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Mark R. Doyle Talks - - -
2020 - How's Your Shrink Vision?

Well, it’ sthebeginning of anew year andtheproblemof retail theft
is not getting any better. How will you be attacking your shrink
problemsin2020?1 suggest you haveatargeted approach based on
shrink research and past/current loss experiences, and not usea
[ s shotgunapproach hoping for better results. If youarenot sureof
your shrink approachthisyear, cons der havingashrink analysi s'review conducted
todetermineyour specificareasof strengthand opportunities.

TheHayesReport Turns35! Thisyear commencesour 35"year inpublishingthis
newsdl etter —wow, wheredidthetimego?It seemslikeonly yesterday when Jack
& | decidedto publishanewsletter for thel osspreventionindustry. | wouldlike
tothank al our guest writersover theyears, andaspecia “ Thank Y ou” toall our

readers! Wewishyou asafe, secureand successful 2020! $

Daily Controls= YE Profits- - -

Back to the LP Basics

By MarkR.Doyle

Aswe begin this new year of 2020,
let’ sall make acommitment to keep
ghrinkagecontrol adaily prioritywithin
our stores, warehouses, anddistribution
centers. Whilesomelossesdooccur at
thetimeof physical inventory taking
(inaccurate counts, misidentifying
merchandise, etc.), thegreater mgority
of our losses occur day-to-day
throughout theyear. Fromthemoment
product arrivesat your locationviathe
warehouse/DC, direct vendor ship-
ment, company transfer, dropshipment,
etc. until itisrecelvedby our customers,
orreturnedtothesupplier/manufacturer,
therearemany opportunitiesfor losses
to occur. So, lets start off 2020 the
right way by checking to ensure that

your locationisconsi stently doing‘the
LP basics, day in and day out. We
believe thisis one of those areas that
management sometimestakesfor granted
asbeing compl eted and compliedwith,
sincemost companieshavepoliciesand
procedures in place to address these
‘basic’ lossprevention/shrinkagecontrol
ISsues. Y e, our experiencescons stently
show that many locations, especially
thosewith highlosses, fail toproperly
implement, maintain, or consistently
comply with ‘basic’ loss prevention
policiesand proceduresonadaily bas's.
Here arejust afew LP “basics’ you
should be complying with on adaily
basis.

Continued on Page 4
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Did You Know

8 Cargo thefts increased 13% in
volumeand 31% in value during the
34 quarter of 2019 (compared to the
2" quarter of 2019). The average
loss value was $155,709, with
electronicloadsbeingthemost stolen
product type, followed by “home &
garden” and “food & drinks’.
SensiGuard Supply Chain

8 A recent survey of 20,000 worker
compensation claimsreveal ed:
*\When aretail worker isinjured on
the job, the average employeeisout
for 24 days.

e The top 3 injury types with the
highest averagepayout were: 1) Falls
from ladder $21,000; 2) Repetitive
motioninjury: $14,000; and 3) Motor
vehicleaccident $13,900.

« Injuriesrelatedtolifting accounted-
for 23% of thetotal dollar payout for
thetop 10 injury types.

AmTrust Financial — Retail Risk
Report

s In the past two decades a national
trend has emerged to raise felony
threshold levels (which includes
shoplifting).

* Nearly 40 states have increased
felony thresholds since 2000.

« Virginiaand New Jersey have one
of the lowest felony thresholds, just
$200, while Texas and Wisconsin
have one of the highest levels at
$2,500.

The Pew Charitable Trusts

e044% of worker compensation claims
included at | east one prescriptionfor
opioids. Inaddition, prescriptiondrugs
account for 25% of all worker comp
medical costs.
Safety+Health October 2019

Only as Good As You Make it - - -

Confidential Reporting Program

(Editor’ sNote: Thisarticleisby
the late Brad Kelsheimer who
wor ked with Hayes Intl for many
years.)

