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The purpose of this study was to determine the atti-

tudes of retail sales personnel toward shoplifting as well

as toward procedures and devices designed to minimize shop-

lifting. The study also sought to examine employees'

recall of training in regard to shoplifting and its pre-

vention.

It was concluded that most of the employees are aware

of the high cost of shoplifting to retail stores. The

majority of the employees do not define shoplifting in

terms of the value of the merchandise taken. Uniformed

guards, locked display cases and electronic article surveil-

lance devices were ranked high in terms of effectiveness as

shoplifting prevention devices. The majority of employees

reported they had received training to prevent shoplifting

but also indicated they desired more training in certain

areas.
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CHAPTER I

INTRODUCTION

Loss of merchandise due to theft is a major problem to

retailers. Recent studies indicate that the retail indus-

try suffers more from this crime than any other sector of

the economy (2, 7, 11). The losses due to crime against

retail business increased greatly during the past decade.

These crimes will be a major concern in the decade ahead,

and accordingly retail stores will most likely continue to

increase efforts at all levels of store operations to

combat these crimes (4, 7).

The Federal Bureau of Investigation (7) has designated

shoplifting as the fastest growing larceny in the United

States. Surveys made during the 1960s indicated that shop-

lifting increased 221 per cent during that decade (8). The

reported incidence of shoplifting rose 73 per cent between

1967 and 1972 (9, p. 44). Statistics compiled by the Fed-

eral Bureau of Investigation (1, p. 63) indicated that in

1979 retailers lost approximately $8 billion to shoplifters

which was triple the amount reported twelve years ago.

This figure was expected to increase 15 to 20 per cent in

1980, so that by the end of the year the projected loss may

have reached $10 billion (1, p. 63).
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The Austin Police Department (5, p. 1), Austin, Texas,

reported that in 1974, more property was lost to the shop-

lifter than to the burglar and armed robber combined. The

Department indicated that shoplifters take approximately

one-third of all property stolen.

The cost of merchandise lost to shoplifters is even-

tually passed on to all customers. Retailers raise prices

2 to 15 per cent to compensate for merchandise stolen; this

is in addition to the cost of developing and implementing

procedures designed to minimize shoplifting (4, p. 119; 5,

p. 1). Estimates indicate that each consumer pays approxi-

mately $137 more a year for purchases in order to make up

for merchandise stolen from retail merchants (5, p. 1).

Retailers are investing between $80 million and $90

million per year in protective services (3, p. 76). Some

retailers have developed programs to train employees in

detecting and reporting shoplifting incidents whereas

others have no formal training programs for this purpose.

Employees must deal with angry, honest customers who are

inconvenienced by restrictions such as limited access to

merchandise, limits on the number of garments that may be

taken into a dressing room, unavailability of shopping bags

because of the concern that the bags could aid in con-

cealing stolen merchandise, and the general discomfort of

being watched and suspected.
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The employee is an integral part of the retailer's

overall program in combating shoplifting. This fact makes

employee attitudes towards shoplifting an important aspect

in the overall prevention of shoplifting.

Statement of the Problem

The problem of this study was to investigate attitudes

of retail sales personnel toward shoplifting, as well as

toward procedures and devices designed to minimize shop-

lifting. In addition, the study examined employees' recall

of training in regard to shoplifting and its prevention.

Purposes

The purposes of the study were as follows:

1. To determine if employees are aware of the cost of

shoplifting to retail stores,

2. To ascertain if employees define shoplifting in

terms of the value of merchandise taken,

3. To determine if employees believe there are differ-

ences in frequency of shoplifting according to customer's

age, sex, race or income level,

4. To analyze employees' awareness of and attitudes

toward selected techniques designed to minimize shop-

lifting,

5. To determine if employees are aware of the various

mannerisms of customers that could indicate intent to shop-

lift,
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6. To obtain information on employee training in

regard to prevention of shoplifting, and

7. To draw conclusions which might serve as a basis

for training to minimize shoplifting.

Research Questions

The following research questions guided this study.

1. Are employees aware of the cost of shoplifting to

retail stores?

2. Do employees define shoplifting in terms of the

value of merchandise taken?

3. Do employees believe there are differences in fre-

quency of shoplifting according to customers' age, sex,

race or income level?

4. Which devices or procedures designed to minimize

shoplifting do employees believe are the most effective?

5. Are employees aware of various mannerisms of cus-

tomers that could indicate intent to shoplift?

6. Do employees feel they have been adequately

trained to prevent shoplifting?

Limitations

The following limitations are applicable to this

study.

1. This study investigated employee attitudes toward

six devices or procedures designed to prevent shoplifting.
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2. Employee awareness of shoplifting was the focus of

this study and no attempt was made to investigate internal

theft.

3. This study focused on sales personnel and did not

include any individuals in management or supervisory

positions.

Delimitations

The study was limited to employees from two branches

of a department store in the Dallas metroplex.

Assumptions

The following assumptions were made in this study:

1. Subjects responded honestly to the instrument used

to measure attitudes towards various aspects of shop-

lifting.

2. Shoplifting occurred in the two department stores.

3. The respondents are representative of employees

who are employed by major conventional department stores

located in large metropolitan areas.

Significance of the Study

The investigation of selected employee attitudes

toward shoplifting will provide information to retailers

which can serve as a guide in planning and developing

employee training programs for detection and prevention of

shoplifting.
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Definition of Terms

The following terms are applicable to this study.

1. An amateur shoplifter is a person who shoplifts

for pleasure, not as a profession. Amateurs steal goods

for their own use or for other personal reasons.

2. The electronic article surveillance device

(EAS) is an electronic device, with antennae, that trans-

mits and receives high-frequency radio signals. A hard to

remove, electronically sensitive label or tag is attached

to the merchandise. If the tag or label is not removed by

the cashier it will trigger an alarm when carried out of

the store (6, p. 115).

3. Employee theft is when a person steals from

his/her employer.

4. Kleptomania is an abnormal, irresistible desire

to steal, directed especially toward objects of symbolic

rather than economic value.

5. A magneticdetector is an electronic device

also called an electronic article surveillance device.

6. A maor conventional department store is

defined by the Bureau of Census as one that employs twenty-

five or more people and sells general lines of merchandise

in each of three categories: home furnishings, household

linens and dry goods, and apparel and accessories for the

entire family (10, p. 182).
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7. A polygraph test is often referred to as a lie

detector.

8. A professional shoplifter is a person who is in

the business of stealing goods or merchandise from retail

stores while pretending to be a customer. Professionals

shoplift in order to market the stolen merchandise.

9. Shopplifting is stealing goods from a store

while pretending to be a customer. Shoplifting is the

theft of merchandise from a retail concern.

10. Shrinkage is the loss of inventory which may be

due to shoplifting or employee theft.

11. Wrongness is the degree of unlawfulness, the

injustice or injury of the act of shoplifting.
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CHAPTER II

REVIEW OF LITERATURE

Shoplifting is draining the American economy. Esti-

mates of the amount of merchandise taken from retail stores

by shoplifters varies greatly. Some estimates are as high

as $8 billion per year (6, 8). Actual losses to individual

retailers are estimated to be between 1.7 and 7.5 per cent

of dollar sales (8, p. 75).

