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Forbidden Forest May 2019 

The Journey: Customer walk through  

This document gives a customer perspective on arrivals to ticket checks, searching, enhanced 

searching, circulation, egress and eviction. The Security Risk Management Plan Forbidden Forest 

May 2019 doc. Provides in depth information of each process as required. 

Customer Arrival onto site 

On arrival to the event, the customer will first come in contact with traffic marshals within their 

mode of transport. Traffic marshals will direct the customers mode of transport to the correct area, 

be it vehicle and coach drop off or the public paid car park. 

 

Arrival walk to Ticket check 

All customers will then follow signage and the natural footfall of the crowd towards the entrance for 

ticket scanning and ID checking. Multiple amnesty bins will present opportunity to dispose of any 

prohibited items. 

Customer (ALL)  ticket check and ID 

On arrival customers will receive a soft ticket check from a FF member of staff. 
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Security will be Challenge 25 no id no entry. If challenged and no government level identification can 

be shown then the customer will be refused entry. 

Once cleared to be over 18 by security, tickets will be scanned by stewards. During this process Any 

ticket issues referred to ticket enquirers located prior to ticket check. 

(ALL) Ticket check to Search Area 

On clearing ticket and Id checks, a walk-through area with venders, toilets and a pop up DJ booth in 

the form of a land rover will be playing music to start the ambience of the forest. This MC will be 

used to communicate any information to the public. 

Lockers for personal possessions are available. Also for potential Prohibited items such as 

glass/perfume/oversized baggage. 

Amnesty bins present the final opportunities prior to searching. 

On arrival to the search lanes, there will be 16-18 lanes made of pedestrian barrier. The queuing 

time is estiamted from 5-20minutes 

Customer (ALL) Standard Search 

The standard search consists of a asking for permission from the customer, a  bag check and metal 

detector check. A visual check of customer clothing will also be undertaken. If required the customer 

will empty pockets.  

For this event all customers, artists and staff, will be required to undertake the magnetic wand 

process. The detector should be passed over the customer’s body at a distance of no more than 3 to 

4 inches. Avoid touching the body or clothing with the detector.  

However, for some baggier clothing such as large jackets, it may be necessary to hold the detector 

against or more into the fabric while scanning in order to stay within 3 to 4 inches of all body 

surfaces.  If nothing found is prohibited the customer will proceed into the event arena. 

Should there be any issues with customers within the search area, or at the ticket scanning point, a 

Supervisor will be involved to assist in order to ensure that the customer ingress is uninhibited.   

Each search is around 20 seconds. 

Drugs detection dogs will be deployed under control of the event security team post search area. 

Any indications by the dogs will require the customer to be escorted by members of security to the 

enhanced search area. 

In the event customers volunteer narcotics over to the dog handlers, it will be treated as an amnesty 

surrender. The individual will still be escorted enhanced searching. Standard operating procedure 

dictates anyone caught with personal use narcotics will have them confiscated, and they will still be 

allowed to enter upon agreement with event security. 

If any person purposely tries to injure any of the canines then they will be ejected the festival with 

permission of the Head of Event security. Depending on the severity of the injury the person may be 

arrested on suspicion of criminal damage. They would be detained under The Animal Welfare Act, 

which is a piece of legislation which aims to ensure that animals are not mistreated by humans, 

whether through improper care or sheer cruelty. The Animal Welfare Act 2006 was introduced by 

DEFRA to combat animal abuse and came into force in 2007. 
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Customer (Selected) Enhanced Search 

Customers who have been highlighted by the profiling team, have been indicated by the detection 

dogs or who display behaviour that requires additional searching will be escorted into the enhanced 

search area.  A more thorough search will take place to ensure no prohibited items are admitted to 

the event site. This will be observed and managed by a 13Noir supervisor and admin team which will 

report to Event Control. 

 

 A sample routine follows:  Ask the customer to place all carried items, plus any caps or headgear to 

the side. The customer should stand with his or her feet about 18 inches apart, facing forward and 

about 2 feet from any obstructions. Ask the customer to hold his or her arms out to the sides, parallel 

to the floor.  

 

Customer Search Matrix  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

- No prohibited items found – proceed into event. 
- Prohibited items found – redirected to lockers. (glass, perfume etc) 
- Illegal item found – Escorted to enhanced search tent for processing (this customer has 

failed to amnesty illicit items and now stands to be potentially refused entry) 
 

Providing the customer consents, can now be subject to a more thorough search (deep pocket 

search, shoes and socks, waistbands, hats, wallets and bags emptied, coats and jackets emptied) 



 

13N-FF19-CWT 5 
 

- Small Quantities found:- Subject to refusal of entry, Processed through Enhanced Search 
Area. 

- Large Quantities found:- Detained and escorted to the Ejection Centre, Possible Police 
Intervention. 

- Offensive Weapon or Potential Offensive Weapon Found:- Detained and escorted to the 
Ejection Centre, Possible Police Intervention. 