Do confidential reporting programs
really work?Inmorethan25yearsin
the loss prevention industry, | can
honestly say “Y es”. Butkeepinmind
that aprogramisonly asgoodasyou
makeit. Thistypeof programmust be
marketedtoyour associatesjust like
your company’s products must be
marketedtobesuccessful. Thereare
several confidential reporting
programsout there, aswell asvarious
losspreventionand saf ety awareness
programs.

| can honestly say that from an
Investi gative point-of -view, approx.
10-15% of all employeetheft cases
over the past 25 years have come
from company-wide confidential
reporting programs. If this shrink
reductiontool isused properly,itcan
becomeevenmoreeffectivethanthe
above percentages. In most
organizations, acal-intypefeatureis
usedtoobtaininformationonpossible
theft/abuse activities taking place
inside an organization. These calls
usudly concernsometypeof employee
misconduct or theft activity. Overthe
years| haveinvestigatedafewlarge
employeetheft caseswhichmorethan
returned their investment for the
confidentia reporting program.

Theconfidentia reporting program
canconsistof flyers, posters, etc. all
containing information on the
program and a confidential call-in

number. Themainpart of theprogram
isgettingtheword out. Thismust be
followed-upwithmonthly or quarterly
meetings as well as some type of
reward/compensation program for
reportingthesuspiciousactivity. Over
theyears, nothingseemstowork better
thanacashreward.

As aloss Prevention Professional
when attending shrink meetings, one
itemfromtheprogramisawaysalittle
misunderstood by employees. Many
employeesseemtothink that they need
to be able to prove the theft/abuse
occurrencebeforethey will makeacdl
toahotlinesystem. Thisshouldnotbe
thecase. Thecall isjustinformation
that could lead toaninvestigationor
be helpful in determining if any
wrongdoingwasoccurring. Nowitis
alwayswisetoensurethat theperson
receiving the call gets as much
informationaspossibleandreassures
thecaller that theinformation provided
isextremely confidential. A follow-up
cdl totheoriginal caller shouldbedone
attheend of theinvestigationonly to
provideabrief updateonthecase. This
will reassure the employee that the
informationisbothconfidential andis
actually being researched and
investigated.

So, in closing, your confidentia
reporting programisonly asgood as
youalowittobe. Theseprogramsdo
work, andwill pay dividendsinthe
longrun. Thisisjust another tool for
the investigator to use to ensure a
successful conclusion to an
investigation.$
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Smple to Do and Effective - - -

3 Thingsto Minimize Internal Theft

By Jack L. Hayes

Tokick-off 2020, | havelisted below
three things that | consider to be the
most critical stepsthat any company can
taketohel pminimizeinterna theft:

1.) New-Hire Process: For decades,
wehavesaidthat thenumber onemost
important stepincontrollingemployee
theft beginsat thepoint of hire. Afterthe
candidate has completed al of the
required applicationforms, performa
detailed review of those documents.
L ook for any gapsin employment or
other questionable indicators. The
purpose of this review is to help
structureyour interview questionsand
ensurethat al requiredformsaresigned
and completed.

Some companies have a policy of
checking only two previous job
references. Wearenotinfavor of this
typeof screening, asit notuncommonto
find that some applicants may have
reached that number in just a few
months or so. We like to go back
between 5 and 7 years. A thorough
structured interview, aong with a
reasonablebackgroundcheck, will goa
longway inhel pingtopreventthehiring
of a‘bad appl €. Foryounger applicants,
keep in mind that many state laws
prohibit rel easeof juvenilerecords.

" Goback between 5and 7 years. A
thorough structured interview,
along with a reasonable
background check, will go a long
way ."

2.) Climate of Honesty: Without
guestion, themost essential variablein
creatingaclimateof honesty startsat

the top. Its all about attitudes! If
managers consistently have positive
attitudestoward honesty and show that
they are highly ethical, and will not
condone dishonesty or lying in any
form, andthat youal soexpectthesame
from your staff, it becomes obvious:
Dishonesty, on any level, will not be
tolerated! In addition, no ‘double
standards' - policies and procedures
shouldapply toall - fromyour newest
hiretoyour most trusted associ ate.

