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MICROS XBR® Loss Prevention identifies suspicious 
situations using exception analysis. 

SSP, the Food Travel Experts,  is the  leading dedicated operator of food and 
beverage brands in travel locations worldwide. Their North American branch 
operates  quick  service,  bar,  and  table  service  restaurants  at more  than  40 
airports  comprising  over  200  revenue  centers  in  the US,  Canada,  and  the 
Caribbean.  They  use  XBR  Loss  Prevention  and  Store Analytics  to  produce 
dramatic savings through a two pronged approach of training and detection. 
 
Creating a Culture of Honesty &Integrity 
 
“We went live with MICROS XBR Loss Prevention in November 2008 and saw 
a full return on  investment  in  less than a year,” says Joe Lindstrom, Director 
of Corporate Loss Prevention at SSP America. “We noticed  right away  that 
we could save a substantial amount of money by improving 
and monitoring  our  training. About  60%  of  losses  at  a  new  location were 
attributable  to  training,  and  those  early  errors  can  become  very  expensive 
habits.” 
 
Now  the  Loss  Prevention  department  reviews  the  new  employee’s 
transactions with a standard set of reports at 30, 60, and 90 days. With this 
process  they correct any slips and shortcuts before  they become  ingrained. 
Employees  learn  about 
XBR  during  orientation. 
The  location’s  General 
Manager  explains  its 
use,  shows  reports,  and 
even  describes  actual 
cases.  “We  want 
associates to understand 
that  honest,  responsible 
behavior  will  be  valued 
and  fraudulent  behavior 
will  not  be  tolerated,” 
says Lindstrom. 
 
 

AT 
a Glance 
COMPANY: 

SSP America 

ABOUT: 

• North American headquarters in 

Landsdowne, Virginia 

• Operates quick serve, table service, 

and bars in 40+ airports in the US, 

Canada, and the Caribbean 

• Most of the restaurants run 

MICROS RES and use mymicros.net 

for polling 

• Small LP department operates 

efficiently throughout the region 

SITUATION:  

SSP America, the Food Travel 

Experts, were in search of a process 

to mitigate malfeasance and identify 

training opportunities in a diverse 

environment without making large 

additions to the staff.. 

SOLUTION: 

They selected MICROS XBR® Loss 

Prevention to identify suspicious 

situations using exception analysis 

RESULTS: 

The system paid for itself in less than 

a year and is helping the Asset 

Protection team address the root 

causes of loss, thus preventing fraud. 

 

Case Study 



Page 2 

The Loss Prevention team spent 30 days reviewing XBR reports, then selected 

five  Key  Performance  Indicators  (KPIs)  that  they  used  as  the  foundation  for 

their reporting: 

• Sales < Threshold (Low Value Checks) 

• Error Corrects 

• Line Voids 

• Cancels 

Discounts 
 

“Fluctuations  in  the  trends associated with  the KPIs  indicate where problems 

exist,” says Omar Khan, Chief Analyst at SSP America. “We then drill down for 

more  information  about 

individual  incidents  to 

determine whether it’s a case of 

fraud  or  a  loss  producing 

process.” 

 

The department also developed 

programs  that  foster 

continuous  performance 

improvement.  They  created  a 

point system that summarizes a 

unit’s performance in one score. 

Every  month  each  unit  receives  a  trend  scorecard  that  shows  the  unit’s 

performance as well as the high, average, and low KPIs for the month graphed 

out  in  correlation  to  sales.  Managers  can  easily  compare  their  unit’s 

performance  with  their  peers’  results.  Poor  performers  are  coached  and 

encouraged to achieve better scores. 

 

Top performers are recognized for their success in emails and are highlighted in 

monthly performance calls. The LP department also separates the 

scores into four groups: 

• High contributor (best) 

• Contributor 

• Low contributor 

Non‐contributor (worst) 

 

An  objective  of  the  LP  department  is  to  help  units move  out  of  the  lower 

contribution ranges. “We are seeing excellent results. 

We originally had 14 units  in  the Non‐contributor  level, and a year  later, have 

only  three,”  says  Lindstrom.  “Through  the  use  of  XBR  we  have  seen  a 

significant reduction in cost and a decrease in cash variance.” 

 
 

Tracking and Trending  
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Mitigating Risk & Eliminating   
 
 “We  purposefully  funnel  dishonest  behavior  through  the  register,”  explains 

Lindstrom. “A dishonest employee looks for ways to defraud the company. If we 

leave an opportunity at the register, then we can catch him quickly using XBR,” 

explains Lindstrom.  

 

By using XBR to evaluate a combination of sales performance, cost of goods sold 

(COGS), and KPIs, the LP group found five employees engaged in fraud using line 

voids. They entered the order, tendered payment from the customer, and while 

the  kitchen  fulfilled  the  original  order,  the  cashier  “corrected”  the  order  and 

replaced its contents with the cheapest items on the menu. The cashier pocketed 

the difference, and the drawer remained in balance. 