Shoplifting tends to peak during the Christmas selling

season. Saul Astor (23, p. 145), a New York security con-

sultant, indicated that shoplifting losses during the

period between Thanksgiving and Christmas totaled $1.6 bil-

lion in 1979. The next most active period for shoplifters

is from August 15 to September 15, followed by pre-Easter

and school summer vacation (12, p. 25).

The Effects of Shoplifting

The effects of shoplifting on the retailer and the

American economy are of great concern.

Shoplifting contributes to productivity losses, saps
the vitality of many retail businesses, and redis-
tributes a significant amount of wealth from stores to
thieves and fences--which adds up to higher costs for
most consumer goods (9, p. 119).

Estimates vary as to what per cent is added on to the mer-

chandise price to make up for merchandise losses and extra

9
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cost of increased security. These estimates range from 2

to 15 per cent (9, p. 119; 11, p. 1). Department stores

increase markup 2 to 3 per cent in order to make up for mer-

chandise lost from shoplifting (9, 21). Losses are so high

that many small business bankruptcies are caused by losses

from shoplifting (21, p. 71).

Factors Contributing to Increased Shoplifting

Shoplifting can be a very profitable activity for

thieves. William E. Cobb (5), West Virginia College of

Graduate Studies, stated that in 1971 the average veteran

shoplifter was stealing $30,000 worth of merchandise

annually and, at 1979 prices, could be clearing $53,000 a

year. The net benefits of shoplifting were significant for

his sample population of shoplifters even after considering

the probabilities of apprehension and punishment.

A number of researchers have investigated shoplifting

motives to determine why shoplifting is increasing (7, 8,

13). El-Dirghami (7) reported that adversity and financial

problems usually were not the motive for shoplifting.

Messenger (13) reported that 75 per cent of the shoplifters

apprehended could afford to purchase what they stole, as 20

per cent were in the high income bracket and 55 per cent in

the middle income bracket. While studying consumer atti--

tudes, Guffey, Harris and Laumer (8) found that the major-

ity of respondents thought the major motive for shoplifting
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was a feeling of getting away with it instead of lack of

money. Also considered as major motives for shoplifting

are alienation, rebellion, moral decline and excitement

(7).

Two additional factors that are believed to be contrib-

uting significantly to the increase in shoplifting are

inflation and recession. These economic conditions cause

higher prices and reduce employment; as a result, more

people help themselves to merchandise (21, p. 71). Teen-

agers use similar reasoning to explain shoplifting. If

parents do not buy their teenagers what the children want,

shoplifting is used as an alternative method to acquire the

desired merchandise. Some people use shoplifting as a

method to obtain merchandise that the budget did not allow;

while, others steal because they feel it is their right.

The lack of deterrents such as apprehension and prose-

cution are also increasing the occurrence of shoplifting.

Studies indicate that very few shoplifters are apprehended

(6, 19). A 1970 study involving total surveillance of 1600

shoppers in four eastern department stores found that one

in fifteen shoppers entering these stores stole merchan-

dise. The average value of the merchandise shoplifted was

between five and six dollars. One 1 shoplifter out of 109

was apprehended by a store detective (6, p. 5). Other

industry sources estimate that only one in thirty-five shop-

lifters is apprehended (19, p. 44).



12

Retail establishments are often reluctant to prosecute

shoplifters who are caught because of the expenses

involved. "Industry estimates place the value of the aver-

age shoplift at fifty dollars whereas the average cost in

employee time to get a conviction is about $350" (23, p.

145). Additionally, the merchandise seized as evidence can-

not be sold until the court proceeding is over.

Anytime a retailer tries to prosecute a shoplifter the

risk of a suit for liable and slander is great if the sus-

pected shoplifter is acquitted (21, p. 72). Burdine's

department store in Miami paid $400,000 in an out-of-court

settlement after being charged with false arrest.

Employees are also cited as contributing to increased

shoplifting. LaBurtis (10), in a study of retail security,

concluded that employee shortcomings significantly contrib-

uted to increased shoplifting. The author further

indicated that departments where there was a high incidence

of shoplifting provided limited floor coverage and were

more likely to not have sales personnel at all times.

Employees from departments which had excessive shoplifting

were less likely to immediately inspect dressing rooms

after a customer left. Further findings indicated that

even when sales personnel were present, the employees were

often reluctant to become involved in shoplifting inci-

dents.
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Consumers ' Perceptions of Shoplifting

Researchers have attempted to investigate consumers'

perceptions of the degree of "wrongness" of a shoplifting

offense. Wilkes (25) measured the degree of "wrongness"

for fifteen different fraudulent practices. The results

indicated that the degree of perceived "wrongness" was

closely linked to the value involved and the specific situ-

ation.

The results of Guf fey, Harris and Laumer's (8) survey

supported Wilkes' findings. The survey indicated that,

. . . 61 percent of the respondents indicated that
taking any item valued from one to five cents consti-
tuted shoplifting. Thirteen percent of the respondents,
however, felt that any item taken must be valued in
excess of three dollars to be considered shoplifting not
simply as an act of taking, but as taking an item at or
above some threshold of value (8, p. 83).

Shoplifter Profile

Some experts believe that there is an average shop-

lifter profile with specific demographic and psychographic

characteristics. It must be recognized, however, that shop-

lifting occurs in every socioeconomic and demographic

group.

Demgjraphic Characteristics

Data collected in the past have been used in an

attempt to profile shoplifters demographically. Studies

indicate that shoplifting tends to be most prevalent among

juveniles . A twelve year longitudinal study, from 1966 to
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1977, found that the proportion of shoplifters apprehended

who were under thirty years old increased from approxi-

mately 60 per cent to 70 per cent (20, p. 28). These

statistics indicated that the occurrence of shoplifting

increased among younger groups.

In a survey of approximately 1,000 retailers, the

Retail Bureau of the Metropolitan Washington Board of Trade

(13) found that 45 per cent of the shoplifters were teen-

agers, and 25 per cent were housewives. Another 10 per

cent were college students, and the remaining 20 per cent

were retired persons, grade-school children, laborers and

professional shoplifters.

El-Dirghami (7, p. 41) concluded that although shop-

lifting was very common among both high school and college

students, a much larger percentage of high school students

than college students shoplifted. The results of his study

indicated that approximately 45 per cent of the high school

and college students had shoplifted. Almost 20 per cent

had stolen merchandise only once; whereas, 25 per cent had

repeatedly stolen merchandise. Boyd and Harrell (4), study-

ing a student population, ascertained that on the average

these individuals began shoplifting around age ten. The

teenagers studied believed that shoplifting is a very

normal part of growing up. More than 80 per cent stated

that shoplifting is an activity that the average person

engages in at some time.
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PsychologicalProfile

Researchers have attempted to profile the shoplifter

psychologically (25, 35, 38). Beers (3), in 1973, compared

self-concepts of university students who did and did not

shoplift. The findings indicated that in regard to their

moral-ethical values, shoplifters had lower self-concepts

than nonshoplifters. Also, nonshoplifters exhibited better

psychological adjustment than did shoplifters.

Beck and McIntyre (2) conducted a study of university

students. Results indicated that shoplifters were gen-

erally more pathological than nonshoplifters. The chronic

shoplifter's personality was described as impulsive, emo-

tionally shallow, hostile, deceitful, having delinquent

tendencies and high energy levels.

