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Emergency Planning
I syour property prepared for the worst?

Thenumber of lawsuitsagaingt property owners, management companiesand the
vendorswho support them continuetoincrease. It seemsthat nearly any incident,
from aminor accident to acatastrophic disaster, can bring about litigation these
days. Becauseof this, itisimportant that aproperty is prepared for anything, and
that thosein charge know how to respond appropriately to any situation. Never
isthistruer thaninthe case of therare but disastrousevent. Almost every property
has clear-cut guidelinesfor helping and dealing with avisitor who dipson the
escalator. Eventoday, very few have aplan for dealing with acar bombing or

(Continued on Page 2)

Customer Service and Security

Security’s most important function

If you wereto stop agroup of average peoplewalking through apublic placeand
ask about their impressionsof thetypical duties of asecurity department, what do
you think they would say? Most peoplewill probably say thingslike, “arresting
criminals, preventing crime, or parking enforcement.” Of course, these may be
some of the functions of a security program. If you were to ask the security
officers posted in that same public place what they do most, they would undoubt-
edly respond, “ helping tenantsand visitors.”

The most important role a security department servesis one that most people
overlook: Customer Service. Becauseof this, it isimperativethat potentia secu-
rity providers be screened asto the valuethey place on providing qudity service
tonot only their clients, but sotheir clients clients. Itisthebasisof dl productive
relationshipswith clientsand tenants, and it can d so greatly enhancetherel ation-

(Continued on Page 2)

Automobile Theft Prevention
Are you doing everything you can?
Mogt vehiclesare stolen becauseit iseasy todo. 80% of carsstolen are unlocked,

whileamost half havethekeysleft insdetheignition. Remember acar doesnot
haveto be expensive or new to be stolen. Many carsaretakenfor their valueas
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DID YOU KNOW?

According to experts,
stolen laptops can sdll for
between $500 and
$1,800 on the street and
can potentially cause the
loss of confidential or
irreplaceable data. A
recent survey indicated
that more than half of
respondents had been
victims of alaptop theft
in the past.




Customer Service
(Continued from Cover)

ship between property managers and the property’ s
tenants.

Thequality of customer service provided will either
encourage or discourage these groups of peopleto
communicate and interact with the security staff. If a
poor relationship exists, management and tenantswill
havelittle or no interest in working with the security
provider, andthe programwill suffer. Thiscangrestly
diminish your security program’ seffectiveness. In
addition, thiswill reflect poorly uponthe property and
itsmanagement. A security officer’ scontact witha
patron may betheonly contact they havewith some-
onefrom the property, so that contact may very well
determine how the property asawholeisjudgedin
theeyesof that visitor.

All of thesethingsarewhat set apart agreat security
provider from other security providers. Thecustomer
service provided by your security staff isan extenson
of the serviceyou offer your clientsand your clients
vigitors. It may not be something that is packaged
and sold, but it should be ddlivered assuch. Withal
of thisinmind, ensuring that outstanding customer ser-
viceisin place at your property should be an easy
decision. &

Officer Spotlight

Deborah Pearson,
Country Club Plaza

Corporal Deborah
Pearsonjoined the Chedey
Brown International team
a The Plaza nearly one
andahaf yearsago. Sincecomingto Chedey Brown
International, Deborah has been involved in many
gpecial projects, including the development of a
“Culture-Card,” which lists questions and phrases
commonly exchanged between security peopleand
the publicin both English and Spanish. For Deborah’s
full profile, please go to www.ched eyrbrown.com.

Keep up the good work, Deborah! &

Automobile Theft Prevention
(Continued from Cover)

used parts, which area so much harder totrace. Here

are some things to keep in mind to help prevent

automobiletheft:

= Lock your car doors and trunk whenever you
leaveit, and pocket thekeys. Securedl windows.

= Do not mark your key chain with your name,
address, or any descriptiveinformation that would
dlow athief to tracethekeysto your car or home.

=  Donoleaveany origind vehicletitles credit cards,
or other important documents in the glove
compartment. Thisinformation could beusedto
sl your car.

