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Introduction


This tutorial was originally completed by Jason Terraciano, CPO a student and Security Officer  at York College of Pennsylvania. It was designed as a form of pre-work for York College Security Officers o complete prior to coming to training.  The tutorial covers  Note Taking, Report Writing, Public Relations, Crowd Management, Fire Protection and Legal Concerns.  It can be used by anyone as a learning tool before beginning a security training or educational process.  It can also be used as a follow-up learning episode to review and reinforce material that has been previously covered. 

Note Taking

1. T/F It is acceptable to use an abundance of abbreviations and symbols in your notes.

2. T/F Waiting an hour after an incident to take notes is a good idea.

3. T/F Taking good notes is the first step in writing a good report.

4. T/F It is acceptable to keep personal notes and reminders in your notebook.

5. T/F It is not important to record notes in chronological order.

1. False You need to be able to know exactly what you wrote and meant when reading your notes later. There is also the possibility that someone else may need to use the notes during the investigation – a follow-up investigator. It is better to write everything out because abbreviations and symbols may lose their meaning, and if they are not widely accepted abbreviations, they might have no meaning to someone else reading your notes. Also, your notes may be used  in court.  If they are, it will look much more professional if everything you have in your notebook is easily read and legible to anyone who might read it. 

2. False Always take notes as soon as possible after an event happens. This will prevent you from forgetting important facts and will aid in your credibility in legal proceedings. An exception to this would be if the officer experienced a traumatic incident. In that case waiting several hours to write the report would be a better practice. 
3. True Notes make sure that you include all the important facts. The more notes you take the better your report will be. With notes, it is always better to write too much rather than too little. Take notes in an outline style under headings.  Write them using “bullets” or “bullet points”. 

4. False Keeping personal notes in your notebook is a bad idea. If your notes are called upon in court to read the notes, personal notes will help with the defense attorney’s attack on your credibility. Your notebook is not the place to be keeping phone numbers of members of the opposite sex! If you must make a personal note, rip a page out of the back of your notebook.

5. False Notes that are out of chronological order can be hard to understand when reviewed later. Also, you will most likely be writing your report in chronological order, so having your notes in order will just make the process easier. 

Report Writing

1. T/F When writing a report, it is always important to include six things: Who, What, When, Where, Why, and How.

2. T/F It is important to keep reports brief and concise.

3. T/F Submitting a report without re-reading it is an acceptable practice.

4. T/F Reports should clearly explain to someone who was not there exactly what happened.

5. T/F Reports do not need to be completed and submitted as soon as possible.

1. True If you include all six of these you will be sure not to leave out any important information. Your report should accurately describe what happened. Without all six of these your report can not do this effectively.

2. True In a report, you just want to tell what happened. Leave out all non-essential information. Remember, you are writing a report, not a novel. You want to try and say the most with the least amount of words. Write in short, simple sentences. 

3. False It is always a good idea to re-read a report before submitting it. This is to insure not only that all important information is included, but also to make sure there are no spelling and grammatical errors. It may also be a good idea to have another officer read it; but remember to keep confidential information confidential!

4. True The purpose of a report is to tell what happened. Reports should leave no questions as to what happened in the mind of the reader. If a report cannot relate what happened to the reader effectively, then it is useless. The report should explain to someone who was not present at the event what occurred  in sufficient detail so that they completely understand what happened. 

5. False Reports are useful and necessary tools for supervisors and managers. If you delay the supply of information it can hurt the operation. 

Public Relations

1. T/F How a security officer looks and acts has no impact on his/her employer.

2. T/F It is important to try and help someone whenever you are able to.

3. T/F Knowing as much as possible about your employer is important for any security officer.

4. T/F When handling a complaint, a security officer should only treat people with “serious” complaints with respect.

5. T/F It is acceptable for a security officer to talk to the media.

1. False A security officer is a direct reflection of his/her employer in the eyes of the public. When someone gets a negative impact of a business, they don’t want to do business there. Projecting a positive image is crucial in insuring that your employer gets good business. Protection officers are Management Representatives. 

2. True It is good to help out anyone possible even though you may be asked to do things not in your job description. If you are unhelpful, people will get a negative image of you and your employer. It is important to note, however, that the security mission is most important.  Anything that takes away from maintaining security should not be done!

3. True  Security officers serve as representatives of their employer and/or client. In order to be effective representatives; they must be intimately familiar with the employer or client.  It is in your best interest to learn everything you can about your employer. Things you might want to learn include: history of the organization, products, services, and the organizational philosophy. Officers should know what makes their organization unique.

4. False All complaints should be handled professionally. Take the time and find out why the person is unsatisfied, and do everything in your power to rectify the situation. Take the complaint seriously.  

5. False It is always a bad idea for any untrained employee to talk to the media. Each and every word uttered is listened to. Media reps can easily take a few words and report them out of context. As a result; a negative, counterproductive message may be communicated to the public. The only person that should be talking to the media is the company’s Public Information Officer. They are properly trained in talking with the media. They know what to say and not to say to the media. They know the image the employer is trying to convey much better than any regular employee would. They are the experts, let them do their job. 

