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6HOHFW�RQH

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

Legal Aspects of Door Supervision

Licensing and Regulations

'RRU�VXSHUYLVRUV�RSHUDWH�ZLWKLQ�D�VWULFWO\

UHJXODWHG�HQYLURQPHQW��SULPDULO\�JRYHUQHG�E\

WKH�Security Industry Authority (SIA)�LQ�WKH�8.�

8QGHUVWDQGLQJ�DQG�DGKHULQJ�WR�WKHVH

UHJXODWLRQV�LV�QRW�PHUHO\�D�OHJDO�REOLJDWLRQ�EXW�D

FRUQHUVWRQH�RI�SURIHVVLRQDO�SUDFWLFH��HQVXULQJ

SXEOLF�VDIHW\�DQG�PDLQWDLQLQJ�LQGXVWU\�VWDQGDUGV�

SIA Licence��(YHU\�GRRU�VXSHUYLVRU�PXVW�KROG�D�YDOLG�6,$�'RRU�6XSHUYLVRU

OLFHQFH��7KLV�UHTXLUHV�VSHFLìF�WUDLQLQJ��EDFNJURXQG�FKHFNV��DQG�GHPRQVWUDWLQJ

FRPSHWHQF\�LQ�DUHDV�VXFK�DV�FRQíLFW�PDQDJHPHQW��SK\VLFDO�LQWHUYHQWLRQ��DQG

ìUVW�DLG�

Relevant Laws��%H\RQG�6,$�UHTXLUHPHQWV��GRRU�VXSHUYLVRUV�PXVW�DGKHUH�WR�D

UDQJH�RI�OHJDO�IUDPHZRUNV��LQFOXGLQJ�WKH�Licensing Act 2003��ZKLFK�JRYHUQV

WKH�VDOH�RI�DOFRKRO�DQG�UHJXODWHG�HQWHUWDLQPHQW��WKH�Health and Safety at

Work Act 1974��HQVXULQJ�D�VDIH�HQYLURQPHQW��WKH�Equality Act 2010�

SUHYHQWLQJ�GLVFULPLQDWLRQ��DQG�data protection laws�ZKHQ�KDQGOLQJ�SHUVRQDO

LQIRUPDWLRQ�

Venue Policies��6XSHUYLVRUV�PXVW�DOVR�EH�IDPLOLDU�ZLWK�DQG�HQIRUFH�WKH�VSHFLìF

SROLFLHV�DQG�SURFHGXUHV�RI�WKH�SUHPLVHV�WKH\�DUH�ZRUNLQJ�LQ��SURYLGHG�WKHVH

SROLFLHV�GR�QRW�FRQWUDGLFW�VWDWXWRU\�ODZ�

Powers of Arrest

:KLOH�GRRU�VXSHUYLVRUV�DUH�QRW�SROLFH�RîFHUV��WKH\�GR�SRVVHVV�FHUWDLQ�OLPLWHG�SRZHUV

RI�DUUHVW��SULPDULO\�XQGHU�Section 24A of the Police and Criminal Evidence Act 1984

(PACE)��RIWHQ�UHIHUUHG�WR�DV�D��FLWL]HQ
V�DUUHVW���7KLV�SRZHU�LV�WR�EH�XVHG�RQO\�DV�D�ODVW

UHVRUW�DQG�XQGHU�YHU\�VSHFLìF�FLUFXPVWDQFHV�

$�GRRU�VXSHUYLVRU�FDQ�PDNH�DQ�DUUHVW�LI�WKH\�KDYH�UHDVRQDEOH�JURXQGV�WR�VXVSHFW�WKDW�

$Q�LQGLFWDEOH�RëHQFH�KDV�EHHQ��LV�EHLQJ��RU�LV�DERXW�WR�EH�FRPPLWWHG�

,W�LV�QHFHVVDU\�WR�DUUHVW�WKH�SHUVRQ�WR�SUHYHQW�WKHP�IURP�FDXVLQJ�LQMXU\�

VXëHULQJ�SK\VLFDO�LQMXU\��FDXVLQJ�ORVV�RI�RU�GDPDJH�WR�SURSHUW\��PDNLQJ�Rë

EHIRUH�D�FRQVWDEOH�FDQ�DVVXPH�UHVSRQVLELOLW\��RU�WR�SUHYHQW�WKHP�IURP

FRPPLWWLQJ�DQ�LQGLFWDEOH�RëHQFH�

Legal Limitations and Guidelines�

Reasonable Force��2QO\�reasonable force�PD\�EH�XVHG�LQ�PDNLQJ�DQ�DUUHVW��:KDW

FRQVWLWXWHV�
UHDVRQDEOH
�GHSHQGV�RQ�WKH�FLUFXPVWDQFHV�DQG�LV�VXEMHFW�WR�VWULFW

OHJDO�LQWHUSUHWDWLRQ�

Immediate Handover��2QFH�DQ�DUUHVW�LV�PDGH��WKH�LQGLYLGXDO�PXVW�EH�KDQGHG

RYHU�WR�D�SROLFH�FRQVWDEOH�DV�VRRQ�DV�SUDFWLFDEO\�SRVVLEOH��3URORQJHG�GHWHQWLRQ

E\�D�GRRU�VXSHUYLVRU�FDQ�OHDG�WR�FKDUJHV�RI�IDOVH�LPSULVRQPHQW�

Documentation��$OO�LQFLGHQWV�LQYROYLQJ�DUUHVW�RU�VLJQLìFDQW�XVH�RI�IRUFH�PXVW�EH

WKRURXJKO\�GRFXPHQWHG��LQFOXGLQJ�WKH�UHDVRQV�IRU�WKH�DUUHVW��WKH�IRUFH�XVHG�

DQG�WKH�WLPH�RI�KDQGRYHU�WR�WKH�SROLFH�

Avoiding False Imprisonment��6XSHUYLVRUV�PXVW�EH�DFXWHO\�DZDUH�RI�WKH�ULVN�RI

IDOVH�LPSULVRQPHQW�LI�DQ�DUUHVW�LV�PDGH�ZLWKRXW�ODZIXO�MXVWLìFDWLRQ�RU�LI�WKH

GHWHQWLRQ�LV�SURORQJHG�XQQHFHVVDULO\�

Liability and Responsibility

'RRU�VXSHUYLVRUV�FDUU\�VLJQLìFDQW�UHVSRQVLELOLW\��DQG�WKHLU�DFWLRQV�FDQ�OHDG�WR�ERWK

SHUVRQDO�DQG�HPSOR\HU�OLDELOLW\�LI�QRW�FRQGXFWHG�ODZIXOO\�DQG�SURIHVVLRQDOO\�

Personal Liability��,QGLYLGXDO�GRRU�VXSHUYLVRUV�FDQ�EH�KHOG�SHUVRQDOO\�OLDEOH�IRU�WKHLU

DFWLRQV��SDUWLFXODUO\�LI�WKH\�DFW�RXWVLGH�WKH�VFRSH�RI�WKHLU�OHJDO�SRZHUV�RU�XVH�H[FHVVLYH

IRUFH��7KLV�FDQ�LQFOXGH�FKDUJHV�RI�DVVDXOW��EDWWHU\��IDOVH�LPSULVRQPHQW��RU�QHJOLJHQFH�

Employer Liability (Vicarious Liability)��(PSOR\HUV�DUH�JHQHUDOO\�KHOG�YLFDULRXVO\

