practices, including maintaining current information
management and cybersecurity policies, guidelines and standards; evaluating your
organization against industry standards; and maintaining appropriate security and privacy
practices. The Office of the Chief Information Officer within the Ministry of Citizens Services is
available to support and offer guidance to your organization in any of these areas.

Public sector organizations must also implement and maintain an effective fraud risk
management strategy. The Office of the Comptroller General and the Risk Management
Branch in the Ministry of Finance are available for consultation.

The Crown Agencies Secretariat (CAS) in the Ministry of Finance supports public sector
organizations to operate effectively, in the public interest, and aligned with government's
strategic direction and priorities. Within CAS, the Crown Agencies and Board Resourcing Office

Ministry of Finance Office of the Minister Mailing Address: Location:
PO Box 9048 Stn Prov Govt Room 153
Victoria BC VBW 9E2 501 Belleville Street
Telephone: 250-387-3751 Parliament Buildings
Facsimile: 250-387-5594 Website: www.gov.bc.ca/fin
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(CABRO) will continue to support you and your board on recruitment, appointments and
professional development, as well as ensuring Board composition and governance reflects the
diversity of our province. CAS can support you in public sector governance best practices,
policy, and planning.

In addition to continuing to make progress on your 2021 mandate letter, | expect you to ensure
the important priorities and areas of focus listed in this letter are incorporated into the practices
of your organization and develop plans to address the following continuing priority within your
approved budget:

e Working with government to operationalize the new Gaming Control Act.

Each board member is asked to sign this letter to acknowledge this direction from government
to your organization. The signed letter is to be posted publicly on your website by summer
2023.

| look forward to continuing to work with you and your Board colleagues to meet the high
standards set for us by all British Columbians.

Sincerely,

Honourable Katrine Conroy Date: June 29, 2023
Minister of Finance

CC: Honourable David Eby, KC
Premier

Shannon Salter
Deputy Minister to the Premier, Cabinet Secretary and Head of the BC Public Service

Heather Wood
Deputy Minister and Secretary to Treasury Board
Ministry of Finance

Mary Sue Maloughney
Associate Deputy Minister, Crown Agencies Secretariat
Ministry of Finance

Ministry of Finance Office of the Minister Mailing Address: Location:
PO Box 9048 Stn Prov Govt Room 153
Victoria BC VBW 9E2 501 Belleville Street
Telephone: 250-387-3751 Parliament Buildings
Facsimile: 250-387-5594 Website: www.gov.bc.ca/fin
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Hilary Cassady <<

Director, BC Lottery Corporation
Date: 26 July 2023

L«/Ayf/q /L_____,,,,._

Lisa Ethahs
Director, BC Lottery Corporation
Date: 26 July 2023

Lors & for o

Joan Axford
Director, BC Lottery Corporation

Fiora Chan
Dlréctor BC Lottery Corporation
Date: 26 July 2023

Nejeed KAssam -
Director, BC Lottery Corporation
Date: 26 July 2023

N

Mario Lee
Director, BC Lottery Corporation
Date: 26 ]uly 2023

Leah Geé@e-Wil‘éon
Director, BC Lottery Corporation
Date: 26 July 2023

Director, BC Lottery Corporation
Date: 26 July 2023

L

Coro Strandberg

Director, BC Lottery Corporatlon
Date: 26 July 2023

Gillain f131f4]
Director, BC Lojtsty Corporation
Date: 26 July2023

Ministry of Finance Office of the Minister
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501 Belleville Street
Parliament Buildings
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For more information on the British Columbia Lottery Corporation contact:
74 West Seymour Street, Kamloops, BC, V2C 1E2
T: 250-828-5500

Or visit our website at

bclc.com

Published by British Columbia Lottery Corporation
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BC Lottery Corporation

Board Chair's Accountability Statement

The 2024/25 - 2026/27 BC Lottery Corporation (BCLC) Service Plan was
prepared under the Board's direction in accordance with the Budget
Transparency and Accountability Act. This plan is consistent with
Government's strategic priorities and fiscal plan. The Board is
accountable for the contents of this plan and is responsible for the
validity and reliability of the information presented.