Crowd Management

1. T/F It is acceptable to try and negotiate with a crowd.

2. T/F Crowds are like fires; never turn your back on them.

3. T/F It is acceptable to express personal opinions to crowd members.

4. T/F If a violent crowd is throwing bottles and other dangerous objects at you, it is acceptable to throw them back.

5. T/F Acting with firmness is important when dealing with a crowd.

6. T/F A protection officer should report early to the site of a public event.

1. False Never negotiate with a crowd. Let them know what they are to do. You should leave no questions in their heads. It is acceptable to be polite, but stand your ground without yielding. Exert a command presence. 

2. True Never turn your back on a crowd for your safety and for the safety of others. Crowds are very unpredictable and you don’t know what they might do when your back is turned. If it would not be safe if you turned your back on a potentially violent person, then you don’t want to turn your back on a group of them.

3. False Expressing personal opinions to a crowd is a poor and unprofessional practice. You are not part of the crowd and are not there to have your opinion heard. You are there to protect life and property.

4. False Throwing objects back into the crowd is totally unacceptable and legally indefensible. This will only cause the crowd to become more hostile and violent.
5. True If you give an order to a crowd then it must be carried out. When you don’t back up what you say it is a sign of weakness and the crowd will pick up on it. It is also important to enforce rules. Overlooking rules that are being broken by persons in a crowd can lead to further rule breaking later. It isn’t ethical to enforce a rule on a person that isn’t in a crown and not enforce the same rule on someone who is.

6. True It is always a good idea when dealing with a large number of people to know your surroundings well. By arriving early a protection officer can survey the site and know where escape routes, bathrooms, and other facilities are located. This is important for both safety and customer service reasons. 

Fire Protection/Prevention

1. F/T It is important for a security officer to know where all fire extinguishers are in their patrol area.

2. F/T A security officer should be able to identify fire causing materials in his/her patrol area.

3. T/F If a fire is too big for a security officer to suppress, they should turn around and run away.

4. T/F A security officer does not need to know about the fire alarm systems in the buildings he/she patrols. That is the job of the fire department.

5. T/F Closing doors and windows is a good way to cut the oxygen supply to a fire.

1. True Fire extinguishers are a very important part of fire suppression. Stopping a small fire from becoming a large one is crucial. It is important to remember, however, that you are not a firefighter. If a fire becomes too large, do not attempt to extinguish it with a fire extinguisher. Call the fire department and get out of the area.

2. True In order to prevent fire, one must know what causes it. A security officer should take the time to note heat sources and combustibles in his/ her patrol area. Control of heat sources is a key element of fire prevention. Protection officers  should note possible causes of fire and take immediate corrective action to eliminate the risk. They should then document and report the problem. As with internal theft and other types of problems; it may be best to document the problem and follow it up with a briefing to the appropriate manager. 

3. False Never turn your back on a fire!  Treat the fire just like the violent person or a crowd.  Never turn your back on a fire, a potentially violent person or a crowd.  

4. False Knowing how the fire system works is crucial for fire protection. If a protection officer can utilize the fire systems correctly, they can greatly aid the fire department in suppression of the fire. Security personnel should be intimately familiar with the zones, operating principles and procedures involving fire detection and suppression systems. 

5. True Oxygen is one of the necessary ingredients for fire. Without it, there can not be fire. Closing windows and doors is an excellent way to reduce the amount of oxygen the fire can receive. This method of suppression might not put the fire out, but it will impede  the fire from growing more intense.  It will also help to reduce the spread of the fire.  

 Legal Concerns

1. T/F While security officers are not expected to be legal experts, they should know the statutes that pertain to them.

2. T/F A security officer can search the belongings of an employee or visitor without their consent.

3. T/F Force should only be used as a last resort.

4. T/F Involuntary confessions can be used in a court of law.

5. T/F Evidence is the proof which is required to establish the guilt or innocence of the accused. 

1. True This is important because statues vary from state to state, province to province, couty to county and even municipality to municipality. Knowing local laws is very important in doing your job correctly and avoiding a lawsuit, criminal charges  or sanctions from a governmental regulatory authority (state licensing board, federal administrative agency such as OSHA,etc.).

2. False A security officer can not conduct a search without consent. They may, however, seize the items that belong to the employer or are obvious contraband (weapons, drugs) if they are in plain view. It is important to remember that someone can withdraw their consent at any time. During emergencies or when arrests must be made, searches can be done without consent. Exigent circumstances must exist which mandate that the only way to maintain safety is to perform a search – immediately! This is the only time that searches can be made without consent. 

3. True It is important to use force only after all other reasonable options have been exhausted or are clearly not viable. There must be a necessity to use force.   The situation cannot be managed in any other way; the immediate safety of those the officer has a duty to protect (himself, employees, visitors, guests, patients, students or the subject himself). Force can only used by a security officer if; a) it is being used to protect the officer, b) it is being used to protect a third party; c) it is being used to protect the subject. It is also important to note that the mere touching of a person can be considered force. 

4. False Involuntary confessions may not be used in a court of law. The law states that confessions must be free of threats, intimidation, or promises which may cause the accused to make the statement. The most important consideration in a court’s view of a confession is that it was made voluntarily. 

5. True In order to be used in court, evidence has to be secured properly. A well documented chain of custody is a must in order to insure the court will allow the evidence to be used. There must be positive control over the evidence from when it was discovered to when it is presented in court. 
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