OLDEOH�IRU�WKH�DFWLRQV�RI�WKHLU�HPSOR\HHV��LQFOXGLQJ�GRRU�VXSHUYLVRUV��SURYLGHG�WKRVH

DFWLRQV�RFFXU�ZLWKLQ�WKH�FRXUVH�RI�WKHLU�HPSOR\PHQW��7KLV�PHDQV�ERWK�WKH�LQGLYLGXDO

DQG�WKH�FRPSDQ\�FRXOG�IDFH�OHJDO�DFWLRQ�

Ensuring Compliance with Safety Standards�

Duty of Care��'RRU�VXSHUYLVRUV�KDYH�D�GXW\�RI�FDUH�WR�HQVXUH�WKH�VDIHW\�DQG�ZHOO�

EHLQJ�RI�SDWURQV�DQG�VWDë�ZLWKLQ�WKH�SUHPLVHV�

Risk Assessments��$GKHUHQFH�WR�YHQXH�VSHFLìF�ULVN�DVVHVVPHQWV�DQG�VDIHW\

SURFHGXUHV�LV�FULWLFDO�IRU�SUHYHQWLQJ�LQFLGHQWV�DQG�PLWLJDWLQJ�OLDELOLW\�

Training��5HJXODU�DQG�XS�WR�GDWH�WUDLQLQJ�LQ�OHJDO�DVSHFWV��FRQíLFW�PDQDJHPHQW�

DQG�SK\VLFDO�LQWHUYHQWLRQ�WHFKQLTXHV�LV�HVVHQWLDO�IRU�PDLQWDLQLQJ�FRPSHWHQFH

DQG�UHGXFLQJ�ULVN�

Documentation��$FFXUDWH�UHFRUG�NHHSLQJ�RI�LQFLGHQWV��UHIXVDOV�RI�HQWU\��DQG�DQ\

XVH�RI�IRUFH�LV�YLWDO�IRU�GHPRQVWUDWLQJ�FRPSOLDQFH�DQG�GHIHQGLQJ�DJDLQVW

SRWHQWLDO�OHJDO�FODLPV�

$�GRRU�VXSHUYLVRU�GHWDLQV�D�SDWURQ

IRU����PLQXWHV�IRU�VKRXWLQJ�ORXGO\�

ZDLWLQJ�IRU�SROLFH�WR�DUULYH�

1

$�GRRU�VXSHUYLVRU�DUUHVWV�D�SDWURQ

IRU�UHIXVLQJ�WR�VKRZ�,'��HYHQ

WKRXJK�WKH\�DUH�QRW�VXVSHFWHG�RI

DQ\�RWKHU�RëHQFH�

2

$�GRRU�VXSHUYLVRU�DUUHVWV�D�SHUVRQ

ZKR�KDV�MXVW�VWROHQ�D�KDQGEDJ�DQG

LV�DWWHPSWLQJ�WR�íHH�WKH�SUHPLVHV�

LPPHGLDWHO\�FDOOLQJ�WKH�SROLFH�IRU

KDQGRYHU�

3

$�GRRU�VXSHUYLVRU�SK\VLFDOO\

UHVWUDLQV�D�SDWURQ�ZKR�LV�YHUEDOO\

DEXVLYH�EXW�QRW�WKUHDWHQLQJ�DQ\

SK\VLFDO�KDUP�RU�SURSHUW\�GDPDJH�

4



Regularly Updating Knowledge of Relevant Laws

Implementing Strict ID Checking Procedures

Training Staff on Legal Compliance

Conducting Regular Audits to Ensure Adherence

Best Practices for Door Supervisors

'RRU�VXSHUYLVRUV�PXVW�FRPPLW�WR�FRQWLQXRXV�SURIHVVLRQDO�GHYHORSPHQW��/DZV�DQG

UHJXODWLRQV��SDUWLFXODUO\�WKRVH�FRQFHUQLQJ�OLFHQVLQJ��DJH�YHULìFDWLRQ��DQG�SXEOLF

VDIHW\��FDQ�FKDQJH��6WD\LQJ�LQIRUPHG�WKURXJK�RîFLDO�6,$�XSGDWHV��LQGXVWU\

QHZVOHWWHUV��DQG�UHIUHVKHU�WUDLQLQJ�FRXUVHV�LV�FUXFLDO��)RU�H[DPSOH��XQGHUVWDQGLQJ

QHZ�JXLGHOLQHV�RQ�FKDOOHQJLQJ�ROGHU�ORRNLQJ�LQGLYLGXDOV�RU�FKDQJHV�LQ�DFFHSWDEOH

IRUPV�RI�,'�

Challenge 25/21 Policy��$OZD\V�RSHUDWH�D��&KDOOHQJH������RU��&KDOOHQJH�����

SROLF\��PHDQLQJ�DQ\RQH�ZKR�ORRNV�XQGHU�����RU�����PXVW�EH�DVNHG�IRU�,'�

Acceptable Forms of ID��.QRZ�DQG�RQO\�DFFHSW�YDOLG�IRUPV�RI�LGHQWLìFDWLRQ

�H�J���SDVVSRUW��GULYLQJ�OLFHQFH��3$66�KRORJUDP�FDUGV��

Thorough Examination��7UDLQ�WR�VSRW�IDNH�,'V��FKHFNLQJ�IRU�KRORJUDPV��89

IHDWXUHV��SKRWR�FRQVLVWHQF\��DQG�WDPSHULQJ��8VH�,'�VFDQQHUV�ZKHUH�DYDLODEOH�

Refusal Protocol��+DYH�D�FOHDU��SROLWH��DQG�FRQVLVWHQW�SURWRFRO�IRU�UHIXVLQJ

HQWU\�WR�WKRVH�ZLWKRXW�YDOLG�,'�RU�VXVSHFWHG�RI�XVLQJ�D�IDNH�

Prevention Strategies for Establishments

Induction Training��(QVXUH�DOO�QHZ�GRRU�VXSHUYLVRUV�UHFHLYH�FRPSUHKHQVLYH

WUDLQLQJ�RQ�WKH�YHQXH
V�VSHFLìF�OLFHQVLQJ�FRQGLWLRQV��,'�SROLFLHV��FRQíLFW

UHVROXWLRQ��DQG�OHJDO�SRZHUV�OLPLWDWLRQV�

Refresher Training��&RQGXFW�UHJXODU�UHIUHVKHU�FRXUVHV�IRU�DOO�VWDë��HVSHFLDOO\

EHIRUH�SHDN�SHULRGV�RU�DIWHU�DQ\�OHJDO�FKDQJHV�

Scenario-Based Training��8VH�UHDO�ZRUOG�VFHQDULRV��OLNH�WKH��5HG�/LRQ�

LQFLGHQW��WR�WUDLQ�VWDë�RQ�KRZ�WR�KDQGOH�GLîFXOW�VLWXDWLRQV�DQG�OHJDO�FKDOOHQJHV

HëHFWLYHO\�

Internal Audits��,PSOHPHQW�D�V\VWHP�RI�UHJXODU�LQWHUQDO�DXGLWV��LQFOXGLQJ�VSRW

FKHFNV�RQ�,'�SURFHGXUHV��LQFLGHQW�UHSRUW�DFFXUDF\��DQG�VWDë�FRQGXFW�

Mystery Shopper Programs��(PSOR\�P\VWHU\�VKRSSHUV�WR�WHVW�WKH

HëHFWLYHQHVV�RI�,'�FKHFNLQJ�DQG�RWKHU�FRPSOLDQFH�SURFHGXUHV�

Feedback Mechanisms��(VWDEOLVK�FOHDU�FKDQQHOV�IRU�VWDë�WR�UHSRUW�FRQFHUQV

RU�VXJJHVW�LPSURYHPHQWV�UHJDUGLQJ�FRPSOLDQFH�LVVXHV�ZLWKRXW�IHDU�RI

UHSULVDO�

Record Keeping��0DLQWDLQ�PHWLFXORXV�UHFRUGV�RI�DOO�WUDLQLQJ��LQFLGHQWV��DXGLWV�

DQG�DQ\�FRUUHFWLYH�DFWLRQV�WDNHQ��7KLV�GRFXPHQWDWLRQ�LV�YLWDO�IRU

GHPRQVWUDWLQJ�GXH�GLOLJHQFH�WR�OLFHQVLQJ�DXWKRULWLHV�

6HOHFW�DOO�WKDW�DSSO\

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

Real-World Application: Legal Compliance

Case Study: The "Red Lion" Incident -

License Violation

,Q�D�EXVWOLQJ�FLW\�FHQWUH��D�SRSXODU�QLJKWFOXE

NQRZQ�DV��7KH�5HG�/LRQ��IDFHG�VHYHUH

UHSHUFXVVLRQV�GXH�WR�D�ODSVH�LQ�OHJDO�FRPSOLDQFH

E\�RQH�RI�LWV�GRRU�VXSHUYLVRUV��-RKQ��2Q�D

SDUWLFXODUO\�EXV\�)ULGD\�QLJKW��-RKQ��IHHOLQJ

RYHUZKHOPHG�E\�WKH�TXHXH��DOORZHG�VHYHUDO

LQGLYLGXDOV�WR�HQWHU�ZLWKRXW�SURSHUO\�VFUXWLQLVLQJ

WKHLU�LGHQWLìFDWLRQ��$PRQJ�WKHVH�SDWURQV�ZHUH

WKUHH�XQGHUDJH�LQGLYLGXDOV�ZKR�ZHUH

VXEVHTXHQWO\�VHUYHG�DOFRKRO�LQVLGH�WKH�YHQXH�

7KH�LQFLGHQW�FDPH�WR�OLJKW�ZKHQ�SROLFH�RîFHUV�FRQGXFWHG�D�URXWLQH�LQVSHFWLRQ�DQG

IRXQG�WKH�XQGHUDJH�SDWURQV�FRQVXPLQJ�DOFRKRO��7KLV�LPPHGLDWH�IDLOXUH�WR�XSKROG

OLFHQVLQJ�ODZV�WULJJHUHG�D�FDVFDGH�RI�OHJDO�DQG�SURIHVVLRQDO�FRQVHTXHQFHV�IRU�ERWK

-RKQ�DQG�7KH�5HG�/LRQ�

Consequences for the Supervisor (John):

SIA Licence Suspension��-RKQ
V�6HFXULW\�,QGXVWU\�$XWKRULW\��6,$��OLFHQFH�ZDV

LPPHGLDWHO\�VXVSHQGHG�SHQGLQJ�LQYHVWLJDWLRQ��MHRSDUGLVLQJ�KLV�DELOLW\�WR�ZRUN�LQ

WKH�VHFXULW\�LQGXVWU\�

Personal Fine��+H�IDFHG�D�VXEVWDQWLDO�SHUVRQDO�ìQH�IRU�IDLOLQJ�WR�SUHYHQW

XQGHUDJH�GULQNLQJ��D�GLUHFW�YLRODWLRQ�RI�WKH�/LFHQVLQJ�$FW������

Potential Criminal Charges��'HSHQGLQJ�RQ�WKH�VHYHULW\�DQG�ORFDO�UHJXODWLRQV�

-RKQ�FRXOG�KDYH�IDFHG�FULPLQDO�FKDUJHV�UHODWHG�WR�VHUYLQJ�DOFRKRO�WR�PLQRUV�

Reputational Damage��+LV�SURIHVVLRQDO�UHSXWDWLRQ�ZDV�VHYHUHO\�WDUQLVKHG�

PDNLQJ�IXWXUH�HPSOR\PHQW�GLîFXOW�

Consequences for the Establishment (The Red Lion):

Heavy Fines��7KH�5HG�/LRQ�ZDV�LVVXHG�D�VLJQLìFDQW�ìQH�E\�WKH�ORFDO�DXWKRULW\�

Licence Review and Suspension��7KH�SUHPLVHV�OLFHQFH�ZDV�VXEMHFWHG�WR�D

UHYLHZ��OHDGLQJ�WR�D�WHPSRUDU\�VXVSHQVLRQ�RI�LWV�DOFRKRO�OLFHQFH�IRU�VHYHUDO

ZHHNV��UHVXOWLQJ�LQ�VXEVWDQWLDO�ORVV�RI�UHYHQXH�

Reputational Damage��7KH�LQFLGHQW�JDUQHUHG�QHJDWLYH�PHGLD�DWWHQWLRQ�

VHYHUHO\�GDPDJLQJ�WKH�HVWDEOLVKPHQW
V�UHSXWDWLRQ�DQG�WUXVW�ZLWK�LWV�SDWURQV�

Increased Scrutiny��7KH�YHQXH�ZDV�SODFHG�XQGHU�LQFUHDVHG�VFUXWLQ\�E\�OLFHQVLQJ

DXWKRULWLHV��UHTXLULQJ�PRUH�IUHTXHQW�FKHFNV�DQG�VWULFWHU�DGKHUHQFH�WR

UHJXODWLRQV�

,PSOHPHQWLQJ�D��&KDOOHQJH����

SROLF\�WR�RQO\�FKHFN�,'V�IRU�WKRVH

ZKR�ORRN�XQGHU����

1

&RQGXFWLQJ�PDQGDWRU\�TXDUWHUO\

UHIUHVKHU�WUDLQLQJ�VHVVLRQV�IRU�DOO

GRRU�VXSHUYLVRUV�RQ�FXUUHQW

OLFHQVLQJ�ODZV�DQG�,'�YHULìFDWLRQ

WHFKQLTXHV�

2

,QWURGXFLQJ�D�QHZ�SROLF\�WKDW

DOORZV�VXSHUYLVRUV�WR�XVH�WKHLU

GLVFUHWLRQ�RQ�,'�FKHFNV�GXULQJ

H[FHSWLRQDOO\�EXV\�SHULRGV�

3

8WLOLVLQJ�P\VWHU\�VKRSSHUV�WR

SHULRGLFDOO\�DVVHVV�WKH�GLOLJHQFH�RI

GRRU�VWDë�LQ�FKHFNLQJ�,'V�DQG

DGKHULQJ�WR�YHQXH�SROLFLHV�

4

3URYLGLQJ�DGYDQFHG�,'�VFDQQLQJ

WHFKQRORJ\�DW�DOO�HQWU\�SRLQWV�DQG

HQVXULQJ�VWDë�DUH�IXOO\�WUDLQHG�LQ

LWV�XVH�

5
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1. Dialogue

2. Dialogue

3. Text

4. Dialogue

5. Dialogue

6. Text

7. Text

8. Text

9. Dialogue

:KDW�LV�WKH

LQLWLDO�VWHS

ZKHQ

VXVSHFWLQJ�D

IDNH�,'"

Ask the patron to

state details from

the ID to check

for

inconsistencies.

+RZ�VKRXOG

\RX�UHIXVH

HQWU\�WR�DQ

DJJUHVVLYH

SDWURQ�ZLWK�D

IDNH�,'"

State the refusal

clearly, explain

the reason (ID

invalid), and

instruct them to

leave calmly.

:KDW�LV

FUXFLDO

EHIRUH

SK\VLFDO

LQWHUYHQWLRQ

ZLWK�DQ

DJJUHVVLYH

SDWURQ"

Issue a clear

warning, state the

intent to prevent

entry, and

mention calling

police if non-

compliant.

:KDW�IROORZ�

XS�DFWLRQV

DUH

QHFHVVDU\

DIWHU�DQ

LQFLGHQW�ZLWK

D�IDNH�,'�DQG

DJJUHVVLYH

SDWURQ"

Inform

colleagues/mana

gement, provide

a description,

monitor the area,

and document

the incident

thoroughly.

Scenario: Handling a Fake ID

$�SDWURQ��(ULF��DSSURDFKHV

WKH�GRRU�DQG�KDQGV�\RX

KLV�,'��8SRQ�LQLWLDO

LQVSHFWLRQ��\RX�QRWLFH�WKH

SKRWR�GRHVQ
W�TXLWH�PDWFK�

DQG�WKH�ODPLQDWH�IHHOV

VOLJKWO\�Rë�

&RXOG�\RX�SOHDVH�VWDWH�\RXU

GDWH�RI�ELUWK�DQG�DGGUHVV�DV

VKRZQ�RQ�WKLV�,'"

,
P�VRUU\��WKLV�,'�ORRNV�IDNH��,

FDQ
W�OHW�\RX�LQ�

8K����P\�ELUWKGD\�LV����XK���

������������DQG�P\

DGGUHVV�LV��������+LJK

6WUHHW��:KDW
V�WKH�ELJ�GHDO"

-XVW�OHW�PH�LQ�

<RX
UH�FOHDUO\�WU\LQJ�WR�XVH�D

IDNH�,'��,
P�FDOOLQJ�WKH�SROLFH

ULJKW�QRZ�

,
P�VRUU\��EXW�WKH�GHWDLOV�\RX

SURYLGHG�GRQ
W�PDWFK�WKH�,'�

DQG�,�FDQQRW�DFFHSW�WKLV�DV

YDOLG�LGHQWLìFDWLRQ��7KHUHIRUH�

,�FDQQRW�DOORZ�\RX�HQWU\

WRQLJKW��,�QHHG�\RX�WR�OHDYH

WKH�SUHPLVHV�FDOPO\�

Continue

<RX�FDQ
W�GR�WKDW��,
OO�UHSRUW�\RX�IRU�GLVFULPLQDWLRQ�

,
P�FRPLQJ�LQ�DQ\ZD\��<RX

FDQ
W�VWRS�PH�

<RX�DUH�DWWHPSWLQJ�WR�IRUFH

HQWU\��,�DP�QRZ�RîFLDOO\

UHIXVLQJ�\RX�HQWU\�DQG�DVNLQJ

\RX�WR�OHDYH��,I�\RX�GR�QRW

FRPSO\��,�ZLOO�QHHG�WR

SK\VLFDOO\�SUHYHQW�\RXU�HQWU\

DQG�FDOO�IRU�SROLFH�DVVLVWDQFH�

*HW�RXW�RI�KHUH�QRZ��RU�,
OO

WKURZ�\RX�RXW�P\VHOI�

(ULF��DIWHU�\RXU�ZDUQLQJ�

KHVLWDWHV��WKHQ�EDFNV�DZD\�

VWLOO�PXWWHULQJ�WKUHDWV��+H

HYHQWXDOO\�OHDYHV�WKH

LPPHGLDWH�DUHD��EXW

OLQJHUV�QHDUE\�

,�ZLOO�LQIRUP�P\�FROOHDJXHV

DQG�PDQDJHPHQW�DERXW�WKH

LQFLGHQW��SURYLGH�D�GHVFULSWLRQ

RI�WKH�LQGLYLGXDO��DQG�FRQWLQXH

WR�PRQLWRU�WKH�DUHD�IRU�KLV

SUHVHQFH��GRFXPHQWLQJ

HYHU\WKLQJ�

6LQFH�KH
V�JRQH��,�FDQ�UHOD[�

7KH�VLWXDWLRQ�LV�UHVROYHG�

Try again

<RX�KDQGOHG�WKDW�GLîFXOW�VLWXDWLRQ�HëHFWLYHO\�

PDLQWDLQLQJ�SURIHVVLRQDOLVP�DQG�DGKHULQJ�WR�VDIHW\

SURWRFROV��<RXU�DFWLRQV�SUHYHQWHG�DQ�XQGHUDJH�HQWU\�DQG

PDQDJHG�DQ�DJJUHVVLYH�SDWURQ�ZLWKRXW�IXUWKHU

HVFDODWLRQ��7KLV�GHPRQVWUDWHV�VWURQJ�DGKHUHQFH�WR�GRRU

VXSHUYLVLRQ�EHVW�SUDFWLFHV�

Continue

(ULF�WULHV�WR�UH�HQWHU�WKURXJK�D�GLëHUHQW�GRRU�D�IHZ

PLQXWHV�ODWHU��KDYLQJ�EHHQ�LJQRUHG�E\�WKH�GRRU�VWDë��7KLV

VKRZV�WKH�LPSRUWDQFH�RI�FRPPXQLFDWLQJ�ZLWK�\RXU�WHDP�

Continue

+H�OXQJHV�IRUZDUG��DWWHPSWLQJ�WR�E\SDVV�\RX��7KLV

DJJUHVVLYH�UHVSRQVH�VKRZV�\RXU�SUHYLRXV�DSSURDFK�ZDV

QRW�HëHFWLYH�

:KDW�GR�\RX�PHDQ�
IDNH
"

,W
V�UHDO��<RX�FDQ
W�MXVW

DFFXVH�PH�

,�XQGHUVWDQG�\RXU�IUXVWUDWLRQ�

EXW�LW
V�P\�MRE�WR�HQVXUH

HYHU\RQH
V�VDIHW\�DQG

FRPSOLDQFH�ZLWK�OLFHQVLQJ

ODZV��&RXOG�\RX�SOHDVH�MXVW

FRQìUP�WKH�GHWDLOV�RQ�WKH�,'

IRU�PH"

/RRN��,�NQRZ�ZKDW�D�UHDO�,'

