Introduction
to Door
Supervision

This lesson provides a comprehensive look into the vital role of a door supervisor. You will gain an
understanding of the responsibilities involved in maintaining safety and order in licensed premises, as
well as the essential qualities required to excel in this profession.

This lesson will cover:

e The fundamental role and responsibilities of a door supervisor
e The critical importance of door supervisors in public safety

e Key qualities that define an effective door supervisor, including professionalism, integrity, and
responsibility




The Role and Responsibilities of a Door

Supervisor




Scenario: First Night on the Job

1. Dialogue
Welcome, Eric! First night,
| eh? Before I hand over,
| what's your immediate
priority when stepping
onto the door?
) : | } i34
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’ My priority is to enforce all
* rules strictly from the get-go.
My priority is to observe the
1Y . - environment and
communicate clearly with
patrons.
2. Dialogue
Enforcement is a tool, but
| not always the first one.
| What do you think is more
effective for a smooth
start?
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/ , I should focus on observing
1
' | and engaging respectfully to
prevent issues. ‘
|
5 |
NS 2 I believe a firm stance
immediately establishes
authority.
3. Dialogue

Alright, Eric. Imagine a
patron, Alyssa,
approaches. She seems a
bit unsteady, slurring her
words slightly, but insists
she's fine. How do you
handle this?

l!!!i:ﬂ! |

\
1
1

I'd calmly explain our policy
regarding intoxication, offer
water, and suggest alternative
transport if entry isn't
possible.

I'd tell her she's clearly too
drunk and refuse entry
immediately, no discussion.

4, Text

Being confrontational can quickly escalate a situation and

D put everyone at risk. Remember, the goal is to manage »
‘ situations safely and professionally. Let's try that again.
/ —

5. Dialogue

Good job with Alyssa. Now,
inside, you notice two
patrons, John and Mike,
arguing loudly near the
bar. It's not physical yet,
but tensions are rising.
How do you intervene?

F!| TEE

|

I'd immediately tell them to

stop arguing or they'll both be
ejected.

I'd calmly approach, separate
them if necessary, and listen
to both sides before
attempting to mediate or
resolve.

6. Text

Jumping straight to threats of ejection can escalate a
minor dispute into a major incident. It's important to
understand the root cause first. Let's try again.

7. Dialogue
Well handled, Eric! You've
| navigated your first few
| challenges effectively.
What's the most important
lesson you're taking away
from tonight so far?
1
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The importance of calm
, communication, proactive
| observation, and de-escalation |
techniques. |
|
| |
N : - That strict enforcement of
rules is the only way to
maintain control.
8. Text

Maintaining control isn't just about being strict; it's about
being smart, observant, and skilled in managing people. i
Let's review the broader lessons from tonight.

9. Text

Fantastic, Eric! You've shown great potential tonight. Keep
applying those principles, and you'll do brilliantly. I'm i’w
confident in handing over to you now.

..ooo.

* THE BEAT DROP i
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What is the How should a What is the
initial priority door best
for a door supervisor approach
supervisor handle a when
on duty? potentially intervening
intoxicated in a minor
o patron? dispute
between
g patrons?
To observe the
environment and g
communicate '
clearly with Calr.nl.y explain
patrons to pollctles, of;er
. . water, an
maintain sugaest Calmly approach,
situational I 99 separate
alternative
awareness. individuals if

transport if entry
is not possible,
focusing on de-

needed, and
listen to both
sides before

escalation.
mediating or
resolving.
A
What are the

core skills for
an effective
door
supervisor?

9
e
Calm
communication,
proactive

observation, and
de-escalation
techniques are
essential.



Legal Aspects of Door Supervision: Powers

and Limitations




Legal Aspects of Door Supervision

Licensing and Regulations

Door supervisors operate within a strictly
reqgulated environment, primarily governed by
the Security Industry Authority (SIA) in the UK.

Understanding and adhering to these 4 Senior Security Analyst
regulations is not merely a legal obligation but a | & £

cornerstone of professional practice, ensuring ‘_ 5::? SLpEAL SHIELH
public safety and maintaining industry standards. | _. GS-789012

SIA Licence: Every door supervisor must hold a valid SIA Door Supervisor
licence. This requires specific training, background checks, and demonstrating

[
competency in areas such as conflict management, physical intervention, and
first aid.
Relevant Laws: Beyond SIA requirements, door supervisors must adhere to a
range of legal frameworks, including the Licensing Act 2003, which governs
. the sale of alcohol and regulated entertainment; the Health and Safety at

Work Act 1974, ensuring a safe environment; the Equality Act 2010,
preventing discrimination; and data protection laws when handling personal
information.

Venue Policies: Supervisors must also be familiar with and enforce the specific
® policies and procedures of the premises they are working in, provided these
policies do not contradict statutory law.

Powers of Arrest

While door supervisors are not police officers, they do possess certain limited powers
of arrest, primarily under Section 24A of the Police and Criminal Evidence Act 1984
(PACE), often referred to as a "citizen's arrest." This power is to be used only as a last
resort and under very specific circumstances.

A door supervisor can make an arrest if they have reasonable grounds to suspect that:

e An indictable offence has been, is being, or is about to be committed.

e [tis necessary to arrest the person to prevent them from causing injury,
suffering physical injury, causing loss of or damage to property, making off
before a constable can assume responsibility, or to prevent them from
committing an indictable offence.

Legal Limitations and Guidelines:

e Reasonable Force: Only reasonable force may be used in making an arrest. What
constitutes 'reasonable' depends on the circumstances and is subject to strict
legal interpretation.

e Immediate Handover: Once an arrest is made, the individual must be handed
over to a police constable as soon as practicably possible. Prolonged detention
by a door supervisor can lead to charges of false imprisonment.

e Documentation: All incidents involving arrest or significant use of force must be
thoroughly documented, including the reasons for the arrest, the force used,
and the time of handover to the police.

e Avoiding False Imprisonment: Supervisors must be acutely aware of the risk of
false imprisonment if an arrest is made without lawful justification or if the
detention is prolonged unnecessarily.

