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A second meeting on the IAAM Foundation-funded Crowd Management Curriculum Project was held February 21-22 at the Doubletree Guest Suites, Irving Texas. In attendance were Jim Riordan, Canisius College; John Gordon, Fargodome; Alexander Berlonghi; Gil Fried, University of Houston;  Alan Davis, Georgia World Congress Center; and Don Hancock, IAAM Director of Education, Research and Development.





At the first Project meeting, held February 15-16, 1997, in Irving, a staffing definition for Crowd Assembly Facilitator was developed. (See Attachment I.)





Goals of the February 1998 meeting were to develop a staffing definition for Crowd Assembly Supervisor and to develop a program outline for an IAAM-sponsored program on crowd management.





Background to the Project


A broad goal of the Crowd Management Curriculum Project is to provide guidance on training needs of public assembly facilities in the areas of crowd management. The project also is intended specifically to address requirements for assembly occupancies put forward in the 1994 Life Safety Code of the National Fire Protection Association. The 1994 Code requires that assembly occupancies shall provide “trained crowd managers or crowd manager supervisors . . . who shall have received approved training in crowd management techniques. . . . The training program in crowd management should develop a clear appreciation of factors of space, energy, time, and information, as well as specific crowd management techniques such as metering.” 9-76





Recommendations


Attendees of the February, 1998, meeting agreed on the following recommendation for IAAM to pursue in defining job responsibilities and developing training for crowd management staff:





IAAM should develop suggested guidelines for public assembly facility managers regarding the job competencies and recommended training for crowd management staff. These guidelines in no way supersede or should conflict with state and local law, statutes, ordinances, licensing or training requirements for event personnel. Thus, each facility manager must be responsible for ensuring the local and state regulations are followed and ensure that training programs address the legal and political environment in which the facility operates.





The guidelines can be used by facility managers to design and implement in-house training, and also may be used as a requirement for agencies providing contract staffing for event services. Attendees acknowledged that formal facility training sessions are an important source of education, but that on-the-job training, orientation, briefing-de-briefing sessions, mentoring, use of job aids also are essential for developing an effective event staff.


Four levels of crowd management responsibility were identified:





1. Crowd Assembly Facilitator (CAF)--front-line event staff providing direct services to patrons. Example job titles are usher, ticket taker, parking attendant, peer security.





2. Crowd Assembly Supervisor--During an event, CAFs report to the Crowd Assembly Supervisor, who oversees activities of CAFs during an event. 





3. Crowd Management Administrator--Professional staff person with necessary experience and expertise to design and implement all facility security, crowd management, and emergency preparation activities.





4. Crowd Management Instructor--A crowd management professional, trained under an IAAM- endorsed curriculum, who has the knowledge and skills to develop and conduct in-facility training programs for Crowd Assembly Facilitators and Crowd Assembly Supervisors. Instructors may be regular staff or consultants.





The February, 1998, meeting produced the following documents, provided as attachments:





Crowd Management Supervisor staffing definition (Attachment II)


Crowd Management Instructor staffing definition (under development)


Outlines of a Curriculum for Training Crowd Management Instructors (under development)





The February, 1998, project team recommends that IAAM develop and offer a training program, using the Outlines of a Curriculum for Crowd Management Instructors. In addition, the team recommends that IAAM organize existing training aids, including the IAAM video training series, and possibly develop a new video on Crowd Dynamics Management, for use by Instructors in facility training of facilitators and supervisors. Further, the project team recommends that the IAAM Annual Crowd Management Conference serve as a continuing education and update resource for Crowd Management Instructors who successfully complete the initial training school.











�
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Attachment I


IAAM Crowd Management Staffing Definition


Crowd Assembly Facilitator





The IAAM Foundation hosted a Crowd Manager Curriculum Workshop February 15-16, 1997, in Irving Texas. Professor Rob Ammon Jr. of Slippery Rock University facilitated the workshop. Participants were


Alexander Berlonghi; Barry Gillies, Staffpro Security, Inc.;  John Gordon, Fargodome; Peter Kranske, Contemporary Services Corporation; Mark North, Iowa State Center; Jake Pauls; Larry B. Perkins, Meadowlands Sports Complex; Frank Poe , Dallas Convention Center; Jim Riordan, Canisius College; Pamela Wright, Will Rogers Memorial Center; and Don Hancock, International Association of Assembly Managers. Workshop participants developed the following definition statement regarding the position of Crowd Assembly Facilitator.