ORRNV�OLNH��-XVW�OHDYH�



&UHDWLQJ�D�3RVLWLYH�DQG�:HOFRPLQJ�(QYLURQPHQW

$V�D�GRRU�VXSHUYLVRU��\RX�DUH�RIWHQ�WKH�ìUVW�DQG�ODVW�SRLQW�RI�FRQWDFW�IRU�SDWURQV�

<RXU�DFWLRQV�VLJQLìFDQWO\�VKDSH�WKHLU�H[SHULHQFH�

)LUVW�,PSUHVVLRQV��*UHHW�SDWURQV�ZLWK�D�SROLWH�DQG�DSSURDFKDEOH�GHPHDQRXU�

$�VLPSOH��*RRG�HYHQLQJ��RU��:HOFRPH��FDQ�VHW�D�SRVLWLYH�WRQH�

3URIHVVLRQDO�&RQGXFW��0DLQWDLQ�D�SURIHVVLRQDO�DSSHDUDQFH�DQG�DWWLWXGH�DW�DOO

WLPHV��7KLV�LQFOXGHV�EHLQJ�DOHUW��VWDQGLQJ�XSULJKW��DQG�DYRLGLQJ�FDVXDO

FRQYHUVDWLRQV�ZLWK�FROOHDJXHV�WKDW�H[FOXGH�SDWURQV�

)DLUQHVV�DQG�&RQVLVWHQF\��$SSO\�UXOHV�DQG�SROLFLHV�FRQVLVWHQWO\�WR�DOO�SDWURQV�

3HUFHLYHG�XQIDLUQHVV�FDQ�TXLFNO\�OHDG�WR�UHVHQWPHQW�DQG�FRQíLFW�

+HOSIXOQHVV��%H�UHDG\�WR�DVVLVW�SDWURQV�ZLWK�GLUHFWLRQV��LQIRUPDWLRQ��RU�E\

DQVZHULQJ�TXHVWLRQV�SROLWHO\�

+DQGOLQJ�&XVWRPHU�,QTXLULHV�DQG�&RPSODLQWV

(YHQ�LQ�D�VHFXULW\�UROH��FXVWRPHU�VHUYLFH�LV�NH\��<RX�ZLOO�LQHYLWDEO\�HQFRXQWHU

LQTXLULHV�DQG�FRPSODLQWV�

6WD\�&DOP�DQG�(PSDWKHWLF��/LVWHQ�SDWLHQWO\�WR�WKH�SDWURQ
V�FRQFHUQ�ZLWKRXW

LQWHUUXSWLQJ��$FNQRZOHGJH�WKHLU�IHHOLQJV��H�J����,�XQGHUVWDQG�WKLV�LV

IUXVWUDWLQJ��

*DWKHU�,QIRUPDWLRQ��$VN�RSHQ�HQGHG�TXHVWLRQV�WR�IXOO\�XQGHUVWDQG�WKH

VLWXDWLRQ��$YRLG�PDNLQJ�DVVXPSWLRQV�

3UREOHP�6ROYLQJ��:KHUH�SRVVLEOH��RëHU�FOHDU�DQG�SUDFWLFDO�VROXWLRQV��,I�\RX

FDQQRW�UHVROYH�WKH�LVVXH�GLUHFWO\��H[SODLQ�ZKR�FDQ�DQG�ZKDW�WKH�QH[W�VWHSV�DUH�

.QRZ�:KHQ�WR�(VFDODWH��)RU�FRPSOH[�RU�KLJKO\�VHQVLWLYH�FRPSODLQWV��NQRZ

ZKHQ�WR�LQYROYH�PDQDJHPHQW�RU�RWKHU�DSSURSULDWH�VWDë��(QVXUH�WKH�SDWURQ

IHHOV�WKHLU�FRQFHUQ�LV�EHLQJ�WDNHQ�VHULRXVO\�

&DOPLQJ�$JLWDWHG�,QGLYLGXDOV

'H�HVFDODWLRQ�EHJLQV�ZLWK�SUHYHQWLQJ�D�VLWXDWLRQ�IURP�ZRUVHQLQJ�

0DLQWDLQ�&DOP��<RXU�FDOP�GHPHDQRXU�FDQ�EH�FRQWDJLRXV��6SHDN�LQ�D�ORZ��HYHQ

WRQH��DQG�DYRLG�PLUURULQJ�WKHLU�DJLWDWLRQ�

(PSDWKHWLF�9DOLGDWLRQ��$FNQRZOHGJH�WKHLU�IHHOLQJV�ZLWKRXW�QHFHVVDULO\

DJUHHLQJ�ZLWK�WKHLU�EHKDYLRXU���,�FDQ�VHH�\RX
UH�YHU\�XSVHW�DERXW�WKLV��

&OHDU�%RXQGDULHV��6WDWH�FOHDU��FRQFLVH�ERXQGDULHV�IRU�DFFHSWDEOH�EHKDYLRXU���,

QHHG�\RX�WR�ORZHU�\RXU�YRLFH�VR�ZH�FDQ�GLVFXVV�WKLV�FDOPO\��

2ëHU�&KRLFHV��:KHUH�DSSURSULDWH��JLYH�WKH�LQGLYLGXDO�FKRLFHV�WKDW�DOORZ�WKHP

WR�IHHO�VRPH�FRQWURO��VXFK�DV��:RXOG�\RX�SUHIHU�WR�GLVFXVV�WKLV�RXWVLGH�RU�ZLWK

D�PDQDJHU"�

)RFXV�RQ�6ROXWLRQV��6KLIW�WKH�FRQYHUVDWLRQ�WRZDUGV�ìQGLQJ�D�UHVROXWLRQ�UDWKHU

WKDQ�GZHOOLQJ�RQ�WKH�SUREOHP�RU�EODPH�

8VLQJ�3HUVXDVLYH�/DQJXDJH�WR�5HVROYH�&RQíLFWV

3HUVXDVLRQ�LV�D�SRZHUIXO�WRRO�IRU�UHVROYLQJ�FRQíLFWV�ZLWKRXW�UHVRUWLQJ�WR�IRUFH�

1HXWUDO�/DQJXDJH��$YRLG�DFFXVDWRU\�RU�LQíDPPDWRU\�ODQJXDJH��)RFXV�RQ

IDFWV�DQG�REVHUYDWLRQV�UDWKHU�WKDQ�SHUVRQDO�DWWDFNV�

([SODLQ�<RXU�5ROH��%ULHí\�H[SODLQ�\RXU�UHVSRQVLELOLWLHV�DQG�WKH�YHQXH
V�SROLFLHV

WR�KHOS�WKH�LQGLYLGXDO�XQGHUVWDQG�WKH�FRQWH[W�RI�\RXU�DFWLRQV�

)RFXV�RQ�6KDUHG�*RDOV��)UDPH�WKH�UHVROXWLRQ�LQ�WHUPV�RI�ZKDW
V�EHVW�IRU

HYHU\RQH�LQYROYHG��VXFK�DV��:H�DOO�ZDQW�HYHU\RQH�WR�KDYH�D�VDIH�DQG�HQMR\DEOH

QLJKW��

&RQVHTXHQFHV�DQG�$OWHUQDWLYHV��&OHDUO\�DQG�FDOPO\�H[SODLQ�WKH

FRQVHTXHQFHV�RI�QRQ�FRPSOLDQFH��H�J���UHIXVDO�RI�HQWU\��SROLFH�LQYROYHPHQW�

DQG�RëHU�DFFHSWDEOH�DOWHUQDWLYHV�LI�DYDLODEOH�

5HVSHFWIXO�&RPPXQLFDWLRQ��(YHQ�ZKHQ�ìUP��PDLQWDLQ�D�UHVSHFWIXO�WRQH��7KLV

KHOSV�SUHVHUYH�WKH�LQGLYLGXDO
V�GLJQLW\�DQG�UHGXFHV�WKH�OLNHOLKRRG�RI�IXUWKHU

FRQIURQWDWLRQ�

6HOHFW�RQH

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?