Lynda Lee-Potter (17, p. 94), columnist for Daily

Mail, interviewed dozens of alleged women shoplifters and

found a strong pattern.

Most were widowed or emotionally neglected by their
husbands, and they felt no sense of dishonesty; the
thefts were frequently a thrilling escape from monotony
and depression, and occasionally were sexually arousing.

Amateurs Versus Professionals

Estimates indicate that 80 per cent of all shoplifters

are amateurs who act on impulse and the remaining 20 per

cent are professionals who can beat any security system

(1). The number of professional shoplifters has been
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increasing. Police (9, p. 123) in New York City reported

that in 1977 each member of organized gangs was netting as

much as $1,000 a day by stealing clothes.

The professional shoplifter is difficult to catch. A

professional shoplifter can steal a whole rack of clothes

in minutes and be out of the store before anyone knows what

has happened. At one J. C. Penney store, two men told the

sales people they were emptying trash when they were

actually stuffing stolen goods in garbage cans (21).

Prevention of Shoplifting

Retailers have tried many methods to reduce shop-

lifting. McCorle, director of loss prevention for Paul

Harris stores, said "the only suref ire way to stop shop-

lifting is to lock up all the doors" (1, p. 63). Since

locking the doors would run all retailers out of business,

retail organizations have resorted to other tactics.

Prevention

The magnetic detector or electronic article surveil-

lance device has become popular with retailers. The

magnetic detector monitors merchandise not customers; there-

fore, it is not fooled by customer looks. Guffey, Harris

and Laumer reported customers view the tags as less

offensive than uniformed guards.

Another way to combat shoplifting is to have a policy

of prosecuting all shoplifters caught. Dallas-based Zale



17

Corporation has a company-wide policy to prosecute all shop-

lifters (9, p. 123). Such a policy makes it clear that

shoplifting is considered a serious crime by that partic-

ular company or store.

Closed-circuit TV cameras, plain-clothes detectives,

chains securing goods to racks, locked display cases, obser-

vation mirrors, observation towers and checkers in dressing

rooms are used by retailers in an attempt to minimize shop-

lifting. Guffey, Harris and Laumer (8) reported that these

devices often deter even the honest customers from shopping

because the store has the appearance of an armed camp.

Sales personnel can be the best line of defense

against the shoplifter. In order for sales personnel to be

effective in preventing and detecting shoplifting, they

must be aware of the seriousness of the shoplifting problem

to the retailer. Companies develop training programs to

teach employees the mechanics of their job but often devote

little time to prevention of shoplifting. As a result,

employees ignore shoplifting incidents or are simply not

aware of shoplifting. Retailers may utilize films, slides

and presentations by law enforcement officers or security

consultants to make employees aware of shoplifting tech-

niques. Zale Corporation has a formal training program

designed to increase employees' ability to spot methods and

techniques shoplifters use to steal merchandise (9).
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Formal training programs are plagued with common problems

such as the difficulties in getting all employees together

at one time and in the amount of time required.

Retailers have developed creative methods other than

formal training programs to increase employees' awareness

and motivation to deter shoplifting. Financial incentives,

such as cash bonuses to employees who help in the appre-

hension of shoplifters, are provided by some retailers.

The reward is usually about 10 per cent of the value of

reclaimed merchandise or a cash bounty for each shoplifter

caught (21). Gerald Ross (23, p. 128), Vice President and

Controller, Lechmere Stores, a division of Dayton Hudson,

claims that the financial incentive program in that chain

was largely responsible for the reduction in shoplifting

incidents.

Child World, Inc. (24) utilizes comic strips that

focus on shoplifting. The comic strips are humorous and

instructive and provide an identification with the company.

Characters in the comic strip are Les Prevent, Sam S.

Slippery, Suzie Smart, Dora Dumb, George B. Good and Ken

Klutz. The comic strips, which are produced two times each

month, provide a continuing source of information about

loss prevention. The message is in a form that is readily

identifiable, and acceptable, and also instructional. The

cost as compared with formal training programs are small.
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Response Toward Prevention

The Guffey, Harris and Laumer (8) study was also con-

cerned with a study of customers' awareness of specific

prevention devices and comfort or discomfort associated

with those devices. The respondents were most aware of the

locked display cases and observation mirrors used by

retailers. Respondents who indicated they were aware of

specific devices were asked to rank degree of comfort or

discomfort while shopping in a particular store that uses

those techniques. Prevention devices which caused smallest

proportion of respondent discomfort were nonpersonal

security devices, such as magnetic detectors and locked

display cases. Devices causing proportionally higher dis-

comfort levels usually involved human observation such as

uniformed guards, floor walkers and dressing room checkers.

Summary

Shoplifting is not only hurting retailers but the

whole American economy. These crimes against retail

business take a significant slice out of U.S. productivity.

The stores which hire extra security, buy electronic equip-

ment and/or spend money in other ways to deter crime are

increasing expenses that consequently increase the retail

price of merchandise. In the long run the honest consumer

ends up paying an increased price. Retailers are very

aware of the magnitude of the current shoplifting problem
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and how it affects them. Some retailers are including the

employees as an integral part of shoplifting prevention pro-

grams. An investigation of employee attitudes toward

shoplifting can give retailers information that will aid in

developing training programs to make employees more aware

of the seriousness of shoplifting. Increased employee

awareness of shoplifting will hopefully stimulate employee

participation and concern in minimizing shrinkage losses.
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CHAPTER III

PROCEDURES AND METHODOLOGY

The Population

The target population for this study was all sales per-

sonnel in the Dallas, Texas area. The parent population

was sales personnel of two branches of a department store

located in the Dallas, Texas area.

Selection of the Sample

The respondents for the study were sales personnel of

two branches of a department store located in the Dallas,

Texas area. All sales personnel of these two branches, who

were willing to participate, were utilized.

Data Collection Method

A questionnaire was used to gather data for the study.

The instrument was developed to obtain personal data,

information about sales personnel's awareness of and

attitudes about shoplifting, and information on procedures

and devices designed to minimize shoplifting. In addition,

employee recall of training in regard to shoplifting and

its prevention were investigated. Personal data included

the respondent's sex, age, level of educational achieve-

ment, race, length of employment, type of employment and

23
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estimated tenure. Information on awareness of and

attitudes toward shoplifting included awareness of the cost

of shoplifting to retail stores, attitude toward what dol-

lar amount constitutes a shoplifting offense and perceived

demographics of shoplifters. Questions dealing with proce-

dures and devices aimed at minimizing shoplifting were

designed to obtain information concerning awareness of and

selected attitudes toward such procedures and devices. A

copy of the questionnaire may be found in appendix A.

The questionnaire was evaluated for content by a class

of undergraduate fashion merchandising students at North

Texas State University. Minor corrections were made in the

wording of questions. A pilot study was then conducted by

administering the questionnaire to five store managers.

Suggestions concerning interpretation of one question

resulted in the question being reworded.

