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Managing Customer Theft
with Confidence
A staff programme for learning to prevent and

deal with Customer Theft confidently
Introduction

For almost every retailer, shoplifting will represent a significant percentage of their overall loss or ‘shrinkage’.  The effect on profit can be crippling, the psychological impact on the owners, managers and staff just as bad.
There is no question that one of the most effective ways to reduce shoplifting is staff vigilance and action.  The problem is that most staff find the thought of approaching suspected shoplifters just too intimidating to deal with, so they ignore it by turning a blind eye.  ICON GROUP’s solution is to take the emphasis off ‘catching offenders’ and confrontational approaches, and put it onto friendly customer service, which lets the person ‘know that you know’ and secures the product (when safe).

The organisational benefits of well trained staff that are able to reduce and manage customer theft are:
(
Enhanced profitability through reduced loss
(
Reduced risk of injury to a staff member or customer through inappropriate staff response to a suspected event
(
Reduced risk of misguided action by a staff member resulting in embarrassment to the organisation
(
Maintenance of staff morale and commitment to security due to confidence in their ability to deal with suspected shoplifting in a non-threatening way
Learning Outcomes

Upon successful completion of ICON GROUP’S Managing Customer Theft with Confidence seminar, learners will be able to:

[i] Understand company policy, their legal rights and obligations
[ii] Describe methods shoplifters use to steal
[iii] Identify behaviour which indicates someone may be stealing or may be about to steal
[iv] Approach suspected shoplifters with improved confidence in their ability to manage the situation competently
[v] Implement proven techniques which are consistent with good customer service to safely prevent a theft occurring
[vi] Describe what to do in the event that a suspect leaves the premises
Course Structure & Content

Session One
Introduction

(
Current response to suspected shoplifting

(
Learning outcomes
Session Two
Clarifying the Legal Issues

(
What is theft?

(
Staff rights and obligations

(
The suspect’s rights
Session Three
Shoplifting

(
Shoplifting methods

(
Behaviour that might indicate someone is about to steal
Session Four
A Simple and Positive Approach to Preventing Shoplifting

(
Applying customer service techniques to prevent theft

(
Practicing verbal judo

(
Taking possession of the goods safely

Session Five
Dealing with Suspected Shoplifters

(
The bonus – if they agree to stay


(
Company and Police notification


(
Documentation


(
Dealing with ‘runners’


(
SNAPSHOT™ - an identification technique
Learning Methods

This seminar involves presentation of key information by the facilitator, group discussions, syndicate exercises and sharing of learners’ experiences.
Seminar Duration

Half Day (approx 4½ hours)


