
PRODUCT PROTECT
Prepare Respond Recover



www.securityexchange24.comenquiries@securityexchange24.com

ecurity Exchange Ltd (SE) is a crisis management company dedicated to the provision of security 
management consultancy on a worldwide basis to clients across a broad range of risk management 
disciplines including Product Recall, Kidnap & Ransom, Marine Piracy, Terrorism and Cyber-crime.

Many leading insurers have retained our management team over the past three decades, helping their clients to 
prepare, respond and recover from critical incidents worldwide. As a member of the Chelsea Group of 
companies, SE benefits from ready access to an impressive global resource base, assuring our clients of a swift 
and professional solution to their needs.

The senior management team is made up of three of the most experienced operators in the market: Rupert 
Reid (Managing Director), James Walters (Director of Operations) and Maldwyn Worsley-Tonks (Director of 
Strategic Operations and former CEO of red24).

They are supported by Pauline Wakeling (Administration & Facilities Manager), Sue McDonald (Head of 
Customer Services), Caroline Bashford, (Resources & Training Manager) and Gareth Sephton (Head of Political 
Risk).

Over the years, the management team have built up an extensive network of consultants consisting of industry 
specialists, security management professionals, former alumni of the SE training centre and an in-country ‘fixer’ 
network where, for reasons of war, civil unrest or natural disaster, certain territories may not be accessible.
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OUR APPROACH
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At SE we are proud of our customer service ethic, taking time to understand the needs of our clients 
to ensure that they receive the very best preventive advice and a swift and effective response in the 
event of an incident. Where the more substantial corporate clients have in-house resources, we are 
able to offer complementary services where there may be an occasional need; and for those 
companies without the benefit of in-house expertise, we are able to provide the full range of risk 
assessment and management services on a global basis.

Whenever a policy is issued with our services contracted, SE will contact the insured client to explain 
how the response process works and to ensure that the emergency protocols are in place. SE will also 
offer help with writing crisis management plans and training for those responsible for managing any 
incidents. Significantly, most insurers offer funding for preventive measures (pre-incident) which may 
cover the cost of crisis management workshops and media training.

In the unfortunate event of a critical incident, SE consultants will respond immediately providing
on-the-ground advice to the client at both head office and at the scene of the incident. In most cases, 
cover for the costs of the consultants is unlimited so that the client is supported throughout the crisis 
and into the recovery phase of any incident; thereby protecting stakeholder value, brand and 
reputation.  



CRISIS RESPONSE SERVICES
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In order to provide 24/7 assistance to our clients anywhere in the world, SE manages four crisis 
response centres covering all the major languages. Our fully trained operators are accustomed to 
handling any emergency and are able to connect callers with the appropriate specialist consultant 
within minutes; however, we also encourage our clients to contact us with any concerns they may 
have, as we are always happy to help evaluate potential risks before they become a crisis.

Our response centre staff are experienced in dealing with the full range of security-related risks 
including kidnap, extortion, product contamination, terrorism, cyber-crime, and medical evacuation; 
providing a single point of contact for any crisis, with skilled case managers co-ordinating the 
resources needed to bring the incident to a speedy resolution.

For those clients who may need a dedicated response line, we maintain a bank of international 
telephone numbers which can be allocated and activated in a matter of hours; and we can offer 
additional inbound customer service facilities at times of increased demand.



PRODUCT CONTAMINATION & RECALL
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Industry Expertise
The SE management team has been handling pre-incident and response operations for the 
Contaminated Products Insurance market since 1996 and have a proven record of client engagement 
and loss mitigation across manufacturing, food and beverages, pharmaceutical and automotive 
sectors.

Consultancy Panel
The SE Global Recall Risk Mitigation Panel is headed up by Eric Smith, based in the UK, supported by 
Paula Piontek in the USA and Trevor McManus in Asia-Pacific who, between them, co-ordinate the 
skills of over 100 food safety and recall specialists, unparalleled in the current market, covering the full 
range of product risk management support services:

Audit
• Pre-incident risk analysis 
• Supply chain auditing
• Accreditation benchmarking
• Pre-inception audits 
• Legal compliance audits 

Support 
• On site crisis response
• Desktop reviews of policy and procedures
• Laboratory testing and product analysis
• Product recall and reverse logistics
• Expert witness
• Monitoring and analysis of social media and media activity affecting brand reputation

Training 
• Product Recall Procedures
• Risk and Crisis Management
• Media training (including Social Media focus) 

SE partners with Salford University Business School to deliver fully accredited, professional and 
bespoke industry-based training programmes across food and non-food, automotive, pharmaceutical, 
consumer goods and environmental management sectors. 



