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Executive Summary 
  
NZSA Good Practice Guideline – Citizen’s Arrest 
  
Citizen’s arrest is a significant intervention that can affect the liberty, safety and wellbeing of 
the person involved, security personnel, customers and members of the public. This Good 
Practice Guideline provides a practical framework for the lawful, safe and professional use of 
citizen’s arrest powers within the security industry. 
  
The central principle is that an arrest should never be treated as an automatic response 
simply because an offence has occurred. Security personnel should assess the 
circumstances, consider the risks, remain within the limits of their authority and competency, 
and select the safest lawful and proportionate response. Where intervention is unsafe, 
unnecessary or outside an officer’s training, disengagement, observation, evidence 
gathering and Police assistance may be the appropriate professional response. 
  
The Guideline recognises that safe practice is a shared responsibility. It sets out 
expectations for four key groups: 
  
Security companies: are responsible for appropriate policies, procedures, risk controls, 
staffing, supervision, equipment and escalation arrangements, and for ensuring personnel 
have the training and demonstrated competency required for the activities they are expected 
to undertake. 
  
Security personnel: are responsible for exercising professional judgement, understanding 
the legal limits of citizen’s arrest, assessing risk, using communication and de-escalation 
where appropriate, remaining within their training and competency, using lawful and 
proportionate responses, contacting and following Police directions where required, and 
reporting and reviewing incidents. 
  
Customers and retailers: have an important role in setting clear expectations for security 
services. They should understand the capability and competency of personnel, agree 
intervention and escalation arrangements with their security provider, and avoid placing 
personnel under pressure to make an arrest or physically intervene when doing so may be 
unsafe or inappropriate. 
  
Site managers and supervisors: provide the operational link between customers and 
security providers. They should ensure day-to-day expectations are consistent with agreed 
procedures, support safe escalation and separation, understand the capabilities of security 
personnel, and avoid directing personnel to undertake activities outside their agreed role, 
training or risk controls. 
  
The Guideline also places strong emphasis on training and competency. A security licence 
or job title does not, by itself, demonstrate competency in higher-risk activities such as 
citizen’s arrest, physical intervention, detention, restraint or handcuffing. Training 
requirements should be matched to the actual role and the risks involved, with higher-risk 
activities requiring appropriate practical training and demonstrated competency. 
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Training should develop not only knowledge of the law, but also the judgement and practical 
skills required to operate safely under pressure. Relevant capabilities include situational 
awareness, communication, conflict management, de-escalation, safe separation, 
reasonable force, physical intervention, restraint, Police engagement, evidence preservation 
and incident reporting. The Guideline supports practical and scenario-based assessment 
rather than attendance alone. 
  
The NZSA Advanced Security Officer programme provides an industry pathway for 
personnel undertaking higher-risk security functions. The programme incorporates pre-
assessment, practical training, scenario-based assessment, certification and ongoing 
competency, with a two-year recertification cycle. The Guideline makes clear that training 
creates capability; it does not create an obligation for an officer to intervene physically. 
  
Finally, the Guideline treats citizen’s arrest as part of a broader risk-management system 
rather than an isolated action. Effective practice requires clear expectations before an 
incident, appropriate decision-making during an incident, Police engagement and safe 
handover where appropriate, and thorough reporting, review and learning afterwards. The 
objective is not simply to increase the number of arrests, but to achieve lawful, proportionate, 
competent and safe outcomes for everyone involved. 
 
  

Lawful • Necessary • Proportionate • Safe • Competent • Accountable 
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1. Introduction and Purpose 
  
1.1 Background 
  
The recent changes to New Zealand's citizen's arrest legislation provide members of the 
public, including security personnel acting in the course of their duties, with broader powers 
to arrest a person in certain circumstances. 
  
For the security industry, these changes create both opportunities and responsibilities. 
  
Security personnel may be among the first people to encounter offending in retail, 
commercial and other environments. They may therefore be expected by employers, 
customers, retailers and members of the public to intervene when an offence occurs. 
  
However, the existence of a legal power to make a citizen's arrest does not mean that an 
arrest should always be made, nor does it remove the health and safety responsibilities of 
security companies, their customers or individual security personnel. 
  
The New Zealand Security Association (NZSA) has developed this Good Practice Guideline 
to support the safe, lawful and professional application of citizen's arrest powers within the 
security industry. 
  
1.2 Purpose of this Guideline 
  
The purpose of this Guideline is to provide practical guidance for security companies, 
security personnel and organisations that engage security services when considering or 
undertaking the arrest, detention or restraint of a person. 
  
It is intended to: 

●      Promote a consistent and professional approach to citizen's arrest and detention; 
●      Support security personnel to make informed and proportionate decisions; 
●      Reinforce the importance of health and safety and risk management; 
●      Clarify the responsibilities of security companies, security personnel and their 

customers; 
●      Ensure that every stakeholder understands the duty of care we have to retail 

staff, the public and those suspected of committing an offence; 
●      Promote appropriate training, competency and supervision; 
●      Encourage de-escalation, safe separation and disengagement where appropriate; 
●      Support appropriate engagement with Police; and 
●      Provide a framework for the development of organisational policies, procedures 

and training. 
  
The Guideline recognises that circumstances will vary considerably between locations, 
incidents and individuals. It is therefore intended to support professional judgement rather 
than prescribe a response to every situation. 
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1.3 Who is this Guideline for? 
  
This Guideline is primarily intended for: 

●      Security companies - to assist with the development of policies, procedures, risk 
assessments, training requirements and operational practices. 

●      Security personnel - to provide practical guidance around decision-making, 
intervention, detention, restraint and engagement with Police. 

●      Security customers and retailers - to help organisations understand the 
capabilities, responsibilities and limitations of security personnel and establish 
appropriate expectations for security services. 

●      Managers and supervisors - to support appropriate operational planning, 
supervision, incident management and post-incident review. 

  
The Guideline may also provide useful information for other organisations and members of 
the public seeking to understand the responsible application of citizen's arrest powers. 
  
1.4 A Guideline for Good Practice 
  
This document is a Good Practice Guideline, not a replacement for legislation, legal advice, 
organisational policy or approved training. 
  
The legislation establishes the legal powers and obligations associated with citizen's arrest. 
This Guideline provides an industry framework for applying those powers in a way that 
recognises the broader responsibilities of security professionals and their employers. 
  
Where there is any uncertainty about the legal authority to arrest, the appropriate use of 
force or the circumstances of a particular incident, appropriate legal advice should be 
sought. 
  
The Guideline should also be read alongside relevant health and safety obligations, 
employment requirements, contractual arrangements, organisational policies and 
procedures, and applicable training and certification requirements. 
  
1.5 The NZSA Position 
  
The NZSA supports the lawful and responsible use of citizen's arrest powers where 
intervention is appropriate. 
  
However, the Association considers that the ability to make an arrest should never be 
viewed as an obligation to intervene. 
  
Any decision to intervene should take into account the circumstances of the incident, the 
risks involved, the safety of others, the training and competency of the security personnel 
present, and the availability of safer alternatives. 
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In particular, security personnel should not be placed under inappropriate pressure by 
customers, employers or members of the public to undertake an arrest or physical 
intervention where they reasonably consider that doing so would create an unacceptable 
risk. 
  
The NZSA's position is that effective security practice is not measured simply by whether an 
arrest is made. It is measured by whether security personnel respond lawfully, safely, 
proportionately and professionally. 
  
A legal power to make a citizen's arrest does not create an obligation to intervene, and it 
does not remove the responsibility to keep people safe. 
  
This principle underpins the Good Practice Guideline and the NZSA's approach to training 
and competency in citizen's arrest and detention. 
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2. Understanding Citizen’s Arrest 
  
2.1 What is a citizen’s arrest? 
  
A citizen’s arrest is an arrest made by a person who is not a constable and who is exercising 
a power of arrest provided for by law. 
  
New Zealand law has long provided circumstances in which a person may arrest another 
person without a warrant. The recent changes to the Crimes Act 1961 expand these powers 
and clarify certain requirements relating to arrest, the use of force and restraint. 
  
For security personnel, these changes provide an additional legal option when responding to 
offending. They do not, however, give security personnel the same powers, responsibilities 
or status as Police officers. 
  
A security officer making a citizen’s arrest remains a private individual exercising a specific 
statutory power. 
  
2.2 What has changed? 
  
The recent legislative changes broaden the circumstances in which a person may make a 
citizen’s arrest. 
  
In particular, the changes: 

●      Expand the citizen’s arrest provisions so that a person may intervene in relation 
to any offence against the Crimes Act 1961, regardless of the time of day; 

●      Require a person other than a constable who makes an arrest to contact Police 
as soon as practicable; 

●      Require the person making the arrest to follow directions given by Police in 
relation to the arrested person, including a direction to release the person or hand 
them over to Police; 

●      Clarify that reasonable restraints may be used when making an arrest; and 
●      Clarify the circumstances in which reasonable force may be used in relation to the 

defence of property. 
  
The Government has described the changes as providing businesses and members of the 
public with an additional, optional tool for responding to offending. 
  
The changes do not make citizen’s arrest mandatory, and they do not remove the need for 
an individual to assess the circumstances and risks before deciding whether to intervene. 
  
2.3 An additional option — not an obligation 
  
The ability to make a citizen’s arrest should be understood as an additional option, rather 
than an expectation that security personnel will intervene whenever an offence occurs. 
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There may be circumstances where making an arrest is lawful but where intervention would 
nevertheless be unsafe or inappropriate. 
  
For example, the circumstances may involve: 

●      A risk of violence or escalation; 
●      Weapons or other dangerous objects; 
●      Multiple offenders; 
●      A significant disparity in physical capability; 
●      Vulnerable people; 
●      Uncertainty about the identity of the person involved; 
●      An inability to safely maintain control of the situation; or 
●      A lack of appropriate training, competency or support. 

  
In such circumstances, the appropriate response may be to maintain a safe position, 
observe and record relevant information, protect other people from harm and contact Police. 
  
The existence of a power to arrest does not create a duty to arrest. 
  
Security companies and their customers should ensure that operational expectations reflect 
this principle. 
  
2.4 Reasonable grounds and professional judgement 
  
A citizen’s arrest should only be undertaken where the person making the arrest is acting 
within the circumstances authorised by law. 
  
Security personnel must therefore be able to explain the basis on which they believed an 
arrest was justified. 
  
This requires more than a general suspicion that a person may have committed an offence. 
  
Personnel should consider: 

●      What have I personally observed? 
●      What information have I received from others? 
●      Is there a reasonable basis for believing an offence has occurred? 
●      Is there a reasonable basis for believing this person is involved? 
●      Am I acting within the relevant statutory power? 
●      Could I be mistaken about what has occurred? 
●      Is intervention necessary and appropriate in the circumstances? 

  
Security personnel should avoid making assumptions based solely on appearance, 
behaviour, reputation or previous incidents involving an individual. 
 
Security organisations and personnel should be aware that only an arrest where the person 
is actually found committing an offence renders the arrester “justified” and protected from 
both criminal and civil liability. If the arrest is based on assumption or suspicion, the 
arrester is protected from criminal responsibility only, and remains potentially 
exposed to civil liability. 
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Where there is uncertainty about the circumstances or the legal basis for an arrest, the safer 
course would be to disengage and seek Police assistance. 
  
2.5 Contacting Police 
  
A significant feature of the new provisions is the requirement for a person other than a 
constable who makes an arrest to contact Police as soon as practicable and to follow Police 
directions concerning the arrested person. 
  
This means that making a citizen’s arrest should not be viewed as taking responsibility for 
dealing with an offender independently. 
  
Once an arrest has been made, security personnel should: 

●      Contact Police as soon as practicable. 
●      Clearly identify themselves and communicate what has occurred. 
●      Provide relevant information about the incident and the person arrested. 
●      Follow Police directions. 
●      Release the person if directed to do so. 
●      Hand the person over to Police if directed to do so. 
●      Continue to manage the situation safely while awaiting Police attendance. 

  
The statutory requirement to follow Police directions is an important safeguard and should 
be incorporated into organisational procedures and training. 
  
2.6 Force and restraint 
  
The law provides protections in relation to force used when making an arrest, subject to the 
applicable legal requirements. 
  
The legislation also clarifies that reasonable restraints may be used when making an arrest. 
  
However, the existence of a legal provision allowing force or restraint does not mean that 
physical intervention is automatically appropriate. 
Any physical intervention creates additional risks for the security officer, the person being 
detained and others nearby. 
 
Security personnel should therefore consider whether the arrest can be safely achieved 
without physical intervention and whether the level and duration of any force or restraint is 
appropriate to the circumstances. 
  
Physical intervention should be regarded as a risk-managed activity, not as the default 
response to offending. 
  
Where personnel are expected to undertake physical intervention or use restraint equipment 
as part of their role, they should have appropriate training and be able to demonstrate 
competency. 
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2.7 Citizen’s arrest is not a substitute for Police 
  
Security personnel are not Police officers and should not attempt to replicate Police 
functions beyond the authority provided to them by law. 
  
The purpose of a citizen’s arrest in a security environment should generally be to respond 
appropriately to an immediate situation and, where an arrest is made, facilitate the 
involvement of Police. 
  
Security personnel should not: 

●      Attempt to conduct their own criminal investigation; 
●      Interrogate an arrested person; 
●      Use an arrest as an opportunity to punish or intimidate a person; 
●      Use unnecessary force; 
●      Continue to restrain a person when there is no lawful basis to do so; or 
●      Disregard directions given by Police. 

  
The objective is to manage the immediate situation safely and lawfully until responsibility can 
be transferred to Police. 
 
2.8 Children and young people 
 
Where a citizen’s arrest involves a child or young person, security personnel should exercise 
particular care and restraint. Where intervention is necessary, the primary consideration 
should be the immediate safety of the young person, security personnel and others, with 
Police contacted as soon as practicable where an arrest or continued detention is required.  
 
Security personnel should ensure that any actions taken are consistent with the 
requirements and principles of the Oranga Tamariki Act 1989, including the wellbeing and 
best interests of the child or young person. 
 
2.9 The importance of context 
  
The new legislation provides a broader legal framework for citizen’s arrest, but every incident 
remains different. 
  
The decision to intervene should take account of: 
  
LAW 
Is there a lawful basis for arrest? 
  
NECESSITY 
Is intervention necessary in the circumstances? 
  
RISK 
What risks are presented to the security officer, the public and the person involved? 
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COMPETENCY 
Is the security officer appropriately trained and competent? 
  
PROPORTIONALITY 
Is the proposed response proportionate to the circumstances? 
  
ALTERNATIVES 
Can the situation be safely managed through communication, disengagement, observation 
or Police intervention? 
  
This framework should underpin the more detailed decision-making guidance provided later 
in this document. 
  
Citizen’s arrest provides an additional legal option. It does not require security personnel to 
put themselves or others at unnecessary risk. 
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3. The Decision to Intervene 
  
3.1 A professional judgement 
  
The decision to intervene in an incident is one of the most important judgements a security 
professional may make. 
  
The fact that a security officer has witnessed an offence, or has reasonable grounds to 
believe an offence has occurred, does not automatically mean that making an arrest is the 
safest or most appropriate course of action. 
 
 A security officer should assess the circumstances, consider the risks and available options, 
and make a professional judgement about whether intervention is appropriate. 
The objective is not simply to apprehend an offender. The objective is to manage the 
situation lawfully and safely while protecting people and property. 
  
 
GOOD PRACTICE 
Security personnel should consider whether intervention is necessary, appropriate and safe 
before deciding to make a citizen’s arrest. 
  
The Advanced Security Officer training places significant emphasis on situational 
awareness, decision-making, proportionate and appropriate responses, pre-action planning 
and scenario-based application of these concepts. 
  
 
3.2 The decision framework 
  
Before intervening, security personnel should consider six questions: 
  
1. LAW — Can I lawfully intervene? 

●      Is there a known or reasonably suspected offence? 
●      What have I personally observed? 
●      Is there sufficient information to identify the person involved? 
●      Am I acting within the powers available to me? 
●      Do I understand the limits of those powers? 
●      If there is significant uncertainty about the legal basis for an arrest, the officer 

should seek appropriate advice or contact Police rather than assume that an 
arrest is justified. 

  
2. NECESSITY — Is intervention necessary? 
Even where there is a lawful basis to intervene, consideration should be given to whether an 
arrest or physical intervention is actually necessary. 
  
Could the situation be safely managed by: 

●      Verbal engagement? 
●      De-escalation? 
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●      Maintaining observation? 
●      Allowing the person to leave while preserving evidence? 
●      Contacting Police? 
●      Protecting other people or property without physically intervening? 

  
Citizen’s arrest should not be regarded as the automatic response to every offence. 
 