Liability and Responsibility

Door supervisors carry significant responsibility, and their actions can lead to both
personal and employer liability if not conducted lawfully and professionally.

Personal Liability: Individual door supervisors can be held personally liable for their
actions, particularly if they act outside the scope of their legal powers or use excessive
force. This can include charges of assault, battery, false imprisonment, or negligence.

Employer Liability (Vicarious Liability): Employers are generally held vicariously
liable for the actions of their employees, including door supervisors, provided those
actions occur within the course of their employment. This means both the individual
and the company could face legal action.

Ensuring Compliance with Safety Standards:
e Duty of Care: Door supervisors have a duty of care to ensure the safety and well-
being of patrons and staff within the premises.

* Risk Assessments: Adherence to venue-specific risk assessments and safety
procedures is critical for preventing incidents and mitigating liability.

e Training: Regular and up-to-date training in legal aspects, conflict management,
and physical intervention techniques is essential for maintaining competence
and reducing risk.

e Documentation: Accurate record-keeping of incidents, refusals of entry, and any
use of force is vital for demonstrating compliance and defending against
potential legal claims.

Which of the following scenarios best exemplifies a
door supervisor acting within their legal powers of
arrest under Section 24A PACE?

Select one

A door supervisor arrests a patron
for refusing to show ID, even
though they are not suspected of
any other offence.

A door supervisor detains a patron
@ for 30 minutes for shouting loudly, @
waiting for police to arrive.

A door supervisor arrests a person

who has just stolen a handbag and

is attempting to flee the premises, @
immediately calling the police for
handover.

A door supervisor physically
restrains a patron who is verbally
abusive but not threatening any
physical harm or property damage.



Real-World Application: Legal Compliance

Case Study: The "Red Lion" Incident -
License Violation

In a bustling city centre, a popular nightclub
known as "The Red Lion" faced severe
repercussions due to a lapse in legal compliance
by one of its door supervisors, John. On a
particularly busy Friday night, John, feeling
overwhelmed by the queue, allowed several
individuals to enter without properly scrutinising
their identification. Among these patrons were
three underage individuals who were
subsequently served alcohol inside the venue.

The incident came to light when police officers conducted a routine inspection and
found the underage patrons consuming alcohol. This immediate failure to uphold
licensing laws triggered a cascade of legal and professional consequences for both
John and The Red Lion.

Consequences for the Supervisor (John):

e SIA Licence Suspension: John's Security Industry Authority (SIA) licence was
immediately suspended pending investigation, jeopardising his ability to work in
the security industry.

e Personal Fine: He faced a substantial personal fine for failing to prevent
underage drinking, a direct violation of the Licensing Act 2003.

e Potential Criminal Charges: Depending on the severity and local requlations,
John could have faced criminal charges related to serving alcohol to minors.

e Reputational Damage: His professional reputation was severely tarnished,
making future employment difficult.

Consequences for the Establishment (The Red Lion):

* Heavy Fines: The Red Lion was issued a significant fine by the local authority.

e Licence Review and Suspension: The premises licence was subjected to a
review, leading to a temporary suspension of its alcohol licence for several
weeks, resulting in substantial loss of revenue.

* Reputational Damage: The incident garnered negative media attention,
severely damaging the establishment's reputation and trust with its patrons.

e Increased Scrutiny: The venue was placed under increased scrutiny by licensing
authorities, requiring more frequent checks and stricter adherence to
requlations.

Best Practices for Door Supervisors +

Regularly Updating Knowledge of Relevant Laws

Door supervisors must commit to continuous professional development. Laws and
requlations, particularly those concerning licensing, age verification, and public
safety, can change. Staying informed through official SIA updates, industry
newsletters, and refresher training courses is crucial. For example, understanding
new guidelines on challenging older-looking individuals or changes in acceptable
forms of ID.

Implementing Strict ID Checking Procedures

e Challenge 25/21 Policy: Always operate a "Challenge 25" (or "Challenge 21")
policy, meaning anyone who looks under 25 (or 21) must be asked for ID.

e Acceptable Forms of ID: Know and only accept valid forms of identification
(e.g., passport, driving licence, PASS hologram cards).

e Thorough Examination: Train to spot fake IDs, checking for holograms, UV
features, photo consistency, and tampering. Use ID scanners where available.

e Refusal Protocol: Have a clear, polite, and consistent protocol for refusing
entry to those without valid ID or suspected of using a fake.

Prevention Strategies for Establishments +

Training Staff on Legal Compliance

e Induction Training: Ensure all new door supervisors receive comprehensive
training on the venue's specific licensing conditions, ID policies, conflict
resolution, and legal powers/limitations.

e Refresher Training: Conduct regular refresher courses for all staff, especially
before peak periods or after any legal changes.

e Scenario-Based Training: Use real-world scenarios, like the "Red Lion"
incident, to train staff on how to handle difficult situations and legal challenges
effectively.

Conducting Regular Audits to Ensure Adherence
e Internal Audits: Implement a system of regular internal audits, including spot
checks on ID procedures, incident report accuracy, and staff conduct.

e Mystery Shopper Programs: Employ mystery shoppers to test the
effectiveness of ID checking and other compliance procedures.

* Feedback Mechanisms: Establish clear channels for staff to report concerns
or suggest improvements regarding compliance issues without fear of
reprisal.

» Record Keeping: Maintain meticulous records of all training, incidents, audits,
and any corrective actions taken. This documentation is vital for
demonstrating due diligence to licensing authorities.

Following the "Red Lion" incident, which of the
following actions would be considered etfective
best practices or prevention strategies to avoid
similar future occurrences?

Select all that apply

Conducting mandatory quarterly

Implementing a "Challenge 18" refresher training sessions for all

1 | policy to only check IDs for those door supervisors on current
who look under 18. licensing laws and ID verification

techniques.

Introducing a new policy that Utilising mystery shoppers to

3 allows supervisors to use their n periodically assess the diligence of
discretion on ID checks during door staff in checking IDs and
exceptionally busy periods. adhering to venue policies.