All significant assumptions, policy decisions, events and identified risks,
as of February 8, 2024, have been considered in preparing the plan. The
performance measures presented are consistent with the Budget Transparency and
Accountability Act, BCLC's mandate and goals, and focus on aspects critical to the
organization’s performance. The targets in this plan have been determined based on an
assessment of BCLC's operating environment, forecast conditions, risk assessment and past
performance.

Signed on behalf of the Board by:

Greg Moore
Board Chair, BCLC
February 8, 2024

2024/25 - 2026/27 Service Plan Page | 3
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BC Lottery Corporation
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BC Lottery Corporation

Strategic Direction

In 2024/25, public sector organizations will remain focused on providing the services and
infrastructure that people depend on to build a good life. Public sector organizations will
continue to support Government in delivering results that matter to British Columbians
including helping people with costs, attainable and affordable housing, strengthened health
care, safer communities, and a secure, clean and fair economy. Public sector organizations will
also continue to work closely with Government as it works collaboratively with Indigenous
Peoples to implement the Action Plan for the Declaration on the Rights of Indigenous Peoples
Act and delivers initiatives that advance reconciliation in ways that make a difference in
communities throughout the province.

As a Crown corporation, BCLC is governed by B.C.'s Gaming Control Act and is responsible for
the conduct and management of commercial gambling on behalf of the Province, including
lottery, casino, bingo, sports betting and online gambling. The net income BCLC generates is
delivered to the Province to fund health care, education, and important services and programs
across the province. Government shares seven percent of BCLC net income' with First Nations
through the BC First Nations Gaming Revenue Sharing Limited Partnership. In accordance with
the Province’s Host Financial Assistance Agreement, local governments and First Nations that
host casinos or community gaming centres also typically receive a 10 percent share of net
gaming income generated by those facilities.

This 2024/25 service plan outlines how BCLC will support the government’s priorities and
selected action items identified in the most recent BCLC Mandate Letter.

Purpose of the Organization and Alignment with
Government Priorities

BCLC is a social purpose company: “We exist to generate win-wins for the greater good.” When
a player plays one of our games, regardless of the outcome, there is a “win”: the player
receives a great experience at the casino, at a lottery retailer or while playing online, and
revenues contribute to provincial programs and community services. We seek to make every
decision with the intention of positively contributing to the progress of our society. We are
continuing to embed this social purpose in our company, including into the employee and
player experience and other aspects of our operations. We consider how we might create
additional value for players, employees, business partners, suppliers, communities,
Indigenous Peoples, and municipal and provincial governments.

BCLC is focused on delivering on our strategic priorities, as established by Government and as
outlined in the Mandate Letter. These instructions form part of our strategic context and,
along with economic and market trends, inform the business choices we make. Our social
purpose assists BCLC in delivering on the foundational principles outlined in the Minister’s

" BCLC net income as defined in the Long-Term First Nations Gaming Revenue Sharing and Financial Agreement.

2024/25 - 2026/27 Service Plan Page | 5
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BC Lottery Corporation

Mandate Letter to BCLC: strengthened health care, safer communities, attainable and secure
housing, and a clean and fair economy that delivers affordability and prosperity.

We have developed four strategic goals to help drive focus and clarity on the prioritization of
our efforts: deliver engaging experiences for our players, generate responsible net income for
the benefit of all British Columbians, amplify our social and economic impact across the
province, and be a sought-after partner for the shared value we can create together.