3.) MultipleTasking: It amazesme
at the number of easily preventable
sgnificanttheftsthat arealowedtotake
placein all sorts of businesses daily.
Whilethetypeof companiesmay differ,
the method of these theft schemes,
whetherinretail or not, aregeneraly the
same: A ‘trusted” employee takes
advantageof awesak or ignored internal
control aswell asthetrust placed in
them by their manager or boss. Itisa
gameof ‘ checksandbalances’,noone
individual should be performing
multipletasks.

"A ‘trusted’” employee takes
advantage of a weak or ignored
internal control aswell asthetrust
placed in them by their manager
or boss."

Wéll, asyouhaveseenabove, thoseare
my three simple, inexpensive, and
effectivewaystohdpminimizeinterna
theft! Have a great and prosperous
upcomingyear! $

Welcometo 2020!

With the new year upon us, now
would be a great time to check
your shrink program preparation
for the new year. Take our short
test below to gauge your shrink
readinessfor 2020.

1. Do you have a custom and
updated written LP/Shrinkage
Control program for your store
and DClocationsfor 20207

Yes No

(Note: If you answered* No’, go directly
to the bottom of this column).

2.Doesyour 2020 Programfocus
attention on last year’s highest
shrinklocations, departments, and/
or merchandise? Yes No

3. Doesyour L P/ShrinkageControl
programrequirelocationspecific
“Action Plans’ be created to
addressand correctthatlocation's
highest lossareas? Yes No

4. Do ShrinkageControl training,
awareness and reward programs
for associatesplay amajorrolein
your program, andhavetheseitems
beenrecently updated? Yes No

5. Isaformal “third party” audit
process in place to measure
program compliance and help
ensureprogramsuccess?

Yes No
Lessthan Five'Yes answers means
somework isneeded if you areto have
shrink successin 2020.
(Note: If #1 was answered ‘No’, all |
can say is “good luck” on meeting
your 2020 shrink goals!) $

WINTER 2019-20
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Believe It or Not

TheShortest Theft Trial

A man stood beforethejudgeat his
criminal arraignment and when the
judge asked him how he wanted to
pleaonthetheft of anautomobile, the
man surprised the judge with his
answer. Thejudgeexpectedtoheara
sample®guilty” or“notguilty” plea, but
insteadtheman stated, “ Beforewego
any further your honor, just let me
explainwhy | stolethecar”.

TimeToPay Up
Therewasadtringof vendingmachine
robberiestaking placeover thepast
fewweeksandthepolicefinaly made
thearrest, thinkingthey likely hadthe
rightguy. However, whenthesuspect
paidhis$400bail amountentirelyin
quarters, the police then knew for
surethey hadtheir man!

Just Ask —You Never Know

A man entered a gas station/
conveniencestoreand pulled agun
ontheattendantanddemandedall the
money intheregister. Theattendant
said he would comply, and then
asked the robber for a favor. The
robber asked why a favor, and the
attendant stated that every victimis
alowed one phone call. So, the
robber agreed, but toldtheattendant
tohurry withthecall andmoney. The
attendant called the police who
arrived shortly thereafter and
apprehended therobber. $

Continued from Page 1

Back to the LP Basics

Opening/Closing:

From both a security and safety
poi nt-of -view, ensuretwo associ ates
are always present at the opening
andclosingof thestore/l ocation.

Receiving Process:
Thisisthearea/processwhereitall
begins. If yourinboundfreightisnot
received and documented
accurately your numbers/inventory
will beoff fromthestart. Followyour
company’s receiving policy and
promptly document and report any
shortages, overagesor damagesyou
identify.

