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Actions to follow spotting a customer suspicious of shoplifting. Review
the security camera footage and secure evidence. If you have evidence, check
the customer's bag. If you find a stolen good, call 911. (Caution: Do not use
force against the suspect. Do not chase. Do not detain the suspect against will.)

Right to inspect. You have a right to inspect any item inside the store. (Cau-
tion: Some counties and cities may have a local ordinance against search of
personal belongings. You should check with your local governments before
taking any action.)

Storage area. Customers should never enter a storage area. The backdoor to
the storage area should be locked at all times.

Employee register account. When employees start a shift, they should use
their own account to log in. At the end of the shift, they should log out.

Hiring process. If necessary, you should get a written consent and run a crimi-
nal background check as well as reference check with previous employers.

Employee Shift Changes. Whenever an employee enters or exits the retail
floor, they should pass the security gate at the main entrance.

Locks and keys. Unless necessary, only mangers should be in possession of
keys. If a manager quits, change the locks. Collect all keys that employees may
have used or possessed during the shift before they leave the work.

Repair and maintenance. You should have all contractors sign-in for any
repair and maintenance job, and a manager should accompany them.

Trash. Managers should randomly check the trash bags or hins to inspect
whether any concealed or missing item presents inside.

Unauthorized markdown. Employees may not provide discount to themselves
or their family and friends without proper authorization by a manager or the
owner.

Staff personal belongings. Employees may not bring personal belongings
or overcoats into the retail floor. They should keep them in a personal locker in
a change room or a rest area. Employees may report to work with transparent
bags only.

Periodical/Surprise Audit. In addition to a periodical audit of cashers, surprise
audit in case of suspicion or random audit shall be performed.

“The above example guideline is based on the general advices BNB Magazine editorial board found in
the policy of Goodwill company. It cannot replace a professional advice.

» Phrases Best Delivered Kindly

How a message is delivered is crucial. Even if intentions are the same,
differences in facial expression and tone of voice can affect how the oth-
er person takes that message. BNB has compiled a short list of phrases
that may be useful with customers.

Related to Covid-19:

“ At this time, trying on wigs is not allowed due to Covid-19 related con-
cerns and guidelines.”

“ For the time being we won't be taking returns as a preventative mea-
sure against the coronavirus.”

“ Our store is strictly following the guidelines set by the government.
Please wear a mask in the store at all times.”

% For the sake of our customers’ health, we are recommending masks
are worn at all times inside the store.”

Miscellaneous Phrases:

¢ (If the alarm has gone off.) The alarm could have malfunctioned, but
per store policy would you be willing to comply to a bag check?”

% Ma’am/Sir, you can’t open products before purchase.”

% The POS has already been closed down so we’re unable to take more
customers today.”
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