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A IN-STORE CRIME IN SCOTLAND

The Scottish Crime Report

SGF’s Crime Report 2022 provides the latest
data on convenience retailer’s experience

of retail crime in Scotland. The SGF crime
survey broke down in-store crime into a
range of categories: shoplifting, break-ins,
violence against staff, armed robbery, store
vandalism, verbal/physical abuse when sale
refused, verbal/physical abuse when proof of
age requested and hate crime.

It highlights that the implications of retail
crime are far reaching, affecting the store
owner, their staff and the communities they
serve. The SGF Crime Report 2022 provides
a snapshot of incidents of recorded crime
from retailers across Scotland. The survey
covers a wide variety of incidents faced by
convenience store retailers such as theft,
robbery, burglary, violence and verbal abuse.

Crime against retailers continues to be a
major issue and for the sixth year in a row
100% of respondents had experienced some
form of shop theft in their store. Retailers
and their staff are also subject to abuse
and aggression during the course of their
work. The biggest trigger for aggression and
abuse continues to be the enforcement of
age restrictions and challenging customers

All data on this page — source: SGF Crime Survey 2021

for proof of age. On top of this 95% of
respondents experienced some form of hate
crime on a monthly basis.

Statistics published earlier this year by
Scottish Retail Consortium and compiled by
Scottish Business Resilience Centre show
that over 1600 cases of shop worker abuse
were reported to Police Scotland in the first
six months after the Protection of Workers
(Retail and Age-restricted Goods and
Services) (Scotland) Act came into effect in
August 2021. Crime against retailers is still
a clear and present threat especially in the
current economic climate.

Guidance for Safer Businesses

SGF has developed this guidance document
to support retailers to assess and manage
the crime threat their businesses face.
Every local shop is different and so too are
the challenges they face from crime, but we
have developed a package of guidance to act
as a starting point for retailers to assess
the risks they face. We are grateful to our
colleagues at the TMA for their invaluable
support in producing this report.

www.scottishshop.org.uk
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SGF CHIEF EXECUTIVE
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SHOP THEFT

SHOP THEFT CONTINUES TO BE THE MOST COSTLY AND HIGH VOLUME FORM OF
CRIME THAT RETRILERS IN SCOTLAND FACE.

o OF RESPONDENTS IN OUR SURVEY HAD BEEN
THE VICTIMS OF SHOP THEFT IN 2021
1 OO% EXPERIENCED SHOP THEFT ON A DAILY BASIS

DEFINITION

THEFT IS THE TAKING AND APPROPRIATING OF PROPERTY
WITHOUT THE CONSENT OF ITS RIGHTFUL OWNER OR
OTHER LAWFUL AUTHORITY.

THE SCOTTISH CRIME REPORT
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STAFF SAFETY AND AWARENESS

SGF

A CONFLICT MANAGEMENT AND RESOLUTION

Conflict within the working environment has become
increasingly challenging. Covid 19 and the resultant
changes to working and operating practices it has
become more prevalent with staff and customers
having to adapt their normal behaviours.

During the times of restrictions staff and management
find themselves in the dilemma of choosing whether or

not to challenge customers who are not wearing masks.
Similar trigger points occur when challenging age related
sales or suspected shoplifters. The training programme is
developed to spot the signs of aggression at an early stage
and to offer advice in respect of de-escalation and safety.

Conflict under any circumstances is unpleasant and can
easily escalate in to verbal or physical confrontations
which are completely unacceptable. Staff at the Scottish
Business Resilience Centre have recognised this and have
been approached by businesses across Scotland to ask for
help and guidance.

Recently the Scottish Business Resilience Centre (SBRC)
compiled a Conflict Management course which has already
been delivered to companies including Arnold Clark. The
course has been adopted as part of a national training
package by them as a resource to increase staff safety
and awareness.

The course is completely transferable to all aspects of
business and industry and is relevant to most situations
that staff, management and the public might encounter.

The main points of the course are:

» How to avoid conflict.

» To raise awareness of the signs of aggression.

» To increase knowledge of techniques to
de-escalate situations.

» To reduce vulnerability in the workplace.

» Reasonable Force and the law.

ADVICE AND TIPS

) Step back. Don't rush in. Take a moment to assess
the situation.

» Breathe. Take a second to take a deep breath. The
situation might not be a bad as you think. Taking a
moment to yourself will calm you down and help you to
think rationally.