Definition of  Crowd Assembly Facilitator


Crowd assembly facilitators assist facility or event administrators in providing a safe and enjoyable environment for their guests by implementing the facility/event policies and procedures.  Crowd assembly facilitator duties include contributing to the safety of facility and event, managing the movement and activities of crowd/guests, assisting in emergencies, assisting guests with specific concerns related to their enjoyment and/or involvement with the event by communicating with the guests in a polite and professional manner.





Duties of a Crowd Assembly Facilitator


Training


Knowledge of event and facilities


Perform communication function


Risk management


Crowd dynamics management


Assist guests


Implement facility/event policies and procedures


Conflict identification and mitigation


Major emergency response





Assisting Guests


Maximize accessibility to guests


Anticipate guests needs


Use good guest service techniques


Answer questions or assist to find answers


Provide direction to appropriate locations


Respond to guest concerns





Implement Facility/Guest Policies and Procedures


Learn policies and procedures


Apply appropriate policies and procedures


Observe violations of policies and procedures


Inform guests of violations of policies and procedures and ensuing consequences


Review policies and procedures as appropriate


Proactively monitor changes to policies and procedures


Report violations of policies and procedures to supervisor


Report problems not addressed in policies and procedures to supervisor





Risk Management


Participate in pre�event orientations


Conduct pre�event review of assigned work area


Review check�list of safety hazards


Identify safety hazards


Mitigate safety hazards


Report safety hazards to supervisor


Confirm assigned work area readiness to supervisor


Confirm equipment readiness to a supervisor


Operate and maneuver equipment in safe manner


Report incidents and property damage to supervisor


Identify medical emergencies


Mitigate medical emergencies


Report medical emergencies to supervisor


Do not create hazards


Return assigned equipment in good working order





Crowd Dynamics Management


Adjust to crowd demographics


Anticipate crowd activities and behavior


Maintain the usability of means of egress


Make guests aware of their responsibilities


Observe crowd for potential problems


Monitor flow of crowd during duration of event


Recognize potential crowd crush


Report potential crowd problems to supervisor


Identify changing crowd behavior and demeanor


Report changing crowd conditions to supervisor





Knowledge of Event and Facilities


Review schedule of event activities


Review venue/event diagram


Review event specific policies and procedures


Review event specific alcohol policies and procedures


Review specific event ticketing and credentialing policies


Familiarize oneself with event seating requirements


Familiarize oneself with type and activities of the event


Identify key event/facility personnel


Maintain control of limited access areas





Conflict Identification and Mitigation


Identify potential problem guest


Report potential problem guest to supervisor


Identify credential/ticketing/seating problems


React according to policies and procedures regarding problem guests


Mitigate credential/ticketing/seating problems


Resolve guest complaints/problems


Avoid arguments with guests


Avoid physical contact with guests





Training


Attend employment orientation


Fulfill certification as legally required


Attend facility/event orientation


Fulfill specific facility training requirements


Read assigned and posted material


Attend pre and post event briefing sessions


Participate in job assignment training from supervisor at events


Maintain focus on role during event


Share competence with other employees


Interact positively with guests and employees


Follow chain of command


Attend continuing education as appropriate


Participate in on�going training


Participate in performance evaluation


Perform Communication Function


Employ good listening skills


Adapt communication to crowd diversity


Adhere to proper written and verbal communication channels


Follow supervisor instruction


Utilize proper written, verbal, and non�verbal communication techniques


Report communication breakdowns to supervisor


Be competent with communication equipment


Keep communication relevant


Utilize event/facility terminology


Communicate with all personnel associated with the event


Maintain the integrity of confidential information


Recognize non�verbal crowd communication


Utilize signage in communication process


Respond appropriately to all public address announcements


Complete required written documentation





Major Emergency Response


Maintain guest safety as a priority


Assist guests with special needs


Follow appropriate instructions applicable to fire, weather, earthquake,


crowd incidents, terrorism, hazardous materials, transportation mishaps,


and power loss.


Participate in drills


Report all fires immediately regardless of size.


Permit individual guests to leave if they wish during an emergency


Execute assigned tasks or responsibilities as provided in event of emergency


Provide appropriate information


�
Attachment II


IAAM Crowd Management Staffing Definition


Crowd Assembly Supervisor





Workshop participants at the February, 1998, meeting on the Crowd Management Curriculum Project developed the following definition statement regarding the possible duties of Crowd Assembly Supervisor.





