

Section 33 - Patron Disputes

(a)
Patron Disputes
The facility must have in place a procedure for patron complaints that at a minimum, includes the following:
(1)
Internal Procedure 
(i)
The facility must have a process in place for addressing a patron dispute, which includes documentation of all contact with the patron and escalation of the situation to management if necessary. 
(2)
Procedures must be in place for notification of surveillance and security immediately upon identification of a patron dispute including retention of relevant surveillance recordings.


(3)
Patron Dispute Form
(i)
Each of the Tribe's gaming facilities must maintain a form for patron disputes, which is readily available to all patrons upon request.  Information indicating the availability of the patron dispute form must be conspicuously posted in the gaming facility.  At a minimum, the form should include the following information:
(A)
Space to record all information relevant to the situation and contact information regarding the patron;
(B)
Information regarding the process by which the dispute will be reviewed by the Tribe and remedies available to the patron; and
(C)
Contact information for the Division and Tribal Gaming Commission. 
(D)
A response to the patron dispute form should be provided to the patron within 30 days of the filing of the form by the patron.
(E)
Should the patron provide a copy of the patron dispute form to the Division subsequent to the Tribe's response and review period, the Tribe shall provide a response to the Division regarding the disposition of the dispute and any relevant documentation of the Tribe's investigation within 30 days of receipt of the request from the Division.
(F)
The Division may request an additional review of the situation to which the Tribe must respond within 30 days of receipt of the request from the Division.
(b)
Patron Self-Exclusion
(1)
The Tribe shall allow individuals to request exclusion from the Tribe's gaming facilities.  Each of the Tribe's gaming facilities must maintain a form for self-exclusion, which is readily available to all patrons upon request. Information indicating the availability of the self-exclusion form must be conspicuously posted in the gaming facility.  
(2)
At a minimum, the form should require the following information from the patron:
(i)
Full name, address and phone numbers;
(ii)
Driver's license number;
(iii)
Date of birth and SSN; 
(iv)
The period for which the self-exclusion is requested;
(v)
A color photograph clearly identifying the individual; and
(vi)
A notarized and dated signature.
(3)
Exclusion List
(i)
The Tribe shall create and maintain a list of persons that have requested self-exclusion.  Self-exclusion is subject to the following requirements:
(A)
The exclusion shall expire at the end of the patron-requested period and shall not be revocable during the period for any reason.
(B)
The Tribe shall make a reasonable effort to ensure that individuals on the self-exclusion list are prohibited from participating in gaming at its facilities including, but not limited to provision of the list of individuals and identifying information to the surveillance department, the cage department, the security department and the removal of the individual from all player's clubs and mailing lists.
(4)
Jackpots Won by Excluded Persons
(i)
The Tribe shall be prohibited from paying any jackpot to a patron on the self-exclusion list.  Jackpots won by individuals on the self-exclusion list shall be donated to a Wisconsin-based charitable organization.
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