Communication and Customer Service Skills

Effective Communication Techniques

(ëHFWLYH�FRPPXQLFDWLRQ�LV�WKH�FRUQHUVWRQH�RI

VXFFHVVIXO�GRRU�VXSHUYLVLRQ��,W�LQYROYHV�QRW�RQO\

ZKDW�\RX�VD\�EXW�DOVR�KRZ�\RX�SUHVHQW�\RXUVHOI

DQG�KRZ�ZHOO�\RX�XQGHUVWDQG�RWKHUV��0DVWHULQJ

ERWK�YHUEDO�DQG�QRQ�YHUEDO�FXHV�LV�HVVHQWLDO�IRU

PDLQWDLQLQJ�RUGHU�DQG�SURYLGLQJ�H[FHOOHQW

FXVWRPHU�VHUYLFH�

9HUEDO�&RPPXQLFDWLRQ�LV�DERXW�WKH�ZRUGV�\RX

FKRRVH��\RXU�WRQH�RI�YRLFH��DQG�WKH�FODULW\�RI�\RXU

PHVVDJH��$OZD\V�VWULYH�IRU�D�FDOP��DVVHUWLYH��DQG

SURIHVVLRQDO�WRQH��$YRLG�MDUJRQ�RU�VODQJ�WKDW

PLJKW�EH�PLVXQGHUVWRRG��<RXU�YRLFH�VKRXOG

FRQYH\�FRQìGHQFH�DQG�DXWKRULW\�ZLWKRXW�EHLQJ

DJJUHVVLYH�

1RQ�YHUEDO�&RPPXQLFDWLRQ�RIWHQ�VSHDNV

ORXGHU�WKDQ�ZRUGV��<RXU�ERG\�ODQJXDJH��IDFLDO

H[SUHVVLRQV��DQG�H\H�FRQWDFW�FDQ�VLJQLìFDQWO\

LQíXHQFH�KRZ�SDWURQV�SHUFHLYH�\RX��0DLQWDLQ�DQ

RSHQ�SRVWXUH��DUPV�XQFURVVHG���PDNH

DSSURSULDWH�H\H�FRQWDFW�WR�VKRZ�HQJDJHPHQW�

DQG�NHHS�D�QHXWUDO�RU�DSSURDFKDEOH�IDFLDO

H[SUHVVLRQ��%H�PLQGIXO�RI�SHUVRQDO�VSDFH��DV

LQYDGLQJ�LW�FDQ�EH�SHUFHLYHG�DV�DJJUHVVLYH�

Active Listening Skills

$FWLYH�OLVWHQLQJ�LV�D�FULWLFDO�FRPSRQHQW�RI�HëHFWLYH�FRPPXQLFDWLRQ��SDUWLFXODUO\�LQ�D

GRRU�VXSHUYLVLRQ�UROH�ZKHUH�XQGHUVWDQGLQJ�VLWXDWLRQV�TXLFNO\�DQG�DFFXUDWHO\�LV

SDUDPRXQW��,W�LQYROYHV�IXOO\�FRQFHQWUDWLQJ�RQ�ZKDW�LV�EHLQJ�VDLG��UDWKHU�WKDQ�MXVW

SDVVLYHO\�KHDULQJ�WKH�PHVVDJH�

7R�SUDFWLFH�DFWLYH�OLVWHQLQJ�

3D\�$WWHQWLRQ��*LYH�WKH�VSHDNHU�\RXU�XQGLYLGHG�DWWHQWLRQ��3XW�DZD\�GLVWUDFWLRQV

DQG�IRFXV�RQ�WKHLU�ZRUGV�DQG�QRQ�YHUEDO�FXHV�

6KRZ�7KDW�<RX
UH�/LVWHQLQJ��8VH�YHUEDO�DîUPDWLRQV�OLNH��,�VHH����,�XQGHUVWDQG��

RU�QRGGLQJ�\RXU�KHDG��0DLQWDLQ�DSSURSULDWH�H\H�FRQWDFW�

3URYLGH�)HHGEDFN��3DUDSKUDVH�RU�VXPPDULVH�ZKDW�WKH�VSHDNHU�KDV�VDLG�WR

FRQìUP�\RXU�XQGHUVWDQGLQJ��)RU�H[DPSOH���6R��LI�,�XQGHUVWDQG�FRUUHFWO\��\RX
UH

VD\LQJ�WKDW����

'HIHU�-XGJHPHQW��$YRLG�LQWHUUXSWLQJ�RU�IRUPLQJ�RSLQLRQV�EHIRUH�WKH�VSHDNHU

KDV�ìQLVKHG��/HW�WKHP�H[SUHVV�WKHLU�IXOO�PHVVDJH�

5HVSRQG�$SSURSULDWHO\��2ëHU�D�WKRXJKWIXO�DQG�HPSDWKHWLF�UHVSRQVH�WKDW

DGGUHVVHV�WKHLU�FRQFHUQV�RU�FODULìHV�WKH�VLWXDWLRQ�

&DOO�IRU�EDFNXS�LPPHGLDWHO\�DQG

FRQIURQW�WKH�SDWURQ�ZLWK�PXOWLSOH

VHFXULW\�SHUVRQQHO�

1

,JQRUH�WKH�SDWURQ��DVVXPLQJ�WKH\

ZLOO�FDOP�GRZQ�RQ�WKHLU�RZQ�LI�QRW

JLYHQ�DWWHQWLRQ�

2

$SSURDFK�WKH�SDWURQ�FDOPO\�

DFNQRZOHGJH�WKHLU�IUXVWUDWLRQ��DQG

RëHU�WR�KHOS�WKHP�ìQG�D�TXLHWHU

DUHD�WR�GLVFXVV�WKH�LVVXH�

3

,PPHGLDWHO\�WHOO�WKH�SDWURQ�WR�VWRS

VKRXWLQJ�RU�WKH\�ZLOO�EH�HMHFWHG

IURP�WKH�SUHPLVHV�

4



Introduction

Effective Complaint Resolution Process

1. Listen Attentively

2. Empathise and Acknowledge

3. Gather Information Objectively

4. Offer a Solution or Apology (if appropriate)

5. Document the Incident

Completed

01

7KH�GRRU�VXSHUYLVRU��0DUN��DOORZV�6DUDK�WR�H[SUHVV�KHU�IUXVWUDWLRQ�ZLWKRXW

LQWHUUXSWLRQ��+H�PDLQWDLQV�H\H�FRQWDFW��QRGV�RFFDVLRQDOO\��DQG�XVHV�RSHQ�ERG\

ODQJXDJH�WR�VKRZ�KH�LV�IXOO\�HQJDJHG��+H�OHWV�KHU�ìQLVK�EHIRUH�VSHDNLQJ�

02

0DUN�FDOPO\�VWDWHV���,�XQGHUVWDQG�\RX
UH�YHU\�XSVHW�DERXW�\RXU�IULHQG
V�VLWXDWLRQ��DQG

LW
V�IUXVWUDWLQJ�ZKHQ�\RX�IHHO�VRPHRQH�KDV�EHHQ�WUHDWHG�XQIDLUO\���7KLV�DFNQRZOHGJHV

KHU�IHHOLQJV�ZLWKRXW�DJUHHLQJ�ZLWK�KHU�VSHFLìF�FRPSODLQW�

03

0DUN�WKHQ�DVNV���&RXOG�\RX�SOHDVH�WHOO�PH�H[DFWO\�ZKDW�KDSSHQHG�IURP�\RXU

SHUVSHFWLYH��DQG�ZKDW�\RXU�IULHQG
V�QDPH�LV"��+H�DOVR�DVNV�IRU�D�GHVFULSWLRQ�RI�WKH

VXSHUYLVRU�LQYROYHG��+H�PDNHV�D�PHQWDO�QRWH�WR�FKHFN�&&79�DQG�VSHDN�WR�WKH

FROOHDJXH�

04

$IWHU�TXLFNO\�YHULI\LQJ�ZLWK�D�FROOHDJXH�YLD�UDGLR�WKDW�WKH�IULHQG�ZDV�HMHFWHG�IRU

DJJUHVVLYH�EHKDYLRXU�WRZDUGV�VWDë��0DUN�UHWXUQV�WR�6DUDK��+H�H[SODLQV���6DUDK��,
YH

FKHFNHG�ZLWK�P\�FROOHDJXH��<RXU�IULHQG�ZDV�DVNHG�WR�OHDYH�GXH�WR�DJJUHVVLYH

EHKDYLRXU�WRZDUGV�RXU�EDU�VWDë��ZKLFK�LV�DJDLQVW�RXU�YHQXH�SROLF\��:KLOH�,

XQGHUVWDQG�\RX
UH�GLVDSSRLQWHG��ZH�KDYH�D�GXW\�WR�HQVXUH�WKH�VDIHW\�RI�DOO�RXU

SDWURQV�DQG�VWDë��:H�FDQQRW�DOORZ�\RXU�IULHQG�EDFN�LQ�WRQLJKW���+H�WKHQ�DGGV�

�+RZHYHU��,�FDQ�KHOS�\RX�FDOO�D�WD[L�IRU�\RXU�IULHQG�LI�WKH\�QHHG�RQH��RU�GLUHFW�\RX�WR�D

VDIH�ZDLWLQJ�DUHD�QHDUE\��

05

0DUN�HQVXUHV�D�GHWDLOHG�LQFLGHQW�UHSRUW�LV�ìOHG��QRWLQJ�6DUDK
V�FRPSODLQW��WKH�UHDVRQV

IRU�WKH�IULHQG
V�HMHFWLRQ��WKH�VWHSV�WDNHQ�WR�DGGUHVV�6DUDK
V�FRQFHUQV��DQG�DQ\�RëHUV

RI�DVVLVWDQFH��7KLV�GRFXPHQWDWLRQ�LV�FUXFLDO�IRU�DFFRXQWDELOLW\�DQG�IXWXUH�UHIHUHQFH�

0DUN
V�FDOP��SURIHVVLRQDO�DSSURDFK�GH�HVFDODWHG�WKH�VLWXDWLRQ��SURYLGHG�FOHDU

FRPPXQLFDWLRQ��DQG�RëHUHG�D�SUDFWLFDO�VROXWLRQ��HYHQ�ZKHQ�WKH�LQLWLDO�FRPSODLQW�FRXOG�QRW

EH�IXOO\�UHVROYHG�LQ�WKH�FXVWRPHU
V�IDYRXU��7KLV�GHPRQVWUDWHV�HëHFWLYH�FXVWRPHU�LQWHUDFWLRQ

XQGHU�SUHVVXUH�

6HOHFW�RQH

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?

Real-World Application: Customer Interaction

Case Study: Handling a Complaint

,PDJLQH�D�EXV\�)ULGD\�QLJKW�DW�
7KH�*UDQG

9HQXH
��$�FXVWRPHU��6DUDK��DSSURDFKHV�WKH�PDLQ

HQWUDQFH��YLVLEO\�DJLWDWHG��6KH�FODLPV�KHU�IULHQG�

ZKR�ZDV�LQVLGH��ZDV�XQIDLUO\�HMHFWHG�E\�DQRWKHU

GRRU�VXSHUYLVRU�MXVW�PRPHQWV�DJR�DQG�LV�QRZ

GHPDQGLQJ�DQ�H[SODQDWLRQ�DQG�LPPHGLDWH�UH�

HQWU\�IRU�KHU�IULHQG��6DUDK�LV�VSHDNLQJ�ORXGO\�

GUDZLQJ�DWWHQWLRQ�IURP�RWKHU�SDWURQV�TXHXHLQJ

WR�HQWHU�

Prevention Strategies

%H\RQG�HëHFWLYH�KDQGOLQJ�RI�LQGLYLGXDO�FRPSODLQWV��SURDFWLYH�VWUDWHJLHV�DUH�YLWDO�WR

PLQLPLVH�WKHLU�RFFXUUHQFH�DQG�HQVXUH�D�FRQVLVWHQWO\�SRVLWLYH�FXVWRPHU�H[SHULHQFH�

7KHVH�VWUDWHJLHV�IRFXV�RQ�HPSRZHULQJ�VWDë�DQG�HVWDEOLVKLQJ�UREXVW�LQWHUQDO�V\VWHPV�

7UDLQLQJ�6WDë�RQ�&XVWRPHU�6HUYLFH�6NLOOV��5HJXODU�DQG�FRPSUHKHQVLYH�WUDLQLQJ�LV

SDUDPRXQW��7KLV�LQFOXGHV�

$FWLYH�/LVWHQLQJ��7HDFKLQJ�GRRU�VXSHUYLVRUV�WR�JHQXLQHO\�OLVWHQ�WR�FRQFHUQV�

UDWKHU�WKDQ�MXVW�ZDLWLQJ�WR�UHVSRQG�

'H�HVFDODWLRQ�7HFKQLTXHV��3URYLGLQJ�SUDFWLFDO�VNLOOV�WR�FDOP�DJLWDWHG�LQGLYLGXDOV

DQG�SUHYHQW�VLWXDWLRQV�IURP�HVFDODWLQJ�

(PSDWK\�DQG�3URIHVVLRQDOLVP��,QVWLOOLQJ�WKH�LPSRUWDQFH�RI�PDLQWDLQLQJ�D

SURIHVVLRQDO�GHPHDQRXU�DQG�VKRZLQJ�HPSDWK\��HYHQ�LQ�FKDOOHQJLQJ�LQWHUDFWLRQV�

9HQXH�3ROLF\�.QRZOHGJH��(QVXULQJ�DOO�VWDë�DUH�WKRURXJKO\�IDPLOLDU�ZLWK�YHQXH

SROLFLHV��VR�WKH\�FDQ�H[SODLQ�GHFLVLRQV�FOHDUO\�DQG�FRQVLVWHQWO\�

,PSOHPHQWLQJ�D�)HHGEDFN�6\VWHP��$�ZHOO�VWUXFWXUHG�IHHGEDFN�V\VWHP�DOORZV

HVWDEOLVKPHQWV�WR�LGHQWLI\�UHFXUULQJ�LVVXHV��LPSURYH�VHUYLFH��DQG�GHPRQVWUDWH�D

FRPPLWPHQW�WR�FXVWRPHU�VDWLVIDFWLRQ�

'LUHFW�)HHGEDFN�&KDQQHOV��8WLOLVLQJ�FRPPHQW�FDUGV��GHGLFDWHG�HPDLO�DGGUHVVHV�

RU�RQOLQH�IRUPV�IRU�SDWURQV�WR�VXEPLW�IHHGEDFN�

6WDë�'HEULHIV��5HJXODU�WHDP�PHHWLQJV�ZKHUH�GRRU�VXSHUYLVRUV�FDQ�GLVFXVV

FKDOOHQJLQJ�LQWHUDFWLRQV��VKDUH�EHVW�SUDFWLFHV��DQG�LGHQWLI\�DUHDV�IRU

LPSURYHPHQW�

0DQDJHPHQW�5HYLHZ��6HQLRU�PDQDJHPHQW�VKRXOG�UHJXODUO\�UHYLHZ�IHHGEDFN�

LQFLGHQW�UHSRUWV��DQG�VWDë�GHEULHI�QRWHV�WR�LGHQWLI\�WUHQGV�DQG�LPSOHPHQW

QHFHVVDU\�RSHUDWLRQDO�RU�WUDLQLQJ�DGMXVWPHQWV�

3URDFWLYH�(QJDJHPHQW��(QFRXUDJLQJ�GRRU�VXSHUYLVRUV�WR�VHHN�IHHGEDFN�ZKHUH

DSSURSULDWH��IRU�H[DPSOH��E\�DVNLQJ�D�SDWURQ�LI�WKHLU�LVVXH�ZDV�UHVROYHG�WR�WKHLU

VDWLVIDFWLRQ�

$VVLJQLQJ�WKH�VXSHUYLVRU�WR�KDQGOH

DOO�IXWXUH�FRPSODLQWV��DV�WKH\�DUH

FOHDUO\�VNLOOHG�

1

,PSOHPHQWLQJ�D�V\VWHP�IRU�UHJXODU

VWDë�GHEULHIV�WR�GLVFXVV

FKDOOHQJLQJ�LQWHUDFWLRQV�DQG�VKDUH

EHVW�SUDFWLFHV�

2

2QO\�SURYLGLQJ�FXVWRPHU�VHUYLFH

WUDLQLQJ�WR�QHZ�KLUHV��DVVXPLQJ

H[SHULHQFHG�VWDë�DOUHDG\�NQRZ

HQRXJK�

3

5HGXFLQJ�WKH�QXPEHU�RI�GRRU

VXSHUYLVRUV�RQ�VKLIW�WR�FXW�FRVWV�

JLYHQ�WKH�LPSURYHG�FRPSODLQW

KDQGOLQJ�

4
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1. Dialogue

2. Dialogue

3. Dialogue

4. Text

5. Dialogue

6. Text

7. Dialogue

8. Text

:KDW�LV�WKH

LQLWLDO�VWHS

ZKHQ

DSSURDFKLQJ

DQ�HVFDODWLQJ

DUJXPHQW"

&DOPO\�DSSURDFK�

PDLQWDLQ�D�VDIH

GLVWDQFH��DQG

REVHUYH�WKH

VLWXDWLRQ�

+RZ�VKRXOG

\RX

LQWHUYHQH�LQ

D�SK\VLFDO

DOWHUFDWLRQ"

8VH�FOHDU�YHUEDO

FRPPDQGV��FDOO

IRU�EDFNXS��DQG

FUHDWH�D�SK\VLFDO

EDUULHU�LI�VDIH�

:KDW�LV�NH\

IRU�GH�

HVFDODWLRQ

DIWHU�D�ìJKW

LV�EURNHQ�XS"

0DLQWDLQ

VHSDUDWLRQ��VSHDN

FDOPO\�DQG�ìUPO\�

DQG�FOHDUO\�VWDWH

XQDFFHSWDEOH

EHKDYLRXU�

:KDW�LV�WKH

FRUUHFW

SURWRFRO�IRU

HMHFWLQJ

GLVUXSWLYH

SDWURQV"

3ROLWHO\�EXW�ìUPO\

UHLWHUDWH�HMHFWLRQ�

H[SODLQ�VSHFLìF

UHDVRQV��DQG

JXLGH�WKHP�WR�WKH

H[LW�

:KDW�LV�WKH

ìQDO�VWHS

DIWHU�DQ

LQFLGHQW�DQG

HMHFWLRQ"

'RFXPHQW�WKH

LQFLGHQW

WKRURXJKO\�

LQIRUP

PDQDJHPHQW�

DQG�EULHI�RWKHU

GRRU�VWDë�

Scenario: Diffusing a Bar Fight

<RX
UH�RQ�GXW\�ZKHQ�\RX

QRWLFH�WZR�SDWURQV��(ULF

DQG�$O\VVD��DUJXLQJ�ORXGO\

QHDU�WKH�EDU��7KHLU�YRLFHV

DUH�ULVLQJ��DQG�RWKHU

FXVWRPHUV�DUH�VWDUWLQJ�WR

VWDUH��+RZ�GR�\RX�LQLWLDOO\

DSSURDFK�WKLV�VLWXDWLRQ"

5XVK�LQ�DQG�ORXGO\�GHPDQG

WKH\�VWRS�DUJXLQJ

LPPHGLDWHO\�

&DOPO\�DSSURDFK��PDLQWDLQLQJ

D�VDIH�GLVWDQFH��DQG�REVHUYH

WKHLU�ERG\�ODQJXDJH�

$V�\RX�DSSURDFK��WKHLU

DUJXPHQW�HVFDODWHV

IXUWKHU��DQG�(ULF�VKRYHV

$O\VVD��,W
V�QRZ�D�SK\VLFDO

DOWHUFDWLRQ��:KDW
V�\RXU

LPPHGLDWH�SULRULW\�DQG

DFWLRQ"

3K\VLFDOO\�JUDE�(ULF�WR�SXOO�KLP

DZD\�IURP�$O\VVD�

6KRXW�FOHDU�YHUEDO�FRPPDQGV

WR�VWRS��FDOO�IRU�LPPHGLDWH

EDFNXS��DQG�FUHDWH�D�SK\VLFDO

EDUULHU�LI�VDIH�WR�GR�VR�

:LWK�EDFNXS�DUULYLQJ��WKH

ìJKW�LV�EURNHQ�XS��(ULF�DQG

$O\VVD�DUH�VHSDUDWHG�EXW

VWLOO�DJLWDWHG��VKRXWLQJ

LQVXOWV�DW�HDFK�RWKHU��+RZ

GR�\RX�GH�HVFDODWH�WKH

VLWXDWLRQ�DQG�SUHSDUH�IRU

WKHLU�HMHFWLRQ"