» Evaluate your options. Can you talk this person down?
Do you need the assistance of another member of
staff? Do you need to walk away?

v

Communication is key. Only 7% of our communication

is the spoken word. Your tone and body language
contribute 93% of your communication. Make sure the
customer knows that they have your full attention and
that you are taking their concern seriously. Empathy
and positive engagement can help to reduce or prevent
confrontation. Ask how you can help and don’t assume
you know what the customer wants.

v

Spot the signs of aggression early. Look for the physical
signs that someone is becoming impatient or annoyed.
Let them know that you will be with them shortly or that
you understand their frustration and will be happy to
help when you can.

v

Keep calm and talk in a restrained tone. Remember that
you are the only one who can resolve their issue and they
will have to calm down to hear you. If necessary, you can
raise your voice to exert authority and ask them to calm
down or refrain.

v

If you sense that no amount of placating or assuring

is working, and the customer is becoming aggressive
think about how you are going to remove yourself

from the situation. Do you need the assistance of a
colleague? Do you need to walk or run to a secure room,
or even leave the premises?

v

Always maintain a safe space and if necessary, ask the
customer firmly to step back from you.

v

No physical or verbal abuse is acceptable so do not
hesitate to inform management, or if required report it
to the police.

www.scottishshop.org.uk August 2022
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PHYSICAL AND VERBAL ABUSE

HATE CRIME SGF

Protection of Workers (Retail and Age-restricted 1 oocyo OF RESPONDENTS HAD INCIDENTS OF

Goods and Services) (Scotland) Act came into effect . ABUSE WHEN SALE REFUSED

in August 2021. The Act now makes it an offence to 1 oocyo OF RESPONDENTS HAD INCIDENTS OF

assault, threaten, obstruct or hinder a retail worker —— ABUSE WHEN ASKING FOR PROOF OF AGE DE FI N ITIONS

whilst carrying out their role. This a major step
forward however retailers and employees still suffer

from abuse 1 REFUSAL OF SALE HATE CRIME IS AN OFFENCE MOTIVATED BY
2 ASKING FOR PROOF OF AGE
HATRED OF SOMEONE'S RACE RELIGION GENDER
IDENTITY, SEXUAL ORIENTATION OR DISABILITY.

BIGGEST TRIGGERS FOR ABUSE

DEFINITION ASSAULTS AND THREATS ARE INCIDENTS WHERE EMPLOVYEES
ARE ASSAULTED, THREATENED OR INTIMIDATED, AS A

RESULT OF DISAGREEMENTS WITH CUSTOMERS OR
OTHER EMPLOYEES.

N EXPERIENCE OF PHYSICAL AND N HATE CRIME N THE COST OF
VERBAL ABUSE IN THE LAST YEAR STORE CRIME

Abuse when sale refused

100%

SCOTTISHSHOP.ORG.UK

100 — IN 2021 THE TOTAL COST OF
CRIME TO THE PARTICIPANTS
IN OUR SURVEY WAS
80— | N o e e N e, | T e
o
£2.3 MILLION
Abuse when asking for proof of age OF RESPONDENTS o
s0 o o EXPERIENCED
AVERAGE SPEND BY STORES
o 50 /O 50 /0 SOME FORM IN OUR SURVEY ON CRIME
° OF HATE PREVENTION MEASURES
IN 2021
40 — CRIME ON A
MONTHLY BASIS. ~
£2.000
A 3202090909099 B EEEE EEE s |
DEBIT. PIN VERIFIED.
LOYALTY CARD POINTS EARNED: 14
POINTS BALANCE: 2762
++ PLEASE KEEP FOR YOUR RECORDS =+--
O L _ AR THHNK YOU: CRLL HGHIN SOON! A

Daily Weekly Weekly
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TOP TIPS FOR PREVENTION

N SHOP THEFT

Install a good quality CCTV system. It deters
offenders and is essential when providing police with
the evidence they need to make an arrest.

Keep your high value items in sight. This might
mean lowering shelving units or having additional
dedicated CCTV.

A VIOLENT CRIME AND ABUSE

1 Train your staff to deal with aggression. The training
needs to be regularly updated and there needs to be
a system for staff to report incidents and be
given support.

Work with the local community to address your concerns.
Make sure the store is viewed as a community asset
support local schools, community groups and good causes.