- Anyone in the enhanced search process area could be subject to potential refusal of entry or 
possible police intervention. 

- Any confiscated items are placed into secure storage supervised by the enhanced search 
area.  

- Potential illegal items of interest to the police will be evidence bagged and tagged, and kept 
with response team while the individual is detained pending police arrival. 
 

 

Entering into the event arena.  

Upon entering the arena, the event space offers good signage for welfare and first aid. Security and 

stewards will be in high visibility if any issues arise. Circulation is good and capacity is safe as per the 

Crowd management plan. 

There is a strict no re-entry policy. Signage detailing this will be displayed at the entrance.   

 

Customer eviction 

If misbehaving, anti social behaviour or breach of terms and conditions, response team detains and 

escorts to eviction centre for processing. 

The licence for each event is granted under strict conditions of attendance and customers safety, 

prevention of disorder and prevention of customers nuisance. Any person who disrupts the Event 

under any of the below sections will leave themselves liable for eviction from site. The decision as to 

the eviction will be at the discretion of the Security Manager following advice from security staff 

and/or the event organiser.  

Persons will be liable for eviction under the following circumstances:   

a. Entering or being onsite without a ticket or relevant pass/ wristband  

b. Unacceptable, disruptive or anti-social behaviour  

c. Having been arrested or cautioned in connection with a criminal offence, pending or post hand-

over to the Police  

 Unacceptable behaviour that can lead to eviction includes: 

- illegal activity  

- breaching the terms and conditions of entry  

- failing to submit to a search upon entry to the site  

- offensive behaviour  

- throwing hard objects in the direction of people  

- encouraging others to behave badly by incitement  

- preventing security or emergency services reacting to a situation  

- building or fuelling fires  
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- committing a criminal offence but not arrested by the police  

- in possession of unlawful drugs   

- climbing trees 

- unofficially selling alcohol, tobacco, counterfeit or any unauthorised goods ticket touting  

- any other behaviour that leaves the event holder open to prosecution or is not conducive to 

maintaining a safe event  

  
Customer Eviction Procedure  

All persons presented for eviction will be interviewed by the Eviction Security Manager. Should their 

reason for eviction be warranted then their eviction will be granted.  The eviction security manager 

will complete an Eviction Report (Appendix D In SMP) and record the eviction in the event log. The 

eviction reports  ensures evictee welfare and ability for onward travel (cash etc). An note on current 

welfare observations will be made with the option for a basic medical screening if required. 

 All evictions will be performed by a minimum of 2 security, one who is required to wear body cam.   

 All evictees will be evicted from event space to designated eviction area 

 All evictees will receive a letter detailing the eviction process and details of onward transportation 

Escorted to ejections area by pick up/drop off area outside of event arena but still in the grounds. 

The eviction area is not manned but has transport info wit  options to get taxis and onward travel.  

If no means of transport Exurbia events will provide shuttle bus to nearest safe haven TBC. 

 

Customer Egress 

Egress will be possible at all times via the Main Entrance. As there is a strict no re-entry policy 

customers shall be advised of this before they exit.  

 As there is no phased shut-down of stages, bars and concessions stewards will be on stand-by with 

loudhailers to instruct customers. If required, a break in the crowd can also be made by a line of 

stewards so a staged egress can commence.  

The Arena Entrance staff shall prepare the entrance for mass egress approximately 30 minutes prior 

to the headline act finishing. All crowd barriers, tables etc. shall be removed to ensure the entrance 

is at its maximum width.  

Security staff will be placed strategically along the egress route to ensure customers stay on the 

designated route.  

Supervisors shall be at appropriate positions along the egress route to feedback any information to 

Security Control.  

Coaches, buses, taxis, etc arriving for egress will be allowed to stack/rank as much as possible on site 

and there is a practiced team of people to ensure guest disperse on the right transport and reach the 

right destination.   
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Communication to customer 

As a customer, throughout the event communication will occur on site via the following methods:  

- Social Media – Facebook, Twitter, WhatsApp  
- SMS bulk text messaging service (potential) 
- Leaflet hand-outs (for emergency situations only)  
- Stage announcements 
- Loud Hailers  
- Variable Message Signage (VMS)  
- Info stand updates  
- Noticeboard points across site (in front of stages for line-ups)  
- Local, national and online proactive media statements.  
- There will be direct liaison between the Communications Manager and Event 

Control over the distribution of official statements to all key managers and 
personnel who deal directly with the public (bar staff, stewards, security, welfare, 
medics etc..) to ensure that all customer facing staff are promoting the same 
message. FF2019 will engage a designated Live-Communications team within Event 
Control to oversee the different forms of digital media, incoming and outgoing, to 
ensure cohesion and rapid response to communication changing.   

 

The customer will view clear and unambiguous signage with regard to areas that are beyond public 

access, access/egress points, directions to facilities and amenities and route finding information 

between areas. Where possible this signage will use recognised symbols, shapes and colours that are 

in everyday use. 

 

END 