= Congderingdlingaradiowith aremovabletuner,
whedl locks, battery locks, locking gas caps, and
other theft-prevention hardwareto deter thieves
from stealing your car accessories. &

Emergency Planning
(Continued from Cover)
electricd explosion,

Different property types present different challenges
in preparing for magjor emergencies. For example,
withtheregular changesin tenantsand ther clientele,
itisdifficult for shopping center managersto ensure
that everyone involved is aware of emergency
procedures. By preparing abasic security procedures
outline with modulesthat can be easily adapted to
various types of emergencies, properties can be
adequately prepared for any disaster that may occur.

During any typeof emergency, much of theinformation
necessary to cope with the situation remains
unchanged. Sources of this information include
detailed Stemaps, tenant contact ligts, including tenant
location, tenant tel ephone number, manager and other
emergency contact information, parent company
contact information and emergency services contact
information, including police, fire department, utility
providersand other local law enforcement.

Itisasoimportant to haveready and available severd
emergency responsekits. Thesekitsshould include
theinformation listed above, aswell as pens, paper,

(Continued on Page 3)



Emergency Planning
(Continued from Page 2)

sign-in sheets (to keep track of repair personnel
and vendors), listsof nearby restaurantsand food
ddivery services, pre-made signsto identify the
location of the property’s management and
security offices, and other miscd laneousitemsthat

may be necessary.

Itisimperativethat dl emergency proceduresare
to the point and easily understood. Anyonewho
picksup the set of emergency procedures should
be able to quickly and easily follow their
instructions. The procedures should beginwith
sectionsoutlining how to react inthe most likely
scenarios first, followed by less probable
stuations. For example, dmost dl propertiesare
susceptibletofires, so proceduresfor deding with
fires should be listed near the beginning.
However, many areas are more prone to
tornadoes or blizzards, so they may be placed
earlier or later in the procedures, depending on
thelikelihood of their occurrenceat the property.

Step by step, outline-style procedures are much
better than paragraphswhen writing emergency
procedures. Thismakesthemfar easer tofollow,
and important information can befound quickly.
These procedure outlines should include how to
communicatethe details of the emergency, how
everyoneinvolved should respond and whet their
rolesare, where people should go, and what they
should do when they get there.

Findly, no matter how well emergency plansmay
bewritten, they are nearly usdessif no onereads
them. They should be pulled out and reviewed
regularly by the property’ ssecurity staff, property
management, engineering saff andtenants. Initid
training, after the procedures are written or
revised, should befairly detailed, and the security
staff must be availableto answer questions about
the emergency plan whenever necessary.

With aproperly written emergency planand abit
of training, any property can bewd | prepared for
any emergency. Whilemany emergency Stuations
simply cannot be avoided, aquick response can
have adrasticimpact onthe disaster’ seffect. ¥®

From the Desk of Brent Brown...

Autumn is often the ™
time of year that J
people and companies |
start winding things
down. Infact natureit-
self could appear as
though it werewinding
things down for the
year. Well, not at
Chesley Brown. Fall ‘/

has always been abusy b
timefor us. | persondly lovethistime of year, the chang-
ing season and the cooler weather. To me autumn brings
new energy and excitement, and thisyear isno different.

It was 15 years ago October 1990 that Chesley Brown
Associates, Inc. (our first company) wasfounded, and it
wasin October of 1997 that the operationsfor the newly
formed Chesley Brown International, Inc. cranked up
when we stood up operationsfor thefirst timeat proper-
tiesinfive sates. Thisfal wearein thetesting phase of
our newest subsidiary company that will be yet another
first for the security industry. By thefirst of theyear we
will be unveiling ahigh tech servicethat will continueto
show that The Chesley Brown Companies continueto
lead theindustry ininnovative security solutions.

Recently | visted TheAir Force' sAir Combat Command
in Langley, Virginia. We were there touring and being
briefed on theworld’ smost sophi sticated and innovative
jet fighter, the F/A-22 (made right down the street from
our offices). Many of the briefstook place at the ACC
Creech Conference Center named after Genera Wilbur
“Bill” Creech, oneof thefirst Commandersof ACC and
also known asthefather of the Thunderbirds. General
Creech was widely known as an amazing leader of air
forceinnovation, and | wasimpressed when | reed onthe
bronze plaque honoring him at Langley Air Force Base
his final words to the men and woman of Air Combat
Commandin 1984. “You have madeit better, your cha-
lenge now isto make it better still”. Our challenge at
Chedey Brownisawaysto makeit better till.

Semper Vigiled
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Brent C. Brown ol
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