0DLQWDLQ�VHSDUDWLRQ��VSHDN�LQ

D�FDOP��ìUP�WRQH�WR�HDFK

LQGLYLGXDO��DQG�FOHDUO\�VWDWH

WKDW�WKHLU�EHKDYLRXU�LV

XQDFFHSWDEOH�DQG�WKH\�PXVW

OHDYH�

7KUHDWHQ�WKHP�ZLWK�SROLFH

LQYROYHPHQW�LI�WKH\�GRQ
W

LPPHGLDWHO\�FDOP�GRZQ�DQG

OHDYH�

Continue

7KUHDWV�FDQ�RIWHQ�EH�SHUFHLYHG�DV�FRQIURQWDWLRQDO�DQG

PDNH�DJLWDWHG�LQGLYLGXDOV�PRUH�UHVLVWDQW��(ëHFWLYH�GH�

HVFDODWLRQ�IRFXVHV�RQ�FOHDU��FDOP�GLUHFWLYHV�DQG�H[SODLQLQJ

FRQVHTXHQFHV��QRW�MXVW�WKUHDWHQLQJ�WKHP�

(ULF�DQG�$O\VVD�DUH�VWLOO

UHOXFWDQW�WR�OHDYH��DUJXLQJ

WKDW�WKH\
YH�GRQH�QRWKLQJ

ZURQJ��+RZ�GR�\RX�HQVXUH

WKHLU�VDIH�DQG�FRPSOLDQW

HMHFWLRQ��DGKHULQJ�WR

SURWRFRO"

3K\VLFDOO\�SXVK�WKHP�RXW�WKH

GRRU�ZLWKRXW�IXUWKHU

H[SODQDWLRQ��DV�WKH\
YH�DOUHDG\

EHHQ�WROG�WR�OHDYH�

3ROLWHO\�EXW�ìUPO\�UHLWHUDWH�WKH

GHFLVLRQ�WR�HMHFW��H[SODLQ�WKH

VSHFLìF�UHDVRQV��H�J���SK\VLFDO

DOWHUFDWLRQ���DQG�JXLGH�WKHP

WRZDUGV�WKH�H[LW��RëHULQJ

DVVLVWDQFH�LI�QHHGHG�

Continue

(MHFWLRQ�PXVW�DOZD\V�EH�KDQGOHG�ZLWK�FOHDU

FRPPXQLFDWLRQ�DQG�ZLWKLQ�OHJDO�ERXQGDULHV��8QMXVWLìHG

SK\VLFDO�IRUFH�FDQ�OHDG�WR�VHULRXV�OHJDO�UHSHUFXVVLRQV�

$OZD\V�H[SODLQ�WKH�UHDVRQV�DQG�JXLGH��UDWKHU�WKDQ�IRUFH�

(ULF�DQG�$O\VVD�KDYH�EHHQ

VXFFHVVIXOO\�HMHFWHG��:KDW

ìQDO�DFWLRQV�VKRXOG�\RX

WDNH�WR�FRPSOHWH�WKH

LQFLGHQW�PDQDJHPHQW

SURFHVV"

'RFXPHQW�WKH�HQWLUH�LQFLGHQW

WKRURXJKO\��LQFOXGLQJ�ZLWQHVV

VWDWHPHQWV��LQIRUP

PDQDJHPHQW��DQG�EULHI�RWKHU

GRRU�VWDë�DERXW�WKH�HMHFWHG

SDWURQV�

&RQVLGHU�WKH�VLWXDWLRQ

UHVROYHG�DQG�PRYH�RQ�WR�RWKHU

GXWLHV��DV�WKH\�DUH�QR�ORQJHU

RQ�WKH�SUHPLVHV�

Continue

'LUHFW�SK\VLFDO�LQWHUYHQWLRQ�LQ�D�ìJKW�ZLWKRXW�SURSHU

WUDLQLQJ�RU�VXSSRUW�FDQ�OHDG�WR�VHULRXV�LQMXU\�IRU�\RX�DQG

RWKHUV��<RXU�VDIHW\�LV�FUXFLDO��5HPHPEHU�WR�XVH�YHUEDO�GH�

HVFDODWLRQ�DQG�FDOO�IRU�DVVLVWDQFH�ìUVW�
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Using Calm and Assertive Language

:KHQ�D�VLWXDWLRQ�EHJLQV�WR�HVFDODWH��\RXU�ODQJXDJH�LV�\RXU�SULPDU\�WRRO�IRU�GH�

HVFDODWLRQ��$OZD\V�XVH�D�FDOP��FOHDU��DQG�DVVHUWLYH�WRQH��$YRLG�VKRXWLQJ�RU

PLUURULQJ�WKH�DJLWDWHG�LQGLYLGXDO
V�DJJUHVVLRQ��6SHDN�VORZO\�DQG�GHOLEHUDWHO\��XVLQJ

VLPSOH��GLUHFW�VHQWHQFHV��)RU�H[DPSOH��LQVWHDG�RI��6WRS�WKDW�QRZ����WU\��3OHDVH�FDOP

GRZQ�VR�ZH�FDQ�GLVFXVV�WKLV���<RXU�DVVHUWLYHQHVV�FRPHV�IURP�\RXU�FRQìGHQFH�DQG

SURIHVVLRQDOLVP��QRW�IURP�DJJUHVVLRQ��([SODLQ�UXOHV�RU�FRQVHTXHQFHV�FOHDUO\�DQG

ZLWKRXW�HPRWLRQ�

Creating Space and Separation

3K\VLFDO�VSDFH�FDQ�VLJQLìFDQWO\�LPSDFW�D�WHQVH�VLWXDWLRQ��&UHDWLQJ�VSDFH�DQG

VHSDUDWLRQ�LV�D�FUXFLDO�GH�HVFDODWLRQ�VWUDWHJ\��,I�WZR�LQGLYLGXDOV�DUH�DUJXLQJ��JHQWO\

JXLGH�WKHP�DSDUW�WR�UHGXFH�GLUHFW�FRQIURQWDWLRQ��7KLV�PLJKW�LQYROYH�DVNLQJ�RQH

SHUVRQ�WR�VWHS�DVLGH�ZLWK�\RX�WR�GLVFXVV�WKH�LVVXH�SULYDWHO\��(QVXUH�\RX�PDLQWDLQ�D

VDIH�GLVWDQFH�IURP�DJLWDWHG�LQGLYLGXDOV�WR�SURWHFW�\RXUVHOI�DQG�DOORZ�WKHP�SHUVRQDO

VSDFH��ZKLFK�FDQ�KHOS�UHGXFH�IHHOLQJV�RI�EHLQJ�FRUQHUHG�RU�WKUHDWHQHG�

Active Listening and Empathy

%H\RQG�ODQJXDJH�DQG�VSDFH��DFWLYH�OLVWHQLQJ�DQG�HPSDWK\�FDQ�KHOS�GLëXVH

WHQVLRQ��$OORZ�WKH�DJLWDWHG�LQGLYLGXDO�WR�H[SUHVV�WKHLU�FRQFHUQV�ZLWKRXW�LQWHUUXSWLRQ�

6KRZ�WKDW�\RX�DUH�OLVWHQLQJ�E\�QRGGLQJ�RU�XVLQJ�SKUDVHV�OLNH���,�XQGHUVWDQG�\RX
UH

IHHOLQJ�IUXVWUDWHG���$FNQRZOHGJLQJ�WKHLU�IHHOLQJV��HYHQ�LI�\RX�GRQ
W�DJUHH�ZLWK�WKHLU

DFWLRQV��FDQ�PDNH�WKHP�IHHO�KHDUG�DQG�UHGXFH�WKHLU�GHIHQVLYHQHVV��7KLV�FDQ�RSHQ�D

SDWKZD\�IRU�D�PRUH�UDWLRQDO�FRQYHUVDWLRQ�DQG�UHVROXWLRQ�

6HOHFW�RQH

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?

