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SILVER

2017 s

Headquarters North Ryde NSW, Australia

Year Founded 1953

Revenue 2.1 Billion

Employees 3,500

Global Scale International

Customers/Output, etc. Customers include: casinos;
Products: slot machines, casino management software, digital
slot games.

Industry Gaming

Stock Symbol ALL.AX (AUS Stock Exchange)

Website https://www.aristocrat.com/

Value Proposition

Aristocrat Technologies manufactures and installs slot machines in casinos in the U.S,,
across North America, and the Caribbean. Slot machines and LCD signs require computer
hardware skills to install and repair, networking skills, and safety skills. The focus of this
proposition is safety. Complex slot machine installation and repair requires technicians to:
e Drive a fleet van safely.
e Navigate various weather phenomena.
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e Operate tools, ladders, and wenches.
e Properly lift LCDs for mounting to brackets or wall.
e Safely plug-in 220v machines and networking cables.

This work falls under the scrutiny of casino management, Aristocrat management, OSHA,
and the insurance company. Aristocrat technicians must remain safe and perform
installations in a safe manner. Also, while working, technicians must keep in mind the
safety of the casino employees and patrons who may be going about life on the casino
floor. The business needs for this performance support project are to:

e Fulfill regulatory requirements for Safety Training.
e Keep company employees and casino customers safe.
¢ Install complex machines in an environment where technicians lack total control.

Aristocrat’s Learning Solutions Team (LST) was looking for a novel way to reinforce safety
training previously delivered to technicians. This training had been delivered by the Safety
Team via instructor-led, video, and email newsletter. The LST opted to utilize a SMS-based
coaching platform called Mobile Coach. The LST provided Mobile Coach with multimedia
content that was previously delivered to the technician group by the methods listed
above. This content became a one-year safety coaching and reinforcement campaign
delivered via SMS messages using Mobile Coach. The “Coach” was given the persona of
“Coach Jesse,” who texted bi-weekly with a tip, question, and a sense of humor.

Coach Jesse begins her coaching relationship by introducing herself and setting
expectations for communication. Each coaching interaction involves Coach Jesse focusing
on a topic, such as electrical safety, at the macro level. This is followed with a question to
test understanding and feedback, including resources on the best method.

While most technicians received coaching without human interaction, the platform
allows users to respond with a request for deeper coaching. Those requests are diverted
to the LST.

“Coach Jesse has easily brought safety into the everyday talk of my technicians. Safety
numbers improved over the year as did employees raising awareness when they spot a
situation that could create a problem.” —Max Skaare, Vice President of Technology
Services, Aristrocrat Technologies
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Product or Program Innovation

Coach Jesse brought innovation to Aristocrat’s technicians through simplicity of
technology, flexibility, and customized content. For end users, interacting with a bot via
SMS was a simple proposition with a low adoption curve. Users who already texted were
changing to a mobile workforce and were accustomed to a “bring your own device” (BYOD)
program. Coach Jesse easily integrated into their digital habits as another tool.

Coach Jesse offers flexibility for end users as SMS messages can wait for response. If a
technician is elbow-deep in a slot machine, he can interact with the coach at a time better
suited to him.

Also, the Mobile Coach platform allows for SMS messages to be delivered at a specific
time in a user’s time zone. This enables Learning Solutions to schedule messages towards
the end of a technician’s typical workday. Additionally, the Mobile Coach platform allows
users to respond up to two days later before timing out.

Unique Differentiators

Coach Jesse is built around the idea of delivering mandated safety training in bite-sized
pieces that are easy to respond to and apply. Ease of use is paramount to Coach Jesse’s
success.

In using SMS messaging as a communications channel with Coach Jesse, there is nothing
to download, no accounts to create, or passwords to remember. The barrier to entry is
very low —it’s texting, communication that learners are already using daily to engage with
friends and family. The SMS messaging channel allows users to reach and engage easily
with field technicians throughout the United States, Canada, and Puerto Rico.

SMS-based coaching was a perfect solution to increase engagement. Texting provides a
higher level of engagement with the content than any other communication channel.
Statistically, 98% of text messages are read (and 90% are read within three minutes of
receipt). Emails and apps can’t compete. Similarly, when presented with questions,
quizzes, or the opportunity to ask for more details, end-users on Coach Jesse responded
69% of the time.

Despite being an automated chatbot, Coach Jesse was created to have a personality and
to make the experience feel natural and personal to end users. Coach Jesse’s
conversational user experience is a more powerful (and friendlier) reinforcement and
learning tool than other options.
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Because Coach lJesse is personable, interactive, and responsive, end users develop a

“relationship” with Coach Jesse, as opposed to being an annoying alert service that is
ignored.

