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CRITICAL INCIDENT RESPONSE GUIDE
· RESPONSIBILITIES BY POSITION
· MEDIA RELATIONS 
Critical Incident: An incident at the store (includes sexual assault) that results in serious bodily injury that creates a substantial risk of death, or that causes death, permanent disfigurement, or protracted loss or impairment of any bodily member or organ to any store employee or customer.

NOTE:The Loss Prevention Department has the responsibility for the overall    coordination of efforts pertaining to 7-Eleven’s response to a critical incident at the store, and will serve as the on-site spokesperson for the company.                      
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CRITICAL INCIDENT RESPONSE GUIDE
Overview
The following are guidelines and procedures developed by 7-Eleven, Inc for its corporate store operations to follow and are strongly recommended for use by 7-Eleven Franchisees following a critical incident, such as a homicide or serious assault, at any of 7-Eleven’s operating store properties.  We certainly do not anticipate the occurrence of such an incident at your store; but in the event something does happen, we want you to know that 7-Eleven will be utilizing these guidelines in their support to you and your store needs.

The information in these materials is designed to inform the Franchisee and his or her employees of recommended procedures they can follow in the event of a violent incident, whether involving the Franchisee, the Franchisee’s store personnel, a customer or other third party.  Following the procedures outlined in these materials by the Franchisee and his or her employees is left to the discretion of the Franchisee.
The Franchisee may evaluate these guidelines and determine whether these or any additional procedures should be implemented in the event of a violent incident occurring at their store.  Nothing in these materials is intended to alter or amend the Franchisee’s  7-Eleven Store Franchise Agreement.

The intent of these recommendations is to assist the Franchisee and to protect the 7-Eleven Trademark.
DEALING WITH THE MEDIA

The first two hours of any emergency could determine the atmosphere for media relations between the company and the press and for possible future interactions between the two agencies.

You can be certain that should an incident of public interest occur at your store, the media will be sure to follow up.  Television camera persons or newspaper photographers may want to photograph damaged equipment or facilities.  Although this activity is discouraged, in certain cases the Division Manager may allow in-store filming where necessary and/or in the best interest of the company.

The best rule of thumb for all stores to follow when approached by the media for information is:
1. Store personnel are discouraged from answering media questions because they are not the designated company spokespeople.

2. If the media arrives unexpectedly to interview, videotape, etc., following an incident, politely inform them that 7-Eleven has personnel on staff to respond to their questions.  Provide them with Corporate Communications number at 800-255-0711.

3. 7-Eleven, Incorporated strongly encourages franchisees to contact their Field Consultant/Business Consultant when the media arrives to conduct an interview, take pictures and/or videotape.

4. If the media is at your store without permission, they should be asked to wait outside until the Division or Corporate Communications Department grants permission.  The media may take photos and/or video tape from a public area such as a sidewalk or a street without 7-Eleven, Incorporated permission.  For most store locations, the store parking lot is not public property (an exception may be a strip center, etc.). The media needs permission from Corporate Communications or the Division Loss Prevention contact to take pictures, interview or video tape when they are on 7-Eleven property.
NOTE: See pages 8 - 13 for SAMPLE MEDIA QUESTIONS & ANSWERS.

CRITICAL INCIDENT RESPONSE GUIDE
Responsibilities by Position
SALES ASSOCIATE

1. Activate the security alarm when safe to do so.

2. Alert witnesses that the front doors will be locked. Request witnesses to stay until police arrive. If they cannot stay, obtain contact information if possible. Assemble in an area of the store away from the crime scene.

3. Lock front doors.

4. Dial 911 and stay on the phone until emergency assistance arrives.

5. DO NOT TOUCH ANY EVIDENCE.
6. Call your Store Operator and advise him/her of the incident.

7. Call the HOTLINE (1-800-555-2620) when police arrive to initiate a case report and response team notification process.

8. If MEDIA arrives on scene, do not give statements other than to refer them to Corporate Communications at 1-800-255-0711.
STORE OPERATOR
1. Once notified, immediately go to the store.

2. On arrival, make immediate contact with the On-Scene Commander, identify yourself and what position you hold with the store.

3. If the HOTLINE (1-800-555-2620) was not informed of the incident make the notification immediately so a case report can be initiated and the market can follow protocol to activate market response team.
4. Make a courtesy call to your Business Consultant (FC) to ensure he/she has been notified and is proceeding to your store to assist.

