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To Our
Valued Clients

Securitas Services, Inc. During the current economic environment it is more important than ever to partner with our clients to
develop comprehensive security programs that are mutually bene!cial. By conducting an operational
analysis and meeting with clients to discuss what is important, we can help provide a specialized security
program tailored to a specilc facility.

In this issue, we have introduced some of our technology tools that can help enhance your security
program. Read about a few of our clients and learn how we have collaborated with them to implement
security programs and training to meet their unique requirements.

As more of our clients have begun to move some of their operations across the borders, we continue to
develop our North American market to meet those specialized needs at a local level. You can read more
about Securitas Mexico in our interview with Country President Roberto Reyes-Rico on page 22.
Throughout 2009 we will continue to enhance our service o"erings, concentrate on the training of

our employees and work closely with you to develop security programs that meet both your !nancial
and security needs.

Sincerely,

Santiago Galaz
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A Long-Term Partnership Built on

Consistency, Trust
and Understanding

Michael A. Mason,
chief security o#cer -
Verizon
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Securitas USA and Verizon have a long history together.
First contracted in 1992 to help protect a handful of loca-
tions in the northeast, Securitas USA is now on duty at 80%

of Verizon’s domestic locations — which means that at any
given!time,!800!t0!1200!Securitas!USAlo"cers!are!helpin g!
to protect over 200 Verizon sites in 26 states. In addition,
Securitas USA related companies provide contract security

service in a number of Verizon’s key overseas locations.

This!partnership!has!#ourished!in!large!part!'due!to!Securitas’!
ability to understand and execute one of Verizon’s core
security requirements: the need for consistent and excellent
service at each and every site regardless of the region,

geographic location or cultural norms.




Partnership is a word that gets thrown around a lot,
but Securitas' dedication over the last seventeen years
to meeting and surpassing Verizon's security concerns
elevates Securitas from a supplier to a partner."

Verizon Chief Security Ol!cer, Michael Mason
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[left to right] Bob O’'Dwyer,
Securitas site manager,
Mike Kochan, Securitas
area vice president,

Tom Black, Securitas
global/national account
manager - Verizon
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We'have!our!$ngerlon!the!pulse!ofleverything!

that happens; with the PoCo system, we know

iflan!o"cerlis!there!or!not!forlany!given!tour.%o!

Verizon Security Specialist Marcia Soto-Crociata

Setting a Standard for Excellence
“In many of our facilities our security guards repre-
sent our !rst line of defense,” says Verizon Chief
Security O#cer Michael Mason, “but more impor-
tantly, for the vast majority of our employees, the
guards represent their only routine contact with
any element of the Security Department. We only
know an organization from the manner in which it

touches us. If you get sub-standard service, you'll
change providers.” Instead, Mason insists on top-
notch service that creates a positive impression.
He mentions a simple incident in which an execu -
tive left a purse behind: “The guards handled it
very e"ectively. That's what she knows of security;
she had a problem, we Ixed it

“I've been to many of our facilities and the one thing
I've been impressed with is the consistent quality
of the Securitas personnel serving as our guards,”
notes Mason. “Not all the guards know who | am.
Invariably, | strike up a conversation with them and
they are good, decent people doing good work
for a decent wage.” He praises the Securitas USA
o#tcers for being smart, $exible and possessing
the ability to think on their feet. “I don’t expect
unarmed guards to be able to stop armed assail-
ants, but what | want in every other situation is
to not have a failure because our guards failed to
consider alternative solutions to a routine problem,”
says Mason.




One of Mason'’s directives is that all o#cers across
the corporation provide the same level of service.
“l don't know any company where the security
guards at their headquarters are not among the
best; but | expect the same service and caliber of
guard no matter where they are assigned, whether
in North Dakota or Miami. And that's critically
important to me.”

Charting Success

The Verizon account is managed by Securitas
USA's Global Accounts division, which can coordi-
nate changes across countries and cultures while
tapping Securitas’ worldwide resources and indus-
try knowledge. Thomas M. Black, a security veteran

with over 30 years of experience, is the Global
Account Manager. While local Securitas USA
brancho#ces handle day-to-day functions such
as hiring, payroll and compliance, Black makes
sure this enormous account stays on course.
He’s supported by a small team consisting of a
coordinator — the account’s data and number
cruncher — and two regional account managers.

“Global accounts has management oversight,” says
Black. “My job and my sta"’s job are to make sure
that Verizon policies are implemented throughout
the country and the world.” To do this, Black and
his team have developed a thorough system of
reports and audits to ensure standards and policies

[top] Security O#cer Bob
Kierney using a hand held
Flex Patrol unit

[left] Flex Patrol electronic
tour and recording systems

[right] Console Operator
Security O#cer Stanley Lee
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Security O#cer Christopher
Novellino directing tra#c at
check point 1.