3. RISK — What could happen if I intervene? 
Before taking action, the officer should consider the immediate and foreseeable risks. 
 
These may include: 

●      Aggressive or unpredictable behaviour 
●      Weapons or potential weapons 
●      Multiple offenders 
●      Alcohol or drug impairment 
●      Physical disparity between the officer and the person involved 
●      The presence of vulnerable people 
●      Crowded or confined environments 
●      Traffic or other environmental hazards 
●      The risk of escalation 
●      The availability and response time of Police 
●      The officer's own physical condition and capability 

  
The officer should also consider whether intervention could create a greater risk to members 
of the public than the original incident. 
  
4. COMPETENCY — Am I trained and capable of doing this safely? 
Security personnel should understand the limits of their own training and capability. 
  
An officer should not undertake an activity simply because a customer, colleague or member 
of the public expects them to do so. 
  
Where a role involves physical intervention, detention or restraint, personnel should have 
appropriate training and be able to demonstrate competency for those activities. 
  
The NZSA Advanced Security Officer programme recognises this through pre-assessment 
requirements covering experience, situational awareness, conflict de-escalation, duty of care 
and reasonable force, as well as physical and personal suitability. 
  
5. PROPORTIONALITY — Is my response proportionate? 
The response should be appropriate to the circumstances and should not create 
unnecessary risk. 
  
Security personnel should continually assess whether the level of intervention remains 
justified as circumstances change. 
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A situation that initially appears to require intervention may change rapidly. Officers should 
be prepared to: 

●      De-escalate; 
●      Disengage; 
●      Reduce the level of physical intervention; 
●      Release or step back from an individual where appropriate; or 
●      Transfer responsibility to Police. 

  
Proportionality applies throughout the incident, not just at the moment an intervention 
begins. 
  
6. ALTERNATIVES — Is there a safer option? 
Before intervening physically, the officer should consider whether another response could 
achieve the desired outcome with less risk. 
 
This may include: 

●      Maintaining observation; 
●      Moving themselves or others to a safer location; 
●      Using communication and de-escalation; 
●      Seeking assistance from colleagues; 
●      Preserving CCTV or other evidence; 
●      Contacting Police; 
●      Allowing Police to undertake the arrest. 

  
A safer alternative is often the better security response. 
  
3.3 The STOP–ASSESS–DECIDE approach 
  
The six principles above can be simplified into a practical decision-making process: 
  
STOP 

➔    Pause before acting where circumstances allow. 

➔    Avoid an instinctive response based solely on the fact that an offence appears to 
have occurred. 

  
ASSESS 
Consider: 

●      LAW — Is there a lawful basis to intervene? 
●      NECESSITY — Does intervention need to happen now? 
●      RISK — What could happen if I intervene? 
●      COMPETENCY — Am I trained and capable? 
●      PROPORTIONALITY — Is the response appropriate? 
●      ALTERNATIVES — Is there a safer option? 
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DECIDE 
Choose the safest lawful and proportionate response. 
This may be: 

➔    INTERVENE 

◆     Where intervention is lawful, necessary, proportionate and within the 
officer's competency; 

➔    OBSERVE & REPORT 

◆     Where intervention is not necessary or would introduce unacceptable risk; 
or 

➔    DISENGAGE & CONTACT POLICE 

◆     Where the situation cannot be safely managed by security personnel. 
  
This process should not be interpreted as requiring an officer to complete a formal checklist 
during a rapidly developing incident. It is intended to provide a framework for developing 
sound professional judgement and organisational procedures. 
 
  
What the law says 
The law provides circumstances in which a person may exercise a citizen's arrest. It does 
not require security personnel to make an arrest whenever an offence occurs. The 
Government has described the expanded citizen's arrest power as an additional and optional 
tool for businesses and members of the public. 
  
Good Practice 
Organisations should establish clear procedures that allow security personnel to assess the 
circumstances and exercise professional judgement about whether intervention is 
appropriate. 
  
Remember 
You do not have to intervene simply because you can. 
  
 
 
3.4 When not to intervene 
  
There will be circumstances where the safest and most professional response is not to 
physically intervene. 
  
Examples may include situations involving: 

●      A suspected weapon; 
●      Multiple offenders where the officer is significantly outnumbered; 
●      Serious or escalating violence; 
●      An individual displaying highly unpredictable behaviour; 
●      A significant risk to members of the public; 
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●      A situation outside the officer's training or competency; 
●      An inability to safely maintain control of a detained person; 
●      Circumstances where intervention would expose the officer or others to an 

unreasonable level of risk. 
  
In these circumstances, security personnel should focus on protecting people, maintaining a 
safe position, observing and recording relevant information, preserving evidence and 
contacting Police. 
  
Choosing not to physically intervene is not necessarily a failure to perform the security role. 
It may be the most appropriate application of professional judgement. 
  
3.5 Customer and employer expectations 
  
Security companies and their customers have an important role in ensuring that operational 
expectations do not create pressure for inappropriate intervention. 
  
A security contract, site instruction or customer request should not be interpreted as 
requiring a security officer to undertake an activity that is outside their training, competency 
or reasonable assessment of risk. 
  
Customers should understand that security personnel may make different decisions in 
apparently similar circumstances because the specific risks and conditions may differ. 
  
3.6 Dynamic decision-making 
  
The decision to intervene does not end once an officer has taken action. 
  
Circumstances can change quickly. An initially cooperative person may become aggressive. 
Additional people may become involved. A member of the public may enter the situation. A 
weapon may become apparent. Police may provide new instructions. 
  
Security personnel should therefore continually reassess the situation and be prepared to 
change their response. 
  
The NZSA Advanced Security Officer programme reflects this dynamic approach through 
progressive scenario drills covering appropriate interaction, proportionate responses, 
communication, disengagement, teamwork and decision-making. 
  
3.7 Professional judgement is a core competency 
  
Citizen's arrest should not be reduced to a set of physical techniques. 
  
The ability to recognise risk, communicate effectively, assess changing circumstances and 
make sound decisions is fundamental to safe intervention. 
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For this reason, NZSA considers judgement, communication, de-escalation and situational 
awareness to be core competencies for personnel whose roles may involve citizen's arrest 
or detention. 
 
The best outcome is not necessarily an arrest. The best outcome is one in which the 
situation is managed lawfully, safely and proportionately, with the least unnecessary risk to 
everyone involved. 
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4. Health and Safety Responsibilities 
  
4.1 Citizen’s arrest does not remove health and safety obligations 
  
The introduction of broader citizen’s arrest powers does not change the fundamental health 
and safety responsibilities that apply to security companies, their customers and security 
personnel. 
  
The Health and Safety at Work Act 2015 (HSWA) places a primary duty on a Person 
Conducting a Business or Undertaking (PCBU) to ensure, so far as is reasonably 
practicable, the health and safety of workers and that other people are not put at risk by work 
carried out as part of the business or undertaking. This includes providing and maintaining 
safe systems of work and providing information, training, instruction and supervision 
necessary to protect people from risks to their health and safety. 
  
For organisations that employ or engage security personnel, activities involving citizen’s 
arrest, physical intervention, detention or restraint should therefore be considered as part of 
the organisation's overall health and safety risk management. 
 
  
What the law says 
The HSWA requires PCBUs to ensure, so far as is reasonably practicable, the health and 
safety of workers and other people who may be put at risk by the work of the business or 
undertaking. 
  
Good Practice 
Organisations should treat citizen’s arrest and physical intervention as identifiable workplace 
risks and incorporate them into their health and safety systems. 
  
Remember 
A citizen’s arrest may be lawful, but the way it is carried out still has to be managed safely. 
  
 
4.2 Identifying and managing risk 
  
Citizen’s arrest and physical intervention can expose security personnel and others to risks 
that may not arise during routine security activities. 
  
Potential risks include: 

●      Violence or physical assault; 
●      Aggressive or unpredictable behaviour; 
●      Weapons or potential weapons; 
●      Multiple offenders; 
●      Physical injury during restraint; 
●      Falls or impact injuries; 
●      Restricted movement or breathing; 
●      Risks associated with ground restraint; 
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●      Members of the public becoming involved; 
●      Traffic or environmental hazards; 
●      Exposure to blood or other bodily fluids; 
●      Psychological or emotional impacts following an incident; and 
●      Escalation of an otherwise manageable situation. 

  
Security companies and their customers should identify reasonably foreseeable risks 
associated with the activities they expect security personnel to undertake and consider how 
those risks can be eliminated or minimised. 
  
Risk management should consider the specific environment in which security services are 
being delivered. A retail store, shopping centre, licensed premises, transport facility and 
commercial site may each present very different risks. 
 
4.3 Safe systems of work 
  
Where security personnel may be expected to undertake citizen’s arrest, detention or 
physical intervention, organisations should have appropriate systems of work in place. 
  
Depending on the nature of the role and environment, these may include: 

➔    Clear operational policies; 

➔    Site-specific risk assessments; 

➔    Defined roles and responsibilities; 

➔    Appropriate staffing levels; 

➔    Communication systems; 

➔    Escalation procedures; 

➔    Access to Police assistance; 

➔    Appropriate equipment; 

➔    Training and competency requirements; 

➔    Supervision; 

➔    Incident reporting procedures; and 

➔    Post-incident review. 
  
The level of control required should be proportionate to the risks associated with the activity. 
  
A written policy should not be regarded as sufficient on its own. Organisations should ensure 
that procedures are understood, implemented and regularly reviewed. 
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4.4 Training, instruction and supervision 
  
Where personnel are expected to undertake activities involving arrest, detention, physical 
intervention or restraint, appropriate training is an essential component of risk management. 
  
Training should be appropriate to the role and should address, as relevant: 

●      Legal authority and limitations; 
●      Decision-making; 
●      Situational awareness; 
●      Communication; 
●      Conflict management; 
●      De-escalation; 
●      Safe separation; 
●      Duty of care; 
●      Reasonable force; 
●      Physical intervention; 
●      Restraint; 
●      Handcuffing where applicable; 
●      Risks associated with positional restraint; 
●      Working with colleagues; 
●      Contacting Police; 
●      Evidence and reporting; and 
●      Post-incident procedures. 

  
Training should not be viewed as a one-off event. Organisations should maintain appropriate 
records of training and competency and ensure that personnel remain capable of performing 
the activities expected of them. 
  
The NZSA Advanced Security Officer programme provides an industry pathway for 
personnel undertaking higher-risk security functions. The current proposal includes a five-
day face-to-face programme, practical assessment, certification and two-year recertification. 
  
4.5 The role of the security company 
  
Security companies have an important responsibility to ensure that the services they provide 
can be delivered safely. 
  
Where citizen’s arrest or physical intervention forms part of a contracted security role, the 
security company should: 
 

●      Identify the activities personnel may be expected to undertake; 
●      Assess the associated risks; 
●      Ensure personnel have appropriate training and competency; 
●      Establish clear policies and procedures; 
●      Provide appropriate supervision and support; 
●      Ensure equipment is appropriate and properly maintained; 
●      Establish clear escalation procedures; 
●      Maintain appropriate training and competency records; 
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●      Ensure incidents and near misses are reported and reviewed; and 
●      Consult with customers about site-specific risks and expectations. 

  
A security company should not accept or maintain an operational requirement that it cannot 
reasonably support through appropriate staffing, training, supervision and risk controls. 
 
4.6 Security Equipment - PPE 
 
As these are high-risk and potentially volatile situations security companies should consider 
the appropriateness of the PPE (Personal Protective Equipment) that they provide. The 
addition of Stab Proof Vests (SPV) is recommended by the NZSA for anyone being put into 
high-risk environments. 
  
4.7 The role of the security customer 
  
Security customers, including retailers, also have an important role in managing the risks 
associated with security activities carried out on their premises. 
  
Customers should: 

●      Clearly communicate their security objectives and expectations; 
●      Work with their security provider to identify site-specific risks; 
●      Ensure contractual requirements are consistent with safe systems of work; 
●      Understand the training and competency of personnel assigned to the site; 
●      Ensure site procedures support appropriate escalation and Police engagement; 
●      Avoid creating incentives or expectations that encourage unnecessary physical 

intervention; 
●      Support security personnel who make a reasonable decision not to intervene 

because of safety concerns; and 
●      Participate in incident and risk reviews where appropriate. 

  
A customer should not assume that every security officer is trained, authorised or equipped 
to undertake physical intervention or detention. 
 
 
Good Practice 
Security customers should agree with their security provider, before incidents occur, what 
level of intervention is expected, what training is required and when personnel should 
disengage and contact Police. 
  
Remember 
"The guard should arrest them" is not a health and safety policy. 
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4.8 No inappropriate pressure to intervene 
  
The NZSA strongly encourages employers, retailers and other security customers to avoid 
placing inappropriate pressure on security personnel to undertake citizen’s arrests or 
physical interventions. 
  
A security officer may reasonably decide that intervention is unsafe because of the 
circumstances, the behaviour of the individual, the environment, the presence of weapons or 
other hazards, or because the activity falls outside their training or competency. 
  
That decision should be respected. 
  
Customers should not interpret a decision to disengage as a failure to provide security 
services. In many circumstances, maintaining a safe position, preserving evidence, 
protecting other people and contacting Police may be the most appropriate professional 
response. 
  
The NZSA considers that security personnel should be supported in making reasonable, 
risk-based decisions about whether to intervene. 
 
4.9 The role of the security officer 
  
Security personnel also have responsibilities under the HSWA. 
  
Workers must take reasonable care for their own health and safety and that their acts or 
omissions do not adversely affect the health and safety of others. They must also comply, as 
far as reasonably able, with reasonable health and safety instructions and policies. 
 
Security personnel should therefore: 

●      Follow relevant organisational policies and procedures; 
●      Apply their training and professional judgement; 
●      Take reasonable care of themselves and others; 
●      Assess risk before intervening; 
●      Remain within the limits of their training and competency; 
●      Use only appropriate and proportionate responses; 
●      Communicate and work with colleagues where appropriate; 
●      Contact Police when required; 
●      Report incidents and hazards; and 
●      Participate in post-incident reviews and ongoing training. 

  
Security personnel should not place themselves or others at unnecessary risk simply 
because an incident involves offending. 
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4.10 The right to refuse unsafe work  
  
Health and safety legislation recognises that workers may have the right to stop or refuse 
work where they reasonably believe carrying out the work would expose them or another 
person to a serious risk to health or safety arising from an immediate or upcoming hazard. 
  
This is particularly relevant to roles involving potentially violent or unpredictable situations. 
  
The existence of a citizen’s arrest power should not be interpreted as requiring a security 
officer to undertake an activity that they reasonably believe presents a serious and 
immediate health and safety risk. 
  
Organisations should ensure their policies and workplace culture support appropriate 
escalation of health and safety concerns and do not discourage workers from raising 
legitimate safety issues. 
  
4.11 Consultation and shared responsibility 
  
Health and safety in security operations is a shared responsibility. 
  
Where more than one PCBU has duties in relation to the same work or workplace, those 
PCBUs should, so far as reasonably practicable, consult, cooperate and coordinate their 
activities. 
  
This is particularly relevant where a retailer or other organisation engages an external 
security company. 
  
The parties should work together to establish: 

●      Who is responsible for particular risks; 
●      What activities security personnel are expected to undertake; 
●      What controls are in place; 
●      What training and competency is required; 
●      How incidents are escalated; 
●      How Police are contacted; 
●      How incidents are reported; and 
●      How the effectiveness of controls will be reviewed. 

  
The objective should be a shared understanding of risk and responsibility, rather than simply 
transferring responsibility from one organisation to another. 
  
4.12 Reviewing incidents and learning from experience 
  
Any significant incident involving citizen’s arrest, physical intervention or restraint should 
provide an opportunity to review whether existing controls were effective. 
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Depending on the circumstances, a review may consider: 
●      What happened? 
●      Was the intervention necessary? 
●      Were existing procedures followed? 
●      Were the risks appropriately identified? 
●      Was the officer appropriately trained and competent? 
●      Was the response proportionate? 
●      Were there opportunities to de-escalate or disengage? 
●      Were Police contacted appropriately? 
●      Did the customer or site environment contribute to the risk? 
●      Were there any injuries or near misses? 
●      Are changes to procedures, training or risk controls required? 

  
The purpose of a review should be to learn and improve, rather than simply to determine 
whether an arrest was successful. 
  
Remember 
A successful security outcome is one that manages the risk - not simply one that results in 
an arrest. 
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5. Communication, De-escalation and Safe Separation 
  
5.1 The first response should be the safest response 
  
Security personnel will encounter a wide range of situations, from low-level offending and 
conflict through to serious and potentially violent incidents. 
  
In many situations, effective communication, early intervention and de-escalation can 
prevent a situation from escalating and reduce the need for physical intervention. 
  
