ENHANCING SECURITY OFFICER JOB PERFORMANCE
3.6 Personal Communication, Training, and Supervision

L

AL COMMUNICATION, TRAINING, AND SUPERVISION

. officers often depend on written instructions because they may not see a supervisor
securly However, written instructions must be reinforced through personal commun-
eacl.l da};u ervisors should organize their schedules to provide for daily personal contact
ic?tloni:ﬁcefs- Unless a security officer is constantly challenged as to job knowledge and
with O. ng proficiencys it is impossible to ensure the adequate protection of a facility. The
?peragingg supervisor should question the security officer on the details of his assignment as
mSS‘;S the correct responses to incidents. Figures 3-3 and 3-4 show two different approaches
EJ: this topic by tWo0 noted authors in organizational management.

pERSON

1. Principle of Line Loss. The effectiveness of a communication tends to vary inversely with its

" extension. The more people are involved with the line of communication, the greater the probability

of distortion, delay, and loss of meaning.

Principle of Emotional Appeal. Appeals to emotion are communicated more readily than appeals to

reason. People will listen and understand better if the ideas being introduced relate to their personal

interests, desires, families, and jobs.

3. Principle of Application. The more a communication is applied, the better it is understood and
remembered. People will retain information better if they can put it to use; application converts ideas

into action and gets results.

Source: Louis Allen, The Management Profession (New York: McGraw-Hill, 1964).

FIGURE 3-3
Three Basic Principles of Communication

tion and learner recall:
Amount of Information Recalled

‘,___Q,HQUT,S,L?‘!EL_;,W}?_Q?VS Later

A. Relationship between method of instruc
Method of Instruction

1. Telling only , T 0%
2. Showing only - 12% A 20%
3. Combination of show and tell 85% 65%

B. A learner tends to remember:
10% of what is read _
20% of what is heard _ -
30% of what is seen
50% of what is seen and heard i 3 i

70% of what is said (for example, repeated instructions)
90% of what is said as the described operation is performed
Source: Frank E. Bird, Jr., Management Guide to Loss Gontrol (Loganvill, GA: International Loss Control Institute, 1974).

FIGURE 3-4
Job Instruction and Learner Recall
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rsonal Communication. T

brief recommendations for the communication ang aining Proceg;.
ing are :
The following

needs. The instructing supervisor should determin,
] on .
o Base training

. ) .
riate corrective action. omque
deficiencies and take approp
efici

. 1ividual differences. Some of the traits t]?at afect individual leam;
. Recogaize md;wdel;ire to learn, knowledge, aptitudes, interests, mqy;
are intelligence,

Ves, at g Tateg
learning ability. It should be possible to establish feasonabll tt;?ldzz,r emg.

tions, and eaf”“:n while realizing that not everyone can perform at the Same Jo, lds of

performance Osf the; same things at the same tirpe of life. A lfaarner may not p. :b- Not

everyone lean;ven accept some particular lemg at a certain age by may ¢ le o

flip:e;l:gi;‘:;u alized instruction can help security officers deve]

ater.

T, .
OP 10 their g, “®it
point in their lives.

sUati i best motivate people by un
imize motivation. Supervisors can . ; ‘
« M sand cl;:asires; by working with therr} to-af:hleve meamngﬂ.ﬂ Performance o § thej
dnv(;1 wing personal interest in each individual; by providing Proper incenn‘v N
by t;n ‘g’a gf’o d example; by using the positive powers of praise, rewar
se

8Nitigp,.
and by instructing clearly and completely. on

derstapg;

< i i he best results are obtained when the ;
the learner’s viewpoint. T - , € INStrye:
) ::k :rvisor places himself or herself in the learner’s shoeg and orients the instmm-Ilg
acfl)or dingly. Asking learners what they feel they need to learn also ge

s Clion
ts pOSlU.Ve reSlllts

* Provide timely feedback. All people in a learning process want to

are doing. Providing systematic reports of progress m

know hqy, well ¢,
considerably.

ay speed up the learning procees}s'

* Remember follow-up. Repetition and summarizi

supervisor should provide information and then offer g reca
conveyed.

8. Good instruction re
rinciples of learnin
fundamentals of in

patience; familiarity with the p

qQuires Preparation, Practice, anq
taught; and application of the

& thorough knowledge of the job to be
struction,

even on the same shift,
the security officer adapts to the
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N WITH OTHER EMPLOYEES

positive interaction between the security officer and other employees must be facilitated
ive . ) . cilitated o
continuing pasis. The Se(:lllrlty officer may be perceived as a negative entity because h Illla
ai : : _ . e orshe
y business interactions of a minor but positive nature between a

an authority figure:
r and employees may diminish hostility and alienation

INTERACTIO

is
security office

CING 0BSERVATION CAPABILITIES

A security post should be designed to maximize the security officer’s ability to ob th
rotected area. Alarms and CCTV systems may extend the range of surveillance f:l:,e the

used in the post is important. Glare from the sun or artificial light is a ;igniciil'cani

factor common to many security officer operations. The problem is often com-

when the glare of artificial lighting greatly restricts the security officer’s

on. High-efficiency anti-reflective coatings essentially eliminate glare as a

ENHAN

type of glass
work fatigue
pounded at night
range of observati

performance obstacle.

TESTING AND POST-TESTING

kill does not 1
sts can be simple or complex. A simple test/pos

ast unless an officer receives random performance tests and

proficiency inas
t-test routine is shown in

feedback. These te
Figure 3-5-

Test
1. Testsignalis in

itiated from an external source at random times, but at least once on each shift.

9. The exact time the test signal is transmitted is recorded by the sender.

officer presses the “acknowledge” button when the signal is received, and
lly records the time and date of signal receipt.

her calls a designated in-plant telephone number and reports the alarm test
klist) into @ telephone message recording device or places a call directly to

3. The receiving security
this action automatica

4. The security officer eit
(using a test drill chec

the signal sender.

Post-Test
1. The test alarm transmission time is compared to the receiving time recorded on the alarm printer
tape.
e sequence is reviewed for

2. The recorded message left by the security officer in the alarm respons

accuracy and clarity.

3. The test drill checklist is reviewed for accuracy and completeness.

th the security officer no later than the next scheduled work shift.

4. The test results are discussed wi

FIGURE 3-5
Test/Post-Test Routine

ational