INDUSTRY SECTORS
Food & Beverage

Automotive

Non-Food Products (White Goods/Industrial)

Pharmaceutical Products

Supply chain management complexity, combined with an 
increase in threats and vulnerabilities, places the food and 
beverage industry in a precarious position; and has, together 
with widespread cost-cutting, resulted in a dramatic increase 
in product recalls. The industry will need to move swiftly to 
counter the phenomenon of food fraud and aspire to a 
greater level of product assurance, using innovative but 
affordable technological solutions; thereby doing much to 
eliminate accidental contamination, mislabelling, faulty 
packaging and allergen and pathogen spoilage.

With many such goods being manufactured in a less 
regulated environment, where supplier audits and quality 
control are frustrated by cultural and linguistic barriers, 
incidents involving dangerously faulty consumer goods are 
on the increase.

Globalization has helped to keep the cost of 
pharmaceuticals down but has created a supply chain that 
is difficult to police; and the industry is seeing more
product recalls and increased quality issues. An indication of 
the extent of the problem is that the US FDA has opened 
additional offices worldwide, and now conducts more 
inspections overseas than in the domestic market. 

With vehicles becoming increasingly dependent on 
electronic components and complex software, the 
potential for a high-profile failure and recall is 
unprecedented. Although most vehicle manufacturers have 
considerable in-house quality control, there is a need for
expert investigative support to validate the integrity of their
supply chain.



CASE STUDIES
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Mislabelling
A manufacturer of sweet potato fries contacted SE because they realised that the product was missing 
a precautionary statement on the label: “may contain gluten and soya”. They were uncertain
whether or not to recall the product as the ingredients were not necessarily present. However, after 
due diligence, SE advised the client to instigate a precautionary recall as there was the possibility that 
a consumer with allergen issues could be seriously affected; and that this could potentially far 
outweigh the costs and reputational damage associated with a recall. Moreover, the client was able to 
limit the recall to a particular batch produced within certain set dates, thereby reducing the financial 
impact.

Cost Containment
A large batch of food product was being held in a plant’s warehouse in preparation for distribution, 
when the area was exposed to a toxic gas. Initially, the client thought the whole batch would have 
to be destroyed, leading to considerable financial loss. SE consultants, working closely with the crisis 
team, the authorities and laboratory specialists, were able to ascertain that the full extent of the 
contamination had  been avoided by robust packaging with no damage to the product itself; so it was 
only necessary to replace the external packaging. Further testing at an accredited laboratory certified 
the product to be safe, leading to considerable savings.

Social Media – Crisis Communications
A company instigated a product recall for a choking hazard on a children’s toy. There was an extensive 
social media campaign leading to negative publicity for which the company was poorly prepared. SE 
deployed communications experts who were able to monitor and manage the company’s social media 
exposure and prepare a communications strategy that presented a more favourable impression of the 
company, thereby avoiding further reputational damage.



CASE STUDIES
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Faulty Design
The manufacturer of a coffee maker wanted to change the design of their product to save money and 
proposed that the handle of the glass coffee pot would be attached by adhesive rather than with a 
metal band. Funded by the insurer’s pre-incident allocation, SE product safety specialists conducted 
a risk assessment and established that the new design was inferior and likely to result in a scalding 
injury to consumers if the handle became detached. However, SE experts were also able to suggest a 
compromise involving an innovative use of metal hooks, thereby achieving a cost-saving on materials 
without risk to the consumer.

Investigations
A manufacturer in the USA received a number of complaints across the state concerning the contents 
of packages of pudding mix. In each case, the contents of the packaging which had been returned to 
the store for a refund were found to contain small quantities of sand. However an SE team was able 
to ascertain that the batches of pudding mix had been widely distributed throughout the state and 
further afield without any other complaints; and through investigation, quickly established that a single 
consumer with a history of mental health issues was responsible and that no recall was therefore 
necessary.

Extortion
A manufacturer received a letter stating that some of their product would be contaminated with an 
unknown substance harmful to health, unless payment was received in Bitcoin. A specialist SE team, 
together with local law enforcement agents, was able to establish that the perpetrator demonstrated 
detailed knowledge of the production process and was therefore probably an existing or former 
employee. Further investigation revealed that a disgruntled factory worker had recently been 
dismissed for an assault in the workplace and was likely to have been responsible. Federal law 
enforcement officers took over the case, resulting in an arrest; in the meantime, SE recommended 
additional security measures at the factory as a precaution.



CASE STUDIES
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Site Security
As part of a pre-incident review, a manufacturer of blended orange juice was advised that there was a 
vulnerability in their manufacturing process where the input valves were accessible to employees not 
directly involved in the process. The area was screened off with restricted access thereby avoiding the 
possibility of malicious damage.

Staff Travel Security
A senior supply chain auditor carrying out a review of operations in China received a telephone call in 
his hotel room threatening violence if he submitted what was likely to be an unfavourable report. An 
SE consultant deployed immediately, arranged for the auditor to move to a safe hotel, accompanied 
him for the remainder of his trip and ensured that he made his flight home. SE then carried out a due 
diligence report on the supplier as a result of which their contract was terminated.
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