The NZSA considers communication, de-escalation and safe separation to be fundamental 
security skills and important components of any role in which personnel may be required to 
manage conflict or potentially detain an individual. 
  
The objective is not to "win" an interaction or force a particular outcome. The objective is to 
manage the situation safely and reduce the likelihood of harm. 
 
 
Good Practice 
Where circumstances allow, security personnel should seek to de-escalate a situation before 
considering physical intervention. 
  
Remember 
Creating distance and disengaging can be just as effective a security response as physical 
intervention. 
  
 
5.2 Situational awareness 
  
Effective de-escalation begins before a confrontation occurs. 
  
Security personnel should maintain awareness of: 

●      The behaviour and emotional state of people involved; 
●      Changes in the environment; 
●      The location and movement of members of the public; 
●      Potential exits and safe areas; 
●      The presence of colleagues; 
●      Potential weapons or hazards; 
●      The number of people involved; 
●      Changes in the level of aggression; and 
●      The availability of assistance. 

  
Situational awareness allows security personnel to identify changes in risk and make 
decisions before a situation reaches the point where physical intervention becomes 
necessary. 
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The Advanced Security Officer training places specific emphasis on visual awareness, 
situational awareness, body language and understanding the dynamics of a threatening 
situation. 
  
5.3 Communication 
  
Clear, calm and professional communication can help prevent unnecessary escalation. 
  
Security personnel should, where appropriate: 

●      Introduce themselves and identify their role; 
●      Use clear and simple language; 
●      Maintain a calm and respectful tone; 
●      Give reasonable and understandable instructions; 
●      Avoid unnecessary confrontation; 
●      Listen to what the person is saying; 
●      Avoid arguing or making threats; 
●      Allow the person an opportunity to comply; 
●      Explain what is expected of them; and 
●      Avoid language that may unnecessarily provoke or humiliate. 

  
Communication should be appropriate to the circumstances and the person's apparent 
ability to understand what is being said. 
  
Security personnel should also consider whether language barriers, hearing impairment, 
disability, intoxication, distress or other factors may affect communication. 
  
5.4 Body language and positioning 
  
How a security officer approaches a situation can influence how the other person responds. 
  
Personnel should be conscious of: 

●      Their physical position; 
●      Their distance from the person; 
●      Their posture; 
●      Their movements; 
●      Their tone of voice; 
●      Whether they are blocking exits; 
●      The position of colleagues; and 
●      The presence and movement of members of the public. 

  
Where appropriate, officers should avoid unnecessarily crowding or cornering a person. 
  
Maintaining an appropriate distance can provide additional time to respond if the person's 
behaviour changes and may reduce the likelihood of physical confrontation. 
  
The proposed training programme specifically addresses body language, movement and 
projection, positional awareness and appropriate interaction as part of its communication 
and de-escalation content. 
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5.5 De-escalation 
  
De-escalation involves using communication, behaviour and positioning to reduce the 
intensity of a situation and minimise the likelihood of violence or confrontation. 
  
There is no single technique that will work in every situation. 
  
Depending on the circumstances, de-escalation may involve: 

●      Speaking calmly; 
●      Giving the person time to respond; 
●      Listening and acknowledging concerns; 
●      Providing clear choices; 
●      Avoiding unnecessary confrontation; 
●      Moving other people away from the situation; 
●      Creating additional space; 
●      Calling for assistance; 
●      Allowing the person an opportunity to leave where appropriate; or 
●      Disengaging and contacting Police. 

  
Security personnel should recognise that a person's behaviour may be influenced by factors 
such as intoxication, drugs, mental distress, fear, anger or confusion. 
  
Understanding these factors can assist officers in choosing an appropriate response, but 
should not lead them to underestimate the potential risk. 
  
De-escalation does not mean accepting unsafe behaviour. An officer should disengage and 
seek assistance where continued engagement increases the risk of harm. 
  
5.6 Safe separation 
  
Safe separation should be considered whenever circumstances allow. 
  
The purpose of safe separation is to create sufficient space and time to reduce the likelihood 
of physical confrontation and allow security personnel to manage the situation more safely. 
  
This may involve: 

●      Moving members of the public away; 
●      Creating distance between the officer and the person involved; 
●      Moving to a safer location; 
●      Positioning colleagues appropriately; 
●      Maintaining access to an exit; 
●      Removing potential hazards; 
●      Waiting for Police or additional assistance; or 
●      Allowing the situation to settle before taking further action. 

  
Safe separation can be particularly important where the person involved is displaying signs 
of escalating aggression. 
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Security personnel should avoid unnecessarily placing themselves between an aggressive 
person and an exit or otherwise creating circumstances where the person may feel trapped. 
  
5.7 Recognising escalation 
  
Security personnel should remain alert to changes in behaviour that may indicate increasing 
risk. 
  
Potential indicators can include: 

●      Raised voice or increasingly aggressive language; 
●      Threats; 
●      Rapid or unpredictable movements; 
●      Clenched fists; 
●      Significant changes in body posture; 
●      Pacing or agitation; 
●      Attempts to close distance; 
●      Refusal to follow reasonable instructions; 
●      Attempts to recruit or involve others; 
●      Repeated challenges or confrontation; and 
●      Behaviour indicating possible intoxication or impairment. 

  
No individual behaviour should automatically be interpreted as indicating that violence will 
occur. 
  
The purpose of recognising these indicators is to help personnel identify changing risk and 
respond early, rather than to label or stereotype individuals. 
  
5.8 Working as a team 
  
Where more than one security officer is present, effective communication and coordination 
can reduce risk. 
  
Personnel should, where appropriate: 

●      Establish clear roles; 
●      Communicate changes in the situation; 
●      Avoid multiple officers giving conflicting instructions; 
●      Maintain awareness of each other's location; 
●      Identify who will communicate with the person; 
●      Identify who will contact Police or request assistance; and 
●      Maintain awareness of members of the public. 

  
Teamwork should support de-escalation rather than create a perception of unnecessary 
confrontation. 
  
The Advanced Security Officer training includes teamwork, communication and negotiation, 
as well as scenario-based exercises involving proportionate responses and safe separation. 
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5.9 When communication is not working 
  
De-escalation should not become an extended confrontation. 
  
If communication is not reducing the risk, security personnel should reassess the situation 
using the STOP–ASSESS–DECIDE framework. 
  
Consider: 

STOP 
Can I safely pause or create distance? 
ASSESS 
Has the level of risk changed? 
DECIDE 
Should I continue communicating, disengage, seek assistance, contact Police or take 
further action? 

  
An officer should not continue an increasingly confrontational interaction simply because an 
initial attempt at communication has failed. 
  
What the law says 
The law establishes when a citizen's arrest may be available. It does not require a security 
officer to continue engaging with a person where doing so creates an unacceptable risk. 
  
Good Practice 
Where communication and de-escalation are not reducing risk, security personnel should be 
prepared to disengage, create distance and seek appropriate assistance. 
  
Remember 
You don't have to win the interaction. You have to manage the risk. 
 
  
5.10 When physical intervention becomes necessary 
  
There may be circumstances where communication, de-escalation or safe separation are not 
sufficient to manage the situation and where physical intervention becomes necessary and 
lawful. 
  
Before moving to physical intervention, security personnel should consider the principles set 
out in Section 3: 

➔    Is the intervention lawful? 

➔    Is it necessary? 

➔    What are the risks? 

➔    Am I trained and competent? 

➔    Is the response proportionate? 

➔    Is there a safer alternative? 
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Where physical intervention does occur, personnel should continue to assess the situation 
and be prepared to reduce or stop the intervention when circumstances change. 
  
Physical intervention should never be used as punishment, retaliation or a means of 
expressing frustration. 
  
The purpose of intervention is to manage the immediate risk and achieve a safe outcome. 
  
5.11 Protecting members of the public 
  
The presence of members of the public can significantly change the risk associated with an 
incident. 
  
Security personnel should consider whether intervention could: 

●      Draw members of the public into the confrontation; 
●      Cause people to panic; 
●      Create a risk of falls or injury; 
●      Block entrances or exits; 
●      Expose children or vulnerable people to danger; 
●      Create a risk of secondary violence; or 
●      Cause an incident to spread beyond the immediate area. 

  
Where possible, personnel should seek to move uninvolved people away from the incident 
and maintain a safe environment. 
  
In some circumstances, protecting members of the public may be a higher priority than 
attempting to physically detain an offender. 
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6. Arrest and Detention 
  
6.1 Arrest is a significant intervention 
  
Making a citizen's arrest is a significant intervention in a person's liberty and should not be 
undertaken lightly. 
  
For security personnel, an arrest should only occur where the officer has a lawful basis to do 
so and, having considered the circumstances and risks, has determined that intervention is 
appropriate. 
  
The decision-making principles established in Section 3 should continue to apply: 
  
LAW → NECESSITY → RISK → COMPETENCY → PROPORTIONALITY → ALTERNATIVES 
  
Where an arrest is made, the security officer assumes additional responsibilities for the 
safety and welfare of the person who has been arrested. 
  
Good Practice 
An arrest should be treated as the beginning of a controlled process, not the end of an 
incident. 
  
Remember 
Once you arrest someone, you have a responsibility for what happens next. 
 
  
6.2 Before making an arrest 
  
Where circumstances allow, security personnel should pause and confirm that an arrest is 
appropriate before taking action. 
  
The officer should consider: 

●      What offence has occurred or is reasonably believed to have occurred? 
●      What have I personally observed? 
●      Is the person correctly identified? 
●      Is there a lawful basis for arrest? 
●      Is arrest necessary in the circumstances? 
●      What risks are presented? 
●      Am I trained and competent to undertake the intervention? 
●      Can the situation be managed more safely without physical intervention? 
●      Can Police be contacted instead? 
●      Are colleagues available to assist? 
●      Are members of the public at risk? 

  
Where there is significant uncertainty about the basis for an arrest, the officer should avoid 
making assumptions and seek appropriate assistance. 
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A person should not be arrested simply because they appear suspicious, are known to 
security personnel, have previously offended, or are behaving in a way that the officer finds 
undesirable. 
  
6.3 Communicating the arrest 
  
Where practicable and safe to do so, security personnel should clearly communicate to the 
person that they are being arrested. 
  
The officer should: 

●      Clearly identify themselves as security personnel; 
●      Communicate that the person is being arrested; 
●      Explain, in simple terms, the reason for the arrest; 
●      Use calm and professional language; 
●      Give the person an opportunity to comply voluntarily where circumstances allow; 

and 
●      Avoid unnecessary confrontation or provocative language. 

  
Communication should remain focused on managing the immediate situation. 
  
Security personnel should not attempt to interrogate, threaten, humiliate or punish the 
person being arrested. 
  
Where the circumstances make verbal communication impracticable or unsafe, the officer 
should prioritise safety and take appropriate action within their training and the law. 
 
6.4 Physical intervention 
  
A citizen's arrest does not automatically require physical intervention. 
  
Where the person cooperates, the preferred outcome should generally be to maintain control 
of the situation without unnecessary physical contact. 
  
Where a person resists or attempts to escape, security personnel should apply the principles 
of necessity and proportionality and remain within the limits of their training and competency. 
  
The Crimes Act provides protections relating to force used in making an arrest, subject to the 
statutory requirements. The legislation does not provide a general licence to use force, and 
force should not be used where an arrest can reasonably be achieved by less violent means. 
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Any physical intervention should therefore be: 
  
Lawful; 
Necessary in the circumstances; 
 
Proportionate; 
Consistent with the officer's training and competency; and 
Directed towards achieving a safe outcome. 
  
Physical intervention must never be used for punishment, retaliation or to express 
frustration. 
 

  
What the law says 
The law provides protections in relation to force used in making an arrest, subject to its 
requirements. The relevant provisions address force necessary to overcome resistance and 
recognise circumstances where an arrest can reasonably be achieved in a less violent 
manner. 
  
Good Practice 
Security personnel should use the least risky and least intrusive response that will safely 
achieve the lawful objective. 
  
Remember 
The fact that force is available does not mean force is necessary.  
 
6.5 Restraint 
  
In some circumstances, it may be necessary to restrain a person who has been arrested in 
order to maintain control of the situation or prevent escape. 
  
The new legislation clarifies the circumstances in which reasonable restraints may be used 
when making an arrest. 
  
However, restraint introduces additional health and safety risks and should only be 
undertaken by personnel who have received appropriate training. 
  
Security personnel should understand: 

●      Why restraint may be necessary; 
●      The limits of their authority; 
●      The risks associated with physical restraint; 
●      How to monitor the condition of a restrained person; 
●      When restraint should be reduced or removed; 
●      How to respond to signs of medical distress; and 
●      How to safely transfer responsibility to Police. 

  
This Guideline does not prescribe specific restraint techniques. Those techniques will be 
taught, assessed and maintained through the training programme. 
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The NZSA Advanced Security Officer programme specifically includes restraint and 
restricted movement, due care, positional asphyxia and handcuffing within its practical 
training content. 
  
6.6 Duty of care during detention 
  
Once a person has been arrested, security personnel should take reasonable steps to 
protect that person's health and safety while they remain in their custody. 
  
The fact that a person has committed, or is suspected of having committed, an offence does 
not remove the need to treat them safely and appropriately. 
  
Personnel should remain alert to: 

●      Breathing difficulties; 
●      Loss of consciousness; 
●      Medical distress; 
●      Injury; 
●      Signs of intoxication or drug impairment; 
●      Extreme agitation or distress; 
●      Vulnerability due to age or disability; and 
●      Any significant change in the person's physical or mental condition. 

  
Particular care should be taken following any physical intervention. 
  
If a person appears to be experiencing a medical emergency, appropriate emergency 
assistance should be sought immediately. 
  
6.7 Monitoring a detained person 
  
A person who has been physically restrained should not simply be left unattended. 
  
Where circumstances permit, security personnel should maintain appropriate observation 
and monitor the person's condition until responsibility is transferred to Police. 
Personnel should be alert to changes to their well-being as outlined above. Any indication of 
medical distress should be treated seriously. 
  
The Advanced Security Officer training specifically identifies due care, positional asphyxia 
and appropriate restraint as areas of competency. 
 
Good Practice 
Restraint is not simply a means of preventing escape. It creates an ongoing responsibility to 
monitor the safety and condition of the person being restrained. 
  
Remember 
If you restrain someone, you must continue to watch them. 
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6.8 Respect for dignity and basic needs 
 
A person who has been arrested or detained should be treated with dignity and respect 
throughout the period of detention.  
 
Security personnel should take reasonable steps to meet basic needs. This may include 
access to toilet facilities, water, appropriate seating and, where necessary, medical 
assistance. Unnecessary humiliation, degrading treatment or restrictions should be avoided. 
The NZ Bill of Rights Act recognises that people deprived of liberty should be treated with 
humanity and respect for their inherent dignity 
  
6.9 Contacting Police 
  
A person other than a constable who makes a citizen's arrest must contact Police as soon 
as practicable and follow Police directions concerning the arrested person. The directions 
may include releasing the person or handing them over to a constable. 
  
Security organisations should therefore establish clear procedures for contacting Police 
following an arrest. 
  
Where an arrest is made, personnel should: 

●      Contact Police as soon as practicable. 
●      Explain what has occurred. 
●      Provide the location and relevant details. 
●      Follow Police instructions. 
●      Maintain the safety of the arrested person and others while awaiting Police. 
●      Release or hand over the person as directed by Police. 

  
The requirement to contact Police should be incorporated into training, site procedures and 
incident-response protocols. 
  
6.10 Waiting for Police 
  
There may be a period between an arrest being made and Police taking responsibility for the 
arrested person. Security officers should move the person to a suitable, private area for 
detention. 
  
Security personnel should not use the waiting period to conduct their own investigation or 
interrogation. 
  
Where the person is cooperative, unnecessary physical restraint should be avoided where it 
is safe and lawful to do so. 
  
6.11 Police directions 
  
Once Police have been contacted, security personnel should follow reasonable directions 
given by Police in relation to the arrested person. 
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This may include a direction to: 
●      Release the person; 
●      Continue to manage the situation pending Police attendance; or 
●      Hand the person over to a constable. 

  
The new legislation makes following Police directions an explicit part of the citizen's 
arrest framework. 
 
  
What the law says 
A person other than a constable who makes an arrest must contact Police as soon as 
practicable and follow Police directions concerning the arrested person. 
  
Good Practice 
Organisations should build Police notification and handover into their standard incident 
procedures rather than leaving officers to determine the process during a high-pressure 
event. 
  
Remember 
Citizen's arrest does not mean taking the law into your own hands. Police remain the next 
step. 
 
 
6.12 When the person attempts to escape 
  
An arrested person may attempt to leave or resist. The security officer should reassess the 
situation using the STOP–ASSESS–DECIDE framework. 
  
