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Mark R. Doyle Talks- - -
2020 Holiday Season - It's Here

Ready or Not!
What ayear it hasalready been, and now thebusy holiday seasonis
uponus. Whatwill itbring?Whotheheck really knows! Butl say, let’s
planfor moreshoppers, spendingmoredollars, whilea sopreparing

i *4 for moreshoplifterswhomay belookingtomakeupfor lost time/thefts
duringtheearlier retail shut-down. | think greetersand customer servicewill bekey

to controlling losses this holiday season, along with proper use of anti-theft
technology. Inaddition, keep upyour shrink control auditstoensurecompliance
toyour L PProgramand company P& P, whichwill hel preduceyour vulnerability
tointernal theft. Anddon’ tforget your seasond hires- they arenow part of theteam
—ensurethey get proper trainingand guidance!

| wishyouandyour family asafe, healthy and enjoyabl eholiday season, anddon’t
forgettofollow usontheweb, LinkedIn, Facebook and Twitter.

Until nextyear...$

32nd Annual Retail Theft Surv
Theft Continues to Plague U.S. Retailers

By MarkR.Doyle

Two-thirdsof retail ersparticipatingin
this survey reported an increase in
shrinkin2019, whichisreflectedin
their reported apprehensions and
recovery dollars. Overall
apprehensions increased 2.4% and

down 2.9%, therecovery dollarsfrom
those apprehensions increased 7.8%.
Overall, retail theft continues to be a
seriousproblemfor retailersnegatively
impactingtheir bottom-lineand creating
moreout-of-stocksand higher pricesto

recovery dollars from those theconsumer.
apprehensions were up 4.9%.
Shopliftingapprenensionsandrecover  Shoplifting

dollars increased 3.0% and 3.5%
respectively, withrecovery dollarsfrom
shoplifting incidents without an
apprehensionincreasingby 11%((to
$176million) overtheprioryear.While
employeetheft apprehensionswere

Survey participants noted the follow-
ing as to why their Shoplifting
apprehensions and recovery dollars
increased or decreased in 2019:
Increased:

Continued on Page 4
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Did You Know

8 Mid-Year 2020 Robbery statistics
include:
- Robberies are up 4% from 2019
and up 11% from 2016
- 51% of robbery incidents occur
between 8pm and 4am.
- Almost half of the robberies
occurred in C-Store, Restaurant
and Jewelry stores.
- 87% of the suspects were male,
8% female and 5% unknown.
- 38% of therobberieswerearmed,
37% unarmed and 25% burglary.
- Monday, Sunday and Tuesday
were the three most common days
for robberies to occur.
D&D Daily

88 According to arecent survey:
- Total merchandise returns ac-
count for $309 billion inlost sales
for U.S. retalers.
- The amount of fraudulent returns
as a percent of total returns was
8.8%or $27 hillion.
- Return fraud risk isincreasing as
annual losses ($27 billion) were up
35% in 2019, and the return fraud
percent (8.8%) was 76% higher
than 2018.
Appriss Retail Consumer Returns2019

A recent annual retail survey
reportedthefollowing:

- Shrink is at an all-time high of
1.62% of retall sales, costing the
U.S. retail industry $61.7 billionin
2019.

- The average dishonest employee
theft case was $1,139.32, down
dlightly from2018.

- Theaverage shoplifting theft case
was $270.06, down significantly
from2018.

NRSS 2020

Customer Expectations - - -

Protecting Your Brand

By Michael Mershimer

As most Ice Cream retailers will
attest, product produced for store
dippingcabinetscomeinthree-galon
tubsasdisplayedintheimagebel ow.
Thismakesitdifficultfortheconsumer,
looking into the dipping cabinet to
determineif the storeis selling the
brandspremiumhighquality product
oralower quality brand of icecream.
They trust thebrand, or they donot.

g ¥ AT ==l

]

Unfortunatdly, butasyoucanimagine,
somefranchiseesor licenseesof mgor
brands will look for ways to cut
corners and costs. One way we
discoveredisby purchasingamuch
less quality $9 ice cream tub, and
putting it in the dipping cabinet,
replacingthebrandsrequiredpremium
icecreamthat could cost $25atubor
more. Asmy franchisingmentortold
merepeatedly, “Wecannevertolerate
afranchiseemid eadingtheconsumer
into thinking they are buying our
premium product, and sell them
somethingless. Ever!” So, our answer
tothisproblemwastowrapourlogo
aroundthetubssotheconsumerwould
recognizeour premiumicecream. |
thought “great, problem solved!
Next?'