Operating Environment

Economic Conditions

The continued high cost of living, ongoing inflationary pressures and high interest rates are
affecting consumer spending habits with Canadians increasingly shifting their spending from
wants to needs. About half (48 percent) of Canadians are cutting back on dining out and
entertainment activities.? The impact of the slowing economy is contributing to general
softness in BCLC's casino and iGaming (formerly eGaming) revenue. BCLC has observed that
the average spend per player has been declining in casinos. This is notable because, for
illustration purposes, a five percent decline in casino revenue represents a $94-million revenue
decline for our business. Uncertainty around the future of interest rates and the possibility of
an economic slowdown could accelerate this trend and the impact to consumer spending on
gambling entertainment, including BCLC's. Inflation and high interest rates are also creating
challenges for our service providers. The commission structure for service providers is fixed
within current operational service agreements and, therefore, not responsive to the impacts of
inflation.

New Corporate Strategy

BCLC has developed an ambitious new five-year corporate strategy designed to respond to the
changing realities and challenges facing the company and the industry and position the
organization for future growth and amplified impact in the province. The strategy, launching in
fiscal year 2024/25, creates a greater focus on key investments designed to meet player
expectations and grow our business. Our social purpose, “we exist to generate win-wins for
the greater good,” and BCLC's new vision, “to revolutionize gambling entertainment through
engaging experiences that build and benefit communities,” underpin the decisions and actions
we will take in the coming years.

Player Expectations

Consumers are increasingly seeking digital options for entertainment that they can access
from home or wherever and whenever they choose. With the rising availability of digital
alternatives, consumers are being exposed to a wider variety of entertainment offerings, both
gambling and non-gambling, that are competing with BCLC's products. Young adults have
different expectations and needs than previous generations and as such, BCLC's online and
brick-and-mortar channels need to find new ways to attract and retain younger demographic
gamblers while also meeting the needs of existing players.

2 Ipsos Despite Softening Inflation, Canadians’ Affordability Concerns Remain Acute Report (July 2023).

2024/25 - 2026/27 Service Plan Page | 6
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BC Lottery Corporation

In addition, personalization is becoming the expectation and offering tailored and seamless
omni-channel experiences is critical for businesses to remain competitive. These trends are
driving us to accelerate our adoption of digital technologies and establish the data foundation
to personalize experiences for our players. This also supports our commitment to completing
the Commission of Inquiry into Money Laundering in British Columbia (Cullen Commission)
recommendation for 100 percent account-based, known play in casinos, which we are calling
“verified play.”

Player Health

BCLC continues to focus on reducing gambling harm and promoting responsible gambling in
our business operations, striving for positive player health outcomes in our processes,
products and marketing campaigns. In June 2023, new identification requirements were
introduced for entry at casinos to support people enrolled in BCLC's Game Break self-exclusion
program. BCLC has also taken strategic measures to reduce our marketing efforts from core
casino and online players in favour of focused campaigns and promotions aimed at acquiring
and developing casual, light and moderate players. This is intended to expand BCLC's player
base and reduce revenue concentration.

BCLC has developed a new Player Health Strategy to reduce player harm and the stigma
associated with seeking support. Recognizing that the gambling environment is quickly
evolving, we are expanding the ways in which we reach people in supporting their adoption of
safer gambling behaviours. Our move towards verified play will create new opportunities for
personalized interactions that support safer gambling behaviours.

Online Gambling Market and Unregulated Operators

BCLC's rate of return to the Province from iGaming is significant when compared to Canadian
counterparts. In 2022/23, total revenue for iGaming operations was $440 million, of which
$294 million (67 percent) in net income was delivered to the Province. However, our growth in
iGaming is slowing while competition is increasing. BCLC has seen a significant increase in
illegal operators entering the B.C. market. Through aggressive marketing and acquisition
efforts, these illegal operators are attempting to capture greater market share. We continue to
work with appropriate authorities to try and address illegal online gambling, and the
opportunity to potentially capture additional revenue if illegal operators were kept out of B.C.