Security O#cer Erica Colon
checking vehicles.
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are consistently met. “Part of our success is that
we track everything,” says Black.

Post order instructions outline all Verizon policies
and standard operations procedures, both general
and specilc, for each site across the country and
globe. “The post orders are a living document,”
says Black. “They constantly change to include
updates from Verizon on everything from

violence in the workplace to ‘bring your child to
work day. That's why every six months, we have
to review and update the post orders.”

Monthly scorecards are submitted by Securitas
USA branch managers for every Verizon site
across the country. Key Performance Indicators
(KPI) developed jointly by Securitas USA and
Verizon cover post operations, post attendance,
customer complaints and compliments. “The
scorecard data is really important to us and shows
how the branches are performing,” says Verizon
Security Specialist Marcia Soto-Crociata. “We can
interject whether we have a specilc problem or
there are improvements to be made, and we've
updated them with specilcs that make the reporting
more meaningful”

Post Con!rmation (PoCo) reporting is generated

by Securitas USA's National Communications
Center (NCC), which randomly phones each
Verizon site every service hour to ensure both the
o#cer’s safety and that proper coverage is in place.
If the call is missed, the NCC has a programmed
phone tree and email alert system, which continues
up the seniority ladder until a supervisor is reached.
Securitas USA is the only contract security company
to provide such a service.

Verizon transferred the bulk of its business in the
northeast to Securitas USA in 2006; after completin g
a signilcant transition process, Soto-Crociata feels
they have their bases covered. “We have our Inger
on the pulse of everything that happens; with the
PoCo system, we know if an o#cer is there or not
for any given tour.”

Consistent Service Crosses Borders
Black works with a regional manager based in

the United Kingdom, who covers nine European
countries as well as the Middle East and Africa.
However, corporate law in some countries requires
local ownership, so Securitas companies work
with alliance companies in countries like India

and the Philippines, with Black and the Global



Accounts Unit providing management oversight.
“The security business is basic around the world,”
states Black. “What we bring and what we've
standardized are policies and procedures.”

One of the biggest challenges of international
security is in the documentation and background
checks — or lack thereof — of potential security
o#cers. “India was not regulated when we Irst
went in, and dealing with a culture that isn’t
documented is very, very hard,” says Black.

“By and large, we've been very successful and
that comes from working very carefully with the
alliance partners.”

“With Securitas, | have seen evidence that the
same standards they have here apply in Europe,
and every other place where we use them,’

says Mason.

Building a True Partnership that both contracts and expands. “When we have Security O#cers Giovanni
“Partnership is a word that gets thrown around a to do reductions, | can count on Securitas USA Valentin [standing] & Walter

. N . Stawchny [sitting] performing

lot,” says Mason. %But Securitas’ dedication over to roll up its sleeves, understand my problem and reception duties.

the last seventeen years to meeting and surpass- yet also understand that | need to e"ectively

ing Verizon’s security concerns elevates Securitas make reductions without severely damaging my

from a supplier to a partner. The company has a security posture.”

philosophy that is a living, breathing philosophy —

not just something they put in their magazine, Of course, Verizon does pay Securitas USA and

but something that they practice.” related companies for contract security service

and customer service support, but Mason says

“Securitas is customer-oriented in a genuine way,’ that fact misses a critical point. “There are times

he explains. “They don’t swap out a problem — say  when all | need is simple compliance, but there are

by replacing one sleeping guard with another — other times when | need a problem attacked with

but embrace the problem, understand what the religious fervor,” he explains. “People can comply;

problem is, and show the right steps to help just meet the bare minimum of what you want

resolve the problem and get us to a di"erent place”  anytime. What | like about Tom and the others |
work with from Securitas USA is that they never
“Securitas is responsive to our calls anytime,” adds give me the minimum. They understand what I'm

Mason. “When | get Tom on the phone, it's like trying to get to and they try to get me there —
he is in the o#ce next to me. He’s listening to the and that’s partnership. If all you care about is
issue, embracing and addressing my problem and generating business, guards can quickly become
will circle back to me when the issue is resolved. nothing more than a commodity.”

It's important to me that | can pick up the phone,

talk to Tom and then put it down to deal with other ~ “The guards are not a commodity. The moment |

things, because my partner is going to do the right think of them as such, I'll look for another provider

thing and ensure the problem is resolved instantly. and go with the cheapest bidder,” says Mason.

I don't have to ride herd on them.” %That,% says “If we pay a bit of a premium, it is worth it in the

Mason, %is partnership in action.% service that we get and in the partnership we have
with Securitas.” j

In today’s economy, Mason also has to deal with

the complexities of limited funding and a business
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