Providing advanced ID scanning

a technology at all entry points and
ensuring staff are fully trained in
its use.
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Communication and Customer Service

Skills




Scenario: Handling a Fake ID

1. Dialogue
A patron, Eric, approaches
the door and hands you
his ID. Upon initial
inspection, you notice the
photo doesn't quite match,
and the laminate feels
slightly off.
1 ) \ - 1{'&
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\ ; Could you please state your
‘ date of birth and address as
n shown on this ID?
I'm sorry, this ID looks fake. I
can'tletyou in.
2. Dialogue

Uh... my birthday is... uh...
05/10/2003, and my
address is... 123 High
Street. What's the big deal?
Just let me in!

You're clearly trying to use a
fake ID. I'm calling the police
right now!

I'm sorry, but the details you
provided don't match the ID,
and I cannot accept this as
valid identification. Therefore,
I cannot allow you entry
tonight. I need you to leave
the premises calmly.

<

You can't do that! I'll report you for discrimination!

lIHiHHHHHHHIII
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4. Dialogue

I'm coming in anyway! You
can't stop mel!

You are attempting to force
entry. I am now officially
refusing you entry and asking

you to leave. If you do not

comply, I will need to
physically prevent your entry
and call for police assistance.

Get out of here now, or I'll
throw you out myself!

5. Dialogue

Eric, after your warning,
hesitates, then backs away,
still muttering threats. He
eventually leaves the
immediate area, but
lingers nearby.

I will inform my colleagues
and management about the
incident, provide a description

of the individual, and continue

to monitor the area for his
presence, documenting
everything.

Since he's gone, I can relax.
The situation is resolved.

6. Text

You handled that difficult situation effectively,
maintaining professionalism and adhering to safety
protocols. Your actions prevented an underage entry and

managed an aggressive patron without further i"ﬁ
escalation. This demonstrates strong adherence to door
supervision best practices.

.

7. Text

Eric tries to re-enter through a different door a few
minutes later, having been ignored by the door staff. This |u»

shows the importance of communicating with your team.

lIHiHHHHHHHIII

8. Text

‘ 4

He lunges forward, attempting to bypass you. This
aggressive response shows your previous approach was i'u»

®

not effective.

lIHHHHHHHHHIII

9. Dialogue

What do you mean 'fake'?
It's real! You can't just
accuse me!

[ understand your frustration, =
but it's my job to ensure
everyone's safety and
compliance with licensing
laws. Could you please just
confirm the details on the ID
for me?

Look, I know what a real ID
looks like. Just leave.

What is the How should What is
initial step you refuse crucial
when entry to an before
suspecting a aggressive physical
fake ID? patron with a intervention
fake ID? with an
Py aggressive
g patron?
Ask the patron to &

state details from
the ID to check

State the refusal
clearly, explain

for the reason (ID
inconsistencies. invalid), and Issue a clear
instruct them to warning, state the
leave calmly intent to prevent
entry, and
mention calling
police if non-
compliant.
A
What follow-
up actions
are
necessary
after an
incident with
a fake ID and
aggressive
patron?
o
Inform

colleagues/mana
gement, provide
a description,
monitor the area,
and document
the incident
thoroughly.



Communication and Customer Service Skills

Effective Communication Techniques

Effective communication is the cornerstone of
successful door supervision. It involves not only
what you say but also how you present yourself
and how well you understand others. Mastering
both verbal and non-verbal cues is essential for
maintaining order and providing excellent
customer service.

Verbal Communication is about the words you
choose, your tone of voice, and the clarity of your
message. Always strive for a calm, assertive, and
professional tone. Avoid jargon or slang that
might be misunderstood. Your voice should
convey confidence and authority without being
aggressive.

Non-verbal Communication often speaks
louder than words. Your body language, facial
expressions, and eye contact can significantly
influence how patrons perceive you. Maintain an
open posture (arms uncrossed), make
appropriate eye contact to show engagement,
and keep a neutral or approachable facial

expression. Be mindful of personal space, as
invading it can be perceived as aggressive.

Active Listening Skills

Active listening is a critical component of effective communication, particularly in a
door supervision role where understanding situations quickly and accurately is
paramount. It involves fully concentrating on what is being said, rather than just
passively hearing the message.

To practice active listening:
e Pay Attention: Give the speaker your undivided attention. Put away distractions
and focus on their words and non-verbal cues.

e Show That You're Listening: Use verbal affirmations like "I see," "I understand,”
or nodding your head. Maintain appropriate eye contact.

e Provide Feedback: Paraphrase or summarise what the speaker has said to
confirm your understanding. For example, "So, if I understand correctly, you're
saying that..."

e Defer Judgement: Avoid interrupting or forming opinions before the speaker
has finished. Let them express their full message.

e Respond Appropriately: Offer a thoughtful and empathetic response that
addresses their concerns or clarifies the situation.

Creating a Positive and Welcoming Environment +

As a door supervisor, you are often the first and last point of contact for patrons.
Your actions significantly shape their experience.

e First Impressions: Greet patrons with a polite and approachable demeanour.
A simple "Good evening" or "Welcome" can set a positive tone.

e Professional Conduct: Maintain a professional appearance and attitude at all
times. This includes being alert, standing upright, and avoiding casual
conversations with colleagues that exclude patrons.

e Fairness and Consistency: Apply rules and policies consistently to all patrons.
Perceived unfairness can quickly lead to resentment and conflict.

» Helpfulness: Be ready to assist patrons with directions, information, or by
answering questions politely.

Handling Customer Inquiries and Complaints +

Even in a security role, customer service is key. You will inevitably encounter
inquiries and complaints.

o Stay Calm and Empathetic: Listen patiently to the patron's concern without
interrupting. Acknowledge their feelings, e.g., "I understand this is
frustrating."

e Gather Information: Ask open-ended questions to fully understand the
situation. Avoid making assumptions.

* Problem-Solving: Where possible, offer clear and practical solutions. If you
cannot resolve the issue directly, explain who can and what the next steps are.

e Know When to Escalate: For complex or highly sensitive complaints, know
when to involve management or other appropriate staff. Ensure the patron
feels their concern is being taken seriously.

Calming Agitated Individuals +
De-escalation begins with preventing a situation from worsening.
e Maintain Calm: Your calm demeanour can be contagious. Speak in a low, even

tone, and avoid mirroring their agitation.