Since the Government of Ontario launched the licensing of private-sector online gambling
sites in 2022, there has been an influx of advertising for sites which are licensed in Ontario but
operating unregulated in other provinces. This blurs the line between those sites and
provincially regulated gambling sites, like PlayNow.com, that create revenue and jobs for their
respective provinces. Further, illegal gambling operators from outside of Canada continue to
target provinces, including B.C. Increased demand for advertising from all of these sites has
driven up the cost of advertising and sponsorship opportunities that BCLC uses to enhance the
brand's presence and draw players to the only regulated option in our province.

BCLC has joined with a number of other provincial entities to raise awareness of the
implications associated with misleading advertising and operation of unregulated gambling
websites, which do not provide employment or financial benefits to the Province and present
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risks related to money laundering, gambling addiction and game integrity.

Anti-Money Laundering (AML) and Cullen Commission Recommendations

BCLC continues to make investments in detecting and preventing potential financial crime.
This includes investments in new technologies and ongoing collaboration with law
enforcement and industry stakeholders. BCLC is also supporting Government's work to
respond to the Cullen Commission’s four recommendations for the gaming sector from its
2022 report. This includes accepting the recommendation that BCLC move to 100 percent
verified play in casinos and leveraging this requirement to be an area of focus in our new
corporate strategy.

Gaming Control Act and Regulations

In fall of 2022, Government passed Bill 32, which revised the Gaming Control Act (GCA).
Regulations under the new GCA are under development. BCLC is continuing to work with GPEB
to prepare to operationalize the new GCA and regulations. Legislative and regulatory changes
by the Province will shift how we approach casino facilities development, including obtaining
Minister of Finance approval for new facilities, relocations or substantial changes. Also driving
changes in our approach is Government’'s and BCLC's commitment to reconciliation.

Indigenous Reconciliation

Indigenous reconciliation is a priority and commitment that BCLC shares with the Province. We
are collaborating with Indigenous rights and title holders, Indigenous governments and
Indigenous employees within BCLC to develop an Indigenous reconciliation action plan that
aligns our policies and programs with the Declaration on the Rights of Indigenous Peoples Act
(Declaration Act), the Declaration Act Action Plan, and the Truth and Reconciliation
Commission of Canada Calls to Action. We recognize one of the opportunities for reconciliation
is greater engagement with Indigenous title and rights holders in BCLC's casino development
process and have been participating in consultations which will inform new policies and
processes in this area that are more equitable for Indigenous communities.

Cyber Security

We are continuously investing in and evolving our approach to keep ahead of cybercriminals
to secure our systems, safeguard player data and protect impacts to revenue that may come
from cyber attacks. Major cyber security attacks pose a threat to the casino industry, with
cybercriminals successfully breaching the systems of multiple organizations across North
America in 2023. These attacks can have severe impacts including core business downtime,
permanent data loss, intellectual property theft, privacy breaches, reputational damage and
expensive recovery costs.

Climate Change

In B.C., the likelihood of extreme weather events such as forest fires, heatwaves, flooding,
landslides and coastal storm surges in the short term is considered a near certainty. This trend
has seen severe effects on lives and health, infrastructure and housing, and communication
and supply chains. Events of this nature also present significant risks to BCLC, including
interruptions to business if offices, facilities and/or retailers are closed or if essential highways
are blocked, disrupting critical supply chains.
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BCLC continues to plan for and develop strategies to address the impacts of climate change on
our people, our players and our business, and we have identified current and future climate-
related risks and opportunities through a third-party assessment. There is a tremendous focus
within the organization to advance our social purpose and environmental, social and
governance (ESG) agenda to not only keep pace, but to lead the change. By embedding social
purpose into our everyday behaviours, we will maintain an unwavering focus on our social and
economic impact and broader role in the B.C. community.
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Performance Planning

Goal 1: Deliver engaging experiences for our players

Our long-term relevance is tied to keeping pace with emerging player preferences. By
accelerating the development of digital capabilities, we will be able to create competitive,
personalized and healthy gambling entertainment experiences while preserving the security of
BCLC and the industry.

