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PESKY CUSTOMER HANDLING MANUAL
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We compiled a manual from relevant government guidelines and our
own interviews with the police. Retail security experts recommend
stores to have their own manual and post it in the rest area or in
the office in addition to periodic staff education. The followings
include general information for your reference. You should develop
your own manual including specific items that fit your region and
the individual store.

When you identify a shoplifter

- Ask a fellow worker to keep an eye on the suspect, and call the
police immediately.

- Collect evidence while waiting for the police(security camera,
photos, etc)

- After collecting sufficient evidence, approach the customer with
proper identification and request cooperation.

- When the police arrive, hand over the suspect with the evidence.

- Do not show any sign of suspicion while gathering evidence.
- Do not make racially discriminatory statement.

- Do not search personal belongings without consent.

- Do not detain the suspect within the store for too long.

- Do not chase the suspect.

When you find a violent behavior inside the store,

- Turn on a recording device and reiterate the store policy in a polite
manner.

- Use the prepared emergency cal list to contact other employees
and call the police.

- Evacuate other customers and collect the evidence(security cam-
era, photos, etc)

- Collect sufficient evidence and take shelter in a designated area

- Do not use violence against a violent customer,
- Do not raise voice or make verbally abusive statements.
- Do not provoke the wrongdoer.

In case of armed robbery,

- Press an emergency bell if exist.

- Stay calm and listen to the robber's demand.

- Watch closely what objects the robber touches in case no gloves
worn (to collect fingerprints).

- Make a note of the height, age, and appearance of the offender
without telling.

- Place measurement stickers to determine the height of the suspect
(later to be analyzed in video footage)

- Do not make any statement or action likely to provoke the offender.
- Do not show a sign of panicking or look surprised.(The robber
does not wish to harm you.)

- While comply with robber's demand, do not be actively assist or
cooperate.

- Do not make an eye contact with the offender.
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