5. The store is a crime scene and police have full control so offer any assistance to assist the police in their processing. The police will need the full identity of the victim to include the victim’s date of hire, and next of kin.

6. Do not respond to the media. If approached, refer the media to Corporate Communications at 1-800-255-0711.

7. The store will remain closed until released back to Store Operator by law enforcement authorities and Loss Prevention.
8. Determine cash and merchandise loss by store accounting procedures to determine actual loss.
FIELD CONSULTANT

1. Once notified, immediately notify Market Manager and Loss Prevention Specialist.

2. Proceed to store to give support to employees and police. Notify Store Operator if he/she has not been notified (make sure you have all information i.e. Name, address and phone numbers of the Store Operator with you).

3. After receiving briefing from the Store Operator or Police, contact the HOTLINE and update the case if Loss Prevention is not on-site, or expected to arrive soon.

4. Coordinate with Market Manager for additional duties.
5. If appropriate, visit hospitalized employee and/or attend funeral/memorial services.
Responsibilities by Position, continued
MARKET MANAGER
1. Once notified, immediately contact market response team and proceed to the store. Ensure one of the members have brown paper and tape so the windows can be blocked.
2. Contact Division Vice President to give the initial notification. Keep him/her informed of any new developments.  Notify Franchise Owner’s Association contacts of the incident.
3. Contact and coordinate with Human Resources Manager about working with the family and co-workers.

4. Receive briefing from Field Consultant and Loss Prevention Specialist on arrival to the scene.
5. Establish an assembly area, preferably away from the store, so that the Field Consultant, Store Operator and Market Manager can meet in private with family members and co-workers. This location needs to be out of site of the media.

6. Coordinate with Logistics Manager regarding pending store deliveries. 

7. Coordinate store readiness and re-opening process, including assisting with replacement store staffing if necessary.   
8. Attend Employee Assistance Program (EAP) meeting with store staff at a designated area.

9. Attend Community Meeting with Store Operator and Loss Prevention Manager.
10. If appropriate, visit hospitalized employee and/or attend funeral/memorial services.
AREA FACILITIES MANAGER

1. Coordinate all repairs needed to ensure store readiness.
2. Assist with notification to crime scene clean-up service providers.

LOSS PREVENTION SPECIALIST

1. Once notified, immediately proceed to the store and start a journal to document all activities and time lines related to the incident. 

2. Notify Division Loss Prevention Manager, Market Manager and Field Consultant of the incident.
3. On arrival make immediate contact with the Police Commander to receive a briefing and offer any assistance needed. Advise the Police that you are the 7-Eleven Contact for them and the media.
4. Obtain all information on the victim along with anyone else working at the time of the incident including any witnesses.
5. Coordinate with the police to keep crime scene tape up until the store is ready to be re-opened.

6. Once the store is released to Loss Prevention by the Police, co-ordinate crime scene clean-up response approach / respond to the store. 
7. Release store to Market Manager/Staff.

8. Notify OSHA within 8 hours of the incident at 1-800-321-6742.

9. Ensure windows remain papered until store is reopened.
10. Conduct follow-up investigation as needed.
11. Update Clarify report.
Responsibilities by Position, continued
DIVISION LOSS PREVENTION MANAGER

1. Once notified, immediately proceed to the store and assist in coordination of procedures.
2. Immediately notify Division Vice President, Corporate Communications Manager, and Director of Corporate Loss Prevention. 
3. Distribute most recent version of the Critical Incident Response Guide to Field Consultant, Market Manager, Human Resources Manager, Facilities Manager and Division Vice President. 
4. When appropriate, request approval for reward funding from Director of Corporate Loss Prevention.
5. Assist Corporate Communications Manager in preparation of media response.
6. Ensure all loss prevention procedures are accomplished.
DIVISION HUMAN RESOURCES MANAGER

1. Once notified, go to Division Office.

2. Obtain / provide any payroll information (Franchise employee).
3. Secure employees’ personnel file if Corporate Employee.

4. Contact Corporate Insurance to advise of the incident.
5. Contact Corporate Community Relations to advise of the incident and to discuss family assistance, collection efforts and rewards.
6. Visit family with Market personnel if appropriate.

7. Set up Employee Assistance Program group counseling for corporate store employee’s and offer the same service for Franchise Employee’s.
8. Determine benefits that the employee had on file.