N ROBBERY

Take simple measures by reducing the pay-off, like
counter cache and reducing cash levels in tills.

N THERE ARE THREE
KEY ELEMENTS IN
EVERY CRIME:

IN-STORE IS TO MINIMISE
THE OPPORTUNITY.

THE SCOTTISH CRIME REPORT

Parke]

Good conflict management training is essential.

This will help colleagues remain calm in these situations.
Colleagues should never put assets before their life
and should comply with the demands of the offender.

lllustrations on this page, source: ACS Crime Report / fluiddesignstudio.com

EVERY DAY ACROSS THE UK THERE ARE MORE
THAN AND ABUSE
TOWARDS RETAILERS.

THE COST OF CRIME TO RETAILERS IS MORE
THAN

THE PROTECTION OF WORKERS ACT
(SCOTLAND) CAME INTO FORCE IN AUGUST
2021. IT PROVIDES IMPORTANT LEGAL
PROTECTION FOR SHOP STAFF AGAINST
ASSAULTS, THREATS AND ABUSE.

e

£

ﬁ Scottish Government m
e ™ | goovscot POLICE
SCOTLAND

PO AL,

Sromipred Call
CrimeStoppers. Police Scotland: 999 or 101 or

Cri t : 0800 555 111
0800 555111 fmesioppet

M Erraius. oy

www.scottishshop.org.uk

Go to: www.dontputupwithit.scot
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MANAGING CRIME SGF

Scottish Grocers Federation

Crime is one of the biggest operational challenges for retailers and the illustration below outlines CCTV
some of the key considerations for managing crime. ‘ L _ )
» Ensure one camera provides quality images of everyone » Identify the most important areas of the store for camera
. o | | . i ) entering your premises and a second covers the till. location and consider the angle of view and lighting.
Assessing the vulnerabilities of your business to crime and planning a proportionate response is b A minimum of six frames per second should be used on your
essential, whether it is installing CCTV or providing additional training for staff. An example risk camera. Ensure recorded images are similar quality to
assessment for a convenience store is available from the Health and Safety Executive website: live images and all images have a time and date.

http://www.hse.gov.uk/risk/casestudies/pdf/newsagent.pdf

CUSTOMER SERVICE

» Make eye contact with customers when they enter
the store and acknowledge them.

» Reduce queuing in-store, as it can be a trigger for

customer frustration.

INTERNAL THEFT

» Regularly monitor stock levels and stock rooms to
a deter theft by employees.
|- » Theft by an employee is a serious offence and
breach of trust, it should be reported to the police.

SELF-SCAN TILLS

» Ensure you have sufficient staff to authorise items
during busy periods.

» Ensure staff are trained to support customers to
scan difficult items through tills correctly such as
fruit and vegetables.

o
BLINDSPOTS

» Reduce height of stock shelves
to remove ‘blindspots’ in-store.

EXTERNAL SECURITY

» Ensure that all doors and windows are secured to
prevent housebreaking.

» For high risk stores, consider the installation of
external shutters (this may require planning consent).

» Where reasonably practicable, advertising should
be restricted to allow for clear viewing into and
out of the premises.

TILL POSITION

» Are high value goods or targeted products
(meat, cheese, alcohol) in view of the till?

» Ensure that the front of the store is visible from

the till, so staff can see customers approaching.

POLICE

» Get to know your local community police officer.
» Attend local community meetings and email your
local police office to raise your concerns through

‘contact us’ on the Police Scotland website, where
you will also find more information.

CASH

» Reduce the amount of cash held in tills and on
your premises.

» Change the routine of banking procedures so they
are not easily observable.

HATE CRIME

» Report hate crime by telephone, 999 (emergency)
101 (non-emergency).

STAFF
AG ER ESTR'CTE D SALES » Make sure staff have been informed about:

— Security measures such as panic buttons

» In person at any police office. == ) Ensure you have visible signage at the entrance, and CCTV.
» Or attend at a third party centre (details online till and shelf edges of your store. — Internal and external crime reporting structures.
for your area). » Make sure staff know the store policy and — Dealing with abusive customers.

acceptable proof of age documents.

10 THE SCOTTISH CRIME REPORT lllustration source: ACS Crime Report / fluiddesignstudio.com www.scottishshop.org.uk August 2022 11
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