Consider: 
STOP 
Can the situation be safely paused? 
  
ASSESS 
What is the current level of risk? Has the situation changed? 
  
DECIDE 
Is continued intervention necessary and proportionate, or is disengagement and Police 
assistance the safer option? 
  
Personnel should not automatically escalate their response simply because a person 
attempts to leave. 
  
The decision to continue an intervention should take account of the circumstances, the 
seriousness of the situation, the risks involved, the officer's competency and the availability 
of Police assistance. 
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6.13 Transfer to Police 
  
The transfer of an arrested person to Police should be conducted in a controlled and 
professional manner. 
  
Security personnel should provide Police with relevant information, which may include: 

●      The identity of the person, where known; 
●      The reason for the arrest; 
●      What the officer personally observed; 
●      Relevant witness information; 
●      Any evidence collected or preserved; 
●      Details of any physical intervention; 
●      Any use of restraints; 
●      Any injuries or medical concerns; and 
●      Relevant CCTV or other recorded material. 

  
Security personnel should distinguish between what they personally observed and 
information provided to them by others. 
  
Once Police assume responsibility for the arrested person, security personnel should follow 
Police instructions and organisational procedures. 
 
6.14 Arrest does not mean punishment 
  
A citizen's arrest is not a form of punishment. 
  
Security personnel should not: 

●      Use force to punish a person; 
●      Humiliate or intimidate them; 
●      Make threats about consequences; 
●      Use unnecessary restraint; 
●      Conduct an interrogation; 
●      Attempt to extract a confession; or 
●      Treat detention as an opportunity to impose their own consequences. 

  
The role of the security officer is to manage the immediate situation within the authority 
provided by law and, where an arrest has been made, facilitate the appropriate involvement 
of Police. 
  
6.15 When an arrest should end 
  
An arrest or detention should not continue simply because security personnel believe the 
person deserves to be held. 
  
The legal basis for continuing to hold a person must remain valid. 
  
Security personnel should be prepared to release a person where legally required or where 
directed to do so by Police. 
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The new legislation specifically provides for Police to direct the person making an arrest to 
release the arrested person or hand them over to a constable. 
  
Where there is uncertainty about whether a person should continue to be detained, security 
personnel should seek appropriate guidance rather than simply continue the detention. 
 
  
Good Practice Principal 
Arrest → Contact Police → Maintain Safety → Follow Directions → Handover → Report 
  
A citizen's arrest should be managed as a controlled process with a clear pathway to Police 
involvement. 
  
The objective is not to "hold the offender". The objective is to safely manage the situation 
until Police can take the appropriate next step. 
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7. Physical Intervention and Restraint 
  
7.1 Physical intervention is a high-risk activity 
  
Physical intervention should be regarded as a higher-risk security activity and should only be 
undertaken where it is lawful, necessary, proportionate and within the capability and training 
of the security personnel involved. 
  
The objective of physical intervention is to manage an immediate risk and achieve a safe 
outcome. It is not to punish, intimidate or demonstrate control over another person. 
Physical intervention can result in serious injury to security personnel, the person being 
restrained or members of the public. The risks may increase significantly where an incident 
involves violence, multiple people, weapons, intoxication, physical resistance or a confined 
environment. 
 
 
What the law says 
The law provides protection in relation to force used in making an arrest, subject to the 
requirements of the legislation. The relevant provision recognises force necessary to 
overcome resistance, but also considers whether the arrest could reasonably be achieved by 
less violent means. 
  
Good Practice 
Physical intervention should be a considered response to a specific risk, not an automatic 
consequence of making an arrest. 
  
Remember 
Physical intervention creates risk. Use it only when the circumstances justify it. 
 
  
7.2 The principles of physical intervention 
  
Where physical intervention is necessary and lawful, security personnel should apply five 
core principles: 
  
Necessity 
Physical intervention should only occur where it is necessary to achieve a lawful and 
legitimate objective. 
  
Proportionality 
The response should be proportionate to the circumstances and the level of resistance or 
risk encountered. 
  
Minimum necessary intervention 
Personnel should use no more intervention than is reasonably necessary to achieve the 
immediate objective. 
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Competency 
Personnel should only undertake physical intervention techniques for which they have 
received appropriate training and demonstrated competency. 
  
Continuous assessment 
The situation should be continually reassessed. As the circumstances change, the level of 
intervention should change accordingly. 
  
These principles should apply from the first physical contact through to the conclusion of the 
incident. 
  
7.3 Training and competency 
  
Security personnel should not be expected to undertake physical intervention, detention or 
restraint unless they have received appropriate training and can demonstrate competency. 
  
Training should be appropriate to the role and should include, as relevant: 

●      Break-aways and escape from physical confrontation; 
●      Handcuffing where applicable; 
●      Teamwork; 
●      Working with Police; and 
●      Post-incident procedures. 

  
The NZSA Advanced Security Officer programme includes practical training in restraint, 
restricted movement, due care, positional asphyxia, break-aways, ground defence and 
handcuffing. 
  
The programme requires certification and two-year recertification, providing a mechanism for 
demonstrating ongoing competency. 
 
  
Good Practice 
Employers should be able to identify which personnel are trained and competent to 
undertake physical intervention and what activities their training covers. 
  
Remember 
Being a security officer does not automatically mean being competent to restrain someone. 
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7.4 Assessing the need for physical intervention 
  
Before physical intervention, where circumstances allow, personnel should apply the STOP–
ASSESS–DECIDE framework. 
  
STOP 
Pause where it is safe to do so. 
  
ASSESS 
Consider: 

●      Is physical intervention necessary? 
●      What risk is currently present? 
●      What is the person doing? 
●      Are other people at risk? 
●      Are there weapons or other hazards? 
●      Are colleagues available? 
●      Am I trained and competent? 
●      Is there a safer alternative? 

  
DECIDE 
Select the safest lawful and proportionate response. 
  
The appropriate response may be: 

●      Continued communication; 
●      Creating distance; 
●      Seeking assistance; 
●      Disengaging; 
●      Contacting Police; or 
●      Physical intervention where necessary and appropriate. 

  
The framework should continue to be applied throughout the incident. 
  
7.5 Resistance and changing circumstances 
  
The level of physical intervention required may change during an incident. 
  
A person may initially resist and then become cooperative. Conversely, a previously 
cooperative person may become aggressive or attempt to escape. 
  
Security personnel should continually reassess the situation and adjust their response 
accordingly. 
  
Where resistance reduces, physical intervention should be reduced as appropriate. 
  
Where the risk increases, personnel should reassess whether they remain capable of safely 
managing the situation or whether disengagement and Police assistance are required. 
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Personnel should not escalate their response simply because they have already 
commenced physical intervention. 
 
7.6 Restraint 
  
Restraint is a significant intervention and introduces additional health and safety risks. 
  
The amended legislation clarifies that restraints may be used when reasonable in the course 
of a citizen's arrest. 
  
However, the availability of restraint does not mean that restraint is appropriate in every 
arrest. 
  
Before using restraint, personnel should consider: 

●      Why is restraint necessary? 
●      What risk is it intended to control? 
●      Is there a less restrictive alternative? 
●      Is the officer trained and competent to use the equipment? 
●      Is the equipment appropriate and serviceable? 
●      Can the person be safely monitored? 
●      Can Police be contacted promptly? 
●      Can responsibility be transferred to Police without unnecessary delay? 

  
Restraint should only continue for as long as it remains reasonably necessary and lawful. 
  
This Guideline does not prescribe specific restraint techniques. Those techniques will be 
taught and assessed through the competency-based training. 
  
7.7 Duty of care during restraint 
  
Once a person is restrained, security personnel have an ongoing responsibility to monitor 
their safety and condition. 
  
Any indication of medical distress should be treated seriously and appropriate emergency 
assistance sought. 
  
A restrained person should not be left unattended where doing so would create an 
unreasonable risk to their safety. 
  
Good Practice 
Restraint should always be accompanied by appropriate observation and monitoring of the 
person's condition. 
  
Remember 
Restraint is not the end of the intervention. It creates an ongoing duty to monitor. 
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7.8 Positional safety 
  
Certain positions or methods of restraint may create additional risks to a person's breathing 
or physical condition. 
  
Security personnel undertaking restraint activities should therefore understand the risks 
associated with positional restraint and be trained to recognise signs of distress. 
  
The NZSA Advanced Security Officer training specifically identifies positional asphyxia and 
due care as part of its practical training content. 
  
The Good Practice Guideline does not prescribe physical restraint positions or techniques. 
Instead, it establishes the principle that: 

●      Personnel must understand the risks associated with the techniques they are 
trained to use; 

●      Training should address positional safety; 
●      Personnel should monitor the condition of a restrained person; 
●      Any sign of medical distress should result in immediate reassessment; and 
●      Appropriate emergency assistance should be sought where necessary. 

  
7.9 Handcuffs and other restraint equipment 
  
Where handcuffs or other restraint equipment are issued to security personnel, their use 
should be governed by clear organisational policies and competency requirements. 
  
Organisations should establish: 

●      Who is authorised to carry the equipment; 
●      Who is authorised to use it; 
●      What training and certification is required; 
●      What equipment is approved; 
●      How equipment is inspected and maintained; 
●      How equipment is carried securely; 
●      How use is recorded; 
●      How incidents involving equipment are reported; and 
●      How competency is maintained. 

  
The NZSA Advanced Security Officer training recommends standardising the use of ASP 
restraints and incorporating ASP certification for Advanced Security Officers. 
  
Any equipment standard adopted by NZSA have been confirmed through the appropriate 
training, operational and legal review processes. 
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7.10 Restraint and vulnerable people 
  
Additional caution should be exercised where the person being restrained appears to be 
particularly vulnerable. 
 
This may include: 

●      Young people; 
●      Older people; 
●      People with disabilities; 
●      People experiencing mental distress; 
●      People who appear intoxicated or impaired; 
●      People with apparent medical conditions; or 
●      People who may have difficulty communicating. 

  
Vulnerability does not automatically prevent an arrest or detention where the law permits it. 
  
However, it should be considered when assessing the risks and determining the safest and 
most proportionate response. 
  
Where there is uncertainty, personnel should seek Police or emergency assistance rather 
than attempting to manage a potentially complex situation beyond their training or capability. 
 
7.11 Multiple people and team intervention 
  
Physical intervention involving more than one security officer presents additional risks and 
should only be undertaken in accordance with appropriate training and organisational 
procedures. 
  
Where multiple officers are involved, they should: 

●      Communicate clearly; 
●      Understand their respective roles; 
●      Avoid conflicting actions; 
●      Maintain awareness of the surrounding environment; 
●      Consider the safety of members of the public; 
●      Maintain appropriate monitoring of the person being restrained; and 
●      Be prepared to disengage if the situation becomes unsafe. 

  
The presence of additional officers should not automatically lead to a greater level of 
physical intervention. 
  
The objective remains to achieve a safe and proportionate outcome. 
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7.12 When to stop physical intervention 
  
Personnel should continually assess whether physical intervention remains necessary. 
  
Physical intervention should be reduced or stopped when: 

●      The immediate threat or resistance has ceased; 
●      The person is safely under control; 
●      Police have assumed responsibility; 
●      The person is experiencing medical distress; 
●      Continuing the intervention would no longer be proportionate; or 
●      A safer alternative becomes available. 

  
Where circumstances change, the officer should return to the STOP–ASSESS–DECIDE 
framework. 
 
  
Remember 
Starting physical intervention is not a commitment to continue it. Reassess throughout the 
incident. 
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8. Handcuffs, Restraints and Ancillary Equipment 
  
8.1 Purpose and scope 
  
Handcuffs and other restraint equipment can provide security personnel with an additional 
means of safely managing a person who has been lawfully arrested and who presents a risk 
of escape, resistance or harm. 
  
However, the availability of restraint equipment introduces additional responsibilities and 
risks. 
  
Handcuffs should therefore not be regarded as standard equipment for all security personnel 
or as an automatic component of making a citizen's arrest. 
  
Their use should be limited to personnel who are appropriately trained, authorised and 
competent, and should be governed by clear organisational policies and procedures. 
  
Good Practice 
The decision to issue or use handcuffs should be based on the requirements and risks of the 
role, not simply on the fact that a security officer may have the power to make a citizen's 
arrest. 
  
Remember 
Having handcuffs does not mean you have to use them. 
 
 
8.2 Legal framework 
  
The amended citizen's arrest provisions clarify that reasonable restraints may be used when 
making an arrest, subject to the requirements of the law. 
  
This does not mean that restraints are automatically justified whenever an arrest is made. 
  
The circumstances of each incident should be considered, including: 

●      The reason for the arrest; 
●      The behaviour of the person; 
●      The risk of escape; 
●      The risk of harm to the person or others; 
●      The availability of alternative means of maintaining safety; 
●      Whether the officer is trained and competent to use the equipment; and 
●      The availability and expected response of Police. 

  
The use of restraints should always remain subject to the applicable legal requirements 
concerning necessity, reasonableness and proportionality. 
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What the law says 
The legislation clarifies that reasonable restraints may be used when making a citizen's 
arrest. It does not provide an unrestricted authority to restrain a person. 
  
Good Practice 
Organisations should establish clear criteria for when restraint equipment may be issued and 
used, supported by appropriate training and competency requirements. 
  
Remember 
"Reasonable restraint" depends on the circumstances. 
 
 
8.3 Who should carry handcuffs? 
  
Handcuffs should only be issued to security personnel whose role, risk assessment and 
operational requirements justify their use. 
  
Before issuing handcuffs, the employer should consider: 

●      The nature of the security role; 
●      The environments in which the officer works; 
●      The likelihood of incidents requiring physical intervention; 
●      The risks associated with the role; 
●      The availability of Police; 
●      The officer's training and competency; 
●      The officer's certification status; and 
●      The organisation's policies and procedures. 

  
Not every security officer requires or should be expected to carry handcuffs. 
  
The NZSA Advanced Security Officer programme provides a framework for identifying 
personnel with the additional training and competency required for higher-risk roles. 
  
8.4 Training and certification 
  
Personnel should not be issued with handcuffs for operational use until they have completed 
appropriate training and demonstrated competency in their use. 
 
Training should cover, as a minimum: 

●      The legal framework governing restraint; 
●      When restraint may be appropriate; 
●      Decision-making and proportionality; 
●      The risks associated with restraint; 
●      Equipment familiarisation; 
●      Safe application and removal; 
●      Monitoring a restrained person; 
●      Recognising medical distress; 
●      Communication during restraint; 
●      Working with colleagues; 
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●      Police notification and handover; 
●      Reporting and documentation; and 
●      Practical scenario-based assessment. 

  
Training is competency-based rather than simply attendance-based. 
  
The Advanced Security Officer programme specifically provides for practical assessment 
and certification. The programme proposal also states that participation does not itself 
constitute a pass. 
  
This is an important distinction: 
 
Attendance demonstrates participation. Competency demonstrates capability. 
  
 
8.5 Standardisation of equipment 
  
The NZSA supports a consistent approach to restraint equipment across the industry where 
practical and appropriate. 
  
The training recommends standardising on ASP restraints and limiting the number of 
approved models, with consideration given to alignment with equipment used by 
organisations including Police, Customs, Ministry of Justice and Defence. 
  
Standardisation may provide benefits including: 

●      Consistent training; 
●      Familiarity between officers and trainers; 
●      Consistent operating procedures; 
●      Easier equipment management; 
●      Consistent certification; 
●      Simplified replacement and maintenance; and 
●      Greater clarity for customers and employers. 

  
The NZSA equipment recommendation has been confirmed through appropriate legal, 
operational and training reviews. 
  
8.6 Equipment specification and procurement 
  
Where an organisation issues handcuffs, it should establish a controlled process for 
procurement and approval. 
  
Organisations should consider: 

●      Approved manufacturer and model; 
●      Equipment quality and reliability; 
●      Compatibility with approved training; 
●      Availability of replacement equipment; 
●      Maintenance requirements; 
●      Secure carriage; 
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●      Storage requirements; and 
●      Availability of appropriate training equipment. 

  
The NZSA training identifies ASP as the preferred restraint system and the NZSA is working 
with the manufacturer for procurement either via the NZSA or through an established New 
Zealand supplier. 
  
The aim is not to lock the industry permanently to a particular commercial product. Rather, 
the NZSA will establish an approved-equipment framework and review that framework 
periodically. 
  
8.7 Carriage of handcuffs 
  
Where handcuffs are issued for operational use, they should be carried securely and in a 
manner that reduces the risk of accidental loss, inappropriate access or interference. 
  
The training recommends carriage in an enclosed or covered pouch. 
  
Organisations should establish clear requirements covering: 

●      How equipment is carried; 
●      When it may be removed from its pouch; 
●      Who may access it; 
●      Storage when off duty; 
●      Reporting of lost or damaged equipment; and 
●      Inspection before operational use. 