Conflict Management and
Resolution

�FH\lPMuP\N�*^lH\lP;Z��^\zPDlj

$V�D�GRRU�VXSHUYLVRU��\RXU�DELOLW\�WR�UHFRJQLVH

VLJQV�RI�HVFDODWLQJ�WHQVLRQ�LV�SDUDPRXQW�WR

SUHYHQWLQJ�FRQíLFWV�EHIRUH�WKH\�HUXSW��7KLV

LQYROYHV�NHHQ�REVHUYDWLRQ�DQG�XQGHUVWDQGLQJ

KXPDQ�EHKDYLRXU��/RRN�IRU�FKDQJHV�LQ�ERG\

ODQJXDJH�VXFK�DV�FOHQFKHG�ìVWV��ULJLG�SRVWXUH��RU

DJJUHVVLYH�JHVWXULQJ��3D\�DWWHQWLRQ�WR�YHUEDO

FXHV�OLNH�UDLVHG�YRLFHV��DJJUHVVLYH�ODQJXDJH��RU

UHSHDWHG�DUJXPHQWV��(DUO\�UHFRJQLWLRQ�DOORZV�IRU

WLPHO\�LQWHUYHQWLRQ�

3URDFWLYH�PHDVXUHV�WR�SUHYHQW�FRQíLFWV

LQYROYH�PRUH�WKDQ�MXVW�UHDFWLQJ��7KLV

LQFOXGHV�PDLQWDLQLQJ�D�YLVLEOH�SUHVHQFH�

HQJDJLQJ�LQ�SROLWH�EXW�ìUP

FRPPXQLFDWLRQ��DQG�VWUDWHJLFDOO\

SRVLWLRQLQJ�\RXUVHOI�WR�GHWHU�SRWHQWLDO

LVVXHV�

(QYLURQPHQWDO�DZDUHQHVV�LV�DOVR�NH\�

LGHQWLI\�SRWHQWLDO�íDVKSRLQWV�OLNH�FURZGHG

DUHDV��ERWWOHQHFNV��RU�DUHDV�ZKHUH�DOFRKRO

LV�KHDYLO\�FRQVXPHG�

7HDP�FRPPXQLFDWLRQ�LV�YLWDO��HQVXUH�\RX

DUH�LQ�FRQVWDQW�FRQWDFW�ZLWK�FROOHDJXHV�WR

VKDUH�REVHUYDWLRQV�DQG�FRRUGLQDWH

UHVSRQVHV��DOORZLQJ�IRU�D�XQLìHG�DQG

HëHFWLYH�DSSURDFK�WR�PDLQWDLQLQJ�RUGHU�

*OujPD;Z��\lHirH\lP^\�/HDO\PhmHj

,Q�UDUH�LQVWDQFHV��SK\VLFDO�LQWHUYHQWLRQ�PD\

EHFRPH�QHFHVVDU\��EXW�LW�PXVW�DOZD\V�EH�D�ODVW

UHVRUW�DQG�FRQGXFWHG�XVLQJ�VDIH�DQG�OHJDO

PHWKRGV��'RRU�VXSHUYLVRUV�DUH�WUDLQHG�LQ

VSHFLìF�WHFKQLTXHV�GHVLJQHG�WR�PLQLPLVH�KDUP

WR�DOO�SDUWLHV��7KHVH�WHFKQLTXHV�IRFXV�RQ�FRQWURO

DQG�UHVWUDLQW�UDWKHU�WKDQ�LQíLFWLQJ�LQMXU\�

:KHQ�DQG�KRZ�WR�XVH�SK\VLFDO�IRUFH�LV�JRYHUQHG�E\�VWULFW�OHJDO�JXLGHOLQHV��SULPDULO\

WKH�SULQFLSOH�RI�UHDVRQDEOH�IRUFH��)RUFH�LV�RQO\�MXVWLìDEOH�LI�LW�LV�QHFHVVDU\�DQG

SURSRUWLRQDWH�WR�WKH�WKUHDW�RU�VLWXDWLRQ��7KLV�PHDQV�

1HFHVVLW\��7KHUH�PXVW�EH�QR�RWKHU�UHDVRQDEOH�DOWHUQDWLYH�WR�UHVROYH�WKH

VLWXDWLRQ�

3URSRUWLRQDOLW\��7KH�IRUFH�XVHG�PXVW�EH�QR�PRUH�WKDQ�ZKDW�LV�DEVROXWHO\

UHTXLUHG�WR�DFKLHYH�WKH�REMHFWLYH��H�J���SUHYHQWLQJ�LQMXU\��UHPRYLQJ�D�SHUVRQ��

$Q\�SK\VLFDO�LQWHUYHQWLRQ�PXVW�EH�GRFXPHQWHG�WKRURXJKO\��LQFOXGLQJ�WKH�UHDVRQV�IRU

LWV�XVH��WKH�WHFKQLTXHV�DSSOLHG��DQG�WKH�RXWFRPH��5HJXODU�WUDLQLQJ�HQVXUHV

VXSHUYLVRUV�DUH�FRPSHWHQW�DQG�FRQìGHQW�LQ�WKHVH�WHFKQLTXHV��XQGHUVWDQGLQJ�WKHLU

OHJDO�ERXQGDULHV�

:DLW�XQWLO�SK\VLFDO�FRQWDFW�RFFXUV

EHIRUH�LQWHUYHQLQJ�
1

6KRXW�DW�WKHP�IURP�D�GLVWDQFH�WR

VWRS�DUJXLQJ�
2

$SSURDFK�FDOPO\��PDLQWDLQ�D�VDIH

GLVWDQFH��DQG�LQFUHDVH�\RXU�YLVLEOH

SUHVHQFH�QHDU�WKHP�

3
,PPHGLDWHO\�FDOO�WKH�SROLFH��DV�D

ìJKW�LV�LPPLQHQW�
4



Introduction

Sarah's Approach: De-escalation in Action

1. Initial Assessment and Calm Approach

2. Offering Assistance and Support

3. Clear Communication and Setting Boundaries

4. Preventing Escalation

5. Successful Resolution

Completed

01

6DUDK�DSSURDFKHG�0DUN�FDOPO\��PDLQWDLQLQJ�D�QRQ�WKUHDWHQLQJ�SRVWXUH�DQG�D�QHXWUDO

H[SUHVVLRQ��6KH�DYRLGHG�GLUHFW�H\H�FRQWDFW�LQLWLDOO\�WR�SUHYHQW�SHUFHLYHG�DJJUHVVLRQ

DQG�VSRNH�LQ�D�ORZ��VWHDG\�WRQH��DGGUHVVLQJ�KLP�E\�KLV�QDPH�

02

�0DUN���VKH�VDLG���,�FDQ�VHH�\RX
UH�KDYLQJ�D�JRRG�WLPH��EXW�\RX�VHHP�D�ELW�XQVWHDG\�

/HW
V�JHW�\RX�VRPH�ZDWHU�DQG�ìQG�\RX�D�TXLHWHU�VSRW�WR�UHOD[�IRU�D�ELW���6KH�RëHUHG

KHU�DUP�JHQWO\��JXLGLQJ�KLP�DZD\�IURP�WKH�FURZGHG�DUHD�WRZDUGV�D�OHVV�VWLPXODWLQJ

HQYLURQPHQW�

03

2QFH�LQ�D�TXLHWHU�DUHD��6DUDK�H[SODLQHG���0DUN��\RX
YH�KDG�TXLWH�D�ELW�WR�GULQN

WRQLJKW��DQG�IRU�HYHU\RQH
V�VDIHW\��LQFOXGLQJ�\RXUV��,�QHHG�WR�DVN�\RX�WR�FDOO�LW�D�QLJKW�

:H�FDQ�KHOS�\RX�DUUDQJH�D�WD[L�KRPH���6KH�FOHDUO\�FRPPXQLFDWHG�WKH�GHFLVLRQ

ZLWKRXW�MXGJPHQW��IRFXVLQJ�RQ�VDIHW\�DQG�RëHULQJ�D�VROXWLRQ�

04

0DUN�LQLWLDOO\�SURWHVWHG��EXW�6DUDK�UHPDLQHG�FRPSRVHG��6KH�UHLWHUDWHG�WKH�SROLF\

DERXW�UHVSRQVLEOH�GULQNLQJ�DQG�WKH�QHHG�WR�PDLQWDLQ�D�VDIH�HQYLURQPHQW��6KH

DYRLGHG�DUJXLQJ�RU�HQJDJLQJ�LQ�D�SRZHU�VWUXJJOH��FRQVLVWHQWO\�RëHULQJ�KHOS�ZLWK

WUDQVSRUW�

05

(YHQWXDOO\��0DUN��WKRXJK�VWLOO�GLVJUXQWOHG��DFFHSWHG�WKH�RëHU�RI�D�WD[L��6DUDK�HQVXUHG

KH�ZDV�VDIHO\�LQ�WKH�FDE�DQG�GRFXPHQWHG�WKH�LQFLGHQW��LQFOXGLQJ�WKH�WLPH��0DUN
V

EHKDYLRXU��DQG�WKH�DFWLRQV�WDNHQ�

6DUDK
V�FDOP��HPSDWKHWLF��DQG�SURIHVVLRQDO�DSSURDFK�SUHYHQWHG�D�SRWHQWLDOO\�YRODWLOH

VLWXDWLRQ�IURP�HVFDODWLQJ�LQWR�D�IXOO�EORZQ�FRQíLFW�RU�D�SK\VLFDO�LQWHUYHQWLRQ��+HU�DFWLRQV

H[HPSOLìHG�EHVW�SUDFWLFHV�LQ�FRQíLFW�UHVROXWLRQ�IRU�GRRU�VXSHUYLVRUV�

6HOHFW�RQH

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

Real-World Application: Conflict Resolution

Case Study: Handling an Intoxicated

Patron - The "Blue Moon" Incident

$W��7KH�%OXH�0RRQ��QLJKWFOXE��D�UHJXODU�SDWURQ�

0DUN��KDG�FRQVXPHG�WRR�PXFK�DOFRKRO��+LV

EHKDYLRXU�HVFDODWHG�IURP�ERLVWHURXV�ODXJKWHU�WR

ORXG��VOXUUHG�DUJXPHQWV�ZLWK�RWKHU�FXVWRPHUV

DQG�HYHQWXDOO\��DWWHPSWLQJ�WR�FOLPE�RQWR�D�WDEOH�

7KH�GRRU�VXSHUYLVRU��6DUDK��REVHUYHG�WKH

VLWXDWLRQ�FDUHIXOO\��QRWLQJ�0DUN
V�LQFUHDVLQJ

LQWR[LFDWLRQ�DQG�WKH�GLVFRPIRUW�RI�RWKHU�SDWURQV�

Best Practices in Action

6DUDK
V�KDQGOLQJ�RI�0DUN�GHPRQVWUDWHV�NH\�EHVW�SUDFWLFHV�IRU�GRRU�VXSHUYLVRUV�

5HPDLQLQJ�&DOP�DQG�&RPSRVHG��0DLQWDLQLQJ�D�FDOP�GHPHDQRXU�LV�FUXFLDO��<RXU

FRPSRVXUH�FDQ�LQíXHQFH�WKH�SDWURQ
V�UHVSRQVH��KHOSLQJ�WR�GH�HVFDODWH�WKHLU

DJLWDWLRQ�UDWKHU�WKDQ�PLUURULQJ�LW��7KLV�LQYROYHV�FRQWUROOHG�EUHDWKLQJ��D�VWHDG\

YRLFH��DQG�D�QRQ�DJJUHVVLYH�SRVWXUH�

2ëHULQJ�$VVLVWDQFH�DQG�6XSSRUW��,QVWHDG�RI�LPPHGLDWHO\�LVVXLQJ�GHPDQGV�RU

WKUHDWV��RëHULQJ�KHOS�FDQ�VKLIW�WKH�G\QDPLF�IURP�FRQIURQWDWLRQ�WR�FROODERUDWLRQ�

7KLV�FRXOG�EH�RëHULQJ�ZDWHU��D�VHDW��RU�DVVLVWDQFH�ZLWK�WUDQVSRUW��VKRZLQJ

JHQXLQH�FRQFHUQ�IRU�WKHLU�ZHOO�EHLQJ�

&OHDU�DQG�&RQFLVH�&RPPXQLFDWLRQ��([SODLQLQJ�WKH�VLWXDWLRQ�DQG�WKH�UHTXLUHG

DFWLRQV�LQ�VLPSOH��GLUHFW�ODQJXDJH�KHOSV�WKH�SDWURQ�XQGHUVWDQG�WKH�ERXQGDULHV

DQG�FRQVHTXHQFHV�ZLWKRXW�IHHOLQJ�SHUVRQDOO\�DWWDFNHG��)RFXV�RQ�WKH�EHKDYLRXU�

QRW�WKH�LQGLYLGXDO�

7R�GHOD\�WKH�LQHYLWDEOH

FRQIURQWDWLRQ�XQWLO�EDFNXS�DUULYHG�
1

7R�DVVHVV�KLV�OHYHO�RI�LQWR[LFDWLRQ

PRUH�DFFXUDWHO\�EHIRUH�PDNLQJ�D

GHFLVLRQ�

2

7R�GH�HVFDODWH�WKH�VLWXDWLRQ�E\

VKRZLQJ�HPSDWK\�DQG�RëHULQJ

VXSSRUW��SUHYHQWLQJ�IXUWKHU

GLVUXSWLRQ�

3

7R�FRPSO\�ZLWK�D�YHQXH�SROLF\

UHTXLULQJ�DOO�LQWR[LFDWHG�SDWURQV�WR

GULQN�ZDWHU�

4
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1. Dialogue

2. Dialogue

3. Dialogue

4. Dialogue

5. Dialogue

6. Dialogue

7. Dialogue

8. Dialogue

6HOHFW�RQH

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

Scenario: Responding to a Medical Emergency

<RX
UH�RQ�GXW\�ZKHQ�\RX

VHH�D�SDWURQ��$O\VVD�

VXGGHQO\�FROODSVH�QHDU�WKH

EDU��6KH
V�XQUHVSRQVLYH�

:KDW
V�\RXU�LPPHGLDWH

ìUVW�DFWLRQ"

,
OO�TXLFNO\�DVVHVV�WKH

LPPHGLDWH�GDQJHU��HQVXUH�WKH

DUHD�LV�VDIH��DQG�WKHQ

DSSURDFK�$O\VVD�FDXWLRXVO\�

,
OO�UXVK�GLUHFWO\�WR�$O\VVD�WR

VHH�LI�VKH
V�RND\��VKRXWLQJ�IRU

VRPHRQH�WR�FDOO�DQ

DPEXODQFH�

<RX
YH�VHFXUHG�WKH�DUHD�

$O\VVD�LV�VWLOO�XQUHVSRQVLYH�

:KDW�DUH�\RXU�QH[W�FULWLFDO

VWHSV�WR�SURYLGH�DLG�DQG

FDOO�IRU�KHOS"

,
OO�FKHFN�IRU�EUHDWKLQJ�

GHOHJDWH�VRPHRQH�WR�FDOO����

LPPHGLDWHO\�ZLWK�FOHDU

LQVWUXFWLRQV��DQG�DVN�IRU�WKH

QHDUHVW�GHìEULOODWRU�ìUVW�DLG

NLW�

,
OO�LPPHGLDWHO\�VWDUW�FKHVW

FRPSUHVVLRQV��DV�VKH
V

XQFRQVFLRXV��DQG�WKHQ�ORRN

IRU�D�ìUVW�DLG�NLW�

5HPHPEHU��WKH�
%
�LQ

'56$%&�VWDQGV�IRU

%UHDWKLQJ��,I�VRPHRQH�LV

XQFRQVFLRXV�EXW�EUHDWKLQJ

QRUPDOO\��&35�LVQ
W�QHHGHG�

:KDW�VKRXOG�\RX�FRQìUP

EHIRUH�LQLWLDWLQJ�&35��DQG

ZKDW�RWKHU�FUXFLDO�VWHS

VKRXOG�KDSSHQ

L OW O "

,�QHHG�WR�FKHFN�IRU�QRUPDO

EUHDWKLQJ�IRU�DW�OHDVW���

VHFRQGV��,I�QRW�EUHDWKLQJ��WKHQ

VWDUW�&35��DQG�VRPHRQH�PXVW

EH�FDOOLQJ�����

,
OO�MXVW�DVVXPH�VKH
V�QRW

EUHDWKLQJ�LI�VKH
V�XQFRQVFLRXV

DQG�IRFXV�RQ�JHWWLQJ�WKH�ìUVW

DLG�NLW�

(PHUJHQF\�VHUYLFHV�DUH�RQ

WKHLU�ZD\��DQG�D�FROOHDJXH

LV�EULQJLQJ�WKH�GHìEULOODWRU�

$�VPDOO�FURZG�KDV

JDWKHUHG��ORRNLQJ

FRQFHUQHG�DQG�WU\LQJ�WR

JHW�FORVHU��+RZ�GR�\RX

PDQDJH�WKH�VFHQH�DQG

WL W L W $O "

,
OO�IRFXV�VROHO\�RQ�$O\VVD�

OHWWLQJ�WKH�FURZG�REVHUYH

IURP�D�GLVWDQFH��DV�P\�SULRULW\

LV�KHU�ZHOO�EHLQJ�

,
OO�FDOPO\�LQVWUXFW�WKH�FURZG�WR

VWDQG�EDFN��FUHDWH�D�FOHDU

SHULPHWHU��FRQWLQXH

PRQLWRULQJ�$O\VVD
V�FRQGLWLRQ�

DQG�SUHSDUH�IRU�WKH

SDUDPHGLFV
�DUULYDO�

7KH�SDUDPHGLFV�KDYH

DUULYHG�DQG�DUH�WDNLQJ�RYHU

$O\VVD
V�FDUH��:KDW�LV�\RXU

UROH�QRZ��DQG�ZKDW�ìQDO

DFWLRQV�VKRXOG�\RX�WDNH"

,
OO�SURYLGH�D�FOHDU��FRQFLVH

KDQGRYHU�RI�WKH�VLWXDWLRQ�DQG

P\�REVHUYDWLRQV�WR�WKH

SDUDPHGLFV��DVVLVW�WKHP�DV

UHTXHVWHG��DQG�WKHQ�HQVXUH

WKH�LQFLGHQW�LV�IXOO\

GRFXPHQWHG�

0\�MRE�LV�GRQH�RQFH�WKH

SDUDPHGLFV�DUH�KHUH��,
OO�VWHS

EDFN�DQG�OHW�WKHP�KDQGOH

HYHU\WKLQJ�

(YHQ�DIWHU�SDUDPHGLFV�WDNH

RYHU��\RXU�UROH�LVQ
W

FRPSOHWHO\�ìQLVKHG��:K\�LV

D�GHWDLOHG�KDQGRYHU�DQG

WKRURXJK�GRFXPHQWDWLRQ

VWLOO�FUXFLDO�IRU�\RX�DV�D

GRRU�VXSHUYLVRU"

,W�HQVXUHV�DOO�FULWLFDO

LQIRUPDWLRQ�LV�SDVVHG�RQ�IRU

$O\VVD
V�RQJRLQJ�FDUH�DQG

SURYLGHV�D�OHJDO�UHFRUG�RI�WKH

LQFLGHQW�IRU�WKH�YHQXH�

,W
V�PDLQO\�IRU�SDSHUZRUN��7KH

SDUDPHGLFV�ZLOO�JHW�DOO�WKH

LPSRUWDQW�GHWDLOV�WKHPVHOYHV�

$�FXULRXV�RU�SDQLFNHG

FURZG�FDQ�PDNH�LW�KDUGHU

IRU�SDUDPHGLFV�WR�UHDFK

WKH�SDWLHQW�DQG�FDQ�DOVR

DGG�WR�WKH�VWUHVV�RI�WKH

VLWXDWLRQ��+RZ�FDQ�\RX

HëHFWLYHO\�PDQDJH�ERWK

WKH�SDWLHQW�DQG�WKH

VXUURXQGLQJ�HQYLURQPHQW"