 Empathetic Validation: Acknowledge their feelings without necessarily
agreeing with their behaviour. "I can see you're very upset about this."

e Clear Boundaries: State clear, concise boundaries for acceptable behaviour. "I
need you to lower your voice so we can discuss this calmly."

o Offer Choices: Where appropriate, give the individual choices that allow them
to feel some control, such as "Would you prefer to discuss this outside or with
a manager?"

e Focus on Solutions: Shift the conversation towards finding a resolution rather
than dwelling on the problem or blame.

Using Persuasive Language to Resolve Conflicts +
Persuasion is a powerful tool for resolving conflicts without resorting to force.
* Neutral Language: Avoid accusatory or inflammatory language. Focus on

facts and observations rather than personal attacks.

o Explain Your Role: Briefly explain your responsibilities and the venue's policies
to help the individual understand the context of your actions.

e Focus on Shared Goals: Frame the resolution in terms of what's best for
everyone involved, such as "We all want everyone to have a safe and enjoyable
night."

e Consequences and Alternatives: Clearly and calmly explain the
consequences of non-compliance (e.g., refusal of entry, police involvement)
and offer acceptable alternatives if available.

o Respectful Communication: Even when firm, maintain a respectful tone. This
helps preserve the individual's dignity and reduces the likelihood of further
confrontation.

A door supervisor observes a patron becoming
increasingly agitated, shouting about a lost item,
and starting to draw a crowd. Which of the
following is the most effective initial de-escalation

technique?
Select one
Call for backup immediately and Ignore the patron, assuming they
@ confront the patron with multiple @ will calm down on their own if not
security personnel. given attention.

Approach the patron calmly,

e acknowledge their frustration, and
offer to help them find a quieter
area to discuss the issue.

Immediately tell the patron to stop
@ shouting or they will be ejected
from the premises.



Real-World Application: Customer Interaction

Case Study: Handling a Complaint

Imagine a busy Friday night at 'The Grand
Venue'. A customer, Sarah, approaches the main
entrance, visibly agitated. She claims her friend,
who was inside, was unfairly ejected by another
door supervisor just moments ago and is now
demanding an explanation and immediate re-
entry for her friend. Sarah is speaking loudly,
drawing attention from other patrons queueing
to enter.

Introduction

Effective Complaint Resolution Process

01 1 Listen Attentively

The door supervisor, Mark, allows Sarah to express her frustration without
interruption. He maintains eye contact, nods occasionally, and uses open body
language to show he is fully engaged. He lets her finish before speaking.

2. Empathise and Acknowledge

Mark calmly states, "I understand you're very upset about your friend's situation, and
it's frustrating when you feel someone has been treated unfairly." This acknowledges
her feelings without agreeing with her specific complaint.

3. Gather Information Objectively

Mark then asks, "Could you please tell me exactly what happened from your
perspective, and what your friend's name is?" He also asks for a description of the
supervisor involved. He makes a mental note to check CCTV and speak to the
colleague.

4. Offer a Solution or Apology (if appropriate)

After quickly verifying with a colleague via radio that the friend was ejected for
aggressive behaviour towards staff, Mark returns to Sarah. He explains, "Sarah, I've
checked with my colleague. Your friend was asked to leave due to aggressive
behaviour towards our bar staff, which is against our venue policy. While I
understand you're disappointed, we have a duty to ensure the safety of all our
patrons and staff. We cannot allow your friend back in tonight." He then adds,
"However, I can help you call a taxi for your friend if they need one, or direct you to a
safe waiting area nearby."

5. Document the Incident

Mark ensures a detailed incident report is filed, noting Sarah's complaint, the reasons
for the friend's ejection, the steps taken to address Sarah's concerns, and any offers
of assistance. This documentation is crucial for accountability and future reference.

Completed

Mark's calm, professional approach de-escalated the situation, provided clear
communication, and offered a practical solution, even when the initial complaint could not
be fully resolved in the customer's favour. This demonstrates effective customer interaction

under pressure.

Prevention Strategies

Beyond effective handling of individual complaints, proactive strategies are vital to
minimise their occurrence and ensure a consistently positive customer experience.
These strategies focus on empowering staff and establishing robust internal systems.

Training Staff on Customer Service Skills: Regular and comprehensive training is
paramount. This includes:

e Active Listening: Teaching door supervisors to genuinely listen to concerns,
rather than just waiting to respond.

e De-escalation Techniques: Providing practical skills to calm agitated individuals
and prevent situations from escalating.

e Empathy and Professionalism: Instilling the importance of maintaining a
professional demeanour and showing empathy, even in challenging interactions.

e Venue Policy Knowledge: Ensuring all staff are thoroughly familiar with venue

policies, so they can explain decisions clearly and consistently.

Implementing a Feedback System: A well-structured feedback system allows
establishments to identify recurring issues, improve service, and demonstrate a
commitment to customer satisfaction.

e Direct Feedback Channels: Utilising comment cards, dedicated email addresses,
or online forms for patrons to submit feedback.

o Staff Debriefs: Regular team meetings where door supervisors can discuss
challenging interactions, share best practices, and identify areas for
improvement.

e Management Review: Senior management should regularly review feedback,
incident reports, and staff debrief notes to identify trends and implement
necessary operational or training adjustments.

e Proactive Engagement: Encouraging door supervisors to seek feedback where
appropriate, for example, by asking a patron if their issue was resolved to their
satisfaction.

A door supervisor successfully de-escalates a
customer complaint by actively listening and
offering a clear explanation. Which of the following
prevention strategies would best support this
supervisor's ongoing development and the venue's
overall customer service?

Select one

Implementing a system for reqular
staff debriefs to discuss
challenging interactions and share
best practices.

Assigning the supervisor to handle
all future complaints, as they are
clearly skilled.

Only providing customer service Reducing the number of door

@ training to new hires, assuming @ supervisors on shift to cut costs,
experienced staff already know given the improved complaint
enough. handling.



Conflict Management and Resolution




Scenario: Ditfusing a Bar Fight

1. Dialogue

You're on duty when you

| notice two patrons, Eric

| and Alyssa, arguing loudly
near the bar. Their voices
are rising, and other
customers are starting to
stare. How do you initially
approach this situation?