  
Handcuffs should not be treated as personal equipment that can be used outside the 
officer's authorised security role. 
  
8.8 Inspection and maintenance 
  
Restraint equipment should be regularly inspected and maintained in accordance with the 
manufacturer's requirements and organisational procedures. 
  
Personnel should check equipment for obvious signs of: 

●      Damage; 
●      Excessive wear; 
●      Corrosion; 
●      Malfunction; 
●      Missing components; or 
●      Any other condition that could affect safe operation. 

  
Damaged or defective equipment should be removed from operational use until 
appropriately assessed or replaced. 
 
Organisations should maintain appropriate records of equipment issued where required by 
their policies. 
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8.9 When may handcuffs be appropriate? 
  
The decision to use handcuffs should be based on the circumstances of the individual 
incident. 
  
Relevant considerations may include: 

●      Whether the person is actively resisting; 
●      Whether there is a credible risk of escape; 
●      Whether the person presents a risk of harm to themselves or others; 
●      Whether other reasonable options are available; 
●      Whether Police have directed that the person be restrained; 
●      Whether the officer is trained and competent; 
●      Whether the environment allows safe use of the equipment; and 
●      Whether continued restraint remains necessary. 

  
The presence of a handcuffing capability should not create an expectation that officers will 
use handcuffs routinely. 
  
Where a person is cooperative and can be safely managed without restraint, unnecessary 
use of handcuffs should be avoided. 
  
8.10 When handcuffs may not be appropriate 
  
There may be circumstances where the risks associated with handcuffing outweigh the 
benefits. 
  
These may include situations involving: 

●      Medical distress; 
●      Significant physical injury; 
●      Severe intoxication or impairment; 
●      Extreme psychological distress; 
●      Particular vulnerability; 
●      Conditions affecting mobility or breathing; 
●      An inability to safely monitor the person; or 
●      Circumstances where the officer does not have the necessary training or support. 

  
These circumstances do not necessarily prevent an arrest where the legal requirements are 
met. 
  
They do, however, require careful consideration of how the person can be safely managed 
and whether Police or emergency assistance should be sought. 
 
8.11 Monitoring a person in restraints 
  
A person who is handcuffed or otherwise restrained should remain under appropriate 
observation. 
  
Security personnel should monitor for changes in their well-being. 
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Particular attention should be paid following any physical struggle or where the person 
appears intoxicated, injured or otherwise vulnerable. 
  
If the person's condition deteriorates or there are signs of medical distress, the officer should 
reassess the use of restraint and seek appropriate assistance. 
  
Good Practice 
The use of handcuffs should always be accompanied by appropriate observation and 
monitoring. 
  
Remember 
Once restraints are applied, the officer's responsibility does not stop. 
 
  
8.12 Duration of restraint 
  
Handcuffs should only remain in use for as long as they are reasonably necessary and 
lawful. 
  
Security personnel should continually reassess: 

●      Whether the reason for restraint still exists; 
●      Whether the person's behaviour has changed; 
●      Whether the risk of escape or harm remains; 
●      Whether Police have provided instructions; 
●      Whether the person is experiencing distress; and 
●      Whether a less restrictive approach is now appropriate. 

  
Where the circumstances change, the officer should return to the STOP–ASSESS–DECIDE 
framework. 
  
The decision to apply restraints should therefore not be regarded as a decision to maintain 
them indefinitely. 
  
8.13 Use of handcuffs in public environments 
  
Security personnel should consider the wider environment when using restraints. 
  
Where practicable, personnel should: 

●      Move uninvolved members of the public away from the immediate area; 
●      Avoid unnecessary exposure or humiliation of the person being detained; 
●      Maintain appropriate communication; 
●      Consider the presence of children or vulnerable people; 
●      Maintain awareness of environmental hazards; and 
●      Seek Police assistance promptly. 
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The use of handcuffs can attract public attention and may escalate an already difficult 
situation. Arrested people should be moved to an appropriate private area during their 
detainment. 
  
Personnel should remain calm and professional and avoid behaviour that could 
unnecessarily increase confrontation. 
  
8.14 Police notification and handover 
  
The use of handcuffs does not alter the requirement to contact Police following a citizen's 
arrest. 
  
The law states that Police should be contacted as soon as practicable, and security 
personnel should follow Police directions concerning the arrested person. 
  
Where Police attend, personnel should provide relevant information about: 

●      The circumstances of the arrest; 
●      The reason restraints were used; 
●      The duration of restraint; 
●      Any resistance or physical intervention; 
●      Any injury or medical concern; and 
●      Any relevant evidence. 

  
Security personnel should cooperate with Police and follow their directions regarding the 
continued restraint or release of the person. 
  
8.15 Recording and reporting use 
  
Organisations should establish clear requirements for recording the operational use of 
handcuffs or other restraint equipment. 
  
A use-of-restraint record should, where appropriate, include: 

●      Date, time and location; 
●      Identity of the security officer; 
●      Reason for the arrest; 
●      Circumstances leading to the use of restraint; 
●      Nature of the restraint used; 
●      Approximate duration; 
●      Any physical resistance; 
●      Any injury or medical concern; 
●      When Police were contacted; 
●      Police instructions received; 
●      Handover or release details; and 
●      Any follow-up required. 

  
The purpose of recording use is not simply administrative. 
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Records allow organisations to: 
●      Identify recurring risks; 
●      Review whether procedures are effective; 
●      Identify training needs; 
●      Support incident investigation; 
●      Demonstrate appropriate governance; and 
●      Improve future practice. 

 
8.16 Ancillary Equipment - PPE and Body Cameras 
  
The NZSA recommends the use of Body Cameras by security personnel undertaking 
citizen’s arrests. The camera footage will provide important evidence for the Police and for 
the security companies to help review staff performance in incidents and for ongoing 
training.  
 
As outlined in section 4, the NZSA also recommends that any personnel being placed into 
high-risk environments be provided with Stab Proof Vests as part of their PPE.  
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9. Police Engagement and Handover 
  
9.1 Security and Police have different roles 
  
Security personnel can play an important role in identifying offending, protecting people and 
property, managing incidents and, where lawful and appropriate, making a citizen's arrest. 
  
They are not, however, a substitute for Police. 
  
The role of security personnel following a citizen's arrest should generally be to manage the 
immediate situation safely and facilitate the involvement of Police. 
  
Security personnel should not attempt to undertake functions that properly belong to Police, 
including conducting their own criminal investigation or determining what action should 
ultimately be taken against an arrested person. 
 
  
Good Practice 
Security personnel should regard Police engagement as an integral part of the citizen's 
arrest process, rather than as an optional step once the incident has concluded. 
  
Remember 
Citizen's arrest starts the process. Police take it forward. 
  
 
9.2 Contacting Police 
  
A person other than a constable who makes a citizen's arrest is required to contact Police as 
soon as practicable and follow directions given by Police in relation to the arrested person. 
This includes directions to release the person or hand them over to a constable. 
  
Security companies should therefore have clear procedures for contacting Police following 
an arrest. 
  
Those procedures should establish: 

●      Who is responsible for contacting Police; 
●      What information should be provided; 
●      How the location should be communicated; 
●      Who remains responsible for the arrested person while awaiting Police; 
●      How Police directions are communicated to personnel; and 
●      What records should be maintained. 

  
The process should be incorporated into training and site procedures rather than left to an 
individual officer to determine during a high-pressure incident. 
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9.3 When to contact Police 
  
Where a citizen's arrest has been made, Police should be contacted as soon as practicable. 
  
Police should also be contacted at an earlier stage where: 

●      There is an immediate threat to life or safety; 
●      Violence is occurring or appears imminent; 
●      Weapons are involved or suspected; 
●      The situation is beyond the capability of available security personnel; 
●      Multiple offenders are involved; 
●      A person is seriously injured or experiencing medical distress; 
●      The officer is uncertain about the appropriate response; or 
●      Security personnel require Police assistance to safely manage the situation. 

  
Where there is an immediate threat to life or safety, the appropriate emergency response 
should take priority. 
  
Security personnel should not delay contacting Police while attempting to resolve a situation 
themselves. 
  
9.4 Information provided to Police 
  
When contacting Police, security personnel should provide clear, factual information. 
  
Where possible, this should include: 

●      The location; 
●      The nature of the incident; 
●      What offence is believed to have occurred; 
●      Whether a person has been arrested; 
●      The number of people involved; 
●      Whether weapons are present or suspected; 
●      Whether anyone is injured; 
●      Whether restraints are being used; 
●      The current behaviour of the arrested person; and 
●      Any other information relevant to Police safety and response. 

  
Personnel should distinguish between: 

●      What they personally observed; 
●      Information provided to them by others; and 
●      Assumptions or conclusions they have formed. 

  
This helps Police assess the situation accurately and determine the appropriate response. 
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9.5 Following Police directions 
  
Once Police have been contacted, security personnel must follow applicable directions given 
by Police concerning the arrested person. 
  
This may include a direction to: 

●      Release the person; 
●      Continue managing the situation pending Police attendance; or 
●      Hand the person into the custody of a constable. 

  
The amended citizen's arrest provisions specifically provide for these directions. A person 
who, without reasonable excuse, fails to comply with the relevant requirement may 
cease to have the statutory protection associated with holding the person under 
arrest. 
  
Security organisations should ensure that personnel understand this requirement before 
undertaking citizen's arrest activities. 
 
  
What the law says 
A non-constable who makes an arrest must contact Police as soon as practicable and follow 
Police directions concerning the arrested person. 
  
Good Practice 
Police notification, communication and handover should be incorporated into the 
organisation's standard operating procedures and training. 
  
Remember 
Once Police are involved, follow their directions.  
 
 
9.6 Managing the situation while awaiting Police 
  
There may be a period between the arrest and the arrival of Police. 
  
During this period, security personnel should focus on: 

●      Maintaining the safety of the arrested person; 
●      Maintaining the safety of other people; 
●      Preventing unnecessary escalation; 
●      Monitoring the person's condition; 
●      Maintaining appropriate security of the location; 
●      Preserving relevant evidence; and 
●      Following Police instructions. 

  
Security personnel should avoid unnecessary conversation or confrontation with the arrested 
person. 
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There should be no attempt to interrogate the person, obtain a confession or conduct an 
informal investigation while waiting for Police. 
  
9.7 Maintaining control of the environment 
  
The presence of an arrested person can attract attention and may cause an incident to 
escalate. 
  
Where reasonably practicable, security personnel should: 

●      Keep uninvolved members of the public away from the immediate situation; 
●      Protect the privacy and dignity of the arrested person; 
●      Maintain appropriate physical distance; 
●      Manage access to the area; 
●      Prevent unnecessary crowding; 
●      Maintain safe access and exits; and 
●      Ensure colleagues are aware of the situation. 

  
The security response should remain focused on safety and orderly management, rather 
than public confrontation or punishment. 
  
9.8 Medical or welfare concerns 
  
If an arrested or restrained person appears to be injured, unwell or experiencing medical 
distress, this should be communicated to Police and, where appropriate, emergency medical 
services. 
  
Security personnel should be alert to: 

●      Difficulty breathing; 
●      Loss of consciousness; 
●      Significant injury; 
●      Severe bleeding; 
●      Extreme distress or agitation; 
●      Reduced responsiveness; 
●      Signs of drug or alcohol impairment; and 
●      Any significant deterioration in the person's condition. 

  
The need for medical assistance should take priority over maintaining physical control of a 
person. 
  
Where restraints are being used, personnel should continue to monitor the person's 
condition until responsibility is transferred. 
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9.9 Handover to Police 
  
When Police attend, security personnel should provide a clear and factual handover. 
  
This should include, where relevant: 

●      The circumstances leading to the arrest; 
●      The reason for the arrest; 
●      What the officer personally observed; 
●      Relevant information provided by witnesses; 
●      Details of any physical intervention; 
●      Details of any restraint used; 
●      Any injuries or medical concerns; 
●      CCTV or other relevant evidence; 
●      Witness details; and 
●      Any other information requested by Police. 

  
The handover should be factual and objective. 
  
Security personnel should avoid embellishment, speculation or statements about what they 
believe should happen to the person. 
  
9.10 Evidence and information 
  
Security personnel may be in possession of valuable evidence relating to an incident. 
  
This may include: 

●      CCTV footage; 
●      Body-worn video where authorised; 
●      Photographs; 
●      Physical evidence; 
●      Witness details; 
●      Incident records; and 
●      Contemporaneous notes. 

  
Evidence should be preserved in accordance with organisational procedures and any 
relevant Police requirements. 
  
Personnel should avoid altering, deleting or unnecessarily distributing relevant evidence. 
  
Where Police request evidence, security personnel should follow the appropriate 
organisational and Police processes for providing it. 
  
9.11 The security officer as a witness 
  
Where a security officer has personally observed an offence or incident, they may 
subsequently be required to provide information or a statement to Police. 
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Personnel should make accurate contemporaneous records where organisational 
procedures require this. 
  
Records should distinguish between: 

●      What the officer personally saw or heard; 
●      What they did; 
●      What was said to them by others; and 
●      What actions were taken following the incident. 

  
Personnel should not attempt to coordinate or align accounts with colleagues. 
  
Accurate, independent observations provide the most useful information to Police. 
  
9.12 If Police direct the person to be released 
  
Police may direct that an arrested person be released. Where such a direction is given, 
security personnel should follow it. 
  
The decision to release a person following Police direction should not be treated as a failure 
of the security response. 
  
The role of the security officer is to act within the law and follow the applicable Police 
direction. 
  
The incident should still be documented in accordance with organisational procedures, 
including the circumstances of the arrest and the Police direction received. 
 
  
Good Practice 
A Police decision to release an arrested person should be respected and should not result in 
further confrontation or attempts by security personnel to continue the detention. 
  
Remember 
The purpose of a citizen's arrest is not to secure a particular outcome. It is to manage an 
incident lawfully until the appropriate authority can take over. 
 
  
 
9.13 If Police cannot attend immediately 
  
There may be circumstances where Police cannot attend immediately. Security personnel 
should continue to follow Police instructions and manage the situation safely while awaiting 
further direction. 
  
They should not interpret a delay in Police attendance as permission to: 

●      Extend the detention unnecessarily; 
●      Conduct their own investigation; 
●      Interrogate the person; 



 
61 

●      Increase the level of restraint without justification; or 
●      Take punitive action. 

  
The officer should continue to reassess the situation using the STOP–ASSESS–DECIDE 
framework and seek further Police guidance where required. 
  
9.14 When the situation changes 
  
The situation may change significantly after Police have been contacted. 
  
For example: 

●      The arrested person may become aggressive; 
●      The person may require medical assistance; 
●      Additional offenders may become involved; 
●      A weapon may be identified; 
●      Members of the public may enter the area; or 
●      The security officer may no longer be able to safely maintain control. 

  
Where circumstances change, security personnel should update the Police and reassess the 
situation. 
  
The priority should remain the safety of all people involved. 
  
9.15 Recording Police involvement 
  
Organisations should maintain appropriate records of Police involvement following a citizen's 
arrest. 
  
Depending on the organisation's procedures, records may include: 

●      Time Police were contacted; 
●      The information provided; 
●      Police reference or event number where available; 
●      Instructions received; 
●      Time Police arrived; 
●      Details of the handover; 
●      Whether the person was released or taken into custody; 
●      Any medical response; and 
●      Any follow-up required. 

  
This information can support incident review, health and safety management, training and 
organisational learning. 
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9.16 Building Police engagement into site procedures 
  
Security companies and customers should agree in advance how Police engagement will be 
managed. 
  
Site procedures should clearly establish: 
  

➔    WHO 

◆     Who contacts Police? 

➔    WHEN 

◆     When should Police be contacted? 

➔    WHAT 

◆     What information should be provided? 

➔    WHO REMAINS RESPONSIBLE 

◆     Who manages the immediate situation while awaiting Police? 

➔    HOW 

◆     How are Police directions communicated and acted upon? 

➔    WHAT NEXT 

◆     How is the incident documented and reviewed? 
  
These arrangements should be understood by security personnel, supervisors and relevant 
customer representatives. 
 
  
Good Practice Principle 
Arrest → Contact Police → Maintain Safety → Follow Directions → Handover → Report 
  
Police engagement should be built into the security response from the outset. 
Security personnel manage the immediate situation. Police determine the next step. 
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10. Evidence, Reporting and Post-Incident Review 
  
10.1 The incident does not end when the person leaves 
  
A citizen's arrest, physical intervention or restraint may be a significant event for the security 
officer, the person involved, the customer and members of the public. 
  
Once the immediate situation has been resolved, organisations should ensure that the 
incident is appropriately recorded, reported and reviewed. 
  