Transfer / Delivery Process:
When shipping or delivering
merchandise, itismostimportant to
ensureitemsleavingyourlocation
are accurately picked/pulled,
packagedandthenaccounted-forin
thesystem. Alwaysdoublecheck for
picking accuracy beforefinalizing
anytransfer or delivery.

Being “in a hurry” is not a good
reasonfor aninaccuratecount.

Damaged & Defective Product:
Product received or found dam-
aged/ defectiveinyourlocation, must
betreatedthesameasgood saleable
items. Therefore, carefully and
accurately check-inand processall
damaged/defective product to
ensureits’ correctdisposition.

Pre-Employment Screening:
Prior to hiring new associates, en-
sureyour company’ spre-screening
requirementsarefully compliedwith
to assist in hiring only honest and
‘qudity’ employees.

LP/Shrink Training:

- NewHires: Ensureall new-hiresare
familiar with your location’s Loss
Prevention/ShrinkageControl Program,
and all company policies/procedures
rel ating tomerchandiseaccountability
and security arethoroughly reviewed
withthem.

- Current Associates. Ongoing loss
prevention/shrinkagecontrol materias
should be regularly provided to, or
reviewedwith,al employees Thiswould
includenewd etters, monthly messages,
security briefs, confidential 1-800
reportinglines, etc.

Door Controls:

- Back Doors: All back/emergency
exit doors should be protected by a
functioninglocal alarm-lock whichis
‘set’ at al times thus prohibiting
unauthorized use of these doorsto
walk or pass-out merchandise.

- Overhead Doors: Thesedoorsshould
be closed and padlocked when not in
actual use. Thiswill prevent someone
fromenteringthelocationthruanopen
OH door, anda soprohibitthepassing-
out of merchandise.

For Speciaty Storesandlocationswith
singleemployeecoverage:

- Customer Entrance/ExitDoor: This
door/entryway should haveanaudible
bell/chimethat soundsonboththesales
floor and in the stockroom that aerts
associ ateswhensomeoneentersor exits
thestore.

- Sockroom Doors: The stockroom
door(s) should alwaysbekept closed,
and haveachime/bell affixedto sound
whenthedoor isopened.

Continued on Page 5
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Continued from Page 4

Back to the LP Basics

Package/Bags Checks:

All associates(includingmanagement)
shouldhaveany package/bag/lunch
box they are carrying consistently
inspectedimmediately prior toexiting
thelocation.

Trash Removal:

Trash contents should be inspected
by amanager/2ndpersonimmediately
prior to removal to check for
intentionally or unintentionally
concealed merchandise. Inaddition,
boxes/cartons should always be
flattened prior toremoval, andclear
trashbagsusedinall trashreceptacles.

POSTransactions:

Critical POS transactions such as
refunds, voids, price overrides, etc.
shouldbeconsistently verifiedatthe
timeof occurrenceby amanager/2nd
person. Inaddition, unannouncedsaes
verificationsshouldtakeplacedailyto
ensureal merchandiseisproperly rung
intotheregister.

Customer Service:

All customers should be promptly
greeted upon entering and then
approached and offered assistance.
Associates should not be so task
orientedthat they gettunnd visonand
ignorecustomerswal king about the
saesfloor.

Product Knowledge:

Know what productsthievesliketo
steal the most and display accord-
ingly, by keepingitemsinopenareas
withgoodsightlinesandlimitingthe
quantity of theseitemsopenly available
onthesalesfloor.

FittingRooms:

L ock and/or monitor fittingroomsat
all timestoensureproductgoinginis
counted and accounted-for upon
customer exiting. Keepfittingrooms
clean at all times, and caulk areas
wheretags, pricetickets, etc. couldbe
concealedinsidethefittingroom.

Manage Technology/Devices:
Remember, technology (EAS,CCTV,
merchandise alarms, Locked
showcases, keeper boxes, etc.) must
bemanaged, and polices/procedures
regardingthistechnology adheredto
atalltimes.