Monthslater duringamarkettour, |

noticedaclothesironinafew stores,
andaskedapart-timeemployeeif they
wereironingtheir uniformsintheback
room. When she stopped laughing,
she explained that this franchisee
instructed themto usetheironto go
aroundtheouts deof thelower quality
icecreamtubsshepurchasedtoloosen
theproduct fromthewallsof thetub.
That way it was easier to side the
product out and into the recently
emptied and cleaned premium
company branded tubs! Problem
obviously wasNOT solved!

Wewereabletoquicklyinvestigate,
document, audit, and quantify how
muchchocolateandvanillaicecream
were being purchased outside the
system, cogtingthisfranchiseeherthree
storenetwork. Again, nomisleading
theconsumer! Relentlessenforcement
of brandstandardsistheonly thingthat
buildsconsumer trustinabrand.

Key Tip: When peopleentrustedwith
your icecream brand buy outsidethe
system, they typically purchase
chocolateand vanilla(primary bev-
erage flavors). Keep an eye out for
dropsin ordering of your key items
fromapproved sources. $

(Editor’s Note: This article was
written by Michael Mershimer,
President, Brand Standards &
Compliance at IntelliShop. If you
wouldliketolearnmoreabout sales
reporting integrity and brand
compliance, visit their website at:
https. //mmw.intelli-shop.conv.)
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Taking Precautions - - -

Holiday Cargo Theft Alert

By Mark R.Doyle

Historically cargotheftsincrease- up
t040%- duringtheholidaysandexperts
expectsmilarincreasesfor thiscoming
2020 holiday season. Food itemsare
typically oneof themost stolencargo
items, but during the holiday season
thieves prefer electronics, designer
clothingandhomegoods.
Astrallertheftsandburglariesincrease
during the holiday season we
recommend companies, especialy
retailers, remind their logisticsand
trafficteamstotakeextraprecautions
to secure their buildings and trucks/
tralers

Below isa sample message:

This messageisa reminder to take
extraprecautionsduringtheupcoming
Thanksgiving, ChrigmasandNew 'Y ear
holidaystoensurethephysical security
of our buildingsandtruckg/trailersisin
place, and to protect our physical
inventory againstlossduetotheft.

Our assetsareparticularly vulnerable
during thistimeof year withreduced
staffing, vacations and extended
periodswheretheoperationisclosed,
andnooneispresent on-site.

In addition, trucking companiesand
parcel carriers will use many ‘tem-
porary employees duringtheholidays,
thusincreasing our exposureto people
wedon’tknow.
Somebasicitemstoconsider include:
- Advise your local security/alarm
provider of your work scheduleandthe
timeswhenthebuildingisnotoccupied.
Thisisalsoagoodtimetoverify your
cal-ligwiththedarmcompany andthe
protocol they have on-file. Damage
fromfire, sprinkler systemsor water

linebreakscanalso createsignificant
inventory loss; therefore, make sure
your monitoringcompany isalertand
hasanup-to-datecall list.

- Verify thesecurity systemsin place
(locks, accesscontrolssystems, CCTV,
etc.) at all buildingentranceand exits,
including dock doors, are in good
workingorder. Doublecheck toensure
that alarm points-of-protection are
activated and functioningby conducting
an “aarm test” with your alarm
company.

- Ensure dl trailers have 5" wheel
lockg/air brakelocksinplace, sdeand
backdoorsarepadlocked, anddelivery
vehiclesarelocked and secured.

- Adviselocal law enforcement of your
Holiday scheduleand request additiond
patrolsof your building’ sexterior and
parkinglots.

- Y our location could beatarget. Do
not assume you are not!

Making suretheseand other security
steps are in place will help ensure a
successful andsafeholiday season. $

| want to hear the story that made this
sign necessary.

Testing
For Success

Withthe 2020 holiday
season fast approaching,
andalikdyincreaseinshopliftingon
the horizon, take our short anti-
shoplifting quiztoif your storeis
ready for thecrowdsandthieves.

1. Will seasonal hiresbeinstructed
onshoplifting preventiontipsand
taught what to doif they suspect a
shoplifter? Yes No

2. Will customers be promptly
greeted upon entering, and will
customer service be a key
component of your shoplifting
preventionprogram?  Yes No

3.Will highvaue/hightheftitemsbe
displayedinlimitedquantitiesonthe
saesfloor, or locked-upto prevent
their easy theft? Yes No

4. Are cash safeguards being
increasedtofurther protect against
robberiesandcashloss? Yes No

5. Will your EASsystembechecked
daily toensureitisoperationd, and
taggingof required product beata
minimum98%complianceleve ?
Yes No

6. Will fittingrooms(if applicable)
bel ocked or consistently monitored
to ensure proper controls are in
place? Yes No

If you answered “ NO” to one or
more of the above items, take
corrective action now so you will
have a more profitable holiday
season! $

