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The rise in customer aggression 

Customer aggression is on the rise.

According to the British Retail Consortium’s 2024 crime survey, there has been a

Helen Dickinson, Chief Executive of the BRC said that "despite retailers investing huge sums in 

crime prevention, violence and abuse against retail workers is climbing."
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50%

68%

87%
YOY increase in violence and 

abuse against shop workers from 

2021-2022 to 2022-2023.

placing it as number one, ahead 

of customer theft and fraud.

of retailers surveyed placed 

violence in their top three threats 

for the next two years. 

With nearly

Total incident increase from 2016-17 to 2022-23

Source: British Retail Consortium’s 2024 crime survey

Incidents of violence 
and abuse per day

Violence with injury 
per day

Violence without injury 
per day

Abusive behaviour 
per day

Total incidents of 
violence or abuse per day

2016-17 2017-18 2018-19 2019-20 2020-21 2021-22 2022-23

51 30 23 30 21 29 115

11575 85 78 84 104 116

224 273 323 341 1176 721 1191

350 388 424 455 1301 867 1306

https://brc.org.uk/media/jrggbwvq/brc-crime-survey-report-2024.pdf
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https://www.bbc.com/news/business-66323140
https://www.dailymail.co.uk/debate/article-12474181/staff-deserve-safe-work-Tesco-KEN-MURPHY.html
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Sonder provides support during and 
after incidents of customer aggression 
with 24/7 access to preventative tools 
and a nationwide on-the-ground 
response team.

How Sonder provides support to frontline workers

21

This unique combination of proactive digital services and responsive human support reduces 

harm, drives early intervention and restores the health and safety of employees quickly.

https://sonder.io/
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Book a demo to see Sonder’s 
features in action

sonder.io

Book a demo

Discover how Sonder’s proactive digital services and responsive human support reduces 

harm, drives early intervention and restores the health and safety of employees.

https://sonder.io
https://hubs.la/Q02lhw-H0


Trusted by

Accreditations

Australia Australia

New Zealand New Zealand

United Kingdom

sonder.io

https://sonder.io

