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A Guide o Saying ‘No’

Display Proof of Age malerial
Displaying proof of age maferial may make youngsters mhink twice before affempling o buy.

Stand Your Ground
A refusal can embarass a customer, so be faciful. Always be polife and calm, and don't
aniagonise by geffing annoyed or aggressive. Be professional. Apologise.

If faced with 8 group, move he person you're falking o away from fhe rest This lessens he
chance of fhem playing fo he crowd.

o Be polile

e Apologise

e Don't antagonise
e Be firm

e Use fact

e Don't humiliate

Avoid Blame

Polifely sfress your legal obligafions, when refusing fo serve someone. If you're asking for
idenfification for proof of age, emphasise if's nothing personal, bul he law requires If. Sfate iF's
fhe palicy of he shop fo make Mis request lo anyone whom you suspect of being under-age.

e De-personalise the situalion
e Explain your legal obligalion
e Blame the shop policy

e Don't gel angry

Keep Your Dislance

Try fo stey calm; apologise; use relaxed body lenguage and avoid prolonged eye confact,
Use slow and deliberate body movements and Iy o keep somefhing between you and the
possible aggressor. Sfay behind he counfer - his provides @ Darrier should violence occur,

e Avoid prolonged eye confact
e Use relaxed body language
e Say sorry
e If possible keep a barrier betlween you
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