FALL 2020
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Believe It or Not

JudgeOrdersUnusual
Punishment for Shoplifter
A York County judge offers an
unconventional punishment to
shoplifter for stealing a Nintendo
Switch. Thejudgestated, “ Y ouhave
a gignificantly horrible criminal
history, thisisyoureighthoffense.” He
stated, twoyearsprobation, withthe
first six monthson housearrest and
thenthejudgepulledalargesignfrom
below hisbenchthat read “1 AM A
SERIAL RETAIL THIEF. 7
PRIORS!!” Aspart of the sentence
theshoplifter agreedtostandwiththe
signfrom8:30amtill 4:30pmtwicea
week for three consecutive weeks
outside the York County Judicial
Center.

Robber WritesHold-Up Noteon
Own GasReceipt

A manwearingamask enteredaUDF
(United Dairy Farmers) store and
handed the clerk anote demanding
cashand statinghehad aguntucked
intothewai stband of hisshorts. After
leavingthestorewithanundisclosed
amount of cashthepolicewerecalled.
Upon examining therobber’ snote,
thepolicenoticed itwaswritten on
theback of agasstationreceipt. The
receipt was time stamped an hour
earlier fromthe gasstation directly
acrossthestreet. Surveillancephotos
provided by the gas station showed
the robber at the location an hour
earlier and he was not wearing a
mask.

Continued from Page 1

Theft Continues to Plague U.S. Retailers

-Increased ORC activity
-Legislation increasing felony
thresholdsemboldenthieves
-More' hitnrun’ /fleeingshoplifters
- Increasedfocuson shoplifting
-Less staffing created more
opportunitiesfor shoplifters
Decreased:

- More focus placed on recovery,
thanapprehension

- Increase in LP awareness and
customer service

-LessL PPAP4aff duetorestructuring
ortrangtion

- Moreprevention (ie. Public View
Monitors, Greeters, etc.)

-L essattentiontoshopliftingandmore
towardsystemicshrinkissues

Here are a few actions retailers
should take to reduce their
vulnerability to Shoplifting:

Use a Greeter: Position an asso-
ciate/greeter at thestoreentrance(s)
to greet all customers and offer
assstance.

Focus on good customer service
andnot ‘tasks : Shoplifterswantand
need privacy; so take it away from
them. When they respond, “1’m just
looking”, teachassociatestosay, “ Ok
grest, I’ [l keep my eyeonyouincase
you need any assistance”.

Have associates walk the sales
floor: Keep visible, and keep dis-
playsneat and organized (somissing
itemsareeasily noticed).
Havegood sight lineson thesales
floor : Donot block theview of high
vaue/highly popular items, andkeep
theseitemsinview of work areas.
Limititemquantity onsalesfloor:

Limitthenumber of certainitems(high
value, highly pilferable) placedonthe
sdesfloor. Thiswill reducevul nerability
tolargelossesof theseitems.

Know your merchandise: Highly
popularitems, highvaueitems,what’s
stolen most often and what’ s easily
stolen. Study why these items are
taken, evaluate their locations and
packaging—makechangesasneeded.
Hirehonest/motivated associates:
Trainthemtopreventshoplifting (what
to look for, how to respond to a
possibleshoplifter, etc.).

Store Location: For stores facing
parking lots. Keep an eye on area
outsideof storefor possibleget-a-way
car(s) settingat thecurb.
ControlsFitting Rooms: Lock fit-
ting room doors, and monitor usage
(customersand pieces).

Use technology: Remember,
technology (EAS,CCTV,ink/dyetags,
merchandise alarms, product tie-
downs, K eeper boxes, etc.) must be
managed. Also ensure policies/
proceduresregardingtechnology are
adheredto.

High Shoplifting Stores: Consider
useof off-duty police, or guards.
Communications: Talk with other
gtoresinyour center/mall tostay current
onlocal theftissues.
Prosecuteshoplifters. Thievesknow
which retail ers prosecute and those
that donot. Prosecutioncanbeagood
deterrent.

Employee Theft
Survey participants noted the
followingastowhy their Employee
Theft apprehensonsand recovery
dollars increased or decreased in
2019:

Continued on Page 5
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Continued from Page 4

Theft Continues to Plague U.S. Retailers

Increased:

- Morefocustoward associ atetheft

- Improvedtechnol ogy/analytictools
resultedinmoreDE cases

- Low unemployment rate in 2019,
resultedinlessquality hires

- Increaseinmerchandisecredit card
andloyalty cardfrauds

- Lessassociatesinstorecreated more
opportunitiesfor dishonestemployees
Decreased:

- Added technology to higher risk
storestoreduceexposures

- Better education and awareness
programsfor associates

- Decrease in LP Staff due to
restructuringor transition

- Less focus on apprehensions and
moreon shrink creating processes

- Less associates resulted in less
employeecases

Here are a few actions retailers
should take to reduce their
vulnerability to Internal Theft:
Pre-Employment Screening
Process: Thefirststeptocontrolling
employeetheft startsat the point-of -
hire; do not hirethe“ bad apple”. A
thorough pre-employment screening
processincluding, referencechecks,
honesty testing, and criminal back-
ground checks, ismostimportant.
POSEXxception Monitoring: Usea
POS exception-based monitoring
programtoquickly identify possible
fraudul ent transactionsat thepoint of
sale(ie. excessiverefunds; refundsor
voids before/after store hours;
excessverewardceredits, dummy SKU
usage, priceoverrides, etc.).
Confidential Reporting Line &
Reward Program: Establish and
promoteaconfidentia lineandreward

programfor associatestoreport acts
of dishonesty, theft and abuse.
Training& Awareness. Investina
losspreventiontrainingandawareness
programs for both new-hires and
current associates.

Door Controls: Keep overhead
doorsclosed/locked, and designated
emergency exit doors alarmed to
prohibit unauthorized use.
TrashControls Supervisedthetrash
removal process, use clear bags,
flattened all cartons, and keep
dumpsterslockedwherepossible.
Package/Bag Checks: Conduct a
package/bag check whenever an
associateexitsthelocation.
POSControls: Twoassociates(one
amanager/supervisorwhenpossible)
should witness and verify refunds,
voids, priceoverrides, etc.)
SalesVerifications: “Pass-outs’ are
an easy way to steal with friends/
relatives, so conduct daily
unannounced sales verificationsto
ensureall product soldwasproperly
rungthruthePOSregister.
Opening and Closing Cover age:
Wherepossible, atleasttwoassociates
(oneakey-holder) shouldawaysbe
present at theopening and closing of
thestore. Thisisbothasecurity and
safetyissue.

Auditingfor Compliance: Ensure
consistent compliance to company
policiesand proceduresby conducting
unannounced|ossprevention/shrink
auditsonaregular basis. Auditingnot
only hel pskeep awarenesshigh, but
by reducing the opportunity, you
reducethechanceof theft/l oss.

The full survey can be viewed and/or

downloaded/printed from on our website
at: http://hayesinternational.com/news/

annual -retail-theft-survey/ $
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The Bulletin Board

Jack L. Hayes International is
recognized as the foremost loss
prevention/inventory shrinkage
control consultingfirmintheworld. ]
They offer a variety of related TheTrueMeaning of I mportant
services and products utilized by

hundreds of the finest retail, Words
manufacturing and industrial
organizationsthroughout theworld.

(The Power of Positive Thinking!!!)

If you fail, never give up because FA.I.L.

Consulting Services& Products: means.
+# Shrink Control Analysesand “First Attempt In Learning”

Assessments

DC/W LP i .

Q/Re\licei\ivsarehouse fSecurity End is not the end. In fact, E.N.D. means:
+ Custom Designed and Imple- “Effort Never Dies’

mented LP & Safety Programs

and Audits If you get NO as an answer, remember N.O.
+/ 39 Party Store & DC/Ware- means:

house L Pand Safety Audits.

+# LPOrganizational Review Next Opportunity

+ Outsourced LP Services

<+ TheHayesReport” onLoss
Prevention Newsletter (Qquarterly)

+/ Annual Retail Theft Survey

* * % *x Kk *x * *k * *k *x * *x *

Shareyour favorite‘ BulletinBoard’ items. Submissionsfor
“TheBulletinBoard” should be addressedto:
TheHayesReport

For additiona informationonJack L. 27520 \Water Ash Drive- Suite 100

Hayeslnternational’ slossprevention/

. ) Wesley Chapel, FL 33544 ,
shrinkagecontrol and safety services,
indluding consultingandoutsourced oremailedto: operations@hayes nternational .com

LPServices, visit our website at:
http://hayesinternational .com

You can e-mail Mark R. Doyle at:
mrd@hayesinternational .com Shoplifter Returnstothe Sceneof the Crimeand GetsArrested!

Or visit us on Social Media

http://www.facebook.com/
Jackl Hayesl nternational

A womanwasobserved bagging merchandise, leaving the store
without paying for theitems, and then dropping her backpack
during her get-a-way. The backpack was recovered, and the

Ehttp://www.l inkedin.com/ inci dent reportedtothepolice. Thefollowingday, thewomanreturnedtothe
company/25913082Ark=tyah storetorequest her backpack, andthepolicewerecalled, and thewomanwas
t T https://twitter.com/ apprehendedfor shoplifting. $

| #/JacklL Hayeslnter
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