@

g

’ Rush in and loudly demand
{ they stop arguing
immediately.

- - Calmly approach, maintaining
a safe distance, and observe
their body language.

2. Dialogue

As you approach, their
argument escalates

‘ further, and Eric shoves
Alyssa. It's now a physical
altercation. What's your
immediate priority and
action?

=3

\'* / , Physically grab Eric to pull him
A away from Alyssa.

Shout clear verbal commands
t - - to stop, call for immediate

backup, and create a physical

barrier if safe to do so.

3. Dialogue

With backup arriving, the
fight is broken up. Eric and
Alyssa are separated but
still agitated, shouting
insults at each other. How
do you de-escalate the
situation and prepare for
their ejection?

Maintain separation, speak in

a calm, firm tone to each
individual, and clearly state

that their behaviour is
unacceptable and they must

leave.

Threaten them with police
involvement if they don't
immediately calm down and
leave.

4, Text

Threats can often be perceived as confrontational and

make agitated individuals more resistant. Effective de-
escalation focuses on clear, calm directives and explaining i'ﬁ
consequences, not just threatening them.

5. Dialogue

Eric and Alyssa are still
reluctant to leave, arguing
that they've done nothing
wrong. How do you ensure
their safe and compliant
ejection, adhering to
protocol?

Physically push them out the
door without further
explanation, as they've already
been told to leave.

Politely but firmly reiterate the
decision to eject, explain the
specific reasons (e.g., physical
altercation), and guide them
towards the exit, offering
assistance if needed.

6. Text

Ejection must always be handled with clear

]

/ . communication and within legal boundaries. Unjustified |
- : . . i
- s 3 : physical force can lead to serious legal repercussions. |H\

: : i
- %\~ /‘ Always explain the reasons and guide, rather than force. =
& ] - '

o/
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7. Dialogue

Eric and Alyssa have been
successfully ejected. What
final actions should you
take to complete the
incident management
process?

»

Document the entire incident [
thoroughly, including witness
statements, inform .
management, and brief other
door staff about the ejected

patrons.

Consider the situation
resolved and move on to other
duties, as they are no longer
on the premises.

8. Text

y Direct physical intervention in a fight without proper
- training or support can lead to serious injury for you and
. q ik
L) ‘ others. Your safety is crucial. Remember to use verbal de- |®
r /1 escalation and call for assistance first. —

What is the How should What is key What is the
initial step you for de- correct
when intervene in escalation protocol for
approaching a physical after a fight ejecting
an escalating altercation? is broken up? disruptive
argument? patrons?
e e
e e
Use clear verbal Maintain
Calmly approach, commands, call separation, speak Politely but firmly
maintain a safe for backup, and calmly and firmly, reiterate ejection,
distance, and create a physical and clearly state explain specific
observe the barrier if safe. unacceptable reasons, and
situation. behaviour. guide them to the
exit.
A
What is the
final step
after an
incident and
ejection?
g

Document the
incident
thoroughly,
inform
management,
and brief other
door staff.



Conflict Management and
Resolution

Proactive measures to prevent conflicts
involve more than just reacting. This
includes maintaining a visible presence,

Identifying Potential Conflicts ® engaging in polite but firm
communication, and strategically

As a door supervisor, your ability to recognise positioning yourself to deter potential

signs of escalating tension is paramount to issues.

preventing conflicts before they erupt. This

involves keen observation and understanding Environmental awareness is also key;

human behaviour. Look for changes in body identify potential flashpoints like crowded

language such as clenched fists, rigid posture, or ®  areas, bottlenecks, or areas where alcohol

aggressive gesturing. Pay attention to verbal is heavily consumed.

cues like raised voices, aggressive language, or

repeated arguments. Early recognition allows for Team communication is vital; ensure you

timely intervention. are in constant contact with colleagues to

® share observations and coordinate
responses, allowing for a unified and
effective approach to maintaining order.

Using Calm and Assertive Language +

When a situation begins to escalate, your language is your primary tool for de-
escalation. Always use a calm, clear, and assertive tone. Avoid shouting or
mirroring the agitated individual's aggression. Speak slowly and deliberately, using
simple, direct sentences. For example, instead of "Stop that now!", try "Please calm
down so we can discuss this." Your assertiveness comes from your confidence and
professionalism, not from aggression. Explain rules or consequences clearly and
without emotion.

Creating Space and Separation +

Physical space can significantly impact a tense situation. Creating space and
separation is a crucial de-escalation strategy. If two individuals are arguing, gently
guide them apart to reduce direct confrontation. This might involve asking one
person to step aside with you to discuss the issue privately. Ensure you maintain a
safe distance from agitated individuals to protect yourself and allow them personal
space, which can help reduce feelings of being cornered or threatened.

Active Listening and Empathy +

Beyond language and space, active listening and empathy can help diffuse
tension. Allow the agitated individual to express their concerns without interruption.
Show that you are listening by nodding or using phrases like, "I understand you're
feeling frustrated." Acknowledging their feelings, even if you don't agree with their
actions, can make them feel heard and reduce their defensiveness. This can open a
pathway for a more rational conversation and resolution.

Physical Intervention Techniques

In rare instances, physical intervention may
become necessary, but it must always be a last
resort and conducted using safe and legal
methods. Door supervisors are trained in
specific techniques designed to minimise harm
to all parties. These techniques focus on control
and restraint rather than inflicting injury.

When and how to use physical force is governed by strict legal guidelines, primarily
the principle of reasonable force. Force is only justifiable if it is necessary and
proportionate to the threat or situation. This means:

e Necessity: There must be no other reasonable alternative to resolve the
situation.

e Proportionality: The force used must be no more than what is absolutely
required to achieve the objective (e.qg., preventing injury, removing a person).

Any physical intervention must be documented thoroughly, including the reasons for
its use, the techniques applied, and the outcome. Reqular training ensures
supervisors are competent and confident in these techniques, understanding their
legal boundaries.

A door supervisor observes two patrons shouting at
each other, with one clenching their fists. Which of
the following is the most appropriate initial
proactive measure?

