
Strengthening the 
Security Team for 
a Class A Office 
Complex

The office complex is a highly visible 
and desirable property in its area. 
Yet, it faced a persistent problem of 
poor staffing: posts were often vacant, 
creating security gaps. The efforts to 
use temp workers created inconsistent 
customer service performance, 
increasing the number of complaints 
from tenants and visitors.

Vagrant activity spiked, as well as 
crime associated with the parking 
structures. Deterrence was ineffective, 
the problem made worse by the lack 
of focus and below-market wages. The 
management thought they could not 
afford Prosegur, but we persuaded 
them to let us conduct an analysis and 
propose a solution.

A Class A office complex with multiple high 
rise office buildings and parking structures 
was suffering from inconsistent staffing and 
vacant security posts. Since this increased 
security risks and negatively impacted tenant 
relations, the management needed to solve 
the problem quickly.

Within 30 days of the start of the 
program the client reported marked 
improvement in both security and 
tenant satisfaction. Criminal activity 
in parking structures was markedly 
reduced, as were instances of loitering 
and panhandling. Tenants offered 
positive feedback related to the 
quality of our personnel, and even 
liked our uniforms.

The management expressed appreciation 
for our creativity in developing this 
solution and for our attention to 
staffing their property with personnel 
appropriate for their environment. 
Prosegur’s management continues to 
meet with the property’s management 
every month to monitor, assess and 
continue the program according to the 
new, higher quality standards.

We conducted a comprehensive 
evaluation of all security posts, including 
more than 50 schedules. We discovered 
that there were dark (unstaffed) 
posts that created security holes and 
that security agents were deployed 
inefficiently. We concluded that the 
property could actually operate with 
a slightly reduced number of service 
hours with no ill effect on security if the 
security plan was reworked.

We also demonstrated that the wage 
profiles were inappropriate for current 
market conditions, which exacerbated 
the problem of hiring and retaining 
professional security agents. We 
recommended a modest increase in 
wages that would be accepted within 
the budget limitations. This, combined 
with a slightly reduced number of hours 
and better utilized personnel, created 
an opportunity to increase pay for the 
staff, hire more appropriate security 
staff and improve retention while 
creating a stronger security program.
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