Auditing:

Ensure consistent compliance to
company policies/procedures by
conducting unannounced audits. By
reducingtheopportunity, youreduce
thechanceof theft/l oss.

These are just some of the *basics
whenitcomesto practicinggood|oss
preventiononadaily and consistent
basis. Remember, daily controlswill
result in positive year-end profits.
Now go haveagreat 2020! $

]

For HELP_

1. Puss RED BUTTON

2.0r YELL

ADVISORY BOARD

Jack L. Ha%
Internationally recognized expert on
Asset Protection who has consulted for
some of the finest retail companies
world-wide over his 50 years in the
industry. Producer of several award
winning LP training programs and
author of the book “Business Fraud:
From Trust to Betrayal”.

David J. Cherrington

Professor of Organizational L eadership
and Strategy at BYU; certified SPHR,
and recognized authority on employee
dishonesty and white collar crime.

Mark R. Doyle

President/Owner of Jack L. Hayes
International. For over 30 years has
consulted with some of the finest
companiesintheworldassistingthemin
the design and implementation of
programstocontrol inventory shrinkage
and loss.

The Hayes Report is published
quarterly by Jack L. Hayeslnternational,
Inc., 27520 Water Ash Drive-Suite 100,
Wesley Chapel, FL 33544. Telephone
(813) 991-5628

Copyright 2020. All rights reserved,
includingtheright toreproduceinwhole
or in part. Publications intent is to
providegeneral informationwithregard
to subject matter. Accuracy is not
guaranteed, and no further
representation is made.

Design and layout by Cathy A. Doyle.

Subscriptions: Free of charge.
Simply visit our website at:
www.hayesinternational .comand click-
on the green box (Click For Free
Newsl etter Subscription) at the bottom
of the Home Page.
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Jack L. Hayes International is
recognized as the foremost loss
prevention/inventory shrinkage
control consultingfirmintheworld.
They offer avariety of related
services and products utilized by
hundreds of the finest retail,
manufacturing and industrial
organi zationsthroughout theworld.

Consulting Services& Products:

+ Shrink Control Analysesand
Assessments

+/ DC/Warehouse LP/Security
Review

+/ Custom Designed and Imple-
mented LP & Safety Programs
and Audits

+ 39 Party Store & DC/Ware-
house L Pand Safety Audits.

+/ LPOrganizational Review

+/ Outsourced LP Services

+# TheHayesReport” on Loss
Prevention Newd etter (Quarterly)

+/ Annual Retail Theft Survey

For additional informationonJack L.
HayeslInternationd’ slossprevention/
shrinkagecontrol and safety services,
including consultingand outsourced
LPServices, visit our website at:
http://www.hayesinternational .com

You can e-mail Mark R. Doyle at:
mrd@hayesinternational .com

Or visit us on Social Media
E http://www.facebook.com/
Jackl Hayesl nternational
http://www.linkedin.com/
company/25913082trk=tyah

t T https://twitter.com/
| #!/Jackl HayesInter

TheBulletin Board

LY f L
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Let’s Sart 2020 Off By Winning!

The7C’ sToBuildaWinningTeam
1. Coaching
2. Character

3. Communication

4. Commitment
5. Contagious Energy
6. Caing

7. Condgency

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

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

27520 Water Ash Drive- Suite 100

Wesley Chapel, FL 33544 A
oremailedto: operations@hayes nternational .com

% ReturnFor Activation

Twoguyscameuptothecellphonekiosk and started talkingtotheemployee.
Oneguy distracted theempl oyeewhiletheother stoleoneof thecel | phonesthey
werelookingat. Uponrealizingaphonehad been stol en, theemployeephoned
thepolicetoreport thetheft. L essthan 30 minuteslater theguy cameback and
askedtheemployeetoactivatehis(thestolen) phone. Uponcheckingtheserial
number, theempl oyeetoldthemanthephonewasstol en, andthepolicewereon
theway. Themanran off empty handed! $
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