Objective 1.1: Increase the percentage of player base that has a verified
enterprise account.

This objective highlights the work BCLC will undertake to move towards 100 percent verified
play - beginning with casino players. Increasing verified play in casinos will provide us with
access to significant player data that will allow us to personalize player health and gambling
experiences.

Key Strategies

+» Complete roadmaps for expanding verified play and personalization, including new
technology implementation.

+ Deliver on our Enterprise Data Strategy, including establishing a data governance
operating model and delivering employee training in data literacy and management.

+ Integrate a Customer Identity and Access Management (CIAM) solution across all lines
of business to centrally manage and verify player identities.

+ Implement improvements to the identification-at-entry process in casinos, including a
fast-track lane for Encore Rewards members.

+» Test enhanced Encore Rewards acquisition promotions that attract, engage and
resonate with new members.

Discussion

With 100 percent verified play already in place in our online channel, PlayNow.com, BCLC's
focus is on increasing verified play in casinos through the Encore Rewards loyalty program. For
players who visit our casinos, Encore Rewards membership is optional, so creating a seamless
registration process and offering enhanced membership benefits will be key to attracting new
members and encouraging players to voluntarily sign up. We are developing new strategies
which will include exploring new rewards and incentives programs that will engage players
and support the player acceptance of verified play.

Increasing verified play in casinos will provide BCLC with additional data and will allow us to
deepen our knowledge of players and enhance our personalization engines, rewards and
incentives, product recommendations, opportunities for surprise and delight and player health
experiences. Investments in technology will be critical to establishing the data foundation to
unlock these capabilities. We are also implementing a new AML solution that will provide BCLC
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with a more complete picture of players and play behaviour. This will enhance BCLC's due-
diligence measures to know players better and understand and assess any risks that may be
associated with their transactions or activities.

Performance Measures

2023/24 2024/25 2025/26 2026/27

Performance Measure
Forecast Target Target Target

[1.1] Percentage of player
base that has a verified 48% 49% 51% 53%
Encore Rewards account

Data sources: BCLC iTrak (an internal software platform used for daily log reporting and incident management) and BCLC
Enterprise Data Warehouse

Discussion

BCLC intends to attract more players to register and play using an Encore Rewards account by
simplifying the registration process, providing enhanced membership value and improving the
awareness of the loyalty program. Through these efforts, we expect a steady increase in the
percentage of the player base with verified accounts. This measurement is made possible by
the June 2023 introduction of enhanced identification requirements at casinos which require
guests and players to present government-issued photo identification for entry. While no
player information is stored, a total count of visitors and players is logged, with verified play
determined based on the number of players playing with an Encore Rewards card.

Given that this metric is based on the recently implemented enhanced identification
requirements at casinos, the targets provided in this service plan are based on data collected
during just one fiscal quarter (July to September 2023). Targets may be updated in future
service plans to account for any unknown volatility at this stage.

Objective 1.2: Ensure products and experiences offered by BCLC satisfy
players’ expectations.

We want players to feel satisfied with the products and entertainment choices we offer at our
brick-and-mortar and online gambling spaces.

Key Strategies

» Complete the retail transformation project, which introduces a modern lottery
experience in retail environments, through the replacement and upgrade of all the
equipment hardware that services lottery terminals at over 3,400 lottery retail and
hospitality locations.

+ Design and build an enhanced PlayNow.com platform to improve the registration and
onboarding process, enable enterprise accounts? and streamline payments.

* An enterprise account is a single, unified player account for all lines of business. Currently BCLC requires players to have
separate accounts to play online on PlayNow.com and in land-based casinos.
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s Evaluate and deliver personalized game and player health content and
recommendations to PlayNow.com players.

+ Enhance sports offerings including launching a new retail sports product and new
sports experiences at select casino sites.