9. Maintain contact with family members to answer any questions.
10. If appropriate, visit hospitalized employee and/or attend funeral/memorial services.
DIVISION VICE PRESIDENT

1. Once notified and briefed on the critical incident, notify Senior Vice President of Operations.
2. Contact Regional Franchise Owners Association President to advise the incident occurred.

3. Contact Corporate Communications at 1-800-255-0711.
4. Ensure Market Manager, Division Loss Prevention Manager and Human Resources Manager provides updates as appropriate.

5. Prepare and send out letter to all stores advising them of the incident.
6. If appropriate, visit hospitalized employee and/or attend funeral/memorial services.
SAMPLE MEDIA QUESTIONS & ANSWERS 
CRITICAL INCIDENT:  GENERAL CRIMES 

Was there a burglary/robbery at your 7-Eleven store in CITY today? 

I can confirm that there was a robbery at our store today.  I cannot disclose any details about the incident at this time since it is currently under investigation by local authorities. 

How much cash was taken?  Was anything else stolen, like lottery tickets or money orders?

It is company policy to not disclose what, if any, items were taken during a robbery.  This includes the amount of cash that was stolen or any other items that were taken.  What I can tell you is that 7-Eleven is cooperating fully with local law enforcement as they conduct their investigation of this incident.  

Did they leave any money in the store? 

Again, since this a pending investigation I cannot disclose that information. We continue to work diligently with local law enforcement to investigate this situation.   

Can you tell me when your alarm tripped?

Again, since this a pending investigation I cannot disclose that information.  We continue to work diligently with local law enforcement to investigate this incident   

Can you describe the robber? 

Again, since this a pending investigation I cannot disclose that information. We continue to work diligently with local law enforcement to investigate this incident.   Please contact the police department for more information.   

Was anyone hurt? 

I can confirm that there were no injuries, but cannot disclose any additional information. We continue to work diligently with local law enforcement to investigate this incident.  
What was the name of the employee on-duty at the time of the robbery?

Again, since this a pending investigation I cannot disclose that information. We continue to work diligently with local law enforcement to investigate this incident. 
Why do you think that this person decided to rob 7-Eleven? 

I can’t answer that question.   It would be inappropriate for me to speculate on the perpetrator’s motives.
SAMPLE MEDIA QUESTIONS & ANSWERS 
CRITICAL INCIDENT: GENERAL CRIMES, continued 

Do you think that 7-Eleven stores are safe? 

Providing a safe and secure environment for our employees and customers is our first consideration at 7-Eleven.  We have established a multifaceted Crime Deterrence Program that has been specially designed for our company to safeguard each employee working at our stores. Unfortunately, we live in a violent society and, on occasion, that violence spills over into a retail store such as ours.  When an incident does occur at one of our stores, we cooperate fully and work diligently with local law enforcement to take the appropriate action and resolve the situation quickly and safely. 

Why don’t you provide bulletproof glass kiosks, bulletproof vests or an armed guard, require more than one clerk on duty or close the store at night?

All of 7-Eleven’s crime deterrence measures are developed and implemented as a result of research.  We are willing to consider other feasible security measures after they have been researched and tested to be effective as crime deterrents.  However, the measures you suggest are unproven in research, and in some instances, it is believed would create the opportunity for even greater risk of harm to store personnel and customers.
Can you describe your security system? 

7-Eleven is committed to providing a safe and secure environment and works continuously to improve the security measures that we have in place at our centers.  While I cannot discuss all of the specific measures 7-Eleven utilizes to provide a safe and secure environment for our employees and customers, I can tell you that 7-Eleven has established a unique proprietary security program at all corporate operated stores. 

Can you be more specific about measures you take to deter crime?  

Some of the key components of our Crime Deterrence Program that I can share with you include an ongoing training program for store personnel, timed-access cash controllers, bright lighting inside and out, closed-circuit television surveillance cameras, and an alarm and monitoring system.  

SAMPLE MEDIA QUESTIONS & ANSWERS 
CRITICAL INCIDENT:  HOMICIDE OF EMPLOYEE WHILE ON-DUTY
If contacted as incident is occurring:

I understand one of your employees was killed during an incident (i.e. robbery) at a 7-Eleven store in CITY?  Can you confirm this report? 
I cannot confirm that information at this time since this is an ongoing situation.  If you give me your name, phone number and the name of the newspaper, television or radio station you represent, I will call you back when information is available.  