The purpose of reporting and review is not simply to determine whether an arrest was 
successful or whether a particular procedure was followed. 
  
It is an opportunity to: 

●      Establish an accurate record of what occurred; 
●      Identify injuries, hazards and other risks; 
●      Preserve relevant evidence; 
●      Support Police enquiries; 
●      Consider the welfare of security personnel; 
●      Identify whether existing controls were effective; and 
●      Learn from the incident and improve future practice. 
 

  
Good Practice 
Every significant incident should be treated as an opportunity to learn and improve. 
  
Remember 
The objective of the review is not "who was right?" It is "what can we learn?" 
 
  
10.2 When should an incident be reported? 
  
Security companies should establish clear criteria for reporting incidents involving citizen's 
arrest, detention or physical intervention. 
  
At a minimum, an incident should be recorded where: 

●      A citizen's arrest has been made; 
●      Physical intervention has occurred; 
●      Handcuffs or other restraint equipment have been used; 
●      A person has been injured; 
●      A security officer has been injured; 
●      A member of the public has been injured; 
●      Police have attended; 
●      Emergency medical assistance has been required; 
●      A weapon has been involved or suspected; 
●      A significant threat or act of violence has occurred; or 
●      The incident presents a significant health and safety concern. 
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Organisations may also require reporting of lower-level incidents and near misses to identify 
emerging risks. 
  
The reporting threshold should be clearly communicated to personnel and incorporated into 
training. 
  
10.3 Immediate reporting priorities 
  
Immediately following an incident, the priority should remain the safety and welfare of 
everyone involved. 
  
Where required, security personnel should: 

●      Ensure immediate safety; 
●      Seek medical assistance where required; 
●      Contact Police where appropriate; 
●      Notify the relevant supervisor or manager; 
●      Preserve relevant evidence; 
●      Secure the incident area where necessary; and 
●      Complete the required incident documentation as soon as reasonably practicable. 

  
Reporting should not interfere with an immediate emergency response. 
  
10.4 Recording what happened 
  
Incident records should be factual, objective and completed as close to the time of the 
incident as practicable. 
  
A record should distinguish between: 

➔    What the officer personally observed; 

➔    What other people reported; 

➔    What the officer did; and 

➔    What happened as a result. 
  
Where relevant, the report should include: 

●      Date and time; 
●      Location; 
●      Security personnel involved; 
●      Other people involved; 
●      Description of the incident; 
●      What the officer observed; 
●      Actions taken; 
●      Communications with the person involved; 
●      Physical intervention; 
●      Restraint or handcuff use; 
●      Injuries or medical concerns; 
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●      Police contact and instructions; 
●      Evidence available; 
●      Witness information; and 
●      Outcome. 

  
Personnel should avoid speculation, assumptions or emotive descriptions. 
  
For example, an incident report should record observable behaviour rather than describe a 
person simply as "aggressive" or "dangerous". 
  
A more useful record would describe what the person actually did or said. 
  
10.5 Preserving evidence 
  
Security personnel and their employers may hold evidence that is relevant to an incident. 
  
This may include: 

●      CCTV footage; 
●      Body-worn video where authorised; 
●      Photographs; 
●      Physical evidence; 
●      Transaction records; 
●      Access-control records; 
●      Witness details; 
●      Incident logs; 
●      Contemporaneous notes; and 
●      Communications relating to the incident. 

  
Relevant evidence should be preserved in accordance with organisational procedures and 
applicable legal requirements. 
  
Personnel should not: 

●      Delete relevant recordings; 
●      Alter evidence; 
●      Unnecessarily distribute images or recordings; 
●      Share incident material on personal social media; or 
●      Attempt to manipulate or recreate events. 

  
Organisations should have clear procedures for preserving and providing evidence to Police 
where requested. 
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10.6 CCTV and recorded material 
  
Where CCTV or other recording systems are available, organisations should have 
procedures for identifying and preserving relevant material following an incident. 
  
This may include: 

●      Identifying the relevant cameras; 
●      Preserving footage before it is automatically overwritten; 
●      Recording the relevant time period; 
●      Maintaining the original recording; 
●      Restricting access to authorised personnel; and 
●      Providing material to Police through appropriate channels. 

  
Security personnel should avoid relying solely on their own recollection where objective 
recorded evidence is available. 
  
10.7 Witness information 
  
Witnesses may provide important information about what occurred. 
Where appropriate, personnel should record: 

●      Names and contact details where available; 
●      What the witness reported observing; 
●      The time and location; 
●      Any relevant relationship the witness has to the parties involved. 

  
Security personnel should avoid coaching witnesses or attempting to influence their 
recollection. 
  
Where Police become involved, witness information should be provided through appropriate 
channels. 
  
10.8 Recording use of force and restraint 
  
Any physical intervention or use of restraint should be clearly recorded in accordance with 
organisational procedures. 
  
The record should include, where relevant: 

●      Why physical intervention occurred; 
●      The circumstances leading to it; 
●      The nature of the intervention; 
●      Any restraint equipment used; 
●      The approximate duration; 
●      Any resistance encountered; 
●      Any injuries or medical concerns; 
●      Police notification; 
●      Police instructions; 
●      Handover or release; and 
●      Any follow-up required. 
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The purpose of recording use of force or restraint is not simply to protect the organisation 
from liability. 
  
It provides information that can be used to assess whether: 

●      Training was appropriate; 
●      Procedures were effective; 
●      Risks were adequately controlled; 
●      Equipment was appropriate; 
●      Additional training is required; or 
●      Changes to the work environment are necessary. 

  
10.9 Incident notification and escalation 
  
Security companies should establish clear internal escalation procedures. 
  
Depending on the severity of the incident, notification may be required to: 

●      A security supervisor; 
●      Security company management; 
●      The customer or site manager; 
●      Health and safety personnel; 
●      Senior management; and 
●      Other relevant parties. 

  
The organisation should define what constitutes a significant incident and establish 
appropriate notification timeframes. 
  
Where an incident may have regulatory, employment, legal or insurance implications, 
appropriate specialist advice should be obtained. 
  
10.10 Customer reporting 
  
Security companies and customers should agree in advance how incidents will be reported. 
  
This should include: 

●      Who receives the report; 
●      What information is required; 
●      How quickly reports should be provided; 
●      Who is responsible for notifying Police or other agencies where required; 
●      How evidence is preserved; 
●      Who leads the post-incident review; and 
●      How corrective actions are communicated. 

  
Contractual arrangements should not create uncertainty about who is responsible for 
reporting significant incidents. 
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10.11 Worker welfare 
  
A physical intervention or serious confrontation can have an emotional or psychological 
impact on security personnel, even where no physical injury occurs. 
  
Following a significant incident, employers should consider whether personnel require: 

●      Medical attention; 
●      Immediate welfare support; 
●      Time away from the immediate environment; 
●      A structured debrief; 
●      Access to appropriate employee support services; or 
●      Further follow-up. 

  
A welfare response should not be limited to incidents where physical injury has occurred. 
  
Personnel should also be encouraged to report concerns arising from an incident without 
fear that doing so will be interpreted as an indication that they are unable to perform their 
role. 
  
10.12 Near misses 
  
Organisations should encourage reporting of significant near misses. 
  
A near miss may include an incident where: 

●      A physical confrontation was narrowly avoided; 
●      A person attempted to assault a security officer; 
●      A weapon was identified before intervention occurred; 
●      A restraint was considered but not used; 
●      A security officer recognised that intervention would have been unsafe and 

disengaged; or 
●      A site or environmental factor created a significant risk. 

  
Near misses can provide valuable information about emerging hazards before someone is 
injured. 
 
  
Good Practice 
A decision to disengage because an intervention was unsafe should not be treated as a 
failed security response. It may be an important safety success and should be recorded 
where appropriate. 
  
Remember 
Near misses are lessons without an injury. Capture and learn from them. 
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10.13 Post-incident review 
  
Significant incidents should be reviewed after the immediate situation has been resolved. 
  
The review should consider: 

●      What happened? 
○      Establish a factual timeline of the incident. 

●      What was the intended response? 
○      Consider the relevant site procedures, security contract and operational 

expectations. 
●      What did the security officer know at the time? 

○      Review the information available to the officer when decisions were made 
rather than relying solely on information that became available afterwards. 

●      Was the response lawful and proportionate? 
○      Consider the applicable legal requirements and organisational 

procedures. 
●      Were the risks appropriately identified? 

○      Consider whether foreseeable risks were understood and appropriately 
controlled. 

●      Was the officer trained and competent? 
○      Consider whether the activity fell within the officer's training and 

demonstrated capability. 
●      Were there opportunities to de-escalate or disengage? 

○      Consider whether alternative responses could reasonably have reduced 
risk. 

●      Did the environment contribute to the incident? 
○      Consider factors such as staffing, layout, visibility, communication, 

customer behaviour or other site conditions. 
●      What can be improved? 

○      Identify changes required to training, procedures, equipment, staffing, 
supervision or site controls. 

  
10.14 Avoiding hindsight bias 
  
Incident reviews should recognise that decisions are made based on the information 
available at the time. 
  
A person reviewing an incident afterwards may have information that was not available to 
the security officer during the event. 
  
For example, it may become clear afterwards that: 

●      The person was not who the officer initially believed; 
●      A weapon was present; 
●      Police were closer than expected; 
●      A person was experiencing a medical or mental health crisis; or 
●      The incident would have been resolved without intervention. 
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The review should therefore distinguish between: 
1. What was known at the time; 
2. What could reasonably have been known at the time; and 
3. What became known afterwards. 

  
This supports fair and meaningful assessment of professional decision-making. 
  
10.15 Learning and corrective action 
  
Where a review identifies an opportunity for improvement, the organisation should establish 
appropriate corrective action. 
  
This may include: 

●      Additional training; 
●      Refresher training; 
●      Changes to site procedures; 
●      Changes to staffing; 
●      Changes to equipment; 
●      Changes to communication systems; 
●      Changes to customer instructions; 
●      Additional supervision; 
●      Changes to risk assessments; or 
●      Changes to the security service itself. 

  
Corrective actions should be assigned to an appropriate person and followed through to 
completion. 
  
10.16 Using incidents to improve training 
  
Organisations should use incident and near-miss information to identify recurring training 
needs. 
  
For example, incidents may identify a need for additional focus on: 

●      De-escalation; 
●      Situational awareness; 
●      Decision-making; 
●      Communication; 
●      Safe separation; 
●      Physical intervention; 
●      Restraint; 
●      Handcuffing; 
●      Working as a team; 
●      Police engagement; or 
●      Post-incident reporting. 

  
The NZSA Advanced Security Officer programme provides a competency-based framework 
that can be used to support training and assessment. The proposed programme includes 
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practical scenario assessment and certification, with recertification proposed every two 
years. 
  
10.17 Reviewing the customer environment 
  
Where an incident occurs at a customer site, the review should consider whether the 
environment or customer operating practices contributed to the risk. 
  
This may include: 

●      Store or site layout; 
●      Staffing levels; 
●      Security positioning; 
●      Lighting; 
●      CCTV coverage; 
●      Communication systems; 
●      Site access and exits; 
●      Customer instructions; 
●      Security contract requirements; 
●      Expectations placed on security personnel; and 
●      Previous incidents at the location. 

  
The purpose is not to assign blame but to identify whether changes could reduce the 
likelihood or severity of future incidents. 
  
10.18 Reporting trends 
  
Security companies and larger customers should consider analysing incident data over time. 
  
Useful information may include: 

●      Number of citizen's arrests; 
●      Number of physical interventions; 
●      Number of restraint incidents; 
●      Injuries; 
●      Near misses; 
●      Police attendance; 
●      Types of incidents; 
●      Locations; 
●      Times of day; 
●      Recurring environmental factors; and 
●      Training or competency issues identified. 

  
Trend analysis can help organisations identify whether controls are working and whether 
particular locations, activities or times present increased risk. 
  
10.19 Governance and continuous improvement 
  
Citizen's arrest and physical intervention procedures should not remain static. 
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Organisations should review their policies and practices when: 
●      Legislation changes; 
●      Relevant legal decisions emerge; 
●      Police guidance changes; 
●      A serious incident occurs; 
●      A significant near miss occurs; 
●      Training requirements change; 
●      Equipment changes; or 
●      Incident trends identify emerging risks. 

  
The NZSA will also review this Good Practice Guideline as industry experience develops 
and as the legal and operational environment evolves. 
  
Good Practice Principle 
REPORT → REVIEW → LEARN → IMPROVE 
  
A mature security operation does not simply record what happened. It uses incidents and 
near misses to improve its people, procedures, training and environment. 
  
Every incident should make the next response safer. 
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11. Roles and Responsibilities 
  
11.1 Shared responsibility 
  
The safe and appropriate use of citizen's arrest powers is a shared responsibility. 
  
Security companies, security personnel, customers and site management each have 
different roles in creating an environment in which incidents can be managed lawfully, safely 
and professionally. 
  
No single party can manage all of the risks associated with citizen's arrest, detention and 
physical intervention. 
  
The parties should therefore work together to establish clear expectations, appropriate 
controls and effective procedures before an incident occurs. 
 
  
Good Practice 
Security companies and their customers should agree in advance what security personnel 
are expected to do, what activities require additional training and when personnel should 
disengage and contact Police. 
  
Remember 
Good security starts with clear expectations - not assumptions. 
 
  
11.2 Security companies 
  
Security companies are responsible for ensuring that the services they provide can be 
delivered safely and that personnel are appropriately trained, supported and supervised. 
  
Where citizen's arrest, detention, physical intervention or restraint forms part of a security 
role, the security company should: 

●      Establish clear operational requirements 
●      Identify the activities personnel may be expected to undertake; 
●      Ensure those activities are consistent with the security company's capabilities; 
●      Establish clear policies and procedures; 
●      Define when personnel should intervene, disengage or contact Police; and 
●      Ensure personnel understand the limits of their role. 
●      Manage risk 
●      Identify reasonably foreseeable risks; 
●      Undertake appropriate risk assessments; 
●      Establish appropriate controls; 
●      Consider site-specific risks; 
●      Review incidents and near misses; and 
●      Update controls when circumstances change. 
●      Provide appropriate training 
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Security companies should ensure personnel have appropriate training for the activities they 
are expected to undertake. 
  
This may include training in: 

●      Citizen's arrest; 
●      Decision-making; 
●      Situational awareness; 
●      Communication; 
●      De-escalation; 
●      Safe separation; 
●      Reasonable force; 
●      Physical intervention; 
●      Restraint; 
●      Handcuffing where applicable; 
●      Police engagement; and 
●      Incident reporting. 

  
Where personnel are expected to undertake higher-risk physical intervention activities, 
competency should be demonstrated through appropriate assessment. 
  
The NZSA Advanced Security Officer programme provides an industry framework for this, 
including pre-assessment, practical training, scenario-based assessment, certification and 
recertification. 
  
Provide appropriate supervision and support 
  
Security companies should ensure personnel have appropriate access to: 

●      Supervisors; 
●      Communication systems; 
●      Assistance from colleagues where required; 
●      Police; 
●      Emergency services; and 
●      Appropriate welfare support following significant incidents. 
●      Maintain competency records 

  
Where training or certification is required, organisations should maintain appropriate records 
showing: 

●      Training completed; 
●      Date of assessment; 
●      Certification status; 
●      Recertification requirements; and 
●      Any restrictions or role-specific requirements. 
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11.3 Security personnel 
  
Security personnel have an important role in applying professional judgement during an 
incident. 
  
Personnel should: 

●      Understand the legal limits of citizen's arrest; 
●      Follow organisational policies and procedures; 
●      Apply the STOP–ASSESS–DECIDE framework; 
●      Assess risk before intervening; 
●      Use communication and de-escalation where appropriate; 
●      Remain within the limits of their training and competency; 
●      Use only appropriate and proportionate responses; 
●      Protect their own safety and the safety of others; 
●      Contact Police as required; 
●      Follow Police directions; 
●      Monitor the welfare of any person being detained or restrained; 
●      Preserve relevant evidence; 
●      Report incidents and hazards; and 
●      Participate in post-incident reviews and ongoing training. 

  
Personnel should also recognise that professional judgement includes the decision not to 
intervene where circumstances make intervention unsafe or inappropriate. 
  
A security officer should not feel compelled to undertake physical intervention simply 
because a customer, colleague or member of the public expects it. 
 
  
Good Practice 
Security personnel should be supported when they make reasonable, risk-based decisions 
to disengage, maintain observation or contact Police rather than physically intervene. 
  
Remember 
Not making an arrest is not necessarily failing to do the job. 
 
  
11.4 Customers and retailers 
  
Customers and retailers play an important role in establishing the environment in which 
security personnel operate. 
  