,
OO�DVN�D�FROOHDJXH�WR�KDQGOH

WKH�FURZG�ZKLOH�,�VWD\

FRPSOHWHO\�IRFXVHG�RQ�$O\VVD�

,�QHHG�WR�FOHDUO\�FRPPXQLFDWH

ZLWK�WKH�FURZG��DVNLQJ�WKHP

WR�FUHDWH�VSDFH��ZKLOH�VWLOO

NHHSLQJ�DQ�H\H�RQ�$O\VVD�DQG

EHLQJ�UHDG\�IRU�WKH

SDUDPHGLFV�

5XVKLQJ�LQ�PLJKW�PHDQ

\RX�PLVV�SRWHQWLDO

KD]DUGV��OLNH�D�ZHW�íRRU�RU

VSLOOHG�GULQNV��ZKLFK�FRXOG

LQMXUH�\RX�RU�RWKHUV�

:KDW
V�WKH�YHU\�ñUVW�WKLQJ

\RX�VKRXOG�GR�ZKHQ

UHVSRQGLQJ�WR�D�FROODSVHG

SHUVRQ"

6WLOO��P\�SULRULW\�LV�WKH�SDWURQ�

,
OO�JHW�WR�KHU�TXLFNO\�DQG�WKHQ

ORRN�DURXQG�

(QVXUH�WKH�LPPHGLDWH�DUHD�LV

VDIH�IRU�HYHU\RQH�EHIRUH

DSSURDFKLQJ�WKH�SDWURQ�

'HOHJDWH�VRPHRQH�WR�FDOO

HPHUJHQF\�VHUYLFHV�DQG�FKHFN�WKH

SDWURQ�IRU�EUHDWKLQJ�

1
*R�WR�UHWULHYH�WKH�ìUVW�DLG�NLW

EHIRUH�GRLQJ�DQ\WKLQJ�HOVH�
2

,PPHGLDWHO\�EHJLQ�FKHVW

FRPSUHVVLRQV�RQ�WKH�XQUHVSRQVLYH

SDWURQ�

3
$VN�WKH�FURZG�LI�DQ\RQH�LV�D�GRFWRU

RU�KDV�PHGLFDO�WUDLQLQJ�
4



Basic Life Support (BLS) Techniques

Treating Common Injuries

First Aid Basics: Basic Life Support Techniques

'RRU�VXSHUYLVRUV�VKRXOG�EH�IDPLOLDU�ZLWK�IXQGDPHQWDO�%/6�SULQFLSOHV�WR�SURYLGH

LPPHGLDWH�FDUH�XQWLO�SURIHVVLRQDO�PHGLFDO�KHOS�DUULYHV��7KH�SULPDU\�DVVHVVPHQW

RIWHQ�IROORZV�WKH�DRSABC�SURWRFRO�

Danger��$OZD\V�HQVXUH�WKH�VFHQH�LV�VDIH�IRU�\RXUVHOI��WKH�FDVXDOW\��DQG

E\VWDQGHUV�EHIRUH�DSSURDFKLQJ�

Response��&KHFN�LI�WKH�FDVXDOW\�LV�FRQVFLRXV�E\�JHQWO\�VKDNLQJ�WKHP�DQG

DVNLQJ���$UH�\RX�DOULJKW"�

Send for help��,I�XQUHVSRQVLYH��LPPHGLDWHO\�GHOHJDWH�VRPHRQH�WR�FDOO��������

IRU�DQ�DPEXODQFH�DQG�DVN�IRU�D�GHìEULOODWRU��$('��LI�DYDLODEOH�

Airway��2SHQ�WKH�DLUZD\�E\�WLOWLQJ�WKH�KHDG�EDFN�DQG�OLIWLQJ�WKH�FKLQ�

Breathing��/RRN��OLVWHQ��DQG�IHHO�IRU�QRUPDO�EUHDWKLQJ�IRU�QR�PRUH�WKDQ���

VHFRQGV��,I�QRW�EUHDWKLQJ�QRUPDOO\��EHJLQ�&35�

Circulation (CPR)��,I�WKH�FDVXDOW\�LV�QRW�EUHDWKLQJ�QRUPDOO\��VWDUW�FKHVW

FRPSUHVVLRQV�����FRPSUHVVLRQV�WR���UHVFXH�EUHDWKV�IRU�DGXOWV���&RQWLQXH�XQWLO

SURIHVVLRQDO�KHOS�DUULYHV�RU�WKH�FDVXDOW\�VKRZV�VLJQV�RI�UHFRYHU\�

Recovery Position��,I�WKH�FDVXDOW\�LV�XQFRQVFLRXV�EXW�EUHDWKLQJ�QRUPDOO\��SODFH

WKHP�LQ�WKH�UHFRYHU\�SRVLWLRQ�WR�HQVXUH�D�FOHDU�DLUZD\�DQG�SUHYHQW�FKRNLQJ�RQ

YRPLW�

First Aid Basics: Treating Common Injuries

'RRU�VXSHUYLVRUV�PD\�HQFRXQWHU�YDULRXV�PLQRU�LQMXULHV�WKDW�UHTXLUH�LPPHGLDWH

DWWHQWLRQ��.QRZLQJ�KRZ�WR�WUHDW�WKHVH�FDQ�SUHYHQW�IXUWKHU�FRPSOLFDWLRQV�

Cuts and Abrasions��&OHDQ�WKH�ZRXQG�ZLWK�DQWLVHSWLF�ZLSHV�RU�FOHDQ�ZDWHU�

$SSO\�GLUHFW�SUHVVXUH�ZLWK�D�FOHDQ�GUHVVLQJ�WR�VWRS�EOHHGLQJ��&RYHU�ZLWK�D

VWHULOH�SODVWHU�RU�GUHVVLQJ�

Minor Burns��&RRO�WKH�EXUQ�LPPHGLDWHO\�XQGHU�FRRO��QRW�FROG��UXQQLQJ�ZDWHU

IRU�DW�OHDVW�������PLQXWHV��'R�QRW�XVH�LFH��&RYHU�ZLWK�D�ORRVH��QRQ�VWLFN

GUHVVLQJ��6HHN�PHGLFDO�DGYLFH�IRU�ODUJHU�RU�PRUH�VHYHUH�EXUQV�

Sprains and Strains��$SSO\�WKH�RICE�SURWRFRO�

Rest��5HVW�WKH�LQMXUHG�SDUW�

Ice��$SSO\�LFH�ZUDSSHG�LQ�D�FORWK�WR�WKH�DUHD�IRU�������PLQXWHV�HYHU\����

KRXUV�

Compression��$SSO\�D�ìUP�EXW�QRW�WLJKW�EDQGDJH�WR�WKH�DUHD�

Elevation��.HHS�WKH�LQMXUHG�SDUW�UDLVHG�DERYH�WKH�KHDUW�LI�SRVVLEOH�

Choking��,I�D�SHUVRQ�LV�FKRNLQJ�DQG�FRQVFLRXV��HQFRXUDJH�WKHP�WR�FRXJK��,I

FRXJKLQJ�LV�LQHëHFWLYH��DGPLQLVWHU�ìYH�VKDUS�EDFN�EORZV�EHWZHHQ�WKH�VKRXOGHU

EODGHV��,I�VWLOO�FKRNLQJ��SHUIRUP�ìYH�DEGRPLQDO�WKUXVWV��+HLPOLFK�PDQRHXYUH��

$OWHUQDWH�EHWZHHQ�EDFN�EORZV�DQG�DEGRPLQDO�WKUXVWV�XQWLO�WKH�REVWUXFWLRQ�LV

FOHDUHG�RU�WKH\�EHFRPH�XQFRQVFLRXV�

6HOHFW�RQH

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?

Emergency Procedures and First Aid

$V�D�GRRU�VXSHUYLVRU��\RX�DUH�RIWHQ�WKH�ìUVW

UHVSRQGHU�WR�YDULRXV�HPHUJHQFLHV��IURP�PHGLFDO

LQFLGHQWV�WR�VHFXULW\�WKUHDWV��<RXU�DELOLW\�WR�DFW

VZLIWO\��FDOPO\��DQG�HëHFWLYHO\�FDQ�VLJQLìFDQWO\

PLWLJDWH�KDUP�DQG�HQVXUH�WKH�VDIHW\�RI�SDWURQV

DQG�VWDë��7KLV�VHFWLRQ�ZLOO�HTXLS�\RX�ZLWK�WKH

IXQGDPHQWDO�NQRZOHGJH�UHTXLUHG�WR�KDQGOH

FULWLFDO�VLWXDWLRQV��LQFOXGLQJ�EDVLF�ìUVW�DLG�

HPHUJHQF\�HYDFXDWLRQV��DQG�UHVSRQGLQJ�WR

VHFXULW\�WKUHDWV�

Emergency Evacuation Procedures

Safe and Orderly Evacuation of the Premises

Designated Evacuation Routes and Assembly Points

,Q�WKH�HYHQW�RI�D�ìUH��ERPE�WKUHDW��RU�RWKHU�FULWLFDO�LQFLGHQW�UHTXLULQJ�HYDFXDWLRQ��D

GRRU�VXSHUYLVRU
V�UROH�LV�FUXFLDO�LQ�HQVXULQJ�WKH�VDIH�DQG�RUGHUO\�H[LW�RI�DOO�RFFXSDQWV�

Stay Calm and Assertive��<RXU�FRPSRVXUH�ZLOO�KHOS�FDOP�RWKHUV��*LYH�FOHDU�

FRQFLVH�LQVWUXFWLRQV�LQ�D�ìUP�EXW�UHDVVXULQJ�YRLFH�

Initiate Evacuation��)ROORZ�WKH�YHQXH
V�VSHFLìF�HYDFXDWLRQ�SODQ��7KLV�W\SLFDOO\

LQYROYHV�DFWLYDWLQJ�ìUH�DODUPV�DQG�QRWLI\LQJ�HPHUJHQF\�VHUYLFHV��LI�QRW�DOUHDG\

GRQH��

Direct Patrons��*XLGH�SDWURQV�WRZDUGV�WKH�QHDUHVW�VDIH�H[LW�URXWHV��3UHYHQW

SDQLF�E\�PDLQWDLQLQJ�FRQWURO�DQG�DYRLGLQJ�VKRXWLQJ�RU�SXVKLQJ�

Check Designated Areas��:KHUH�SRVVLEOH�DQG�VDIH�WR�GR�VR��TXLFNO\�FKHFN

WRLOHWV��FKDQJLQJ�URRPV��DQG�RWKHU�OHVV�YLVLEOH�DUHDV�IRU�DQ\�UHPDLQLQJ

LQGLYLGXDOV�

Assist Vulnerable Individuals��3ULRULWLVH�DVVLVWLQJ�SHRSOH�ZLWK�GLVDELOLWLHV��WKH

HOGHUO\��RU�\RXQJ�FKLOGUHQ��HQVXULQJ�WKH\�UHFHLYH�QHFHVVDU\�VXSSRUW�GXULQJ

HYDFXDWLRQ�

Know Your Routes��'RRU�VXSHUYLVRUV�PXVW�KDYH�DQ�LQWLPDWH�NQRZOHGJH�RI�DOO

SULPDU\�DQG�VHFRQGDU\�HYDFXDWLRQ�URXWHV��LQFOXGLQJ�HPHUJHQF\�H[LWV��7KHVH

URXWHV�VKRXOG�EH�NHSW�FOHDU�RI�REVWUXFWLRQV�DW�DOO�WLPHV�

Clear Signage��(QVXUH�DOO�HPHUJHQF\�H[LW�VLJQV�DUH�YLVLEOH�DQG�LOOXPLQDWHG�

5HSRUW�DQ\�IDXOW\�VLJQDJH�LPPHGLDWHO\�

Assembly Points��'LUHFW�DOO�HYDFXDWHG�LQGLYLGXDOV�WR�WKH�GHVLJQDWHG�H[WHUQDO

DVVHPEO\�SRLQWV��7KHVH�DUH�SUHGHWHUPLQHG�VDIH�ORFDWLRQV�DZD\�IURP�WKH

EXLOGLQJ�

Accountability��2QFH�DW�WKH�DVVHPEO\�SRLQW��DVVLVW�PDQDJHPHQW�LQ�DFFRXQWLQJ

IRU�DOO�VWDë�DQG�SDWURQV��LI�SRVVLEOH��DQG�SUHYHQW�UH�HQWU\�XQWLO�WKH�
DOO�FOHDU
�LV

JLYHQ�E\�HPHUJHQF\�VHUYLFHV�

Dealing with Security Threats

Identifying and Responding to Potential Security Threats

Contacting Law Enforcement Agencies

'RRU�VXSHUYLVRUV�DUH�RIWHQ�DW�WKH�IRUHIURQW�RI�LGHQWLI\LQJ�DQG�UHVSRQGLQJ�WR�SRWHQWLDO

VHFXULW\�WKUHDWV��ZKLFK�FDQ�UDQJH�IURP�DJJUHVVLYH�LQGLYLGXDOV�WR�PRUH�VHULRXV

LQFLGHQWV�

Situational Awareness��0DLQWDLQ�FRQVWDQW�YLJLODQFH��2EVHUYH�SDWURQ�EHKDYLRXU�

ORRN�IRU�VXVSLFLRXV�REMHFWV��DQG�EH�DZDUH�RI�DQ\�XQXVXDO�DFWLYLWLHV�RU�LQGLYLGXDOV�

Early Intervention��$GGUHVV�PLQRU�GLVWXUEDQFHV�SURPSWO\�EHIRUH�WKH\�HVFDODWH�

8VH�GH�HVFDODWLRQ�WHFKQLTXHV�WR�FDOP�DJLWDWHG�LQGLYLGXDOV�

Threat Assessment��4XLFNO\�DVVHVV�WKH�QDWXUH�DQG�VHYHULW\�RI�D�WKUHDW��,V�LW�D

YHUEDO�GLVSXWH��D�SK\VLFDO�DOWHUFDWLRQ��D�ZHDSRQ�VLJKWLQJ��RU�VRPHWKLQJ�HOVH"

