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Security wovovancn




A little background:

Co- facilitator Jill Osmond-Groell, Reference Librarian at HPL
Michelle Dennis, Head of Access & Security Services

o 17 years as library director (pop. 2,192);

o 7 years at HPL (pop 65,000+)

o 11 years with adults and teens in mental health/group homes (Portland, OR, Whitewater)
o Experiential education leadership and team development

We start talking about security training in the library when:

We were assigned the responsibility of overseeing security and security training in our library

Michelle attended a workshop on Active Shooter responses by Crisis Reality Training (Jesus
Villahermosa, April 2013) (SWAT in Spokane, WA) and started training our staff;

Our directors want to shift away from assigned “security” personnel,
Erin Conway, a talented addition to our staff, observed me and put tactics into this format;

Our staff report increased confidence and

We are seeing fewer incidents that rise to a crisis level,




How does security happen at your library?




What situations have you encountered?




Verbal Judo: the gentle art of persuasion

by George J Thompson, Ph.D. and Jerry B. Jenkins
HarperCollins, 2013. p.ix

Our Philosophical Foundation for all Access Services.
Five Universal Truths of Human Interaction:

1. People want to be treated with dignity and respect.
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People want to be asked rather than told to do something.
People want to be informed as to why they are being asked to order to do something.

People want to be given options rather than threats.

A

People want a second chance when they make a mistake.



Black Belt Librarian
Warren Graham

Build an “AWARE” Mindset
30/30/30
What is normal?
Trust your instincts




RYAN J. DOWD

Ryan Dowd, Atty, MPA

HomelessLibrary.com

Empathy driven enforcement

an EMPATHY-DRIVEN

You are a valuable person — APPROACH 1o
SOLVING PROBLEMS,
) . . PREVENTING CONFLICT,
It’s your behavior that is unacceptable. and

SERVING EVERYONE



Assuming authority —empowering staff




Phase One - Smile and Say “Hil”

OUR first interaction is not a corrective one.
“Line of Credit”
The best Theft Deterrent ever!

Setting the tone - what’s your attitude
(Teen Central schedule)

Walmart greeters

“Hi” activity




Phase Two — Offer Information

No chance to lie

Assume the best

Suggest a change of behavior

Be careful about saying “I'm Sorry”

Dowd vs Graham



Phase Three — Remind and
encourage compliance

Allow for saving face

Check back sooner

Gauge the emotional energy.

/A




When you ask someone to leave....

Short and sweet
Dispassionate
It fits in your mouth

Stand up to resistance




Who you gonna call?

What if you are the irritant?

What if you need “Backup”
(or need to offer it)?

What if you need the police?
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Debrief — regaining your balance

When you are the supervisor or colleague: When you have just handled an event:
What to ask What to share
What to pay attention to What to pay attention to in future

What NOT to do What to be proud of




For the things we have to learn before we
can do them,
We learn by doing them.

We are what we repeatedly do.
Excellence is not an act
But a habit.

- Aristotle




Tools




Public Code of Behavior

Simple or Detailed
Posted

Handouts




Documents-
how you communicate with each other.

INCIDENT REPORT OBSERVATION NOTEBOOK

Incidenl Reporl

ke | Ak T

Renoring 0703707 Incideri Piva <R
Dele

Y4 erng men (@*‘nfr\nﬂw@
’ mmnﬁ OV ET

e L) —%ﬂ\m» K luteF2 Sem Ur\cwu
fan @aﬁiq*himeQonm—Mm ) OO
¢ Al B grade T WWWmdﬂth E§
r

Iur\W“-‘”)

Tme 3 &R ApotFlec By T Ben
Saiolves 02500
nosent Ijpe Lorpart St v

— - R haud . adoing Shon LT b0
G - bw" & Brin had dewn hi"’tc&g m -
- S meoliks horaae. e 1 siges
%M B ey .
R OCS
S5 o wp e T '
da(\( v ol seicl Tt
n::-\: Taephoa LA el T Lo TN

Do of Spokd v e Y 1
Hegaict Har fe Gred Shrotic \

D conese. ne Flickes! Dl P
Convtn ey [am—— (S
=4 3% ot el FE2 :
. I apaed ¢ oy -
serg-ang ot v e ol —[’\/\_Z\_,)\xl L :
S%cersHome Ties Arrvet { S E L paeion
e s it
Homber i S
i,
e Sam e fberefiod
et e
Ak T Waring
- [o——
pd
P
=4
e Vs g -y Ul spnd b, oo g o - ek

208Ul N AL It | T S T 0 A B2 e




Ed WMANX-Nowy x ;B MewRecord  x { [} AdvancedSearc X { € Hedberg Public X { [§ Admin|Demco x | [ 192.1682.249/c x { @ JANESVILLE ~ x e - x
Ay

& C | ® 192.168.2.249/databases/incidents/|
: Apps m IVAN X - Now you kv [ Advanced Search | st Q Hedberg Public Libr= [ Login [ B&T 15360 - Home cameras m Results - Horse Racin @ SHARE PB lakeshores GMD list

Incident Report

Home | Add Record ‘ Find ‘ Search Results

New Record

Be as detailed and complete as possible. Report the facts, not opinion

Reporting Date Incident Date
Time Report Filed By (Staff |- v
Name)

Names of Staff Involved

Incident Type Accident Attempted Theft Complaint Damage Inappropriate Behavior Inappropriate Internet Use
Theft Vandalism Building Alarm Building Environment Building Security Other Emergency

Names of Persons  If names are not available enter Unknown. Gender
Involved
Approximate Ages Address
File Name of Photo JPG or PNG File Name of Video
Gl kv or P4
File Name of Letter PDE Format
Library Card Number Telephone

Explanation

ﬂ O Type here to search

House Incident

Report Form

LT

MKV or MP4
File Name of Letter PDF Format

Library Card Number Telephone

Explanation
Contributery Causes Relevant Weather
Responding Agency EMS L Fire Department ./ Police Time of Call
Officer's Mame Time Arrived
Badge Number Others Motified of
Incident

Ald Given/Solution

Action Taken [} | etter Sent | SaM Blocked L Internet Waming O 15 O 2nd
Blocked

Date Allowed Back

Date Letter Sent

Date Internet Blocked

Comments and
Fellow Up

Reseat Cancel Save

3rd



Red Folder

(Emergency Responses
and Procedures)




Albrecht, Steve. Library Security: Better Communication, Safer Facilities. ALA Editions, 2015.

*Dowd, Ryan. The Librarian's Guide to Homelessness: an Empathy-Driven Approach to Solving
Problems, Preventing Conflict, and Serving Everyone. ALA Editions, 2018.

*Graham, Warren Davis. The Black Belt Librarian: Real-World Safety & Security. ALA Editions, 2012.

Metz, Ruth F. Coaching in the Library: A management Strategy for Achieving Excellence. ALA
Editions, 2011.

Rubin, Rhea Joyce. Defusing the Angry Patron: A How To Do It Manual for Librarians, 2" Edition.
Neal-Schuman Publishers, 2011.

*Thompson, George J., and Jerry B. Jenkins. Verbal Judo: the Gentle Art of Persuasion. William
Morrow, 2013.

*referenced in the presentation.
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RIGHT NOW: Do a body check.
How does your body feel?

What is going on?
Its NORMAL.

How do you make this a habit?



