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Chairman’s Corner

Greetings All!

I want to catch everyone up with what we’ve been doing the last
few months. I’1l start with our webinar on “Proactive
Surveillance Operations” that Anthony, Farzad and | presented
on May 18". Bob Nichols also assisted. We think it went very well
and were told by ASIS headquarters that over one hundred twenty-
five people attended. It was very easy to do and ASIS provided an
excellent format.

Our next webinar is on August 10" and is titled “Protecting Day
Pools and Nightclubs”. Our presenters are Anthony, Al Zajic and
I. We expect a big turnout.

Please let Anthony or myself know if you’d like to be involved in
our webinars next year. This is an excellent way for our Council to
assist other in our industry!

G2E is coming! We are only a few months away from our premier
event of the year. | will be attending and | would like to see a
strong Council presence. We have many roles that need to be filled
from greeters to speaker introductions. Please contact Al or myself
to sign up.

We are still striving to get our webpage established on the
Department of Homeland Security’s website. Some of us have
logons but we need more participation. We are also looking for
someone to put it all together. If you can do that, contact me
ASAP. | can put you right to work.

Derk
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Vice-Chairman
Greetings everyone!

We have had great ideas from our council
pertaining to ideas for webinars, articles and
projects - with everyone’s support the first webinar
was a great success and we look forward to
achieving more recognition for our council with
other webinars in 2011.

We are continuing to coordinate and develop the
web project with DHS.

Thanking everyone for their support and ongoing
efforts in these and other areas that reflect
positively and achieve recognition for our
council. Please forward ideas for articles, projects
and webinars for 2012.

Anthony

SECURITY Q & A: Crowd Control Quiz Part #1
by Stephen Van Zweiten

Attached to this newsletter is an article by GWPC Member Stephen Van
Zweiten
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Crowd Control Quiz Part 1
| - By Stephen Van Zweiten

When it comes to security roles and
duties, very few are as high risk and

as misunderstcod by most as crowd
control, A highly trained, knowledgeable
and competent crowd controlier is

a valued asset to a business. 5ome
organisations engage security crowd
control companies and quite often the
percon recoansinle for rnanaaing the
tendering/engagement process does

not fully understand the necessary
competencies and skill sets that are
required for professional crowd controllers,
and the impact they have on their brand
and business success.

Tie following guestions are designed (o
test your knowledge and understanding of
a number of important aspects of crowd
control issues.

1. What is confiict?

A. A physical confrontation.

B. A trial of strength between opposed
parties and princioles.

C. When both parties raise their voice

D. A display of anger and aggression

2. Frustration if unresolved can often lead
to:

A, Anger.

B. irrational behaviour.

C. Violence.

D. All of the above.

3. The aim of a crowd controller when
dealing with conflict is to:

A. Enforce the rules no matter what the
cther party’s opinion is.

B. Gather the information and pass it onto
the Manager on duty.

C. De-ascalate the situation and maintain or
regain control of the situation.

D. To do whatever makes the other party
happy/content.

4. When crowd controilers use force to
maintain control their level of force must
be...

A. Effective enough to gain cantrol of the
situation.

B. Minimal (using a one-plus-one theory)
C. Necessary force to prevent injury to self/
others.

D. Reasonable.

034 oo

5. If a crowd controller is threatened with
violence which of the following shouid
they do first?

A. Do nothing until attacked.

B. Lefend themselves

C. Assess the threat level.

D. Neactiate their way out of the threat

5. What are four things a crowd controller
must keep in mind regarding self-defence?
A. Lawful, reasonable, justifiable,
propartionate.

B. Reasonable, justifiable, proportionate.
truthfulness.

C. Justifiable, lawtul, skilful, truthfulness.

D. Proportionate, reasonable, appearance,
gender.

7. How much force is acceptable for a
crowd controller to use?

A. As much force as possible to ensure the
situation is controlled guickly.

B. The minimum force necessary to regais/
maintain control taking into account the
iotality of the circumstances,

C. Minimal force must be used at all times
D. The level of force that the client has
stated should be utilised in handling a
situation,

8. Which of the foliowing is not a standavd
consideration that affects a crowd
controller’s use of force?

A. Relative size, stature and strength of the
other party.

B. Distance from subject.

C. Injury, exhaustion and fitness lavel of the
crowd controller.

D. The estimated response time for police
arrival and assistance.

9. When negotiating during a conflict
situation the most important key attitude
a crowd controller needs to possess is:

A. Empathy for person/persons invohy
B. Security must aiways be seen 1o ba right
€. An attitude of fairness towards all parties
involved in confiict

D. | have a job to do and this is not
personal.

10. What are some of the reasons people
become viclent?

A. Emotional or physical problems

B. lliness or injury.

C. Anger or frustration

D. Stress.

E. Substance abise (including slcohos)
F. Al of the above

1. Answer: B According to the Oxford
Dictionary, conflict is a trial of strength
between opposed parties and principles.
2. Answer: D When a person becomes
frustrated ther behaviour Can
if crowa controllers are not highly skilled, the
situation can {and in most cases, does) get out
of hand. This has diract and indirect costs to
the business.

