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Historically, case management software for loss prevention/asset protection has 
been utilized to document information and track the basic statistics of each case. 
Traditionally, that software was or had been designed for internal theft investigations 
and was very rigid on the data collected, which was also determined by the software. 
In today’s retail world, loss prevention investigators are tasked with investigating 
complex crimes such as Organized Retail Crime (ORC), major financial fraud, serial 
robbery & burglary cases, and significant embezzlement cases. To do this successfully, 
they need an intelligent case management system that is not just functional but can 
assist them in the investigative process and be a landing spot for all data/intel related 
to the investigation. In short, they need software they want to use because it helps 
them, not just a formality at the conclusion of a case. 

Introduction
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BOOSTER (PROFESSIONAL SHOPLIFTER) OR REPEAT OFFENDER 

Most booster cases start with Intel that comes from individual store locations within a retail 
company. The first step is getting accurate information from the stores. To empower stores to 
report, you also need to ensure that the process is easy for the personnel within the stores to 
complete and is not overly cumbersome. In many cases, the individuals conducting these 
reports are not loss prevention personnel but may be management members or front-line 
employees. These employees need the ability to complete these incident reports on any 
mobile device and in a timely manner to ensure accurate data is logged and reported to the 
correct stakeholders.  

Most retailers will collect a lot of the same data from their stores, but based on your industry 
and segment, you should have the ability to collect the data you want – so, you need a 
customizable incident report. In addition, you should be able to leverage the same portal 
for other reports you want the stores to complete, such as customer accidents or employee 
injuries. Placing all these reports in one portal makes it easy for the stores to select and 
complete the correct report. Additionally, it makes it easy for your company to ensure the 
stores have the right forms, specifically designed to capture the right information for your 
business 

Once these reports are collected, you then need to leverage technology to link offenders, 
which can aid in determining the prioritization of cases. Your case management software 
should allow you to create a case 
of linked offenders and pull in all 
data from the individual incidents. 
You also need the ability to attach 
all relevant intel to the cases, such 
as photos, video, and police reports. 
All relevant information linked to 
the case should be easily viewable 
within your case management 
system under that respective case, 
which may include linked vehicles, 
addresses, and incidents.

Case Examples
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At this point, your company may choose to create a be on the lookout (BOLO) alert on 
some significant offenders. These BOLOs may be posted internally or externally. You should 
have the ability to generate this BOLO PDF directly from your case management software. 
Using BOLO’s has proven to be an effective method to identify unknown suspects and 
mitigate loss at nearby locations.

When a suspect or suspects are identified, you want the ability to send the entire case 
to the respective law enforcement jurisdictions. You should also be able to select what 
information is being sent and to whom. Tracking the case throughout the court system and 
having a seamless method to track the collection of restitution/civil demand can also be 
extremely beneficial.  

Having the ability to generate a map of cases is extremely beneficial because it allows 
for a visual representation of all the entities connected to a case, which can be helpful 
in identifying additional locations that may have been targeted within your company. 
Also, by following the trail of your suspects on a map you may be able to identify other 
potential retail victims. This may lead to additional Intel as well as more leverage with law 
enforcement and prosecutors. This can also serve as a visual representation of the suspects’ 
theft activity in court.  

After a successful arrest and prosecution, most companies will want to share this positive 
news with their stores. Generating a one-page sanitized recap of the case can help improve 
morale at the store level, increase external theft awareness, and ensure future incident 
reporting. This may also prevent employees from making bad, emotional decisions in the 
heat of the moment by increasing their confidence that offenders are being caught and 
punished for their actions. 
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FENCE INVESTIGATION – PURCHASER AND SELLER OF STOLEN GOODS

Some companies pursue these cases further and target illegal fencing operations. In this 
scenario, a customizable case management software solution is invaluable.  

You have many case tactics that may be deployed, and you should have the ability to 
determine what those are and what you require to complete them. An example might 
be conducting static or mobile surveillance. All these tactics should automatically be 
submitted to the supervisor for approval, if required. The supervisor should receive a 
link to the case to review and be able to easily approve or decline the requested tactic. 
You may also need to request product from your supply chain to conduct a controlled 
sale. Having an option built-in that gets sent to your respective distribution center for 
picking saves time and multiple phone calls. Being able to automate workflow will 
allow your investigators to spend more time on the investigation. 

Like the booster case (above), you want the ability to see everything related to that case 
in the same place and be able to generate a map of the activity with linked entities 
to your case. You should be able to see which boosters/booster crews are connected 
to this fence location. If the fence is using one or more online marketplaces, this 
information should be inserted into the case, along with all relevant details associated 
with those accounts. Most investigators will also create an organizational chart 

for larger investigations, 
sometimes referred to as the 
hierarchy structure, which is 
helpful in creating a visual 
representation of the criminal 
enterprise. Not much different 
than the org chart for legitimate 
businesses. Being able to 
create this chart within your 
case management software is 
extremely beneficial.  
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Sometimes fence cases can take a long time to close to ensure a successful prosecution at 
the conclusion of the investigation. Working in a retail environment this can be difficult 
to articulate to the executive team. Having a timeline of events can really help to show 
the complexity and the work that goes into a fencing operation. It is also a fantastic way 
to show successes along the way, such as booster arrests at various stages of the fence 
investigation.  

When it comes to fencing investigations, typically you will be coordinating with law 
enforcement at various levels; to include federal agencies. You are also competing with 
other law enforcement priorities to get your cases worked. The better presentation you can 
make to the respective law enforcement agency and/or the prosecutorial authority, the more 
likely your case will get the resources required. Having a case management system that can 
help collect all relevant data in one place and visually represent all aspects of the case and 
the investigative work already conducted is instrumental. 
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OTHER INVESTIGATIONS

The examples above are specific Organized Retail Crime Investigations (ORC), but 
the points are the same when conducting any investigation. During an accident 
investigation or internal pharmacy investigation you still want all relevant data in the 
same place. Also, having an automated workflow and various data integration can be 
extremely beneficial for things such as your OSHA 300A or DEA-106 forms.  

In addition, being able to customize and roll-out new incident entry forms as your 
business environment or threats to your locations change, can be invaluable. Two 
recent examples of this are the recent COVID-19 epidemic and the many Civil unrest 
situations that effected our industry. The ability to quickly pivot & adapt ensures you are 
always capturing the relevant data/intel that you need to make the right data driven and 
informed decisions for your business.   
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Your case management software should 
be customizable and allow for any type of 
incident to be captured at store level. 

You need the ability to automate as many 
functions as possible for improved efficiency 
and compliance. 

The software needs to allow the ability to 
include all information/data relative to a case 
and be able to integrate with other solution 
providers to ensure a seamless flow of data. 

The ability to create a visual representation of 
all the information collected on a case can be 
extremely beneficial; during the investigation, 
in presenting to Law Enforcement, and in 
potential court proceedings.  

In conclusion, your case management software should be an intelligent & customizable 
tool that assists in the investigative & various business processes, ensures cases stay on 
track, allows for the ability to view all data in one place, and to report that information to 
relevant stakeholders.  

Conclusion
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