Select one

@ Wait until physical contact occurs @ Shout at them from a distance to
before intervening. stop arguing.

Approach calmly, maintain a safe
distance, and increase your visible
presence near them.

@ Immediately call the police, as a
fight is imminent.



Real-World Application: Conflict Resolution

Case Study: Handling an Intoxicated
Patron - The "Blue Moon" Incident

At "The Blue Moon" nightclub, a regular patron,
Mark, had consumed too much alcohol. His
behaviour escalated from boisterous laughter to
loud, slurred arguments with other customers
and eventually, attempting to climb onto a table.
The door supervisor, Sarah, observed the
situation carefully, noting Mark's increasing
intoxication and the discomfort of other patrons.

Introduction

Sarah's Approach: De-escalation in Action

01 1. Initial Assessment and Calm Approach

Sarah approached Mark calmly, maintaining a non-threatening posture and a neutral
expression. She avoided direct eye contact initially to prevent perceived aggression
and spoke in a low, steady tone, addressing him by his name.

02 2.Offering Assistance and Support

"Mark," she said, "I can see you're having a good time, but you seem a bit unsteady.
Let's get you some water and find you a quieter spot to relax for a bit." She offered
her arm gently, guiding him away from the crowded area towards a less stimulating
environment.

3. Clear Communication and Setting Boundaries

Once in a quieter area, Sarah explained, "Mark, you've had quite a bit to drink
tonight, and for everyone's safety, including yours, I need to ask you to call it a night.
We can help you arrange a taxi home." She clearly communicated the decision
without judgment, focusing on safety and offering a solution.

4. Preventing Escalation

Mark initially protested, but Sarah remained composed. She reiterated the policy
about responsible drinking and the need to maintain a safe environment. She
avoided arguing or engaging in a power struggle, consistently offering help with
transport.

5. Successful Resolution

Eventually, Mark, though still disgruntled, accepted the offer of a taxi. Sarah ensured
he was safely in the cab and documented the incident, including the time, Mark's
behaviour, and the actions taken.

Completed

Sarah's calm, empathetic, and professional approach prevented a potentially volatile
situation from escalating into a full-blown conflict or a physical intervention. Her actions
exemplified best practices in conflict resolution for door supervisors.

Best Practices in Action

Sarah's handling of Mark demonstrates key best practices for door supervisors:

e Remaining Calm and Composed: Maintaining a calm demeanour is crucial. Your
composure can influence the patron's response, helping to de-escalate their
agitation rather than mirroring it. This involves controlled breathing, a steady
voice, and a non-aggressive posture.

e Offering Assistance and Support: Instead of immediately issuing demands or
threats, offering help can shift the dynamic from confrontation to collaboration.
This could be offering water, a seat, or assistance with transport, showing
genuine concern for their well-being.

e Clear and Concise Communication: Explaining the situation and the required
actions in simple, direct language helps the patron understand the boundaries
and consequences without feeling personally attacked. Focus on the behaviour,
not the individual.

In the "Blue Moon" incident, what was the primary
reason Sarah offered Mark water and a quieter
spot, rather than immediately demanding he leave?

Select one

To assess his level of intoxication
@ more accurately before making a
decision.

@ To delay the inevitable
confrontation until backup arrived.

To de-escalate the situation by

e showing empathy and offering
support, preventing further
disruption.

To comply with a venue policy
requiring all intoxicated patrons to
drink water.
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Scenario: Responding to a Medical Emergency

1. Dialogue

You're on duty when you
see a patron, Alyssa,
suddenly collapse near the
bar. She's unresponsive.
What's your immediate
first action?

I'll quickly assess the .
immediate danger, ensure the
area is safe, and then

approach Alyssa cautiously.

I'll rush directly to Alyssa to
see if she's okay, shouting for
someone to call an
ambulance.

2. Dialogue

You've secured the area.
Alyssa is still unresponsive.
What are your next critical
steps to provide aid and

call for help?

I'll check for breathing, I'ﬁ
delegate someone to call 999
immediately with clear :
instructions, and ask for the
nearest defibrillator/first aid

kit.

I'llimmediately start chest
compressions, as she's
unconscious, and then look
for a first aid kit.

3. Dialogue

Remember, the 'B' in
DRSABC stands for
Breathing. If someone is
unconscious but breathing
normally, CPR isn't needed.
What should you confirm
before initiating CPR, and
what other crucial step
should happen

' I 1need to check for normal
breathing for at least 10 .
seconds. If not breathing, then '

start CPR, and someone must
be calling 999.

I'll just assume she's not
breathing if she's unconscious
and focus on getting the first
aid kit.

4. Dialogue

Emergency services are on
their way, and a colleague
is bringing the defibrillator.
A small crowd has
gathered, looking
concerned and trying to
get closer. How do you
manage the scene and

I'll focus solely on Alyssa, I'ﬁ
I N letting the crowd observe
I a from a distance, as my priority
AR s her well-being.

I'll calmly instruct the crowd to
stand back, create a clear
perimeter, continue
monitoring Alyssa's condition,
and prepare for the
paramedics' arrival.

5. Dialogue

The paramedics have
arrived and are taking over
Alyssa's care. What is your
role now, and what final
actions should you take?

I'll provide a clear, concise _
handover of the situation and I'E\
my observations to the
paramedics, assist them as
requested, and then ensure

the incident is fully

documented.

My job is done once the
paramedics are here. I'll step
back and let them handle
everything.

6. Dialogue

Even after paramedics take
over, your role isn't
completely finished. Why is
a detailed handover and
thorough documentation
still crucial for you as a
door supervisor?

It ensures all critical
information is passed on for
Alyssa's ongoing care and
provides a legal record of the
incident for the venue.

It's mainly for paperwork. The
paramedics will get all the
important details themselves.

7. Dialogue

A curious or panicked
crowd can make it harder
for paramedics to reach
the patient and can also
add to the stress of the
situation. How can you
effectively manage both
the patient and the
surrounding environment?

[ & (S i
1)
I'll ask a colleague to handle
the crowd while I stay
completely focused on Alyssa.