3. Answer: C The aim with all confrontatioral
management is to maintain and regain

control of any situation. Try to de-escalate the
situahion ahd negotiate a win-win autcome i
possible

4. Ansacr D Almost all juriediction throughout
the world use the term reasonable force’ to
assess the actions of an individual. This takes
into account a variety of factors

5. Answer: C When threatened with violence, 8
crowd controlier must assess the threat level.
A rick-based approach is required. A crowd
controller does not have to wait to be hit first,
before they are allowed to defend themselves.
6. Answar: A If a security crowd controller
acts within the law, uses reasonable force can
justify their action given the circumsfances
and demonstrate parity/disparity with other
oersons involved, they will have nothing to fear
7. Answer: B Force can be used for a variety of
reasons, such as defending others. defending
property, seif-defence ang effecting an

arrest, in 8!l circumstences, objectiva reason
and taking into account the totality of the
circurmstances

8. Answer: D A, B and C are ali aspects that
need to be considered at the time a crowd
controller wishes to use force.

9. Answer. A Empathy (to put yourself in
someone else's shoes} is argLably the greatest
attribute a crowd controlier can pocsess

10. Answer: F All of the above are factors

and reasons why people can become violent
A competent and knowledgeable crowd
controiler can identify a change in behaviour
with persons known to them and effectively
deal with tha issues at hand.

hange quickly

Stephen Van Zwieten is managing director
of Exact Security.
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By Stephen van Zwieten

sset protection is a higher priority

for business today than at any time

since World War I Never before
have there been so many private companies
offering security services and today the security
industry is a major employer in every developed
country. The 9/11 terrorist attacks in the USA
was the catalyst for exponential growth in an
industry that had already been growing rapidly
for rnany years. The evolution of security
has been dramatic in terms of the essential
integration of the latest technology and highly
trained peopie.

This article explores an aspect of security
which is largely ignored: the holistic approach
to security. This approach calls for security
planning io take into account the needs of
ihe ertire business. Customer relations and
sales opportunities are very bit as important
as asset protection under holistic principles.

A more hoiistic view of security promises the
next evolutionary stege of security: becoming a
valuable contributor to business profit centres

The recent global financial crisis, natural
disasters, worldwide aconoemic difficulties and
clurmmeting profits in many business sectors
have contributed 1o much greater analysis
of costs and benefits relating to sscurity.

In & perfect world the costs of security

could completely disappear, but now that
security is an essential part of most businesses
it is time to look at the cost from a different
angle.

Security professionals today face the growing
challenges of rapid envircnmental change,
accelerating technological solutions, demands
for higher and higher standards and more
professional security sirategies. Adding to the
challenge is the naed to recognise that security
is a global concern and itis no longer sufficient
terely only on local, state or even nationat
security knowledge.

The Holistic Approach

The holistic approach requires the security
professional to take a much broader view
and to think more about the client’s return
on investment needs. There are tangible and
intangible benefits to consider in the return
on investment formula and the security
professional needs to have an in depth
knowledge of all of them. It is that sort of
knowledge that allows security to focus

on wnat is important to the client’s bottom
line and offer continuous improvement and
flexibility.

The holistic approach requires a profound
understanding of the client's business - how
it operates, what outcornes it is siriving 10
achieve, and what strategic plan is being
followed. Gaining this sort of knowledge is time
consuming and costly for the security provider
and can seem difficult to justify. However,
the potential gains in most cases would easily
outweigh the extra time and effort.

Armed with such a depth of understanding
of the business, security can work on its own
strategres. These must include all the ways
in which it can positively influence revenue
and other costs. Asset protection is important
but is largely about prevention and goes into
tull operation only when needed. in contrast,
the overall s:rategy should be proactive and
inoperation at all times. These strategies
require security to identify where it can assist
all departments and teams to achieve their
business cutcormes.

Many businesses have more than one firm
providing sesurity ssrvices. This ocours for
many different reasons. The most common
reason is the belief that the business is
spreading its security risk. Whiie there might
be an element of truth here, it is more likely
that they are simpiy increasing iheir company's
security costs, creating diffsrent and confusing
standards of service, and setting up operations
in silo fashion.