Administration of the Questionnaire

The questionnaire was administered to employees of the

two stores in the Dallas, Texas area. A cover letter was

included which gave a brief description of the study and

solicited the recipients assistance in the study. Confiden-

tiality of the responses and anonymity of the respondents

were assured. A copy of the cover letter may be found in

appendix B.
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The distribution of fifty-three questionnaires at

store A resulted in forty-nine completed questionnaires

being returned to the researcher. The initial distribution

of ninety-four questionnaires at store B resulted in thir-

teen completed questionnaires being returned to the

researcher. Four questionnaires were unusable because the

respondents were employed in a management position. A

decision was made to distribute an additional fifty ques-

tionnaires again at store B. Only one questionnaire was

completed and returned to the researcher. Apathy of employ-

ees, timing of distribution of questionnaires and reorgani-

zation of management contributed to the lack of response

from store B. A third distribution of questionnaires at

store B was handled by the personnel department. One hun-

dred fifty-one questionnaires were distributed with

paychecks. To avoid duplication, respondents who had

already completed a questionnaire were asked to disregard

this administration. Forty questionnaires were completed

and returned to the researcher. Five questionnaires were

unusable because the respondents were employed in man-

agement positions.

From the four distributions of questionnaires 102 were

returned to the researcher, yielding a return rate of 29

per cent. Nine questionnaires were unusable resulting in a

sample of ninety-three sales personnel.
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Analysis of Data

The responses to each question were tabulated for anal-

ysis by computer. Data were reported by use of descriptive

statistics including frequency distributions and percent-

ages.



CHAPTER IV

RESULTS AND DISCUSSION

The purpose of this study was to determine the

attitudes of retail sales personnel toward shoplifting, as

well as toward procedures and devices designed to minimize

shoplifting. The study also sought to examine employees'

recall of training in regard to shoplifting and its

prevention. The data were collected by use of a question-

naire. Three hundred forty-eight questionnaires were

distributed to sales personnel of two branches of a depart-

ment store located in the Dallas, Texas area.

The responses to each question were tabulated by com-

puter. Data analyzed by use of descriptive statistics

included (1) demographic characteristics, (2) attitudes

toward shoplifting, (3) attitudes toward procedures and

devices designed to minimize shoplifting and (4) recall of

training in regard to shoplifting.

Description of the Sample

Respondents consisted of ninety-three sales personnel

who were employees of two stores in the Dallas, Texas area.

Information concerning respondents' sex, age, level of

27
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educational achievement, race, tenure, type of employment

and expected length of employment was obtained on the ques-

tionnaire.

Sex

Respondents were asked to state their sex. Sixty-two

respondents (67 per cent) were female, and thirty-one

respondents (33 per cent) were male.

Age

Respondents were asked to indicate their age range.

Twenty-nine respondents (31 per cent) were between the ages

of sixteen and twenty. Sixteen (17 per cent) were between

twenty-one and twenty-five years of age. Twenty-three (25

per cent) identified themselves as being between twenty-six

and thirty-four years of age. Ten (11 per cent) were

between thirty-five and forty-four years of age. Eight

respondents (9 per cent) were between forty-five and fifty-

four years of age. Four (4 per cent) were between fifty-

five and sixty-four years of age, and three (3 per cent)

were sixty-five years of age or over.

Education

The largest percentage of the respondents (49 per

cent) had some college or technical training beyond high

school but had not completed a bachelor's degree. Twenty

respondents (22 per cent) had earned a bachelor's degree.
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Eighteen of the respondents (19 per cent) indicated high

school as the highest level of education completed. Six of

the respondents (7 per cent) had not completed high school.

One respondent (1 per cent) held a graduate degree. One

respondent failed to state level of education.

Race

The majority of the respondents, 81 per cent, or

seventy-five, were White. Fifteen of the respondents (16

per cent) were Black. Two of the respondents (2 per cent)

were Hispanic, and one respondent (1 per cent) was American

Indian.

Typ_of~jmpjoyen t

Almost one-half, 48 per cent or forty-five, of the

respondents were full-time employees. Forty-two (45 per

cent) were part-time regular employees, and six (7 per

cent) were part-time flexible employees.

Length of Employment

Respondents were asked to indicate their length of

employment. As indicated in Table I, similar numbers of

respondents, twenty-three and twenty-five had been employed

from four to eight months and one to three years. Twenty

respondents had been employed less than one month and four-

teen respondents reported one to four months of employment.

Three respondents (3 per cent) indicated "over three
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years" as length of employment. One respondent failed to

state length of employment.

TABLE I

RESPONDENTS' LENGTH OF EMPLOYMENT

Length of Employment N

Less than one month 20
One month to four months 14
Over four months to eight months 25
Over eight months to twelve months 7
Over one year to three years 23
Over three years 3
Did not respond 1

Total 93

21
15
27
8

25
3

1100

Length ofxpectedTenure

Respondents were asked to estimate the length of time

they expected to remain with the current employer. As indi-

cated in Table II, the largest group consisted of thirty-

nine respondents (42 per cent) who expected to stay with

their present employer one to two years. One-third of the

respondents expected to stay with this employer at least

three years. Sixteen per cent of the respondents estimated

the length of time they expected to remain with their cur-

rent employer to be less than one year.
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TABLE II

EXPECTED TENURE OF RESPONDENTS

-r
Expected Tenure

Less than one month
Two to four months
Five to seven months
Eight to ten months
One to two years
Three to five years
More than five years
Did not respond

Total

N

8
3
3

39
15
17
7

9i3

Awareness of the Cost of Shoplifting

Three questions were used to explore respondents'

awareness of the cost of shoplifting to retail stores. The

first question dealt with whether shoplifting increases the

price of consumer goods. The second question sought infor-

mation concerning respondents' ideas as to how much is

added to the retail price of consumer goods to cover shop-

lifting losses, and the third question asked whether

shoplifting could force a store to go out of business.

Effect on Retail Price of Consumer Goods

When asked whether shoplifting increases the price of

consumer goods, 84 per cent of the respondents indicated

that shoplifting does increase the price of consumer goods.

Ten (11 per cent) reported they do not know, and five (5

1

9
3
3

42
16
18
8

100
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per cent) indicated shoplifting does not increase the price

of consumer goods.

Percentage Increase in Retail Price

Respondents who indicated that shoplifting does

increase the price of consumer goods were asked to specify

approximately how much is added to cover shoplifting

losses. As indicated in Table III, twenty-four respondents

believe the percentage added to cover shoplifting losses is

over 8 per cent. Twenty-three respondents believe the per-

centage added to cover shoplifting losses is 5-6 per cent.

Slightly more than one-fourth of the respondents estimate

the percentage added to cover shoplifting losses to be

under 5 per cent. Two respondents did not respond to the

question.

TABLE III

PERCENTAGE ADDED TO PRICE DUE TO SHOPLIFTING

Percentage Added

1-2 per cent
3-4 per cent
5-6 per cent
7-8 per cent
Over 8 per cent
Did not respond

Total

N

7
16
23
6

24
2

9
20
29
8

31
3

100
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Effect onStores

Respondents were asked if shoplifting could force a

store to go out of business. The majority of the respon-

dents, sixty-four (69 per cent), indicated that shoplifting

could force a store to go out of business. Fifteen (16 per

cent) indicated that shoplifting could not force a store

out of business, and fourteen (15 per cent) stated they did

not know.

Is Shoplifting Defined in Terms of the
Value of the Merchandise Taken?

Two questions were used to determine if respondents

defined shoplifting in terms of the value of merchandise

taken. The first question dealt with the dollar amount

that must be taken to constitute a shoplifting offense, and

the second question investigated the degree of wrongness of

a shoplifting offense.