I need to clearly communicate
with the crowd, asking them
to create space, while still
keeping an eye on Alyssa and
being ready for the
paramedics.

8. Dialogue

Rushing in might mean
you miss potential
hazards, like a wet floor or
spilled drinks, which could
injure you or others.
What's the very first thing
you should do when
responding to a collapsed

: ) person?
o : . i -
MY ) i ™ i
f A \
A /‘
] .
i\ | , Still, my priority is the patron.
I'll get to her quickly and then
1 look around.

\ . - Ensure the immediate area is
safe for everyone before
approaching the patron.

SyIRITY

In a medical emergency, after ensuring the
immediate area is safe, what is the most critical
next step for a door supervisor?

Select one

Delegate someone to call
emergency services and check the
patron for breathing.

@ Go to retrieve the first aid kit
before doing anything else.

Immediately begin chest
@ compressions on the unresponsive
patron.

@ Ask the crowd if anyone is a doctor
or has medical training.



Emergency Procedures and First Aid

ELYSIUM

As a door supervisor, you are often the first
responder to various emergencies, from medical
incidents to security threats. Your ability to act
swiftly, calmly, and effectively can significantly
mitigate harm and ensure the safety of patrons
and staff. This section will equip you with the
fundamental knowledge required to handle
critical situations, including basic first aid,
emergency evacuations, and responding to
security threats.

First Aid Basics: Basic Life Support Techniques +

Basic Life Support (BLS) Techniques

Door supervisors should be familiar with fundamental BLS principles to provide
immediate care until professional medical help arrives. The primary assessment
often follows the DRSABC protocol:

o Danger: Always ensure the scene is safe for yourself, the casualty, and
bystanders before approaching.

e Response: Check if the casualty is conscious by gently shaking them and
asking, "Are you alright?"

e Send for help: If unresponsive, immediately delegate someone to call 999/112
for an ambulance and ask for a defibrillator (AED) if available.

e Airway: Open the airway by tilting the head back and lifting the chin.

e Breathing: Look, listen, and feel for normal breathing for no more than 10
seconds. If not breathing normally, begin CPR.

e Circulation (CPR): If the casualty is not breathing normally, start chest
compressions (30 compressions to 2 rescue breaths for adults). Continue until
professional help arrives or the casualty shows signs of recovery.

Recovery Position: If the casualty is unconscious but breathing normally, place
them in the recovery position to ensure a clear airway and prevent choking on
vomit.

First Aid Basics: Treating Common Injuries +

Treating Common Injuries

Door supervisors may encounter various minor injuries that require immediate
attention. Knowing how to treat these can prevent further complications.

e Cuts and Abrasions: Clean the wound with antiseptic wipes or clean water.
Apply direct pressure with a clean dressing to stop bleeding. Cover with a
sterile plaster or dressing.

e Minor Burns: Cool the burn immediately under cool (not cold) running water
for at least 10-20 minutes. Do not use ice. Cover with a loose, non-stick
dressing. Seek medical advice for larger or more severe burns.

e Sprains and Strains: Apply the RICE protocol:

e Rest: Rest the injured part.

e Ice: Apply ice wrapped in a cloth to the area for 15-20 minutes every 2-3
hours.

o Compression: Apply a firm but not tight bandage to the area.

o Elevation: Keep the injured part raised above the heart if possible.

e Choking: If a person is choking and conscious, encourage them to cough. If
coughing is ineffective, administer five sharp back blows between the shoulder
blades. If still choking, perform five abdominal thrusts (Heimlich manoeuvre).
Alternate between back blows and abdominal thrusts until the obstruction is
cleared or they become unconscious.

Emergency Evacuation Procedures

In the event of a fire, bomb threat, or other critical incident requiring evacuation, a
door supervisor's role is crucial in ensuring the safe and orderly exit of all occupants.

Safe and Orderly Evacuation of the Premises

o Stay Calm and Assertive: Your composure will help calm others. Give clear,
concise instructions in a firm but reassuring voice.

Initiate Evacuation: Follow the venue's specific evacuation plan. This typically
involves activating fire alarms and notifying emergency services (if not already
done).

Direct Patrons: Guide patrons towards the nearest safe exit routes. Prevent
panic by maintaining control and avoiding shouting or pushing.

Check Designated Areas: Where possible and safe to do so, quickly check
toilets, changing rooms, and other less visible areas for any remaining
individuals.

Assist Vulnerable Individuals: Prioritise assisting people with disabilities, the
elderly, or young children, ensuring they receive necessary support during
evacuation.

Designated Evacuation Routes and Assembly Points

e Know Your Routes: Door supervisors must have an intimate knowledge of all
primary and secondary evacuation routes, including emergency exits. These
routes should be kept clear of obstructions at all times.

Clear Signage: Ensure all emergency exit signs are visible and illuminated.
Report any faulty signage immediately.

Assembly Points: Direct all evacuated individuals to the designated external
assembly points. These are predetermined safe locations away from the
building.

Accountability: Once at the assembly point, assist management in accounting
for all staff and patrons, if possible, and prevent re-entry until the 'all clear' is
given by emergency services.

Dealing with Security Threats

Door supervisors are often at the forefront of identifying and responding to potential
security threats, which can range from aggressive individuals to more serious
incidents.

Identifying and Responding to Potential Security Threats

e Situational Awareness: Maintain constant vigilance. Observe patron behaviour,
look for suspicious objects, and be aware of any unusual activities or individuals.

e Early Intervention: Address minor disturbances promptly before they escalate.
Use de-escalation techniques to calm agitated individuals.

e Threat Assessment: Quickly assess the nature and severity of a threat. Is it a
verbal dispute, a physical altercation, a weapon sighting, or something else?

* Response Protocols: Follow established venue protocols for specific threats. This
may involve isolating the threat, evacuating specific areas, or initiating a
lockdown.

e« Communication: Immediately alert colleagues and management to any
perceived threat using discreet communication methods (e.g., radio, coded
language).