But most importantly, they are eliminating
the opportunity of having a security provider
playing an active role in their business plan
— seeking cpportunities to enhance sales,
improve customier relations and company
image, buildimporiant relationships and other
issues important to business planning. There
are many relationships that can be enhanced by
security — police, other regulatory authorities,
local government, neighbours and the local
community are examples

The holistic security provider knows
the client’s business sufficiently 10 see
cpportunities unique to that business.
Sometimes a suggested change might even be
against the intaresis of the security provider,
but that is not the point. The holistic apnroach
demands priority in achieving the business
plans of the client. In cne case a client was
advised thata change in operations would
resultin a reduction in security costs of nearly

$4,000 per week — not so good for the security
company’s short-term profit, but appropriate in
the spirit of this approach.

One very good example of this holistic
approach came from Penrith Panthers Licensed
Club. In 2003, ihs security tearm analysed the
club’s mix of business and costs. The club
was achieving record bar sales and record
attendances every Friday and Saturday night at
its three night clubs. The entertainment and bar
managers were happy but the gaming manager
was not so happy. Setting new records for bars
and entertainment departments had a negative
IMpPact on gaming revenue: security costs ware
clirnbing to cope with the higher risk, younger
demographic replacing the [ower risk, older
demographic.

The traditional responsibilities of sacurity
were being handled to a standard that brought
the team recognition by regulators and their
neers as being the benchmark within the
industry. Many of ihe senior managers at
Panthers were cornfortable with the mix of
business and resisted change. Security could
have easily iooked after its own interests by
sontinuing to provide the large team to satisfy
the needs of the club.

Regardless of the potential loss of security
hours and security wages of $1.2million,
security put together a business plan and
presented it to senior management. Tha plan
involved closing the nightclubs. The loss of
revenue from bars ($8.6 million per annum)
and entertainment would be more than offset
by huge savings in security, advertising and
marketing, and by increases in gaming revenue.

The plan was adopted and the immediaie
impact on the business confirmed the plan's
predictions but there were even graater
benefits that were more difficult to quantify.
There was & dramatic reduction in crime, ant-
social behaviour and vandslism. Siowly but
surely, the lower risk clientele started to return
to the club, resulting in an increase in gaming
and catering revenues. Over a pericd of two
years, this change resulted in the club achieving
a substantial increase in profits.

Another goad example came from ihe efforts
of Panthers” sales staff to bid for an important
and prestigious event. By involving security
in meetings of the sales teams, a shared
understanding of the problems was achieved.
This allowed security to suggest how it could
add value to proposals and enhance the sales
team’s effort: potential funciion clients could be
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offered special services that would satisfy their
unique needs.

The Corvette Club called for bids for
its national event. It was well known that
the Corvette Club executive had a strong
preference to hold the function in the ACT.
Panthers Club function staff were almost
resigned to the fact that they would not get
this sale. However, sharing the problems with
security paid off. Security was able to offer a
number of suggestions to make the Panthers
Club bid more attractive and that made the
difference.

The event was held over the Easter
weekend, which was traditionally a quiet time
for the club. The Corvette Club booked one
hundred rooms over four nights, equating
to four hundred raom nights. Hundreds of
additional customers in function rooms,
restaurants, bars and gaming areas increased
revenue by hundreds of thousands of dollars.

Both of these cases point to the high value of
moving security from the list of necessary costs
1o the list of operations that contribute directly
to profitability.

The security profession and security
professionals need to adopt an enterprise-wide
risk approach in the business. It is important to
identify silos, gaps and duplications that may
exist in the business. Technology changes at
a rapid pace, so it is very important to future-
proof the security system. If the security
provider and the supplier of technology are
the same company, the holistic approach can
be further enhanced Some businesses have
different security providers for crowd control,
electronic security, security consultancy, patrols
and alarm responses, and security training.

There are a number of benefits of using one
provider; a better balance between cost and
quality is just one of them. The opportunity to
take on a more holistic approach is another.
Liaising with one client manager who can see
the holistic view of security can lead to more
coct effective security strategiss to mitigate
fisk.

A clear understanding of the business in which
they operate, allows security professionals to
achieve a holistic approach to security, providing
the appropriate level of asset protection for the
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business and much, much more.

However, the holistic approach has to
be a shared ideal. It can be recommended
and promoted by the security provider, but
cannot be impiemented without the goodwill
of the client. The greater the cooperation
between security and client, the greater will
be the benefits. A partnership relationship
between security and client is the ideal way
to maximise benefits, opportunities and
client profit. =

Stephen Van Zwieten CCP is an operational
expert with over 30 years of experience

in security and surveillance strategy and
management. Currently Vice President and
Board member of SPAAL (Security Providers
of Australia Associated Limited), Steve has
also served as the founding Chairman of the
Australasian Security and Gamiing Council from
1996-2004 in addition to serving as the Senior
Regional Vice President of ASIS International
for Australasia 2002-2009 and Chairman of the
NSW Chapter. Steve is currently the Managing
Director of Exact Security.