Amount That Constitutes a Shoplifting Offense

When asked what dollar amount must be taken to con-

stitute a shoplifting offense, slightly over three-fourths

of the respondents (79 per cent) indicated that any amount

taken constitutes a shoplifting offense. See Table IV.

Another 4 per cent think that taking an item valued "one

cent to fifty cents" constitutes shoplifting. In contrast,

5 per cent of the respondents indicated the value of an

item must be over ten dollars for it to constitute a shop-

lifting offense.
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TABLE IV

VALUE OF ITEM TAKEN TO CONSTITUTE
A SHOPLIFTING OFFENSE

Amount

Any amount
1 to 50
51 to $1
$1.01 to $3
$3.01 to $6
$6.01 to $10
Over $10
Did not respond

Total

N

73
4
4
2
2

1
5
2

93

Dergee of Wronqnes s

The majority of the respondents, fifty-five (59 per

cent), disagree with the statement, "shoplifting an item

that is valued under one dollar is not as serious as shop-

lifting an item valued at ten dollars." Thirty-three

respondents (36 per cent) agree with the statement, and

four respondents do not know whether they agree or disagree

with the statement.

Perceived Demographic Characteristics
of Shoplifters

Six questions sought information pertaining to demo-

graphic characteristics of shoplifters. The specific

demographic characteristics were age, sex, race and income

level.

79

4
4
2
2

1
5
2

100
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Sex

The majority of respondents (59 per cent) indicated

that there is no difference in the frequency with which

males and females shoplift. Thirty-eight respondents (41

per cent) indicated females are the most common shop-

lifters. Only one respondent (1 per cent) indicated that

males are the most common shoplifters.

Respondents were asked to indicate in which age group

they thought shoplifting was most common. Similar numbers

of respondents, twenty-six and twenty-five respectively,

believe the most common shoplifters are young adults as

believe the most common shoplifters are high school age.

See Table V. Eight respondents (9 per cent) indicated

housewives are the most common shoplifters. Six (7 per

cent) indicated the middle-aged are the most common shop-

lifters and four (4 per cent) indicated elementary school

age children are the most common shoplifters. Three respon-

dents (3 per cent) indicated the college age group are the

most common shoplifters. No respondents indicated the

elderly are the most common shoplifters.
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TABLE V

AGE GROUP MOST FREQUENTLY THOUGHT TO SHOPLIFT

-i

Age Group

Young Adults
High School Age
Housewives
Middle-Aged
Elementary School Age
College Age Group
Elderly
Did not respond

Total

N

26
25
8
6
4
3
0

21

Race

When asked whether shoplifting is more common among

certain races, the majority of the respondents, fifty-eight

or 62 per cent, indicated shoplifting is not more common

within any one race. Twenty-three (25 per cent) believe

shoplifting is more common among certain races and eleven

respondents (13 per cent) indicated they do not know.

Of the twenty-three respondents who indicated shop-

lifting is more common among certain races, thirteen (56

per cent) believe shoplifting most frequently occurs within

the Black race. See Table VI. Four respondents (17 per

cent) indicated people of the White race most frequently

shoplift. Two respondents (9 per cent) indicated shop-

lifting is most frequent within the Hispanic, and two

indicated shoplifting is most frequent within the American

Indian race.

%

28
27
9
7
4
3
0

22
100
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TABLE VI

RACE THOUGHT TO MOST FREQUENTLY SHOPLIFT

Race N %

White 4 17
Black 13 56
Hispanic 2 9
American Indian 2 9
Did not respond 2 9

Total 23 100

Income Level

When asked whether shoplifting is more common within

certain income levels, the largest percentage, 44 per cent

or forty-one of the respondents, indicated it is not.

Thirty-five respondents (38 per cent) indicated that shop-

lifting is more common within certain income levels and

sixteen indicated they do not know.

The respondents who indicated shoplifting is more com-

mon within certain income levels were asked to specify the

income level of people who most frequently shoplift. As

seen in Table VII, twenty-four respondents (68 per cent)

stated shoplifting is most common within the lower income

level. Ten (29 per cent) indicated shoplifting is most com-

mon by people in the middle income levels. One respondent

indicated that shoplifting is most common among people in

the upper income levels.
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TABLE VII

INCOME LEVEL OF PEOPLE WHO ARE THOUGHT TO
MOST FREQUENTLY SHOPLIFT

Income Levels N %

Upper income level 1 3
Middle income level 10 29
Lower income level 24 68

Total 35 100

Attitudes Toward Effectiveness of Procedures
Designed to Minimize Shoplifting

One purpose of this study was to explore employees'

attitudes toward the effectiveness of devices and proce-

dures designed to minimize shoplifting. The first question

asked respondents to check the devices or procedures

designed to minimize shoplifting used in the store where

they were employed. The second question requested the

respondents to rank devices and procedures designed to min-

imize shoplifting in order of most effective to least

effective.

Awareness of Device or Procedures Desjgned
to Minimize ShpkLif tinj

In order to obtain information about respondents'

awareness of devices and procedures designed to minimize

shoplifting, each respondent was asked to check all the pre-

vention devices and procedures used by the store in which

he/she was employed. The following six devices and
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procedures were listed: locked display cases, rings and

chains, floor walkers, uniformed guards, checkers in

dressing rooms and electronic article surveillance.

The largest percentage, 75 per cent, or seventy of the

respondents, were aware of the use of uniformed guards. As

indicated in Table VIII, fifty-six respondents (60 per

cent) were aware of the use of locked display cases. The

use of rings and chains to secure merchandise was reported

by thirty-eight respondents (41 per cent), and thirty-seven

respondents (40 per cent) reported the use of floor

walkers. Sixteen respondents (17 per cent) reported the

use of checkers in dressing rooms and eight respondents (9

per cent) reported the use of electronic article surveil-

lance. It should be noted that at the time the question-

naire was distributed neither of these two stores used

electronic article surveillance to minimize shoplifting.

TABLE VIII

DEVICES OR PROCEDURES TO MINIMIZE SHOPLIFTING

Devices or Procedures N %*

Uniformed Guards 70 75
Locked Display Cases 56 60
Rings and Chains 38 41
Floor Walkers 37 40
Checkers in Dressing Rooms 16 17
Electronic Article Surveillance 8 9

*Table exceeds 100 per cent because respondents checked all
procedures and devices they believed to be used in the
store where they were employed.
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Attitudes Toward Effectiveness of Prevention
Procedures or Devices

Respondents were asked to rank the six procedures or

devices designed to minimize shoplifting in order of effec-

tiveness. As shown in Table IX, twenty-five respondents

(27 per cent) rated uniformed guards as being the most

effective. Both locked display cases and electronic

article surveillance devices were rated as "most effective"

by twenty-four respondents (26 per cent). Fifteen respon-

dents (16 per cent) ranked checkers in dressing rooms as

"most effective," and thirteen respondents (14 per cent)

rated rings and chains on merchandise as "most effective."

Five respondents (5 per cent) ranked floor walkers as "most

effective."

TABLE IX

PROCEDURES OR DEVICES RANKED AS "MOST EFFECTIVE"

Procedures or Devices N %*

Uniformed Guards 25 27
Locked Display Cases 24 26
EAS Devices 24 26
Checkers in Dressing Rooms 15 16
Rings and Chains 13 14
Floor Walkers 5 5

*Some respondents ranked more than two alternatives as
"most effective."
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Recognizing Mannerisms of Shoplifters

Two questions were used to explore respondents'

ability to recognize suspicious mannerisms of customers

that might indicate intent to shoplift. The first question

dealt with whether the employee had received training to

recognize suspicious mannerisms, and the second sought

information concerning the employee's confidence in spot-

ting suspicious mannerisms.