Another advantage Coach Jesse has over other solutions is the real-time data analytics
that can be seen on the back-end. Also, it can see exactly how end-users are interacting
with Coach Jesse, take that data, analyze it, and make iterations on the interactions to
improve performance and results.

Product or Program Demo

Joining Coach Jesse is easy. Users simply text a “keyword” (a unique phrase assigned to
the chatbot) to the coach’s phone number. Once a user has onboarded in this way, the
chatbot can start sending programmed messages. Coach Jesse focuses on safety training
and compliance, so users join by texting the keywords, “Stay Safe.”

The first several messages are important to set expectations for users. By informing them
what the experience will entail and how long it will last, Coach Jesse can make users feel
comfortable interacting with it over an extended period of time —in this case, every other
week for an entire year.

Figure 1: Coach Jesse Texts

< Back (702) 489-0532 Contact

Tue, Jul 5 2016, 1:53 PM

Hello! I'm Coach Jesse! You've
been selected to participate in

my automated texting service,
focusing on safety--courtesy of
Aristocrat Technologies!

Starting today, I'm here to
help you remember and apply
important safety information
while you're out on the job

I'll be texting you once every
other week for the coming
year. Get ready to flex those
safety muscles! We'll start next
week--good luck 'til then!

Sounds great, thanks!
I'll save you as a contact

Source: Aristocrat Technologies 2018

Mobile Coach chatbots can deliver reminders, tips, quizzes and questions, challenges,
links to content, and more. Coach Jesse sends all of the above.
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These examples show a tip with access to more information and a multiple-choice quiz:

Figure 2: Reminders, Tips, Quizzes, and Questions

8000 AT&T LTE §:09 PM

< Back Coach Jesse

Thu, Sep 22 2016, 12:05 AM

The #1 priority when someone
has come into contact with a
live electrical current is to
eliminate the flow of current.
Text ZAP for more details

It's NOT sufficient to just turn
off the machine or tool. You
need to either switch off the
circuit or remove the plug from
the power socket

If that will take too long, you
need to break the contact
between the current and the
person. Insulate yourself and
use non-conductive items to
separate them

- 50% Il

Contact

Send

#8000 AT&T LTE 5:16 PM < 50% N

( Back Coach Jesse Contact
Fri, Mar 3, 12:15 AM

Pop quiz! If you feel tired while
driving, you should: A. Keep
going, you've got a schedule!
B. Pull over and nap C. Turn up
the radio

Pretty sure it's B. Pull over

Correct! It's better to take a
quick 20min power nap than
run the risk of falling asleep
behind the wheel and
endangering yourself and

others
Totally true!
(O] Send

Source: Aristocrat Technologies 2018

The examples below show Coach Jesse delivering links to additional content, after a quiz,

and as part of a reminder.
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Figure 3: Additional Content
eeCO0C ATAT LTE 5:34 PM - 80% M eecoo ATRT LTE 5:22 PM -7 80% Nl
{ Back Coach Jesse Contact € Back Coach Jesse Contact

Thu, May 11, 11:58 AM

Even if you're the best lifter in
the workplace, we can all use a
little lifting safety reminder
now and then

To stay at the top of your
lifting game, check out this
video about protecting your
back by using proper lifting
techniques:
https://goo.gl/yW3fmm

I'm pretty good at lifting
safety, but this is a great
reminder. Thanks Jesse!

(O] Send

Wed, Apr 19, 12:10 AM

Some of the most common
driving behaviors are also the
most unsafe. Which of the
following is one of the 6 most
unsafe driving behaviors:

A. Driving too slow B. Violating
right of way C. Slowing down
when you're being tailgated D.
Stopping for ice cream

Hmmm maybe stopping for ice
cream? ;)

Nice try ;) But it's B. Violating
right of way! Want a refresher
on the 6 most unsafe driving
behaviors to avoid? Click here:
https://goo.gl/Hr00Sk

Eel Send

Source: Aristocrat Technologies 2018

After the final content, Coach Jesse bids users farewell, letting them know they’ve

completed the experience in this following example.

This is how Coach Jesse looks in the Mobile Coach Platform. Each line in the platform view

below is a single message. The platform encompasses a wide range of commands and

customization, with separate tabs for a chatbot’s script, the content it hosts (like images,

PDFs, etc.), its settings, and more.

© 2018 Brandon Hall Group. Not licensed for distribution. Page 6




2017 Technology Awards Review

Aristocrat Technologies

Brandon Hall

/A —GROUP—
Figure 4: Completion Experience

#8000 ATAT LTE 5:42 PM < 50%

< Back Coach Jesse Contact

Thu, Jul 6, 1:05 PM

Driving check-in! When was
the last time you checked your
work vehicle or had any
maintenance performed? A.
This week B. This month C.
More than a month ago

I got it checked this week!

