
Operation Retail – Retailer briefing
• Industry surveys report that retailers report between 8%-16% of their crime and are looking at ways 

to increase reporting.
• Currently, Shoplifting equates to about 10% of total crime currently recorded by the Metropolitan 

Police Service (MPS)
• Operation Retail is the MPS streamlined process to after the event, "simple shoplifting" reports 

and has been created to reduce time spent attempting to obtain evidence. The process is the 
same across the Metropolitan Police area which allows for greater understanding

• The process must only be used when a shoplifting has occurred, and the offender is no longer on 
scene

• The process must not be used when other offences have occurred such as violence, threats, 
assault or hate crime

• Before Op Retail, it was common for it to take up to 21 days for Police for to request evidence 
from Retailers. This is now often within 24 hours of reporting

• Before Op Retail, evidence return from retailers was about 5%. It has now increased to over 
15% and is increasing



Op Retail – The process
• This process is to be followed when a "Simple Shoplifting" occurs (no violence, threats or hate crime) and 

the offender(s) are no longer present.
•  Crime reported using 101 or met.police.uk. Please ensure you provide a valid email address. This email 
MUST be for someone able to provide evidence of the offence. Many retailers now have a centralised 
email address for evidence requests, if yours does please provide it along with any details of any 
witnesses who are present and can provide evidence of the offence.

•  A crime report is then created by Police based on the information provided. A further call back may be 
conducted by Police if further information is required.

•  At this point, you will receive two emails. The first is a standard email sent to all victims of crime. A 
second email will include the Op Retail pack. This email will include details of the offence date, time, and 
location plus include a blank statement (MG11) and a link to Box, which is a Police Evidence storage 
software to upload evidence of the offence. This link is valid for 28 days. Please upload any relevant 
information evidence into Box such as BWV, Business Impact Statement or any other relevant material.



Op Retail – The process

•  Within Box, please upload CCTV files in their original format (no recording of footage on a phones for
example) in 10-minute clips. If the footage is longer than 10 minutes, please provide it in two files.

•Please also provide any Body Worn Video (BWV), a still image of the offender(s) and a completed Police
Statement (MG11) as part of your submission.

•  Once evidence is received by Police, the investigation will be screened to a local officer who will assess the 
evidence and investigate as necessary including the use of facial recognition. Please be aware: No evidence, 
no investigation

•  If Retailers only want to Police to be aware of the crime but don’t want an investigation to take place, they 
simply need not return the evidence



Instructions/FAQ’s
This is an example Only!



Pro-forma MG11
Required for every incident



Upload Link (Box)
When following the upload link this is what you will see



When you have uploaded your evidence you will see this screen



Key Messages
 Please report your crime, we don't know unless you tell us

 The Op Retail process is only for after the event (suspect has left) shoplifting

 The Op Retail Process is automatic - you do not need to do anything differently but understanding 
the process is useful - especially if you are the person supplying the evidence

 If your company has a central email address for evidence supply, please tell us this when reporting. This 
is very important. The email requesting the footage will only go to the email which is provided to Police. 

 Please remember, action may be being taken by Police without it being visible or obvious as evidence 
requests and investigation happens in the background

 Please do not wait to report. Please report as soon as possible and report incident on each crime 
report. Do not report multiple instances on one report



FAQs
Why the evidence pack?

To enable the investigation to be more time efficient for all parties involved.

Previously, after a report was taken the process would have been to assign the report to an officer 
who would have to attend to obtain the required documents. These officers also must answer the 
999/101 calls as well as deal with arrests and other investigations they hold. We often found that 
when officers did attend, the relevant staff member wasn’t present or CCTV couldn’t be provided by 
them. By using these packs retailers can complete this in their own time and return to us remotely by 
using the secure link sent.

It also allows us to focus on your prolific shoplifters and the ones who are causing the most harm. If 
you are being targeted by the same person then please mention this when you report the crime. We 
will then work with you to build a case against them and endeavour to prevent them from returning 
to your store.



FAQs
Can an officer attend and take the CCTV/Statement?

Generally, no. As we need to be more efficient with the officers we have available we do not routinely 
send officers to reports of shopliftings (where a suspect is not present). The pack was designed to 
negate the need for an officer to attend. If you are having issues with this however, please do get in 
touch as we will do what we can to assist.

Why is CCTV needed? Why is a statement needed?

CCTV serves two purposes. Firstly, it is a record of the offence being committed and it allows us to 
try to identify the suspect/s involved. A statement is needed, again, for two reasons. To officially 
record what has happened, been stolen and to document the chain of evidence.



FAQs
What CCTV do you need? What if I don’t have CCTV? They’re wearing a mask, should I still send the 
footage?

Generally, from the moment the suspect first appears on cameras until they leave and all time in-
between, NOT just when they enter/exit for example. This is so that the best images for ID and the 
full offence are captured. It also helps prove or disprove any defence a suspect may give.

If you don’t have CCTV we will need a statement from someone who witnessed the offence and can 
describe or help identify the suspect. Without this we will be unable to investigate further.

We are also well aware that face coverings can made identification difficult. If you believe an 
identification can still be made from the footage, send it in. If not, or you are unsure please get in 
touch.



FAQs
The pro-forma statement doesn’t quite apply. What should I do?

The statement is written so as to apply to as many situations as possible. Inevitably there will be times 
when this won’t apply to your specific situation such as if a suspect has committed multiple offences.

Please contact us if this is the case and we will do what we can to assist.

I have footage from more than one incident. What should I do?

You must only provide the footage for this incident, please ensure each individual crime has been reported 
and upload the evidence for each one separately. We can link offenders at a later stage.

I can’t upload footage from the CCTV system, what do I do?

Assuming you would normally provide police with a DVD or USB stick, do this but then put this footage into 
an internet connected device and then use the provided link to upload this footage and the statement. There 
are a number of options, you could even use a USB convertor for a mobile device.
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