
 

OPENING YOUR LOBBIES?                                                                                                                                                                                           
First and foremost, the decision to open is yours alone.  Remember, there is no mandate to do so. The decision is entirely yours. 
Many community financial institutions have realized they can still serve and serve quite personally using technology.  
 

You know what your customers value and how they’ll react, both to continued restrictions and to the perceived risks of opening. 
Your circumstances should guide your decision.  
 

If you are considering a partial or full reopening  of your facility to customers, 
many of you will  naturally and rightly think of your staff first. Because you 
train for their safety every year, there’s already a base of knowledge to build 
upon.  
 
• First, reinforce good habits. Details will be important for the next few 

months where security is concerned because we’re all out of our rou-
tine...and the bad guys know it. “Out of the ordinary” is happening every 
day so it may not catch your eye like it would under normal circumstances. 
Continue to question out-of-the ordinary circumstances . 

 
• Review and reinforce open and close procedures. As always, this is an area 

of vulnerability. Unfortunately, routine can sometimes lead to compla-
cence. Be sure your employees understand that with so much focus on 
security inside the bank, they must be disciplined on focus outside as well. 

 
• Make sure employees circle the building in their vehicle upon arrival in the 

morning and before entering to spot anyone loitering or unusual cars 
parked nearby. 

 
• When employees leave the building for any reason, for example, to go to 

lunch, run errands, and daily at bank closing, use your exterior cameras to 
make the same check before they exit.  

 
•  Always open and close with more than one person. Always.  
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FEATURING  

 

FROM OUR MBA BRIDGE SPONSORS 

CASE STUDY: THE FELONY 

LANE GANG  

This group has operated out of Florida 

and steals purses and bags out of cars.  

The thieves then pull up to the outer-

most lane of an institution’s drive-

thru, making personal customer iden-

tification more difficult. Then, using 

checks, debit cards and other                      

identification stolen from the victims’ 

cars, the Felony Lane Gang quite easily 

steals from the victims’ accounts,            

using drive-thru lanes for their bold 

access.  

Because such a threat is outside the 

building, your employees may not be 

as attuned to the threat. It’s more                   

important than ever to carefully and 

fully authenticate the identity of your 

customers.  

SHAZAM is monitoring the challenges our community institutions are facing around COVID-19 and the challenges involved in re-
turning to more normal operations. Given the widespread use or even requirement to wear masks and gloves in public, many insti-
tutions around the country are justifiably concerned about ensuring the safety of their staff and their customers. Mike Burke, 
SHAZAM’s crisis management and robbery consultant, offers considerations for your institution as you weigh the risks and bene-
fits of re-opening. The good news is most are likely already in your safety and security protocols.  

MASKS ARE THE NEW NORMAL                                                                                                                                                                            
A few months ago, someone wearing a mask would have been an odd and 
possibly alarming sight. Now, it’s the norm. A person entering your facility 
with a mask means you are at a disadvantage from the outset of every 
interaction.  It’s this personal interaction that sets you apart from larger 
national competitors.  

So, the question is, how can you serve your customers and still maintain a high level of safety and security?  

Can you require appointments for lobby visits? If so, make sure your policy is clearly communicated on your website, on your doors 
and drive-thru windows, and by using any communication method you typically use with your clients. This will help level-set and min-
imize frustration.  (Continued on Page 2.) 



 

(Continued from Page 1) 

 •    Can you ask any visitor to pull down their mask before opening the door to verify their identity?  

• Can you ask visitors in your drive-thru to pull down their mask?  

• If you are opening your lobby, can you ask that only one person at a time visit? Can more than one employee greet the customer at 
the door to help verify the visitor’s identity but also to help enhance the employee’s safety?  

ATM SAFTEY                                                                                                                                                                                                                                    
If you refill your own ATMs it’s critical to have procedures and training to mitigate risk to your employees and to your institution.  

• Vary the time of day and date you replenish the ATM. Routine can mean risk. 

• Observe carefully before starting the process. Look for any occupied parked cars or individuals loitering around the machine.  

• Don’t go it alone. Ensure your staff works as a team with one person always observing and ready to call 911 immediately if there is a 
problem.  

• Avoid traveling to multiple ATMs with replenishment funds. This is an open invitation for the bad guys to tail your team member and 
is where most robberies of this kind are taking place.  

AWARENESS AND VIGILANCE                                                                                                                                                                                                                    
These are ideas meant to spur discussion and awareness in your organization. Your team should view these unusual times as an oppor-
tunity to reinforce best practices and to discuss your institution’s unique security concerns. We encourage you to seek the guidance of 
your state and national association partners on these matters. As always, you should monitor any changes to local, state or federal decla-
rations that would alter your approach. Stay safe.  

 
Mike Burke is a veteran law enforcement professional with experience in criminal justice instruction,                                                                                                                  
homeland security and fraud investigation.   He guides SHAZAM clients to enhance their security                                                                                                                                

measures and regulatory compliance.  Mike can be reached at mburke@shazam.net. 