Training to Recognize Suspicious Mannerisms

When asked whether respondents had been trained to

recognize mannerisms of customers that could indicate

intent to shoplift, the majority of the respondents (76 per

cent) indicated "yes." Nineteen respondents (20 per cent)

stated they had not been trained to recognize suspicious

mannerisms and two (2 per cent) replied they do not know

whether they had received this training.

Confidence ippottingj uspiciousMannerisms

Respondents were asked if they were confident they

would be able to spot a shoplifter by recognizing sus-

picious mannerisms of the shoplifter. Fifty-seven

respondents (61 per cent) are confident they can spot a

shoplifter by recognizing the shoplifter's suspicious man-

nerisms. Of the remaining thirty-five respondents,

twenty-one and fourteen respectively, reported they cannot
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or do not know whether or not they can spot a shoplifter

due to the shoplifter's mannerisms.

Training to Prevent Shoplifting

Two questions were used to investigate training employ-

ees had received to prevent shoplifting. The first

question dealt with whether the employees had received

training to prevent shoplifting, and the second sought

information concerning the areas in which more training was

desired.

Availabilityof Trainin

When asked whether they had received any kind of

training to prevent shoplifting, the majority of respon-

dents (61 per cent) indicated they had received training to

prevent shoplifting. Thirty-four respondents (37 per cent)

stated they had not received any kind of training to pre-

vent shoplif ting.

Areas Where More Training is Needed

A question was asked concerning particular types of

training desired. Three aspects of shoplifting prevention

were listed, and space was provided for respondents to add

other aspects they would like to have covered. Respondents

were asked to indicate the areas in which they desired more

training. Forty-four respondents (47 per cent) desired

more training in recognizing mannerisms and techniques of
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shoplifters. In both the areas of preventing shoplifting

and surveillance of suspected shoplifters, thirty-five

respondents (38 per cent) desired more training. Of the

six respondents who checked "other," four respondents

indicated they would like more training in all areas of

shoplifting and one respondent indicated the desire for

training in the area of legalities. One response did not

pertain to the study.

Relationships Between Specific Demographic
Characteristics and Attitudes

Toward Shoplifting

The study explored the possibility of relationships

between sex, race and type of employment and attitudes

toward shoplifting. Specific attitudes related to

training, effect of shoplifting on retail stores, ability

to spot shoplifters and knowledge of a formal store policy

on shoplifting.

Sex

Seventy-six respondents indicated shoplifting

increases the retail price of consumer goods. When asked

to specify approximately how much is added to the price of

consumer goods to cover shoplifting losses, 43 per cent of

the male respondents compared to 25 per cent of the female

respondents indicated over 8 per cent. See Table X. Three-

fourths of the female respondents (75 per cent), as
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compared to only 57 per cent of the male respondents,

thought that 8 per cent or less is added to the retail

price to cover shoplifting losses.

TABLE X

SEX OF RESPONDENT AND PER CENT THOUGHT TO BE ADDED
TO RETAIL PRICE DUE TO SHOPLIFTING

1-2 3-4 5-6 7-8 Over 8

Sex N % N % N % N % N %

Male 3 11 3 11 10 35 0 0 12 43
Female 4 8 13 27 13 27 6 13 12 25

Race

The study further examined the possible relationship

between race and employee's attitudes toward and awareness

of shoplifting. Specific questions used in this analysis

related to training, awareness of a formal store policy on

shoplifting and attitudes toward effect of shoplifting on

retail stores.

In exploring a possible relationship between race and

employee's perception of training received, Black employ-

ees' responses are different than White employees. When

the employees were asked if they had received any kind of

training to prevent shoplifting, 60 per cent of the Black
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employees indicated they had not; only 30 per cent of the

White employees reported having not received this training.

See Table XI.

TABLE XI

RESPONDENT'S RACE AND HAVING RECEIVED TRAINING
TO PREVENT SHOPLIFTING

Yes No Don't Know

Race N % N % N %

White 49 66 24 32 1 1
Black 6 40 9 60 0 0
Other 2 67 1 33 0 0

Employees were asked to indicate whether they had

received training which would enable them to recognize cus-

tomer mannerisms that could indicate intent to shoplift.

As seen in Table XII, a much larger percentage of Black

respondents, 40 per cent as compared to only 18 per cent of

the White respondents, indicated they had not been trained

to recognize mannerisms that could indicate intent to shop-

lift.
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TABLE XII

RESPONDENT'S RACE AND HAVING RECEIVED TRAINING
TO RECOGNIZE MANNERISMS THAT COULD INDICATE

INTENT TO SHOPLIFT

Yes No Don't Know

Race N % N % N %

White 59 80 13 18 2 3
Black 9 60 6 40 0 0
Other 3 100 0 0 0 0

In exploring a possible relationship between race and

employee's awareness of a formal store policy on shop-

lifting the pattern shown earlier continues. When the

employees were asked if they knew of any formal store

policy on shoplifting, 47 per cent of the Black respon-

dents, but only 23 per cent of the White respondents,

indicated they do not. See Table XIII.

TABLE XIII

RESPONDENT'S RACE AND AWARENESS OF A
FORMAL STORE POLICY ON SHOPLIFTING

Race

Whi te
Black
Other

Yes

N

49
5
3

66
33

100

No

N

17
7
0

Don't Know

N

- + -- 4-----a

23
47
0

8
3
0

11
20
0
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Black employees indicated the effects of shoplifting

on retail stores are less serious than effects indicated by

White employees. Employees were asked if shoplifting could

force a store to go out of business. As reported in Table

XIV, 77 per cent of the White respondents and 33 per cent

of the Black respondents believe that shoplifting can force

a store to go out of business.

Thirty-three per cent of the Black respondents as com-

pared to only 12 per cent of the White respondents,

indicated shoplifting could not force a store out of busi-

ness.

TABLE XIV

RACE AND BELIEF THAT SHOPLIFTING CAN
FORCE A STORE OUT OF BUSINESS

Yes No Don't Know

Race N % N % N %

White 58 77 9 12 8 11
Black 5 33 5 33 5 33
Other 1 33 1 33 1 33

Type of Employment

The study explored the possible relationship between

type of employment and attitudes toward and awareness of

various aspects of shoplifting. Employees were asked to

indicate whether they were confident they would be able to
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spot a shoplifter by recognizing suspicious mannerisms. As

indicated in Table XV, almost two-thirds of the people who

are confident they can spot a shoplifter by recognizing cer-

tain mannerisms are working full-time.

TABLE XV

TYPE OF EMPLOYMENT AND EMPLOYEE'S ABILITY TO SPOT
SHOPLIFTERS BY SUSPICIOUS MANNERISMS

Yes No Don't Know

Type of Employment N % N % N %

Part-time Regular 20 35 13 62 8 57
Part-time Flexible 1 1 1 10 3 21
Full-time 36 63 6 29 3 21

In contrast slightly over 60 per cent of the people

who are not confident they can spot a shoplifter by recog-

nizing certain mannerisms are employed on a regular part-

time basis.