 

“Another  time  we  looked  for  high  beer  cost,”  says  Lindstrom.  “We  found 

employees who were selling beer at 49 cents. It turned out that the manager was 

lax  about  protecting  his  card,  and  often  gave  it  to  employees  to  handle 

transaction corrections on  their own. Some employees  took  the opportunity  to 

mark down  the sales price of  the beer and keep  the difference  for  themselves. 

We corrected the situation, and our beer cost dropped significantly.” 

 

Through the use of XBR, the Loss Prevention department uncovered dishonesty 

among  long‐term and new employees alike. One employee had been with  the 

company 38 years, and another had been working there 22 years. “Whenever we 

resolve a situation we see an  instant reward  in food cost or cost of goods sold,” 

he  continues.  “We attribute  that  to a combination of  removing  the dishonesty 

and an overall improvement in attitude among the personnel.” 

Involving Operations 

“The number one key to success with XBR was getting buy‐in from Operations,” 

says Lindstrom. “We had to prove  its value to them. Once they saw the results 

that could be achieved, they became our strongest advocate. To keep XBR in the 

forefront, we  issue  reports  regularly  that  show financial  results. They  see what 

XBR  is  doing  for  them,  so  they  are  eager  to  help  both  with  the 

training/prevention phase and the investigations.” 

 

When fraud is suspected the General Manager is asked to review the report. Then 

a member of  the LP  team and  the General Manager conduct an  interview with 

the employee. Because XBR provides  solid evidence,  there  is  little dispute and 

cases are resolved quickly. 

 

In the  future, Lindstrom and his team plan to expand their use to  include more 

inventory control functions. “We’re gathering more intelligence 

through the use of XBR and are able to take more preventive measures. The early 

months  are  spent  on  the  big  cases,  but  there  is  so  much  opportunity  for 

improvement beyond stopping fraud,” he says. 
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MICROS Systems, Inc. 

7031 Columbia Gateway Drive 

Columbia, MD  21046‐2289 USA 

Phone: +(1) (443) 285‐6000 

+(1) (443) 285‐8000 (Automated) 

Fax: +(1) (443) 583‐2505 

 

 

MICROS Systems, Inc.  

EAME Regional Office  

Europadamm 2‐6  

Neuss, 41460, Germany  

Phone: +(49) (2131) 137‐0  

Fax: + (49) (2131) 137‐777  

 

MICROS Systems, Inc.  

Asia‐Pacific Regional Office  

Suite 7, 1st Floor  

13 Narabang Way  

Belrose NSW 2085 Australia  

Phone: +(61) (2) 9485‐1000  

Fax: +(61) (2) 9485‐1099  

 

MICROS Systems, Inc.  

Latin America & Caribbean Regional 

Office  

Avda. Carlos Pellegrini 1023 Piso 6  

C1009ABU Buenos Aires, Argentina  

Phone: +(54) (11) 4119‐1150  

Fax: +(54) (11) 4119‐1151  

About MICROS 
Serving the hospitality and specialty retail industries, we are the world’s 

leading developer of enterprise applications. Our global presence and local 

support have helped us build a long list of references – hotels, restaurants, 

conference centers, retail, stadiums, theme parks, casinos and cruise 

ships. We maintain an intense dialogue with colleagues throughout these 

industries. The result is a wide range of integrated software, hardware and 

business technology solutions and services. These help to optimize your 

operation and increase profits by providing your guests with a personalized 

service. 

Find out more about what MICROS  
can do for you 

For more information contact us at info@micros.com 
Phone: 866.287.4736 (US and Canada) 
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	SSP, the Food Travel Experts, is the leading dedicated operator of food and beverage brands in travel locations worldwide. Their North American branch operates quick service, bar, and table service restaurants at more than 40 airports comprising over 200 revenue centers in the US, Canada, and the Caribbean. They use XBR Loss Prevention and Store Analytics to produce dramatic savings through a two pronged approach of training and detection.

	Creating a Culture of Honesty &Integrity

	“We went live with MICROS XBR Loss Prevention in November 2008 and saw a full return on investment in less than a year,” says Joe Lindstrom, Director of Corporate Loss Prevention at SSP America. “We noticed right away that we could save a substantial amount of money by improving

	and monitoring our training. About 60% of losses at a new location were attributable to training, and those early errors can become very expensive habits.”

	Now the Loss Prevention department reviews the new employee’s transactions with a standard set of reports at 30, 60, and 90 days. With this process they correct any slips and shortcuts before they become ingrained. Employees learn about XBR during orientation. The location’s General Manager explains its use, shows reports, and even describes actual cases. “We want associates to understand that honest, responsible behavior will be valued and fraudulent behavior will not be tolerated,” says Lindstrom.

	Page #

	Tracking and Trending 

	Page #

	Mitigating Risk & Eliminating

	Involving Operations

	Connect with us!!

	© 2012 MICROS Systems, Inc. All rights reserved. No part of this publication may be reproduced, photocopied, stored in a retrieval system, or transmitted without the express prior written consent of the publisher. MICROS®  is a registered trademark of MICROS Systems, Inc. Certain product and company names appearing here may be trademarks or service marks owned and/or registered by third parties. All other product and brand names are the property of their respective owners.

	MICROS Systems, Inc.



<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