» Enhance casino gaming floor offerings with new games and experiences in select
casinos and continue to refresh online games and content.

Discussion

BCLC operates in a crowded entertainment market. Competition for entertainment dollars is
increasing as more options become available, and ongoing inflationary pressure means that
for many consumers, discretionary income for entertainment activities is shrinking.* We are
continuing to evolve our operations and approaches to be player-centric so we can provide our
players with exceptional entertainment and the best player experience. New research and
technologies in the industry create opportunities for BCLC to identify and respond to players'’
pain points and needs, including defining mobile-enabled experiences and rolling out new
products that will be enabled through new lottery terminals that will offer expanded
capabilities and possibilities. Additionally, we are developing an integrated brand strategy that
will resonate with players, encapsulate our social purpose and organize our marketing efforts
to clearly communicate our entertainment offerings and BCLC's positive impact on the
province.

Performance Measures

At the time of writing this report, BCLC was in the process of collecting initial baseline data for
a new metric, the Player Experience Index. Targets for this new metric will be introduced in the
next service plan.

The Player Experience Index was developed to account for the various aspects of a player's
experience including both the purchase experience and the product experience as it relates to
satisfaction. The aspects evaluated include customer service, product mix, security and privacy,
environment/atmosphere, and convenience/ease of purchase. These elements are assessed
for relevance, value for money, excitement, if it made the player feel valued, and fairness.
Using overall satisfaction as the dependent variable, a driver analysis was conducted to
determine the overall weight of each statement of the purchase and product experience. This
weight was then applied to the mean score provided for each statement, and then combined
to make up the Player Experience Index score. This measure is collected through online
surveying through an external market research vendor on a quarterly basis.

The Player Experience Index score will allow BCLC to pinpoint the specific areas of player
experience that needs to be addressed and optimized.

4 Consumer Economic Pulse: Monitoring Uncertainty, Angus Reid Group, September 2023
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Goal 2: Generate responsible net income for the benefit of
all British Columbians

BCLC conducts and manages gambling for the benefit of British Columbians. As an
organization we must continue to balance the generation of revenue with reducing gambling-
related harm and promoting responsible gambling across our business operations.

Objective 2.1: Reduce harms associated with gambling.

Growing responsibly requires a focus on reducing harms associated with gambling. We strive
to lower Problem Gambling Severity Index (PGSI) scores among our higher-risk players
through various interventions and education programs.

Key Strategies

+ Leverage predictive analytics and account-based gambling solutions for personalized
approaches to player health and to improve the ability to respond to early warning
signs of high-risk play.

+ Integrate safer gambling messages within our marketing and promotions of sports to
address unique issues facing sports players.

+ Continue to improve BCLC's virtual GameSense program and offerings.
+ Explore additional initiatives that will support BCLC to meet or exceed the standards set

out in GPEB's Responsible Gambling Standards for Internet Gambling Conducted by
BCLC.

Discussion

Player health is a critical component of BCLC's strategy, and we continuously seek to
understand and encourage safer play behaviour. We have developed a new Player Health
Strategy focused on understanding our players and their behaviours to help us to implement
strategies to support them in safer play. Recognizing that the potential for problem gambling
behaviour is higher for some products and player groups, Keno and sports betting are areas of
focus in the new strategy to better understand what drives potential problem gambling
behaviours and to develop and implement strategies to mitigate these risks.

Objective 2.2: Reduce the number of incidents related to potential
crime in and near facilities, including brick-and-mortar, online and/or
related to BCLC-managed gambling products.

Any criminal activity related to gambling and in our business is a concern for British
Columbians. BCLC is taking action to eliminate these risks.
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Key Strategies

« Increase verified play in casinos to reduce the use of unsourced cash by unknown
players, further increase capacity for monitoring transactions, provide insights into
player behaviour, and support Cullen Commission recommendations for BCLC.