They should understand that engaging security services does not automatically mean that 
security personnel will physically intervene in every incident. 
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Customers should: 
●      Set clear expectations 

  
Before services commence, customers should discuss with their security provider: 

●      The purpose and scope of the security service; 
●      Expected security activities; 
●      The circumstances in which intervention may be appropriate; 
●      The level of training required; 
●      Whether physical intervention or restraint may form part of the role; 
●      Police escalation procedures; and 
●      Incident reporting requirements. 

  
These expectations should be reflected in contracts, site procedures and risk assessments 
where appropriate. 
  
Understand security capability 
  
Customers should understand: 

●      What training security personnel have received; 
●      Whether personnel are authorised to undertake physical intervention; 
●      Whether personnel are trained and certified to use restraint equipment; 
●      What activities are outside the role; and 
●      What additional capability may need to be specifically requested. 

  
Customers should not assume that every security officer has the same level of training or 
competency. 
  
Avoid inappropriate pressure 
  
Customers should not place security personnel under pressure to undertake an arrest or 
physical intervention simply because: 

●      An offence has occurred; 
●      A customer or staff member expects an arrest; 
●      The person is known to the business; 
●      A previous incident resulted in an arrest; or 
●      The customer believes that an arrest would be a better commercial outcome. 

  
The decision to intervene must remain subject to the circumstances, the law, the officer's 
training and competency, and the health and safety risks involved. 
 
Support safe decisions 
  
Customers should support security personnel who reasonably determine that: 

●      Intervention is unsafe; 
●      They are not trained or competent to undertake the activity; 
●      Police assistance is required; or 
●      Observation, evidence gathering and reporting are a safer response. 
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A security officer should not be penalised simply because they made a reasonable decision 
not to physically intervene. 
  
11.5 Site management 
  
Site managers and supervisors often provide the link between the customer and security 
provider. 
  
They should ensure that day-to-day operational expectations are consistent with agreed 
procedures and do not inadvertently create pressure for unsafe intervention. 
  
Site management should: 

●      Understand the site's security procedures; 
●      Know how to contact Police and security supervisors; 
●      Understand the capabilities of security personnel; 
●      Ensure staff know how to escalate incidents; 
●      Support appropriate evacuation or separation where required; 
●      Avoid directing security personnel to undertake activities outside agreed 

procedures; 
●      Participate in incident reviews; and 
●      Raise emerging risks with the security provider. 

  
Site managers should not attempt to direct security personnel to make an arrest or use 
physical intervention simply because they believe it would be desirable. 
  
Operational instructions should remain consistent with the security provider's agreed 
policies, training and risk controls. 
  
11.6 Security contracts and service specifications 
  
Contracts between security companies and customers should clearly define the nature and 
scope of the security service. 
  
Where citizen's arrest, detention or physical intervention may form part of the role, contracts 
or associated service specifications should address, as appropriate: 

●      The activities security personnel are expected to undertake; 
●      Required training and competency; 
●      Whether restraint equipment is required; 
●      Responsibility for equipment; 
●      Supervision; 
●      Site-specific risks; 
●      Police escalation; 
●      Incident reporting; 
●      Customer responsibilities; and 
●      Review arrangements. 
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Contracts should avoid vague requirements such as: 
  
"Guards must arrest offenders." 
  
Such requirements do not adequately reflect the legal, operational and health and safety 
considerations involved. 
  
A more appropriate approach is to establish the security objectives and operating 
framework, while allowing trained personnel to exercise professional judgement in individual 
situations. 
   
11.7 Supervisors and managers 
  
Supervisors and managers should ensure that operational decisions made during incidents 
are supported by organisational policies and risk controls. 
  
They should: 

●      Provide clear direction before incidents occur; 
●      Ensure personnel understand escalation procedures; 
●      Monitor compliance with training requirements; 
●      Review significant incidents; 
●      Support personnel following difficult incidents; 
●      Identify recurring risks; 
●      Ensure corrective actions are implemented; and 
●      Maintain communication with customers. 

  
Supervisors should avoid creating a culture in which the number of arrests becomes the 
primary measure of security performance. 
  
Performance measures should recognise the broader objectives of effective security, 
including: 

●      Prevention; 
●      Risk reduction; 
●      Safe incident management; 
●      Evidence gathering; 
●      Appropriate Police engagement; 
●      Customer confidence; and 
●      Worker and public safety. 

 
 
 
 
 
 
 
 
 
 



 
79 

 

11.8 The role of performance measures 
  
Customers and security companies should be cautious about performance measures that 
create unintended incentives for physical intervention. 
  
For example, setting targets for: 

●      Number of arrests; 
●      Number of detentions; 
●      Number of physical interventions; or 
●      Number of people removed 

  
All may encourage personnel to intervene when a safer alternative would be more 
appropriate. 
  
Where performance measures are considered, organisations should investigate broader 
measures such as: 

●      Incident prevention; 
●      Quality of reporting; 
●      Appropriate Police referrals; 
●      Compliance with procedures; 
●      Risk reduction; 
●      Customer and public safety; 
●      Training and competency; and 
●      Effective resolution of incidents. 

 
Good Practice 
Security performance should not be measured by the number of people a security officer 
arrests. 
  
Remember 
More arrests do not necessarily mean better security. 
 
  
11.9 Shared expectations before an incident 
  
The best time to establish expectations is before an incident occurs. 
  
Security companies and customers should ensure personnel understand: 
  

➔    WHAT 

◆     What security activities are expected? 

➔    WHO 

◆     Which personnel are trained and authorised for higher-risk activities? 

➔    WHEN 

◆     When should personnel intervene, disengage or contact Police? 
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➔    HOW 

◆     What procedures and communication systems apply? 

➔    WHAT NEXT 

◆     How will incidents be reported, reviewed and learned from? 
  
These expectations should be communicated to relevant customer staff as well as security 
personnel. 
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12. Training and Competency 
  
12.1 Training is a core safety control 
  
Where security personnel are expected to undertake citizen's arrest, detention, physical 
intervention or restraint, appropriate training and demonstrated competency are essential. 
  
Training should not be treated as an optional addition to an operational security service. 
  
It is one of the controls available to employers and customers to manage the risks 
associated with potentially confrontational and physical security activities. 
  
The level of training required should reflect: 

●      The nature of the role; 
●      The activities personnel are expected to undertake; 
●      The risks associated with those activities; 
●      The operating environment; 
●      The equipment used; and 
●      The level of physical intervention that may reasonably be required. 
 

  
What the law says 
PCBUs have duties under the Health and Safety at Work Act to provide information, training, 
instruction and supervision necessary to protect people from health and safety risks arising 
from the work. 
  
Good Practice 
Training requirements should be determined by the activities personnel are expected to 
perform and the risks associated with those activities. 
  
Remember 
The higher the risk, the higher the competency requirement. 
 
  
 
12.2 A security licence is not the same as competency 
  
A person's status as a security officer should not, by itself, be taken as evidence that they 
are competent to undertake every security activity. 
  
Different roles involve different levels of risk and require different capabilities. 
  
For example, personnel whose duties primarily involve access control, monitoring or 
observation may not require the same level of training as personnel expected to undertake: 

●      Citizen's arrest; 
●      Physical intervention; 
●      Detention; 
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●      Restraint; 
●      Handcuffing; or 
●      Other higher-risk activities. 

  
Employers should therefore identify the specific activities associated with each role and 
ensure personnel have the appropriate training and competency for those activities. 
 
  
Remember 
A CoA (certificate of Approval) security licence establishes a person's authority to work in 
the security industry. It does not automatically demonstrate competency in every specialist 
security activity. 
 
  
12.3 Role-based training 
  
Security companies should undertake a role-based assessment of training requirements. 
  
This should consider: 

●      What is the person expected to do? 
○      Identify the activities personnel may reasonably be expected to undertake. 

●      What could go wrong? 
○      Identify the reasonably foreseeable risks associated with those activities. 

●      What competency is required? 
○      Determine the knowledge, skills and judgement required to perform the 

activity safely. 
●      How will competency be demonstrated? 

○      Establish appropriate assessment, certification or other evidence that the 
person can perform the activity to the required standard. 

●      How will competency be maintained? 
○      Determine refresher training, reassessment and recertification 

requirements. 
  
This approach avoids both under-training and unnecessary training. 
  
12.4 Core competencies 
  
Personnel whose roles may involve citizen's arrest or detention should have an appropriate 
understanding of: 
Relevant legal powers and limitations; 

●      STOP–ASSESS–DECIDE decision-making; 
●      Situational awareness; 
●      Risk assessment; 
●      Communication; 
●      Conflict management; 
●      De-escalation; 
●      Safe separation; 
●      Duty of care; 
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●      Reasonable force; 
●      Police engagement; 
●      Incident management; 
●      Evidence preservation; and 
●      Incident reporting. 

  
These competencies support the officer's ability to make sound decisions before, during and 
after an incident. 
  
12.5 Physical intervention competencies 
  
Personnel expected to undertake physical intervention should receive additional practical 
training appropriate to the role. 
  
Depending on the activities involved, this may include: 

●      Safe physical intervention; 
●      Break-aways; 
●      Escape from physical confrontation; 
●      Restraint; 
●      Restricted movement; 
●      Positional safety; 
●      Handcuffing; 
●      Team intervention; 
●      Ground defence; 
●      Monitoring a restrained person; and 
●      Safe disengagement. 

  
The NZSA Advanced Security Officer programme includes practical training in these areas, 
including restraint, restricted movement, due care, positional asphyxia, break-aways, ground 
defence and handcuffing. 
  
The specific techniques used should be taught and assessed through the appropriate 
training programme rather than prescribed within this Guideline. 
 
12.6 Practical and scenario-based training 
  
Knowledge of the law alone is not sufficient preparation for a role involving potentially 
confrontational situations. 
  
Personnel need to be able to apply their knowledge and skills under pressure. 
  
Training should therefore, where appropriate, include realistic scenarios that require 
personnel to: 

●      Recognise risk; 
●      Assess changing circumstances; 
●      Communicate effectively; 
●      De-escalate; 
●      Make decisions; 
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●      Work with colleagues; 
●      Choose proportionate responses; 
●      Disengage where appropriate; 
●      Apply physical intervention where necessary; and 
●      Manage the situation through to Police handover. 

  
The Advanced Security Officer programme uses practical drills and scenario-based 
assessments covering these areas. 
  
Good Practice 
Training should test not only whether personnel know what to do, but whether they can 
make sound decisions and apply their skills safely under realistic conditions. 
  
Remember 
Knowing the procedure is not the same as being able to perform it under pressure. 
 
  
12.7 Competency should be demonstrated 
  
Attendance at training should not automatically be treated as evidence of competency. 
  
Where personnel are expected to undertake higher-risk activities, competency should be 
demonstrated through appropriate assessment. 
  
The NZSA Advanced Security Officer programme specifically provides for practical 
assessment and certification and states that participation does not itself constitute a pass. 
  
This provides an important principle for the industry: 
Attendance demonstrates participation. Assessment demonstrates competency. 
  
Employers should retain appropriate evidence of competency for personnel undertaking 
higher-risk activities. 
  
12.8 Pre-assessment and suitability 
  
Where training involves significant physical or operational demands, appropriate pre-
assessment should be considered. 
  
The Advanced Security Officer programme includes minimum experience requirements and 
a pre-assessment process covering areas including: 

● Physical and personal suitability 
● Relevant medical conditions 
● Situational awareness 
● Conflict de-escalation 
● Duty of care 
● Reasonable force 
● General suitability for programme 

  



 
85 

The purpose of pre-assessment should be to ensure that personnel entering higher-level 
training are appropriately prepared for the demands of the programme. 
  
Employers should also consider whether personnel remain suitable for the activities they are 
expected to undertake as part of their ongoing employment. 
  
12.9 Training equipment and environment 
  
Practical training should be undertaken in an environment that allows personnel to develop 
and demonstrate competency safely. 
  
Where training involves physical intervention or restraint, appropriate consideration should 
be given to: 

●      Training equipment; 
●      Protective equipment; 
●      Training surfaces; 
●      Instructor competency; 
●      Participant numbers; 
●      Medical and first-aid arrangements; 
●      Emergency procedures; and 
●      Scenario design. 

  
The objective should be to provide realistic learning while managing the risks associated 
with practical training. 
   
12.10 Maintaining competency 
  
Competency should not be regarded as permanent. 
  
Skills involving physical intervention and restraint can deteriorate if they are not regularly 
practised. 
  
Organisations should therefore consider: 

●      Refresher training; 
●      Practical reassessment; 
●      Recertification; 
●      Scenario-based practice; 
●      Review of incident performance; and 
●      Additional training following significant incidents or identified competency gaps. 

  
The NZSA Advanced Security Officer programme requires recertification every two years. 
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Organisations may also need to consider additional training where: 
●      Equipment changes; 
●      Procedures change; 
●      Legislation changes; 
●      A significant incident identifies a competency issue; 
●      A person has been away from operational duties for an extended period; or 
●      The scope of the person's role changes. 

  
12.11 Training records 
  
Security companies should maintain appropriate records of training and competency. 
  
Records should identify, as relevant: 

●      Personnel trained; 
●      Training completed; 
●      Training provider; 
●      Date of training; 
●      Assessment outcome; 
●      Certification status; 
●      Expiry or recertification date; 
●      Equipment-specific competency; and 
●      Any relevant restrictions. 

  
Where an organisation maintains a register of personnel authorised for higher-risk activities, 
that register should be kept current. 
  
The NZSA programme includes the creation of a register of certified Advanced Security 
Officers. 
  
12.12 Training should reflect the actual role 
  
Training should be relevant to the environment in which personnel operate. 
  
For example, training for a security officer working in a large retail environment may need to 
consider: 

●      Crowded public spaces; 
●      Shoplifting and retail offending; 
●      Children and vulnerable people; 
●      Multiple offenders; 
●      Customer interactions; 
●      CCTV and evidence; 
●      Store layout; and 
●      Police response. 

  
Other environments may present very different risks. 
  
Security companies and customers should therefore supplement generic training with 
appropriate site-specific induction, instruction and risk information. 
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12.13 Customer involvement in training requirements 
  
Where a customer expects security personnel to undertake citizen's arrest, physical 
intervention or restraint, the customer should participate in establishing the appropriate 
competency requirements. 
  
This should include agreement on: 

●      What activities are expected; 
●      What level of training is required; 
●      Whether restraint equipment will be used; 
●      Who provides and maintains equipment; 
●      What Police escalation procedures apply; 
●      What site-specific risks need to be incorporated into training; and 
●      How competency will be verified. 

  
Customers should not introduce new physical intervention requirements without discussing 
the implications with their security provider. 
  
A change in operational expectation may require a corresponding change in risk 
assessment, staffing, equipment and training. 
  
12.14 Training does not remove the need for judgement 
  
Even highly trained personnel must continue to apply professional judgement. 
  
Training should provide personnel with knowledge, skills and confidence. It should not create 
an expectation that trained personnel must intervene physically whenever an opportunity 
arises. 
  
A trained officer may still reasonably decide: 

●      Not to intervene; 
●      To disengage; 
●      To maintain observation; 
●      To seek assistance; 
●      To contact Police; or 
●      To use a less intrusive response. 

  
Training should therefore reinforce the STOP–ASSESS–DECIDE framework rather than 
encourage automatic physical intervention. 
  
Remember 
Training creates capability. It does not create an obligation to use that capability. 
 
 
12.15 Training providers 
  
Training providers delivering programmes relevant to citizen's arrest, physical intervention or 
restraint should have appropriate capability and subject-matter expertise. 
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 Organisations selecting a training provider should consider: 
●      Instructor qualifications and experience; 
●      Course content; 
●      Practical training component; 
●      Assessment methodology; 
●      Scenario-based training; 
●      Equipment used; 
●      Medical and safety arrangements; 
●      Certification arrangements; 
●      Recertification requirements; and 
●      Alignment with relevant legislation and industry guidance. 

  
Training providers should ensure that course content is kept current as the legislative and 
operational environment develops. 
  
12.16 NZSA training pathway 
  
NZSA has established an industry training pathway for personnel whose roles require 
additional capability in citizen's arrest, physical intervention, detention and restraint. 
  
The Advanced Security Officer programme provides a framework comprising: 
  

PRE-ASSESSMENT 
Assessment of experience, suitability and foundational capabilities. 
↓ 
PRACTICAL TRAINING 
Communication, situational awareness, decision-making, de-escalation, physical 
intervention, restraint and related competencies. 
↓ 
SCENARIO ASSESSMENT 
Demonstration of the ability to apply knowledge and skills in realistic situations. 
↓ 
CERTIFICATION 
Recognition of demonstrated competency. 
↓ 
ONGOING COMPETENCY 
Refresher training and recertification. 