Response Protocols��)ROORZ�HVWDEOLVKHG�YHQXH�SURWRFROV�IRU�VSHFLìF�WKUHDWV��7KLV

PD\�LQYROYH�LVRODWLQJ�WKH�WKUHDW��HYDFXDWLQJ�VSHFLìF�DUHDV��RU�LQLWLDWLQJ�D

ORFNGRZQ�

Communication��,PPHGLDWHO\�DOHUW�FROOHDJXHV�DQG�PDQDJHPHQW�WR�DQ\

SHUFHLYHG�WKUHDW�XVLQJ�GLVFUHHW�FRPPXQLFDWLRQ�PHWKRGV��H�J���UDGLR��FRGHG

ODQJXDJH��

When to Call��&RQWDFW�ODZ�HQIRUFHPHQW����������LQ�WKH�8.��LPPHGLDWHO\�IRU

VHULRXV�LQFLGHQWV�VXFK�DV�

3K\VLFDO�DVVDXOWV�UHVXOWLQJ�LQ�LQMXU\�

3UHVHQFH�RI�ZHDSRQV�

6HYHUH�SXEOLF�GLVRUGHU�

6XVSHFWHG�FULPLQDO�DFWLYLW\��H�J���WKHIW��GUXJ�GHDOLQJ��

$Q\�VLWXDWLRQ�ZKHUH�WKH�WKUHDW�H[FHHGV�WKH�FDSDELOLWLHV�RI�YHQXH�VWDë�WR

PDQDJH�VDIHO\�

Provide Clear Information��:KHQ�FRQWDFWLQJ�ODZ�HQIRUFHPHQW��SURYLGH�SUHFLVH

GHWDLOV�

What�LV�KDSSHQLQJ��W\SH�RI�LQFLGHQW��

Where�LW�LV�KDSSHQLQJ��H[DFW�ORFDWLRQ�ZLWKLQ�WKH�YHQXH��

Who�LV�LQYROYHG��GHVFULSWLRQV�RI�LQGLYLGXDOV��

When�LW�VWDUWHG�

Any injuries�RU�ZHDSRQV�LQYROYHG�

Cooperate Fully��8SRQ�DUULYDO��IXOO\�FRRSHUDWH�ZLWK�ODZ�HQIRUFHPHQW��SURYLGLQJ

DQ\�LQIRUPDWLRQ�RU�DVVLVWDQFH�UHTXHVWHG�

&DOPO\�EXW�ìUPO\�GLUHFW�WKH�SDWURQ

DZD\�IURP�WKH�VPRNH�ìOOHG

FRUULGRU�WRZDUGV�D�VDIH�HYDFXDWLRQ

URXWH��H[SODLQLQJ�WKH�SULRULW\�LV

WKHLU�VDIHW\�

1

6KRXW�DW�WKH�SDWURQ�WR�VWRS�DQG

LPPHGLDWHO\�FDOO�IRU�SROLFH

DVVLVWDQFH�

2

$OORZ�WKH�SDWURQ�WR�UHWULHYH�WKHLU

FRDW�TXLFNO\��DV�LW�LV�D�YDOXDEOH�LWHP�
3

3K\VLFDOO\�UHVWUDLQ�WKH�SDWURQ�DQG

IRUFH�WKHP�WRZDUGV�WKH�QHDUHVW

H[LW�

4



Conducting Regular Fire Drills

Ensuring Clear Evacuation Routes

Implementing Fire Safety Measures

Regularly Inspecting Fire Extinguishers and Alarms

Best Practices for Fire Evacuation

5HJXODU�ìUH�GULOOV�DUH�FUXFLDO�IRU�IDPLOLDULVLQJ�DOO�VWDë��LQFOXGLQJ�GRRU�VXSHUYLVRUV�

ZLWK�WKHLU�UROHV�DQG�UHVSRQVLELOLWLHV�GXULQJ�DQ�HPHUJHQF\��7KHVH�GULOOV�VKRXOG

VLPXODWH�UHDO�ZRUOG�VFHQDULRV��WHVWLQJ�FRPPXQLFDWLRQ�FKDQQHOV��HYDFXDWLRQ�URXWHV�

DQG�DVVHPEO\�SRLQW�SURFHGXUHV��)RU�H[DPSOH��D�GULOO�PLJKW�LQYROYH�D�VLPXODWHG

EORFNHG�H[LW�WR�WHVW�DOWHUQDWLYH�URXWHV�

$OO�HPHUJHQF\�HYDFXDWLRQ�URXWHV�PXVW�EH�NHSW�FOHDU�RI�REVWUXFWLRQV�DW�DOO�WLPHV��7KLV

LQFOXGHV�HQVXULQJ�FRUULGRUV�DUH�IUHH�IURP�ER[HV��IXUQLWXUH��RU�RWKHU�LWHPV�WKDW�FRXOG

LPSHGH�PRYHPHQW��([LW�GRRUV�PXVW�EH�HDVLO\�RSHQDEOH�IURP�WKH�LQVLGH�ZLWKRXW�D

NH\��DQG�HPHUJHQF\�OLJKWLQJ�PXVW�EH�IXOO\�IXQFWLRQDO��5HJXODU�FKHFNV�VKRXOG�EH

FRQGXFWHG�EHIRUH�RSHQLQJ�KRXUV�WR�YHULI\�URXWH�FODULW\�DQG�H[LW�IXQFWLRQDOLW\�

Prevention Strategies

3URDFWLYH�ìUH�VDIHW\�PHDVXUHV�DUH�SDUDPRXQW��7KLV�LQFOXGHV�HQVXULQJ�DOO�HOHFWULFDO

HTXLSPHQW�LV�UHJXODUO\�WHVWHG��íDPPDEOH�PDWHULDOV�DUH�VWRUHG�VDIHO\��DQG�
QR

VPRNLQJ
�SROLFLHV�DUH�VWULFWO\�HQIRUFHG��9HQXH�OD\RXWV�VKRXOG�EH�GHVLJQHG�WR�SUHYHQW

RYHUFURZGLQJ�DQG�DOORZ�IRU�HDV\�DFFHVV�WR�H[LWV��'RRU�VXSHUYLVRUV�VKRXOG�EH�DZDUH

RI�WKHVH�PHDVXUHV�DQG�UHSRUW�DQ\�EUHDFKHV�

)LUH�H[WLQJXLVKHUV�DQG�DODUP�V\VWHPV�DUH�FULWLFDO�FRPSRQHQWV�RI�ìUH�VDIHW\��'RRU

VXSHUYLVRUV�VKRXOG�EH�WUDLQHG�WR�FRQGXFW�EDVLF�YLVXDO�LQVSHFWLRQV�RI�WKHVH�V\VWHPV�

FKHFNLQJ�WKDW�H[WLQJXLVKHUV�DUH�LQ�WKHLU�GHVLJQDWHG�ORFDWLRQV��DUH�QRW�H[SLUHG��DQG

WKDW�DODUP�FDOO�SRLQWV�DUH�XQREVWUXFWHG��$Q\�IDXOWV�RU�FRQFHUQV�PXVW�EH�UHSRUWHG

LPPHGLDWHO\�WR�PDQDJHPHQW�IRU�SURIHVVLRQDO�LQVSHFWLRQ�DQG�PDLQWHQDQFH�

6HOHFW�RQH

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?

Real-World Application: Emergency Response

Case Study: The "Phoenix Club" Fire

Evacuation

$W�WKH�EXVWOLQJ��3KRHQL[�&OXE��RQ�D�6DWXUGD\

QLJKW��D�VPDOO�ìUH�EURNH�RXW�LQ�WKH�NLWFKHQ�

TXLFNO\�WULJJHULQJ�WKH�ìUH�DODUP�V\VWHP��7KH

YHQXH�ZDV�SDFNHG��DQG�LQLWLDO�FRQIXVLRQ�EHJDQ�WR

VSUHDG�DPRQJ�SDWURQV��'RRU�VXSHUYLVRU��0DUN�

ZDV�VWDWLRQHG�QHDU�WKH�PDLQ�HQWUDQFH�ZKHQ�WKH

DODUP�VRXQGHG�

0DUN�LPPHGLDWHO\�LQLWLDWHG�WKH�YHQXH
V�ìUH�HYDFXDWLRQ�SODQ��,QVWHDG�RI�SDQLFNLQJ��KH

PDLQWDLQHG�D�FDOP�DQG�DXWKRULWDWLYH�SUHVHQFH��XVLQJ�KLV�WUDLQLQJ�WR�HQVXUH�D�VDIH�DQG

RUGHUO\�HYDFXDWLRQ��+H�XVHG�D�PHJDSKRQH�WR�JLYH�FOHDU��FRQFLVH�LQVWUXFWLRQV��GLUHFWLQJ

SDWURQV�WRZDUGV�WKH�SUH�GHWHUPLQHG�HPHUJHQF\�H[LWV��ZKLFK�ZHUH�FOHDUO\�LOOXPLQDWHG�

+H�SRVLWLRQHG�KLPVHOI�DW�D�NH\�MXQFWLRQ��JXLGLQJ�LQGLYLGXDOV�DZD\�IURP�WKH�ìUH
V

ORFDWLRQ�DQG�WRZDUGV�WKH�VDIHVW�URXWHV��ZKLOH�FROOHDJXHV�DVVLVWHG�YXOQHUDEOH

LQGLYLGXDOV�DQG�VZHSW�GHVLJQDWHG�DUHDV�OLNH�WRLOHWV��:LWKLQ�PLQXWHV��WKH�PDMRULW\�RI

SDWURQV�ZHUH�VDIHO\�RXWVLGH�DW�WKH�GHVLJQDWHG�DVVHPEO\�SRLQW��WKDQNV�WR�0DUN
V

GHFLVLYH�DFWLRQV�DQG�WKH�WHDP
V�FRRUGLQDWHG�HëRUW�

:DLW�IRU�WKH�ìUH�EULJDGH�WR�DUULYH

EHIRUH�JLYLQJ�DQ\�LQVWUXFWLRQV�WR

DYRLG�FRQíLFWLQJ�LQIRUPDWLRQ�

1

6KRXW�ORXGO\�WR�FUHDWH�XUJHQF\�DQG

GLUHFW�HYHU\RQH�WRZDUGV�WKH

QHDUHVW�H[LW�WKH\�FDQ�VHH�

2

&DOPO\�DQG�DVVHUWLYHO\�GLUHFW

SDWURQV�WR�GHVLJQDWHG�DVVHPEO\

SRLQWV�XVLQJ�SUH�HVWDEOLVKHG

HYDFXDWLRQ�URXWHV�

3

3ULRULWLVH�KHOSLQJ�VWDë�PHPEHUV

HYDFXDWH�ìUVW��DV�WKH\�DUH�IDPLOLDU

ZLWK�WKH�EXLOGLQJ�OD\RXW�

4



6HOHFW�RQH

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

6HOHFW�RQH

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

6HOHFW�RQH

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?

6HOHFW�RQH

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?

6HOHFW�RQH

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?

7R�SURYLGH�LQVXUDQFH�FRYHUDJH�IRU

GRRU�VXSHUYLVRUV�LQ�FDVH�RI�OHJDO

GLVSXWHV�

1

7R�JUDQW�GRRU�VXSHUYLVRUV�WKH

VDPH�SRZHUV�RI�DUUHVW�DV�SROLFH

RîFHUV�

2

7R�DOORZ�GRRU�VXSHUYLVRUV�WR�FDUU\

ìUHDUPV�
3

7R�HQVXUH�GRRU�VXSHUYLVRUV�PHHW

PLQLPXP�WUDLQLQJ�VWDQGDUGV�DQG

XQGHUJR�EDFNJURXQG�FKHFNV�

4

,QWHUUXSWLQJ�WKH�SDWURQ�WR�H[SODLQ

YHQXH�SROLF\�DQG�WKHQ�ZDONLQJ

DZD\�

1

0DLQWDLQLQJ�DQ�RSHQ�ERG\�SRVWXUH�

DFWLYHO\�OLVWHQLQJ�WR�WKHLU

FRPSODLQW��DQG�UHVSRQGLQJ�ZLWK

HPSDWK\�

2

,JQRULQJ�WKH�FRPSODLQW�LQLWLDOO\�

KRSLQJ�WKH�SDWURQ�ZLOO�FDOP�GRZQ�

WKHQ�DGGUHVVLQJ�LW�LI�LW�SHUVLVWV�

3

8VLQJ�D�ORXG��ìUP�YRLFH�WR�DVVHUW

DXWKRULW\�DQG�LPPHGLDWHO\�WHOOLQJ

WKHP�WR�ORZHU�WKHLU�YRLFH�

4

$�SDWURQ�IUHTXHQWO\�FKHFNLQJ�WKHLU

SKRQH�
1

$�JURXS�RI�SDWURQV�ODXJKLQJ�ORXGO\

DQG�JHVWXULQJ�HQWKXVLDVWLFDOO\�
2

7ZR�SDWURQV�PDLQWDLQLQJ�SROLWH

FRQYHUVDWLRQ�DW�D�QRUPDO�YROXPH�
3

,QGLYLGXDOV�ZLWK�FOHQFKHG�ìVWV�

ULJLG�SRVWXUH��DQG�DJJUHVVLYH�H\H

FRQWDFW�

4

3ODFH�WKH�SDWURQ�LQ�WKH�UHFRYHU\

SRVLWLRQ�
1

$WWHPSW�WR�ZDNH�WKH�SDWURQ�E\

VKDNLQJ�WKHP�YLJRURXVO\�
2

%HJLQ�FKHVW�FRPSUHVVLRQV��&35��3 /RRN�IRU�DQ\�YLVLEOH�LQMXULHV�4

0DLQWDLQ�D�FDOP�GHPHDQRXU��FOHDUO\

UHLWHUDWH�WKH�UHIXVDO�DQG�WKH

UHDVRQV��DQG�LQIRUP�FROOHDJXHV�WR

PRQLWRU�WKH�SDWURQ
V�SUHVHQFH

RXWVLGH�

1
(QJDJH�LQ�D�VKRXWLQJ�PDWFK�ZLWK

WKH�SDWURQ�WR�DVVHUW�GRPLQDQFH�
2

,PPHGLDWHO\�FDOO�WKH�SROLFH�DQG

SK\VLFDOO\�UHPRYH�WKH�SDWURQ�IURP

WKH�YLFLQLW\�

3
2ëHU�WKH�SDWURQ�D�IUHH�GULQN�WR

FDOP�WKHP�GRZQ�DQG�DOORZ�HQWU\�
4


