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Popular pretzel peddler opts for profe ssional p erlustration program to improve operations

S
ince irs humble beginning as a
Pennsylvania farmer's market
sta nd in 1988. Auntie Anne's Inc.

ha s grown to include more than 1.100
fra nc hise locations in 44 states ami 22
co untries-ma inly in malls. a irports.
train statio ns. university fo od co urts.
a mi anywhere else people are on the
go ami likely to have a hankering for a
taste of ba ked "golden brown perfec­
tion," as the company refers to its pre t­

zel p roducts.
T hese J ays. Auntie Anne's a rmy of

employees rolls more than 500.000 prer­
zels every 48 hours. which is enough to
feed o ne of the tast y. twist y treats to ev­
ery person living in La ncaster County,
Pa .. home to compa ny headquarters.

While the company att ributes its
success to the st rength of its brand . the
effic iency of its sto res. and . of co urse,
the quality o f its pretzelry, it says it
also is improving operat ions with the
increa sing presence a nd power of sur­
veillance cameras.

About th ree yea rs ago. Auntie
Anne's established a pa rtnership with
DTT Surveilla nce, a Los An geles-based
provide r o f surveillance systems geared
especially fo r the resta ura nt a mi hospi­
tality industries. Now, as the "preferre d
surveilla nce vendor" for the prevalent
pretzel purveyo r. DTT says the rela­
tionship is expa nd ing d ramatically a nd
that it is rolling o ut systems in franchise
locations all across the country.

"The continuing adoption of DTT
th roughout the entire franchi se com­
munity ha s dem onst rated the true value
o f surveillance a nd loss p revent ion ser­
vices for this excellent Q SR [Quick Ser­
vice Restaurant] bra nd:' says Thomas
Moran . DTT executive vice president.

'Omnipretzence'
One of DTT's proprietary offerings
is ca lled SmartAuditt". a tool that in­
volves a crew of DTT loss preventio n
specialists a nalyzing video from cam­
eras set up in the various sto res. seek-
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ing o ut suspicious transacti ons ami
employee behavior in genera l. good
a nd ba d. T he "aud it" port ion of the
program consists of 10 custcmizable
questions (" D id all cash appea r to be
secured?" " Did employees appear to
use safe work habits?" " Did the kit chen
appear clean?" ). each of which is as­
signed a point value a nd the results of
which are used for regula r compa ri­
so n report s that identify the best- ami

worst-pe rforming stores monthly:
trend reports that revea l performa nce
trends by sto res enterprise wide; ami
focus reports that home in on the areas
most in need of attention th roughout
the enterp rise.

" The co nsiste ncy that SrnartAudit
provides is o ne of the most im portant
fac to rs in the value o f the serv ice:' says
Don Boyle. DTT VP of loss preven­
tion services a nd architec t of Sma rt­
Audit. "Sha ring the aud its with the
employees is a co nsta nt reminder th at
they are being eva luated o n a regular
basis. Th is crea tes what I like to ca ll
posit ive paran oia. "

Boyle adds that the aud it's value is
maximized by the DTT crew's ab ility to

see nuances in the transactional data it
ana lyzes. " The thing that makes Sma rt­
Audit different is that we have loss pre­
vent ion professiona ls that do nothing
more than ana lyze pas transacti ons
all day long: ' he says. " They look at the
trends. if you will. It's not just the ex­
ceptio ns; it's not just the fact that there
is a m id or a deleti on or a refund. It 's
the timing of the transactions: it's the
order in which the transactions occur.

" From a n operationa l perspective,
the impact that SmartAudir has is om­
nipresence, if you will. You have these
aud its that are happening on a regular
basis, so they're a co nsta nt reminder to
the em ployees that not only are these
expectat ions in place, but they're being
aud ited o n a regular basis so they haw
to hold to those expectatio ns. .. ."

Texting While Pretzeling
Karen G ower. a n Auntie Anne's fra n­
chise ow ner/opera to r in the Burbank ,
Ohio, area, says she uses the DTT sys­
tem as a trainin g a nd counseling tool
ami that she considers the a udits criti­
ca l to the success o f her business.

"The system has prove n to be a great

learning tool for my crew:' she says.
"The opport unity to review footage
with the team and learn from both mis­
takes and/or excellence is irreplaceable."

G ower adds that while she does not
have a n issue with employee theft at
her location , she has had instances o f
workers not adhering to co mpa ny poli­
cies a nd procedures, including o ne case
of an errant texter.

"Texting it st r ict ly forbidden d uring
working hou rs. so when we reviewed
the footage of this employee washing
the di shes a nd rexting at the same time,
we recognized a n opportunity for her
to learn fro m the mistake: ' Gower says.
"O ur whole team suffered fro m the in­
cident beca use we put much more em­
phasis o n the 'no-text ing' policy, but as
a result they now know not to text whil e
working a nd therefore a re much more
prod uctive. "

Along with the increase in prod uc­
tivity ami security, having the surveil­
lance in place has served to improve her
crew's customer serv ice a nd awareness
of what it takes to ra ise dough , she says.

"Overall. since installati on. the
quality of my operat ion has improved
a grea t deal. We ca n monitor how lon g
food has been in the pretzel wa rmer.
keep track of cook times, ami a lso
make sure that employees are in facr
preparing food correctly," G ower says.
"There is no better way to see wha t
your sta ll' is doing in the backroom o r
at the sto re front. how they are prepar­
ing food a nd handling cus to mers. Mys­
tery shoppers will not catch things they
ca n't see; Sma rtAudit will."

In add ition to the Auntie Anne's
family, DTT says its systems ove rsee
nearly 2 million employees every day at
so me of the world's most pop ular eat­
eries, including McOonald's. Subway,
Burger King, Taco Bell , a mi KFC. to
name a few. R
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