  
The training is a five-day face-to-face programme with practical assessment and a two-year 
recertification cycle. 
  
The final programme structure, certification requirements and equipment standards remain 
subject to completion and appropriate review. 
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12.17 The relationship between this Guideline and training 
  
This Good Practice Guideline establishes the principles and expectations that should 
underpin citizen's arrest, detention and restraint within the security industry. 
  
It does not replace competency-based training. 
  
In particular, this Guideline should not be treated as a substitute for practical instruction in: 

●      Physical intervention; 
●      Restraint; 
●      Handcuffing; 
●      Break-aways; 
●      Ground defence; or 
●      Other physical techniques. 

  
Personnel should undertake appropriate training before being expected to perform these 
activities operationally. 
  
What the law says 
Legal authority establishes what may be permissible. 
  
Good Practice 
Training establishes whether personnel are appropriately prepared and competent to 
undertake the activity safely. 
  
Remember 
Legal authority and operational competency are two different things. You need both. 
 
  
12.18 A competency-based industry approach 
  
NZSA supports an approach in which the security industry increasingly recognises 
competency, rather than simply attendance or job title, when determining whether personnel 
are prepared for higher-risk activities. 
  
Good Practice Principle 
ROLE → RISK → TRAINING → ASSESSMENT → CERTIFICATION → RECERTIFICATION 
  
The level of competency required should reflect the activities personnel are expected to 
undertake and the risks associated with those activities. 
  
Training should prepare people to make better decisions—not simply to make more arrests. 
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13. Operational Readiness and Site Procedures 
  
13.1 Be prepared before an incident occurs 
  
The safest way to manage a citizen's arrest is to establish clear expectations, procedures 
and controls before an incident occurs. 
  
Security companies and their customers should not wait until an officer is faced with an 
aggressive offender to determine: 

●      Whether an arrest is expected; 
●      Who is trained to undertake physical intervention; 
●      When Police should be contacted; 
●      What restraint equipment may be used; 
●      Who is responsible for contacting Police; 
●      How an incident should be reported; or 
●      What happens after an arrest. 

  
These matters should be agreed, documented and communicated in advance. 
 
  
Good Practice 
Citizen's arrest should be incorporated into the organisation's existing security, health and 
safety and emergency procedures. 
  
Remember 
Decide the process before you need it. 
 
  
13.2 Site-specific risk assessment 
  
Each site presents different risks. 
  
Security companies and customers should consider the particular characteristics of the 
environment in which security personnel operate. 
  
This may include: 

●      Site layout; 
●      Entrances and exits; 
●      Public access; 
●      Trading hours; 
●      Staffing levels; 
●      CCTV coverage; 
●      Communication systems; 
●      Lighting; 
●      Isolated areas; 
●      Traffic and vehicle movements; 
●      Likely offending behaviour; 
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●      History of violence or aggression; 
●      Presence of vulnerable people; 
●      Availability of Police assistance; and 
●      Emergency access. 

  
The risk assessment should identify circumstances in which physical intervention may be 
inappropriate or particularly hazardous. 
  
13.3 Site instructions 
  
Site instructions should translate the agreed security service into practical guidance for 
personnel working at the site. 
  
They should address, as appropriate: 

●      Security responsibilities; 
●      Incident escalation; 
●      Contact details; 
●      Police engagement; 
●      Emergency procedures; 
●      Communication systems; 
●      Available assistance; 
●      Customer staff responsibilities; 
●      Evidence preservation; 
●      Incident reporting; and 
●      Relevant site-specific hazards. 

  
Site instructions should be reviewed when the operating environment or security 
requirements change. 
  
13.4 Personnel briefing 
  
Personnel should receive appropriate site-specific briefing before undertaking duties. 
  
This should include: 

●      The nature of the site; 
●      Known risks; 
●      Expected security activities; 
●      Relevant customer procedures; 
●      Escalation arrangements; 
●      Police contact procedures; 
●      Location of emergency equipment; 
●      Communication arrangements; and 
●      Any restrictions on physical intervention or restraint. 

  
Where a role includes higher-risk activities, personnel should understand whether they are 
authorised and competent to undertake those activities. 
  
 



 
92 

13.5 Equipment readiness 
  
Where security personnel are authorised to use restraint equipment, organisations should 
ensure that: 

●      Appropriate equipment is issued; 
●      Personnel are trained and competent; 
●      Equipment is properly maintained; 
●      Equipment is securely carried; 
●      Defective equipment is removed from service; and 
●      Appropriate records are maintained. 

  
13.6 Communication and escalation 
  
Effective communication can prevent an incident from escalating. 
  
Organisations should establish clear methods for personnel to: 

●      Contact supervisors; 
●      Request assistance from colleagues; 
●      Contact Police; 
●      Request emergency medical assistance; 
●      Communicate changing risks; and 
●      Escalate incidents beyond their capability. 

  
Communication systems should be tested and personnel should know how to use them. 
  
13.7 Police engagement procedures 
  
Site procedures should establish a clear pathway for Police involvement. 
  
At a minimum, personnel should understand: 

➔    WHEN Police should be contacted; 

➔    WHO makes the call; 

➔    WHAT information should be provided; 

➔    WHO remains responsible while awaiting Police; and 

➔    HOW Police directions are communicated and acted upon. 
  
The objective should be to ensure that Police engagement does not depend on an individual 
officer improvising a process during a high-pressure situation. 
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13.8 Customer staff 
  
Customers should ensure their own staff understand the role of security personnel. 
  
Customer employees should know: 

●      How to report an incident; 
●      When to contact security; 
●      When to contact Police; 
●      How to preserve evidence; 
●      Not to interfere with a security intervention; 
●      Not to encourage or pressure security personnel to physically intervene; and 
●      Who has responsibility for managing the incident. 

  
This is particularly important in retail environments where staff may have strong expectations 
about recovering stolen goods or apprehending offenders. 
  
Good Practice 
Customer employees should not attempt to direct security personnel during an incident 
unless this forms part of an agreed emergency or site procedure. 
  
Remember 
Everyone on site needs to know their role. 
 
  
13.9 Pre-incident planning 
  
Where the risk profile justifies it, security companies and customers should conduct scenario 
planning before incidents occur. 
 
This may include discussing: 

●      What happens when an offender is identified; 
●      How security personnel approach the situation; 
●      When de-escalation should be attempted; 
●      When Police are contacted; 
●      What happens if the person resists; 
●      What happens if a weapon is identified; 
●      How members of the public are protected; 
●      How an arrested person is managed; 
●      How Police take over; and 
●      How the incident is subsequently reported. 

  
Scenario planning can help identify weaknesses in procedures before they are tested by a 
real incident. 
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13.10 Reviewing operational readiness 
  
Organisations should periodically review whether their arrangements remain appropriate. 
  
This review should consider: 

●      Changes in legislation; 
●      Changes in offending patterns; 
●      Significant incidents; 
●      Near misses; 
●      Changes to the site; 
●      Changes to security personnel; 
●      Training and certification status; 
●      Equipment; 
●      Police engagement arrangements; and 
●      Customer expectations. 

  
Where circumstances change, procedures and training should be updated accordingly. 
  
13.11 Operational readiness checklist 
  
Before security personnel are expected to undertake citizen's arrest or detention activities, 
the organisation should be able to answer yes to the following: 
  
Area                         Question 
Role                          Is it clear what security personnel are expected to do? 
Risk                          Have the relevant site risks been assessed? 
Law                          Do personnel understand the applicable legal powers and limitations? 
Training                    Have personnel received appropriate training? 
Competency             Has competency been demonstrated where required? 
Equipment                Is appropriate equipment available and maintained? 
Police                       Are Police contact and handover procedures clear? 
Communication        Can personnel readily request assistance? 
Customer                 Do customer staff understand their role? 
Reporting                 Are incident reporting procedures established? 
Review                     Is there a process for learning from incidents and near misses? 
  
If the answer to any of these is no, the organisation should consider whether it is appropriate 
to expect personnel to undertake higher-risk intervention activities. 
 
Good Practice Principle 
READY PEOPLE + CLEAR PROCEDURES + APPROPRIATE EQUIPMENT + EFFECTIVE 
POLICE ENGAGEMENT = SAFER INCIDENT MANAGEMENT 
  
Good operational readiness reduces the likelihood that security personnel will have to make 
complex decisions without adequate preparation or support. 
  
If the answer to any of these is no, the organisation should consider whether it is appropriate 
to expect personnel to undertake higher-risk intervention activities. 
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14. NZSA Good Practice Principles 
  
14.1 The NZSA position 
  
The New Zealand Security Association supports the lawful and responsible use of citizen's 
arrest powers by appropriately trained security personnel. 
  
Citizen's arrest can provide security personnel with an additional tool for managing 
offending. 
  
However, the existence of that power does not mean that security personnel should 
automatically intervene physically whenever an offence occurs. 
   
14.2 NZSA Message to customers 
  
Don't ask your security provider simply, "Will your guards arrest people?" 
Ask: "What are they trained and competent to do, what risks have we identified, and what is 
the safest response when an incident occurs?" 
  
14.3 Ten principles of good practice 
  
The NZSA recommends the following principles for organisations and personnel involved in 
citizen's arrest, detention and physical intervention. 
  

1. Stay within the law 
Understand the legal authority available and its limitations. 
  
2. Put safety first 
Protect security personnel, customers, the public and the person being detained. 
  
3. Assess before acting 
Do not allow the pressure of an incident to replace professional judgement. 
  
4. De-escalate where possible 
Communication, distance and safe separation can prevent situations becoming physical. 
  
5. Use proportionate responses 
The response should reflect the circumstances and level of risk. 
  
6. Only undertake activities within your competency 
Personnel should not undertake physical intervention or restraint activities for which they 
have not received appropriate training. 
  
7. Do not confuse capability with obligation 
Being trained and equipped to intervene does not mean intervention is always 
appropriate. 
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8. Contact Police promptly 
Police should be treated as an integral part of the citizen's arrest process. 
  
9. Monitor anyone who is detained or restrained 
Physical control creates an ongoing responsibility for the person's safety and welfare. 
  
10. Learn from every incident 
Report, review and use incidents and near misses to improve future practice. 

   
14.4 The three golden rules 
  
For ease of recall, the NZSA recommends three simple principles: 
  

1. Safety before arrest 
An arrest is never more important than the safety of people involved. 
  
2. Competency before intervention 
Only undertake activities for which you are appropriately trained and competent. 
  
3. Police after arrest 
Contact Police as soon as practicable and follow their directions. 

  
14.5 The NZSA approach in one sentence 
  
Citizen's arrest is an additional security tool - not an obligation to intervene—and should only 
be used lawfully, safely, proportionately and by appropriately trained and competent 
personnel. 
  
14.6 A final reminder 
  
Citizen's arrest powers give security personnel an additional option for managing offending. 
  
They do not replace: 

●      Good security planning; 
●      Situational awareness; 
●      Communication; 
●      De-escalation; 
●      Risk management; 
●      Appropriate training; 
●      Professional judgement; or 
●      Police. 

  
The most effective security response will not always be the one that results in an arrest. 
  
It will be the one that manages the situation safely, lawfully and professionally and achieves 
the best possible outcome for everyone involved. 
 



 
97 

 

  
NZSA Good Practice Principle 
STOP → ASSESS → DECIDE 

LAW → SAFETY → COMPETENCY → PROPORTIONALITY → POLICE 

REPORT → REVIEW → LEARN → IMPROVE 
  
Good security is not about making more arrests. 
It is about making better decisions. 
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Appendices 
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Appendix A — STOP–ASSESS–DECIDE  
Quick Reference 

STOP 
Where it is safe to do so, pause before acting. 

·       Create time and distance where possible. 
·       Check your surroundings and immediate hazards. 
·       Consider whether assistance or Police should be called. 

ASSESS 
Consider: 

·       LAW — Is there a lawful basis? 
·       NECESSITY — Is intervention necessary? 
·       RISK — What could happen if I intervene? 
·       COMPETENCY — Am I trained and competent? 
·       PROPORTIONALITY — Is the response appropriate? 
·       ALTERNATIVES — Is there a safer option? 

DECIDE 
Choose the safest lawful and proportionate response. 

·       Communicate / de-escalate 
·       Observe and report 
·       Seek assistance 
·       Disengage and contact Police 
·       Intervene physically only where justified, trained and competent 

REMEMBER 
 You do not have to intervene simply because you can. 
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Appendix B — Arrest to Police Handover Checklist 
Use as a prompt only. It does not replace legislation, Police instructions, organisational 
procedures or training. 

Before arrest 
·       Confirm the circumstances and lawful basis. 
·       Apply STOP–ASSESS–DECIDE. 
·       Consider whether Police can manage the incident directly. 
·       Consider risks, alternatives and your competency. 

Making the arrest 
·       Where safe and practicable, identify yourself. 
·       Tell the person they are under arrest and the reason, unless impracticable or obvious. 
·       Use only appropriate and proportionate intervention. 
·       Avoid unnecessary confrontation or punishment. 

After arrest 
·       Contact Police as soon as practicable. 
·       Follow Police directions. 
·       Maintain safety of the arrested person and others. 
·       Monitor any person who is restrained. 
·       Preserve relevant evidence. 

Handover 
·       Provide factual information about what occurred. 
·       Explain any physical intervention or restraint. 
·       Identify injuries or medical concerns. 
·       Provide relevant CCTV, witness or other evidence through appropriate channels. 
·       Follow Police directions regarding release or handover. 

Afterwards 
·       Notify supervisor/customer as required. 
·       Complete incident report. 
·       Record use of force/restraint where applicable. 
·       Participate in post-incident review. 
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Appendix C — Customer / Retailer Readiness Checklist 
Before expecting security personnel to undertake higher-risk intervention, confirm: 
☐ Role expectations are clear. 
☐ Relevant site risks have been assessed. 
☐ Security training and competency are understood. 
☐ No arrest or intervention targets create unsafe incentives. 
☐ Customer employees understand not to pressure guards to intervene. 
☐ Police contact and escalation procedures are clear. 
☐ CCTV and other evidence-preservation procedures are clear. 
☐ Roles during an incident are understood. 
☐ Significant incidents and near misses are reviewed jointly. 
☐ Changes in site conditions trigger a review. 
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Appendix D — Security Company Readiness Checklist 
☐ Role requirements and foreseeable risks identified. 
☐ Site-specific risk assessment current. 
☐ Intervention, disengagement and Police escalation procedures established. 
☐ Personnel understand legal powers and limitations. 
☐ Appropriate training completed. 
☐ Competency demonstrated where required. 
☐ Training/certification records current. 
☐ Restraint equipment issued only to authorised, competent personnel. 
☐ Equipment approved, maintained and securely carried. 
☐ Supervision and communication systems effective. 
☐ Police handover procedures established. 
☐ Incident and restraint reporting procedures established. 
☐ Near misses captured and reviewed. 
☐ Post-incident welfare support available. 
☐ Corrective actions tracked to completion. 
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Appendix E — Incident Reporting Checklist 

Incident details 
·       Date/time 
·       Location 
·       Security personnel involved 
·       Customer/site 
·       Other people involved 

What happened 
·       What was personally observed 
·       What was reported by others 
·       Offence or suspected offence 
·       Actions taken 
·       De-escalation attempts 

Physical intervention 
·       Whether physical intervention occurred 
·       Reason for intervention 
·       Nature and approximate duration 
·       Restraint or handcuff use 
·       Resistance encountered 

Safety and welfare 
·       Injuries 
·       Medical assistance 
·       Signs of distress 
·       Condition of restrained person 
·       Officer welfare concerns 

Police 
·       Time Police contacted 
·       Information provided 
·       Police reference/event number if available 
·       Directions received 
·       Release or handover details 

Evidence 
·       CCTV preserved 
·       Body-worn video where authorised 
·       Photographs 
·       Witness information 
·       Other relevant evidence 

Review 
·       Near miss identified? 
·       Training/competency issue? 
·       Site/environmental issue? 
·       Corrective action required? 
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Appendix F — Customer Conversation Guide 

Before agreeing or renewing the security service 
Customers should ask: 

·       What security outcomes do we need to achieve? 
·       What activities do we expect security personnel to undertake? 
·       What activities require additional training or competency? 
·       What should happen when an offender is identified? 
·       When should Police be contacted? 
·       When should personnel disengage? 
·       What evidence should be preserved? 
·       How will significant incidents be reviewed? 

KEY MESSAGE 
Don't contract for arrests. Contract for appropriate security outcomes, with clear 
expectations about capability, risk, training and Police escalation. 
Legal verification point: the Crimes Amendment Act 2025 requires a non-constable making 
an arrest under the amended provisions to contact Police as soon as practicable and follow 
Police directions; it also clarifies that reasonable force may include physical or mechanical 
restraints.  
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