How was the employee killed?
Again, I cannot release any information at this time.  If you give me your name, phone number and the name of the newspaper, television or radio station you represent, I will call you back when information is available.  

What was the name of the employee?
Again, I cannot release that information at this time.

How long did the employee work for the company? 
Again, I cannot release that information at this time. 
When can you release this information?
We are currently working diligently with local authorities at the scene to resolve this situation.  If a death has occurred at our location, we must first confirm it with these authorities and then contact the immediate family.  We will then contact you when information is available.

SAMPLE MEDIA QUESTIONS & ANSWERS

CRITICAL INCIDENT:  HOMICIDE OF EMPLOYEE WHILE ON-DUTY
Once a death has been confirmed by the proper local authorities and the immediate family has been notified:

Can you release the name of the employee that was killed while on-duty?

NAME was a valued 7-Eleven employee.  NAME had worked for the company for ___ years and was a member of the 7-Eleven family.  He/she will be missed.  We have sympathy for his/her family and join them in their loss. We offer our sincerest condolences. 

What could 7-Eleven have done to prevent the death of this employee?

I cannot speculate on that.  What I can tell you is that 7-Eleven has a multifaceted security program aimed at protecting our employees.  Unfortunately, we live in a violent society and sometimes that violence can spill over into the workplace.

We will continue to work diligently with law enforcement to investigate and resolve this incident. Again, this is a very tragic incident. We at 7-Eleven feel a great loss.  NAME was a valued 7-Eleven employee.  NAME had worked for the company for ___ years and was a member of the 7-Eleven family.  He/she will be missed.  We have sympathy for his/her family and join them in their loss. 

SAMPLE MEDIA QUESTIONS & ANSWERS 
CRITICAL INCIDENT:  HOMICIDE OF CUSTOMER ON 7-ELEVEN PROPERTY 

If contacted as incident is occurring:
I understand one of your customers was killed during an incident (i.e. robbery) at a 7-Eleven store in CITY?  Can you confirm this report?  
I cannot confirm any information at this time since this is an ongoing situation.  If you give me your name, phone number and the name of the newspaper, television or radio station you represent, I will call you back when information is available.  

How was the customer killed?
I cannot release that information at this time.   I can only release that information when a loss of life has been confirmed to have occurred at a 7-Eleven store and following notification of the individual’s immediate family.  If you give me your name, phone number and the name of the newspaper, television or radio station you represent, I will call you back when information is available.  

What was the name of the customer?
I cannot release that information at this time pending confirmation by authorities and notification of the customer’s immediate family.    If you give me your name, phone number and the name of the newspaper, television or radio station you represent, I will call you back when information is available.  

SAMPLE MEDIA QUESTIONS & ANSWERS 
CRITICAL INCIDENT:  HOMICIDE OF CUSTOMER ON 7-ELEVEN PROPERTY
Once death has been confirmed by the proper local authorities and the immediate family has been notified:

The sheriff’s department has confirmed that a customer was killed.  Can you confirm this? 

A customer was killed this afternoon during a robbery attempt (example) at a 7-Eleven store.  This is a very tragic incident and we are cooperating fully with law enforcement as they conduct their investigation. 
Can you release the name of the customer who was killed while on-duty?

Although I can confirm that a customer was killed, it would not be appropriate for me to release the information you have requested.  Please direct that question to the local law enforcement agency that is leading the investigation.  I would be happy to direct you to the individual in charge. (Refer reporter to the law enforcement agency’s public information officer or lead detective and give the reporter this individual’s phone number.) 

What could 7-Eleven have done to prevent the death of this customer?

I cannot speculate on that.  We will continue to work diligently with law enforcement to investigate and resolve this incident.  Again, this is a very tragic incident.  We extend our deepest sympathy to this customer’s family.

Why did your employee drop to the floor and refuse to render aid?  Couldn’t he/she have come out and helped? 
I cannot discuss any specific details regarding this incident because it is currently under investigation by local law enforcement.  

How many deaths have occurred at 7-Eleven stores during the past year?    

We do not release crime statistics.
According to police reports we have obtained, there have been three deaths at 7-Eleven stores during the past 12 months.  Why so many, and are they related? 

While I can confirm that three deaths have occurred at our stores during the past year, I cannot disclose specific details about these incidents since they are currently under investigation.  These incidents are isolated and unrelated.  We are working closely with local law enforcement as they continue to conduct their investigations.
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