CHAPTER V

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

The purpose of this study was to determine the

attitudes of retail sales personnel toward shoplifting and

techniques to minimize shoplifting. The study also sought

to examine employees' recall of training in regard to shop-

lifting and its prevention. The data were collected by use

of a questionnaire.

Summary

The questionnaire was designed to obtain personal

data, information about sales personnels' awareness of and

attitudes about shoplifting, and information on procedures

and devices designed to minimize shoplifting. In addition,

employee recall of training in regard to shoplifting and

its prevention was investigated. Personal data included

the respondent's sex, age, level of educational

achievement, race, length of employment, type of employment

and estimated tenure. Information on awareness of and

attitudes toward shoplifting included awareness of the cost

of shoplifting to retail stores, attitude toward what dol-

lar amount constitutes a shoplifting offense and perceived

demographics of shoplifters. Questions dealing with

49
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procedures and devices to minimize shoplifting were

designed to obtain information concerning awareness of and

attitudes toward such procedures and devices.

Data obtained by the questionnaire were analyzed by

use of a computer. Data were reported as descriptive sta-

tistics including frequency distribution and percentages.

Cross tabulations were used to illustrate relationships

between demographic variables of race, type of employment

and sex and awareness of and attitudes toward shoplifting.

Three hundred forty-eight questionnaires were distrib-

uted and 102 were returned, producing a return rate of 29

per cent. Of the 102 questionnaires returned, 9 were

unusable because the respondents were employed in a man-

agement position. The sample consisted of ninety-three

sales personnel employed in two branches of a large

regional department store. Two-thirds of the respondents

were female.

Respondents were categorized by age. Thirty-one per

cent were between the ages of sixteen and twenty and 17 per

cent were between twenty-one and twenty-five years of age.

Twenty-five per cent identified themselves as being between

twenty-six and thirty-four years of age.

The largest percentage of the respondents (49 per

cent) had some college or technical training beyond high

school but had not completed a bachelor's degree. Twenty-

two per cent had earned a bachelor's degree. Nineteen per
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cent indicated high school as the highest level of edu-

cation completed.

The majority of the respondents (81 per cent) were

White. Sixteen per cent of the respondents were Black.

Almost one-half of the respondents (48 per cent) were

full-time employees. Forty-five per cent of the respon-

dents were employed on a regular part-time basis and 7 per

cent were employed on a part-time flexible basis.

Twenty-seven per cent of the respondents had been

employed "one to three years," and 25 per cent of the

respondents had been employed "four to eight months."

Twenty-one per cent of the respondents had been employed

less than one month. Forty-two per cent of the respondents

expected to stay with their present employer one to two

years. One-third of the respondents expected to stay with

this employer at least three years.

Eighty-four per cent of the respondents indicated that

shoplifting does increase the price of consumer goods. Of

the respondents who believe shoplifting does increase the

price of consumer goods, 31 per cent believe the percentage

added to cover shoplifting losses is over 8 per cent.

Twenty-nine per cent of the respondents believe the per-

centage added to cover shoplifting losses is 5-6 per cent.

Male employees tended to estimate the percentage added to

retail price to cover shoplifting to be higher than the

estimate given by female employees. Forty-three per cent
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of the male respondents and 25 per cent of the female

respondents estimated over 8 per cent is added due to shop-

lifting.

The majority of the respondents (69 per cent) believe

that shoplifting could force a store to go out of business.

Black employees believe the effects of shoplifting on

retail stores are less serious than the effects indicated

by White employees.

Slightly over three-fourths of the respondents (79 per

cent) believe that any amount taken constitutes a shop-

lifting offense. In contrast, 5 per cent of the respon-

dents believe the value of an item must be over ten dollars

for it to constitute a shoplifting offense.

The majority of the respondents disagree with the

statement "shoplifting an item that is valued under one dol-

lar is not as serious as shoplifting an item valued at ten

dollars." Thirty-six per cent of the respondents agree

with the statement.

The majority of the respondents believe that there is

no difference in the frequency with which males and females

shoplift. Forty-one per cent believe that females are the

most common shoplifters.

Young adults and high school students are believed to

be the most common shoplifters. The majority of the respon-

dents (62 per cent) indicated shoplifting is not more

common within any one race. Of the 25 per cent of the
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respondents who indicated shoplifting is more common among

certain races, 56 per cent believe shoplifting most fre-

quently occurs within the Black race.

The largest percentage of the respondents indicated

that shoplifting is not more frequent within certain

income levels. Of the 38 per cent who indicated that shop-

lifting is more common within certain income levels, 71 per

cent stated shoplifting is most common within the lower

income level.

Three-fourths of the respondents were aware of the use

of uniformed guards to help detect and prevent shoplifting.

Sixty per cent of the respondents reported the use of

locked display cases. The use of rings and chains to

secure merchandise was reported by 41 per cent of the

respondents and 40 per cent reported the use of floor

walkers. Uniformed guards was ranked as being the most

effective prevention device by 27 per cent of the respon-

dents. A similar proportion believed locked display cases

and electronic article surveillance devices are "most

effective."

A comparison of employee's race to knowledge of a

formal store policy on shoplifting showed that twice as

many Black employees as White employees reported they do

not know of a formal store policy.

Although the majority of the respondents indicated

they had been trained to recognize mannerisms of customers
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that could indicate intent to shoplift, 20 per cent stated

they had not received this training. A larger percentage

of Black than White respondents indicated they had not

received this training.

A majority of the respondents are confident of their

ability to spot a shoplifter by recognizing the shop-

lifter's suspicious mannerisms. Almost two-thirds of the

employees who are confident they can spot a shoplifter are

working full-time.

Thirty-seven per cent of the respondents stated they

had received training to prevent shoplifting. Twice as

many Black employees as White employees reported having not

received this training. Almost one-half of the respondents

desire more training in recognizing mannerisms and

techniques of shoplifters. Training in areas of prevention

of shoplifting and surveillance of suspected shoplifters is

desired by 38 per cent of the respondents.

Conclusions

The following conclusions are based on the data

obtained from this study. The conclusions are limited to

this research population and are not intended to describe

any other population.

The majority of employees are aware of the high cost

of shoplifting to retail stores. Almost all employees

believe that shoplifting does increase the price of
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consumer goods and shoplifting losses could eventually

force a store to go out of business.

Most employees do not define shoplifting in terms of

the value of the merchandise taken. Most sales personnel

believe that taking any item constitutes a shoplifting

offense.

Most employees do not stereotype shoplifters in terms

of sex, race or income level; however, many employees do

believe the young adult and high school age groups are the

most common shoplifters. Although not the majority, some

employees believe the lower income group and the female pop-

ulation are the most frequent shoplifters.

Uniformed guards, locked display cases and electronic

article surveillance devices are believed to be most

effective in preventing shoplifting. The use of floor

walkers is not thought to be effective as a preventive pro-

cedure.

Most employees are confident they can recognize sus-

picious mannerisms of a shoplifter. Full-time employees as

compared to part-time employees are more confident of their

ability to spot shoplifters by recognizing certain man-

nerisms.

Most employees receive training to assist them in rec-

ognizing mannerisms of customers that could indicate intent

to shoplift. While most employees have received training

to prevent shoplifting, a significant number of employees
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cannot recall having received any kind of training to pre-

vent shoplifting. Black and White employees tend to differ

in their recall of training related to shoplifting.