Definition of Crowd Assembly Supervisor


Crowd assembly supervisors should assist facility or event administrators and supervise first-line event staff in providing a safe and enjoyable environment for their guests by implementing the facility/event policies and procedures.  Crowd assembly supervisors have the same duties as crowd assembly facilitators (CAFs), but also provide direct supervision to CAFs, ensure that facility policies and procedures are followed, use good judgment in decision-making during various event activities and incidents; assist management in providing service to clients and managing contractors; and ensure that duties include contributing to the safety of facility and event, managing the movement and activities of crowd/guests, assisting in emergencies, assisting guests with specific concerns related to their enjoyment and/or involvement with the event by communicating with the guests in a polite and professional manner.


Duties of a Crowd Assembly Supervisor can include





Direct Supervision of Crowd Assembly Facilitators


Brief crowd assembly facilitators to assignments, location features, equipment and hazards


Monitor activities, respond with effective decision-making, and coach facilitators in fulfilling duties.


At conclusion of event, debrief staff, ensure that equipment is returned properly and complete any reporting responsibilities.


Perform staff assessment





Implement Facility/Guest Policies and Procedures


Apply appropriate policies and procedures


Coach facilitators in proper implementation of policies and procedures.


Assist facilitators in observing violations of policies and procedures and Informing guests of violations 


Review policies and procedures as appropriate


Proactively monitor changes to policies and procedures


Report violations of policies and procedures to management when appropriate


Report problems not addressed in policies and procedures to management





Risk Management


Participate in pre�event orientations


Conduct pre�event review of assigned work area


Review check�list of safety hazards


Identify safety hazards


Mitigate safety hazards


Report safety hazards to supervisor


Confirm assigned work area readiness to management


Confirm equipment readiness to a management


Operate and maneuver equipment in safe manner


Report incidents and property damage to management


Identify medical emergencies


Mitigate medical emergencies


Report medical emergencies to management


Do not create hazards


Coordinate return of assigned equipment in good working order


Ensure facilitators are aware of life safety equipment and how to use it





Crowd Dynamics Management


Adjust to crowd demographics


Anticipate crowd activities and behavior


Maintain the usability of means of egress


Make guests aware of their responsibilities


Observe crowd for potential problems


Monitor flow of crowd during duration of event


Recognize potential crowd crush


Report potential crowd problems to management


Identify changing crowd behavior and demeanor


Report changing crowd conditions to supervisor





Knowledge of Event and Facilities


Review schedule of event activities


Review venue/event diagram


Review event specific policies and procedures


Review event specific alcohol policies and procedures


Review specific event ticketing and credentialing policies


Familiarize CAFs with event seating requirements


Familiarize CAFs with type and activities of the event


Identify key event/facility personnel


Maintain control of limited access areas


Review available equipment





Conflict Identification and Mitigation


Identify potential problem guest


Report potential problem guest to supervisor


Identify credential/ticketing/seating problems


React according to policies and procedures regarding problem guests


Mitigate credential/ticketing/seating problems


Resolve guest complaints/problems


Avoid arguments with guests


Avoid physical contact with guests





Training


Attend employment orientation


Fulfill certification as legally required


Attend facility/event orientation


Fulfill specific facility training requirements


Read assigned and posted material


Attend pre and post event briefing sessions


Participate in job assignment training from supervisor at events


Maintain focus on role during event


Share competence with other employees


Interact positively with guests and employees


Follow chain of command


Attend continuing education as appropriate


Participate in on�going training


Participate in performance evaluation


Able to demonstrate proper use of equipment





Perform Communication Function


Employ good listening skills


Adapt communication to crowd diversity


Adhere to proper written and verbal communication channels


Follow supervisor instruction


Utilize proper written, verbal, and non�verbal communication techniques


Report communication breakdowns to supervisor


Be competent with communication equipment


Keep communication relevant


Utilize event/facility terminology


Communicate with all personnel associated with the event


Maintain the integrity of confidential information


Recognize non�verbal crowd communication


Utilize signage in communication process


Respond appropriately to all public address announcements


Complete required written documentation


Comply with facility media relations policies





Major Emergency Response


Maintain guest safety as a priority


Assist guests with special needs


Follow appropriate instructions applicable to fire, weather, earthquake, crowd incidents, terrorism, hazardous materials, transportation mishaps,


and power loss.


Participate in drills


Report all fires immediately regardless of size.


Permit individual guests to leave if they wish during an emergency


Execute assigned tasks or responsibilities as provided in event of emergency


Provide appropriate information


Cooperate with police, fire and medical officials
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