Contacting Law Enforcement Agencies

e When to Call: Contact law enforcement (999/112 in the UK) immediately for
serious incidents such as:
e Physical assaults resulting in injury.
e Presence of weapons.
e Severe public disorder.
e Suspected criminal activity (e.q., theft, drug dealing).
e Any situation where the threat exceeds the capabilities of venue staff to

manage safely.

e Provide Clear Information: When contacting law enforcement, provide precise
details:

e What is happening (type of incident).

Where it is happening (exact location within the venue).

Who is involved (descriptions of individuals).

When it started.

Any injuries or weapons involved.

e Cooperate Fully: Upon arrival, fully cooperate with law enforcement, providing
any information or assistance requested.

During a major emergency evacuation due to a fire
alarm, a door supervisor notices a patron
attempting to retrieve their coat from a cloakroom
near a smoke-filled corridor. What is the most
appropriate action for the supervisor?

Select one

Calmly but firmly direct the patron

away from the smoke-filled Shout at the patron to stop and
corridor towards a safe evacuation @ immediately call for police
route, explaining the priority is assistance.

their safety.

Physically restrain the patron and
force them towards the nearest
exit.

@ Allow the patron to retrieve their
coat quickly, as it is a valuable item.



Real-World Application: Emergency Response

Case Study: The "Phoenix Club" Fire
Evacuation

At the bustling "Phoenix Club" on a Saturday
night, a small fire broke out in the kitchen,
quickly triggering the fire alarm system. The
venue was packed, and initial confusion began to
spread among patrons. Door supervisor, Mark,
was stationed near the main entrance when the
alarm sounded.

Mark immediately initiated the venue's fire evacuation plan. Instead of panicking, he

maintained a calm and authoritative presence, using his training to ensure a safe and
orderly evacuation. He used a megaphone to give clear, concise instructions, directing
patrons towards the pre-determined emergency exits, which were clearly illuminated.

He positioned himself at a key junction, guiding individuals away from the fire's
location and towards the safest routes, while colleagues assisted vulnerable
individuals and swept designated areas like toilets. Within minutes, the majority of
patrons were safely outside at the designated assembly point, thanks to Mark's
decisive actions and the team's coordinated effort.

Best Practices for Fire Evacuation +

Conducting Regular Fire Drills

Regular fire drills are crucial for familiarising all staff, including door supervisors,
with their roles and responsibilities during an emergency. These drills should
simulate real-world scenarios, testing communication channels, evacuation routes,
and assembly point procedures. For example, a drill might involve a simulated
blocked exit to test alternative routes.

Ensuring Clear Evacuation Routes

All emergency evacuation routes must be kept clear of obstructions at all times. This
includes ensuring corridors are free from boxes, furniture, or other items that could
impede movement. Exit doors must be easily openable from the inside without a
key, and emergency lighting must be fully functional. Regular checks should be
conducted before opening hours to verify route clarity and exit functionality.

Prevention Strategies +

Implementing Fire Safety Measures

Proactive fire safety measures are paramount. This includes ensuring all electrical
equipment is regularly tested, flammable materials are stored safely, and 'no
smoking' policies are strictly enforced. Venue layouts should be designed to prevent
overcrowding and allow for easy access to exits. Door supervisors should be aware
of these measures and report any breaches.

Regularly Inspecting Fire Extinguishers and Alarms

Fire extinguishers and alarm systems are critical components of fire safety. Door
supervisors should be trained to conduct basic visual inspections of these systems,
checking that extinguishers are in their designated locations, are not expired, and
that alarm call points are unobstructed. Any faults or concerns must be reported
immediately to management for professional inspection and maintenance.

During a sudden fire alarm, a door supervisor
observes patrons hesitating and looking confused.
Which immediate action best demonstrates the
supervisor's role in ensuring a safe and orderly

evacuation?
Select one
Wait for the fire brigade to arrive Shout loudly to create urgency and
@ before giving any instructions to @ direct everyone towards the
avoid conflicting information. nearest exit they can see.

Calmly and assertively direct

e patrons to designated assembly
points using pre-established
evacuation routes.

Prioritise helping staff members
@ evacuate first, as they are familiar
with the building layout.



What is the primary purpose of the Security
Industry Authority (SIA) licence for door
supervisors in the UK?

Select one

To provide insurance coverage for To grant door supervisors the
door supervisors in case of legal @ same powers of arrest as police
disputes. officers.

To ensure door supervisors meet
minimum training standards and
undergo background checks.

@ To allow door supervisors to carry
firearms.

A door supervisor is dealing with a patron who is
loudly complaining about the music volume. Which
combination of communication techniques would
be most etfective in de-escalating the situation?

Select one

: . Maintaining an open body posture,
Interrupting the patron to explain 9 P yp

) : actively listening to their
@ \Svr;ue policy and then walking a complaint, and responding with
Y empathy.

Ignoring the complaint initially, Using a loud, firm voice to assert
hoping the patron will calm down, @ authority and immediately telling
then addressing it if it persists. them to lower their voice.

When identifying potential conflicts, which of the
following non-verbal cues would be the strongest
indicator of escalating tension requiring early
intervention by a door supervisor?

Select one

@ A patron frequently checking their @ A group of patrons laughing loudly
phone. and gesturing enthusiastically.

Individuals with clenched fists,
0 rigid posture, and aggressive eye
contact.

@ Two patrons maintaining polite
conversation at a normal volume.

A door supervisor discovers a patron unconscious
and not breathing normally. After ensuring the
scene is safe and delegating someone to call
emergency services, what is the immediate next
step according to DRSABC protocol?

Select one

@ Place the patron in the recovery @ Attempt to wake the patron by
position. shaking them vigorously.

e Begin chest compressions (CPR). @ Look for any visible injuries.

A door supervisor has just refused entry to an
intoxicated patron. The patron becomes verbally
abusive, threatening to wait outside and cause
trouble. What is the most appropriate and
professional course of action for the supervisor?

Select one

Maintain a calm demeanour, clearly
reiterate the refusal and the

. Engage in a shouting match with
reasons, and inform colleagues to @ 9a9 J :
. , the patron to assert dominance.
monitor the patron's presence
outside.

Immediately call the police and
@ physically remove the patron from
the vicinity.

@ Offer the patron a free drink to
calm them down and allow entry.