Employees have a desire for more training in several

areas. These areas include recognizing mannerisms and

techniques of shoplifters, preventing shoplifting and sur-

veillance of suspected shoplifters.

Recommendations for Retailers

Based upon this research the following recommendations

for retailers are made.

1. The employee should be an integral part of the

retailer's overall program in combating shoplifting; there-

fore, a continuous training program is advised. Employees

have indicated a desire for more training in recognizing

mannerisms and techniques of shoplifters, preventing shop-

lifting and surveillance of suspected shoplifters.

2. Most employees are confident of their ability to

spot a shoplifter by recognizing the shoplifter's sus-

picious mannerisms. The industry's high rate of shrinkage

due to shoplifting would indicate that while employees

think they can identify shoplifters by recognizing certain

mannerisms they are (1) not willing to take action when

they spot a shoplifter, (2) not watching all customers

because they have a false confidence in their ability to

spot a shoplifter or (3) in fact unable to spot a
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shoplifter by recognizing certain mannerisms. This would

indicate to retailers that they should (1) take steps to

motivate employees to take action when they have spotted a

shoplifter, (2) stress in training that it is often diffi-

cult to identify shoplifters by certain mannerisms, or

(3) increase employees awareness of various suspicious man-

nerisms that some shoplifters exhibit.

3. Some employees are unable to recall the training

they have received in regard to shoplifting. Retailers

should examine training programs in order to investigate

why these employees feel they have not receive this

training.

Recommendations for Further Study

Based upon this research the following recommendations

are made.

1. In order to generalize to broader groups of employ-

ees the study should be repeated with other populations of

employees.

2. Research designed to explore more specific aspects

of training programs designed to minimize shoplifting is

recommended.

3. Further research should be done to compare

awareness of and attitudes toward shoplifting of full-time

employees to attitudes of part-time employees.
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4. A study comparing awareness of and attitudes

toward shoplifting of employees in management positions and

nonmanagement positions is recommended.

5. Additional research designed to investigate why

Black employees and White employees tend to differ in their

recall of training related to shoplifting is recommended.
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QUESTIONNAIRE

Please answer the following questions. All answers will be
conf idential and there is no need to sign your name,.

I. GENERAL INFORMATION
Please place the appropriate number in the blank.

1. Sex:
1. Male
2. Female

2. Age:
1. 16-20
2. 21-25
3. 26-34
4. 35-44
5. 45-54
6. 55-64
7. 65 or over

3. What is your highest level of education?
1. Some high school
2. High school graduate
3. Some college or technical training
4. Bachelors degree
5. Graduate degree
6. Other

4. Race:
1. White
2. Black
3. Hispanic
4. American Indian
5. Asian
6. Other

5. How long have you been employed at
Dillard's?

6. Type of employment?
1. Part-time regular
2. Part-time flexible
3. Full-time (40 hours)

7. Estimate the length of time you expect to
be employed at Dillard's.
1. Less than a month
2. 2-4 months
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3. 5-7 months
4. 8-10 months
5. 1-2 years
6. 3-5 years
7. More than 5 years

8a. Do you have any supervisory or management
responsibilities?
1. Yes
2. No

8b. If you answered yes to 8a, please specify
responsibilities.

II. ATTITUDES TOWARD SHOPLIFTING

9a. Does shoplifting increase the price of con-
sumer goods?
1. Yes
2. No
3. Don't know

9b. If you answered yes to 9a, approximately
how much do you think is added to the
retail price of consumer goods to cover
shoplifting losses?
1. 1-2 per cent
2. 3-4 per cent
3. 5-6 per cent
4. 7-8 per cent
5. Over 8 per cent

10. Could shoplifting force a store to go out
of business?
1. Yes
2. No
3. Don't know

11. What dollar amount must be taken to con-
stitute a shoplifting offense?
1. Any amount
2. 1l to 50
3. 51 to $1
4. $1.01 to $3
5. $3.01 to $6
6. $6.01 to $10
7. Over $10
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12. A person caught shoplifting for the first
time should be prosecuted.
1. Yes
2. No
3. Don't know

13. Shoplifting an item that is valued under $1
is not as serious as shoplifting an item
valued at $10.
1. Yes
2. No
3. Don't know

14a. Who are the most common shoplifters?
1. Males
2. Females
3. No difference

14b. 1. Amateurs
2. Professionals

15. Within which group do you think shoplifting
is most common?
1. Elementary School Age
2. High School Age
3. College Age
4. Young Adults
5. Housewives
6. Middle Age
7. Elderly

16a. Is shoplifting more common within certain
income levels?
1. Yes
2. No
3. Don't know

16b. If you answered yes to 16a, in which income
level is shoplifting most prevalent?
1. Upper class
2. Middle class
3. Lower class

17a. Do you think shoplifting is more common
among certain races?
1. Yes
2. No
3. Don't know
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17b. If you answered yes to 17a, indicate the
race you believe shoplift most frequently.
1. White
2. Black
3. Hispanic
4. American Indian
5. Asian
6. Other, please specify

18. Have you been trained to recognize man-
nerisms of customers that could indicate
their intent to shoplift?
1. Yes
2. No
3. Don't know

19. Are you confident that you would be able to
spot a shoplifter by recognizing certain
suspicious mannerisms?
1. Yes
2. No
3. Don't know

20. Have you had any kind of training to pre-
vent shoplifting in the store where you are
employed?
1. Yes
2. No
3. Don't know

21. In the store where you are employed, do you
know of any formal store policy on shop-
lifting?
1. Yes
2. No
3. Don't know

22. In what areas would you like more training?
(Check)

Recognizing mannerisms and techniques
of shoplifters
Preventing shoplifting
Surveillance of suspected shoplifters
Other, please specify

23a. How many shoplifters have you detected in
the past 6 months?
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23b. Did you report all suspected shopliftings?
1. Yes
2. No
3. Don't know

23c. If not, why didn't you report all the shop-
lifters?

23d. How many of these shoplifters were actually
caught?

24a. In your opinion is there anything that the
store can do to reduce shoplifting?
1. Yes
2. No
3. Don't know

24b. If you answered yes to 24a, please specify
what more the store can do to reduce shop-
lifting?

25. Which prevention devices or procedures to
prevent shoplifting are used in the store
where you are employed? (Check)

Locked display cases
Rings and chains on merchandise
Floor walkers
Uniformed guards
Checkers in dressing rooms
Electronic article surveillance
devices

26. Using a 6-point scale from "most effective"
(1) to "least effective" (6) rate the fol-
lowing prevention devices or procedures.

Locked display cases
Rings and chains on merchandise
Floor walkers
Uniformed guards
Checkers in dressing rooms
Electronic article surveillance
devices
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March 11, 1982

Dear Sales Personnel:

As a graduate student in fashion merchandising at North
Texas State University, I am interested in your awareness of
and attitudes toward shoplifting. I would appreciate your
assistance in completing the attached questionnaire. it
will not require more than a few minutes of your time.

Your will in no way be identified by the results of
this study, as I am requesting information from all sales
personnel. Your cooperation in completing the attached ques-
tionnaire is greatly appreciated

Sincerely,

Crystal Railsback
Graduate Student

Dr. Ellen Flottman
Major Professor
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