+ Complete implementation of an enhanced and scalable AML transaction monitoring
software solution for casinos, which will enable BCLC to continue to meet and
potentially exceed reporting and regulatory requirements for AML controls, and to
integrate and extend existing reporting capabilities, intelligence and analytics.

» Continue to enhance the account registration process on PlayNow.com and leverage
technology to further detect fraud and potential for criminal activity across the
business.

» Support Government, through GPEB, in meeting its responsibilities for the overall
integrity of gambling by ensuring casino service providers adhere to BCLC's policies,
procedures, B.C. liquor policies and regulations, and through ongoing collaboration
and participation in the RCMP-led Counter Illicit Finance Alliance.

Discussion

To ensure the safety of our operations online, we are continuing our work to enhance our
registration process and implement appropriate tools to help detect and deter any fraud on
PlayNow.com. BCLC's focus on moving towards 100 percent verified play in casinos will provide
us with access to significant player data to monitor and better know the source of funds and
source of wealth of our players.

Enhanced identification requirements at casinos ensure individuals under 19 years of age and
individuals with links to or who are suspected of criminal activity are prevented from entering
our facilities. Since the implementation of the enhancement in June 2023, there has been an
overall decrease in incidents of potential crime in our casinos. We will continue to collaborate
with law enforcement, regulators, service providers and other stakeholders to further define
and implement security controls to mitigate the use of fraudulent identification and to further
reduce the potential for criminal activity in or near our business.

Objective 2.3: Optimize net income through investment to sustain the
long-term health of the business

BCLC can continually serve the Province by proactively investing in new systems, technology
and talent that support the responsible generation of revenue for Government.
Key Strategies

+ Leverage the investment in new lottery systems and technology to enhance the way
players engage with and experience lottery with improved digital and in-store
experiences and greater personalization.

+ Build a world-class rewards and incentives program with capabilities that provide
curated and personalized incentives for players across our offerings.
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« Shift from a product-centric to an experience-centric focus to create new offerings and
broaden the player base while encouraging cross-play with other gaming lines of
business.

+ Continue to invest in BCLC's iGaming platform and offerings to attract new players that
are typically less engaged with land-based delivery channels (casinos).

+ Collaborate with local governments, Indigenous title and rights holders, casino service
providers and vendors to advance opportunities for new and improved facilities in
communities across the province where there continues to be under-served market
demand.

Discussion

Government provides seven percent of BCLC net income?® to First Nations through the BC First
Nations Gaming Revenue Sharing Limited Partnership. In accordance with the Province’s Host
Financial Assistance Agreement, First Nations and local governments that host casinos or
community gaming centres typically receive a 10 percent share of net gaming income
generated by those facilities. The Province uses the remaining funds to help support public
services that benefit all British Columbians, such as health care, education, community
programs and other essential services.

BCLC is making foundational investments to help retain and grow revenues in the years to
come. We are focused on leveraging new technology to enhance our personalization
capabilities and player experiences. These investments include building a world-class rewards
and incentives program and providing other new offerings that appeal to existing and new
players. Through these efforts we will deliver engaging experiences and broaden the player
base.

Performance Measures

2022/23 2023/24 | 2024/25 | 2025/26 | 2026/27

Performance Measure
Actuals Forecast Target Target Target

[2.1] Percentage of BCLC
players who score as high risk 10% 11% 9% 8% 7%
on the PGSI

Data source: Continuous tracking survey conducted online by a third-party research professional.

Discussion

The PGSl is a self-reported, standardized measure of assessing at-risk gambling behaviours. It
is a globally used tool based on research of common signs and consequences of problematic
gambling. Players who score eight or higher are considered to be at high risk for problem
gambling. Measuring PGSI allows BCLC to monitor the proportion of high-risk players in our
player base and to understand how to make safer products and environments. Through the

5 BCLC net income as defined in the Long-Term BC First Nations Gaming Revenue Sharing and Financial Agreement.
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