Sounds like you're on top of
things! For a quick refresher on
the things to check on your
vehicle, click here:
https://goo.gl/U1HOQp

Guess what--it's been a year! I
hope I've helped you have a
safe year on the job :) I've
enjoyed our time together. All
the best, and stay safe out

there!
Thanks so much! See ya

(O] Send

Source: Aristocrat Technologies 2018

The platform includes a section for assigning phone numbers and keywords to a coach —
the simple tools that users use to join the coach. This portal also allows for quick editing
of messages, even to currently active coaches.

Each message can be edited individually to give it any number of specific behaviors and
functions. On the Editing Rule page for each message, a broad set of controls and post
conditions can be enabled to give Coach Jesse the right responsiveness and interactivity.

Coach Jesse gathers a lot of data, and a flexible reporting interface gives an overview of
all current and past users. The report generator can create reports detailing user
responses, behavior, trends, and more, and allows viewing right in the platform or
through downloaded CSV files.
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The information on a coach’s performance is crucial for knowing how the messages are
engaging the end-users and serves as the foundation for making regular improvements
to a coach so that it continues to be the best aid it can be for participants.

Measurable Results

The results of Coach Jesse are seen in two ways:

e The safety culture among the American Field Service Technicians.
e The incident numbers decreasing.

Aristocrat uses the AON employee engagement survey, which includes a question on
whether or not technicians feel safe on the job. Technology Services scored 90% — higher
than the AON benchmark (85%), the global organization (85%), or North America (86%).

Figure 5: Score from AON Engagement Survey

| FEEL SAFE ON THE JOB.

£ AON Benchmark m Global ™ North America H Tech Services
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90%

85% 85% 86%

Source: Aristocrat Technologies 2018

For the incident numbers, the safety training began in 2015 with Coach Jesse launching in
2016.
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The chart below shows a high of 17 vehicle accidents in 2015, dropping to 10 and finally
to 2 (YTD 2017).

“Medical” and “Injury Days Away from Work” (DAFW) have also decreased.

An increase was seen in “Near Miss” and “First Aid” reports since the launch. This
indicates a better understanding of safety incidents and reporting.

Figure 6: Data Comparison

b »—8

2014 2015 2016 2017

—e=—\/ehicle Accidents =@=Injury DAFW

Near Miss/First Aid =e=Medical Only

Source: Aristocrat Technologies 2018

The numbers show the dual benefit of reducing injury and increasing awareness. The
benefit to Aristocrat and its technicians is a healthier, engaged workforce.
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About Brandon Hall Group

Brandon Hall Group is a HCM research and advisory services firm that provides insights
around key performance areas, including Learning and Development, Talent
Management, Leadership Development, Talent Acquisition, and HR/Workforce
Management. With more than 10,000 clients globally and more than 20 years of
delivering world-class research and advisory services, Brandon Hall Group is focused on
developing research that drives performance in emerging and large organizations and
provides strategic insights for executives and practitioners responsible for growth and
business results.

Inspiring a Better Workplace Experience

Our mission: Empower excellence in organizations around the world through our research
and tools each and every day. At the core of our offerings is a Membership Program that
combines research, benchmarking and unlimited access to data and analysts. The
Membership Program offers insights and best practices to enable executives and
practitioners to make the right decisions about people, processes, and systems, coalesced
with analyst advisory services which aim to put the research into action in a way that is
practical and efficient.

Membership Offers Tailored Support

Our membership delivers much more than research. Membership provides you direct
access to our seasoned team of thought leaders dedicated to your success, backed by a
rich member community, and proactive support from our client services team.

RESEARCH ACCESS & EVENTS
® Reports

¢ Case Studies, Frameworks & Tools
e DataNow® & TotalTech®

* Webinars and Research Spotlights
¢ Annual HCM Conference

* Ask the Expert

¢ 1 on 1 Consultations
® Research Briefings

* Benchmarking
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CLIENT SUCCESS PLAN
e Your Priorities

e Executive Sponsor

e Client Associate

* Monthly Meetings

Strategic Consulting Offers Expert Solution Development

Our consulting draws on constantly updated research and hundreds of case studies from
around the globe. We provide services that simplify and target efforts to produce business
results.

BENCHMARKING

e Competitive/Comparative
e Maturity Model

e Custom Research

STRATEGY

e Business Case

e Planning

¢ Organization & Governance

TECHNOLOGY SELECTION
e VVendor Selection

e Architecture Design

e Systems Evaluation

DEVELOPMENT & INTEGRATION
® Program Design

e Assessment

e Survey

® Process Integration

For more information, contact us at success@brandonhall.com.
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