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1.1 Introduction 

In South Africa the private security industry comprises of services provided and 

regulated, in line with the Private Security Industry Regulation Act 56 of 2001 (the 

Act). The Private Security Industry Regulatory Authority (PSIRA) was established in 

terms of section 2 of the Act. The primary objects of the Private Security Industry 

Regulatory Authority (PSIRA) are to regulate the private security industry and to 

exercise effective control over the practice of the occupation of security service 

provider in the public and national interest and the interest of the private security 

industry itself.   

The PSIRA Research and Development Unit conducted the survey below pursuant to 

the 2016/2017 strategic objectives of the Authority that aims to foment industry 

stewardship and develop customer relationships. The survey entailed an 

assessment of the perceptions of consumers of private security services. The 

survey focused on the training standards of private security services in South Africa. 

The aim of the consumer surveys was to assess the perceptions of end-users of 

private security services, with regard to the private security industry as a whole 

and their respective private security providers in particular. This should contribute 

to a greater understanding of the end-users of private security services, in the 

context of enhancing greater compliance to PSIRA’s regulations. This is also 

anticipated to illuminate the role that the consumer plays being complicit in non-

compliance of private security providers.  

A 2012 Organisation for Economic Cooperation and Development (OECD) report on 

regulatory performance states that ‘people having significant experience with 

regulations exhibit a more balanced view of regulation, acknowledging costs and 

benefits, while those with less experience had less understanding and more 

polarised opinions.’ This it was noted may be explained by the fact that low 

awareness of regulation is linked to “an emotional rather than rational response to 

regulation.”  This viewpoint supports the basis for the consumer surveys that were 

undertaken. 

 

1.2 Methodology and sample 

The survey ‘Training Standards of Private Security Services in South Africa’ was 

outsourced to TNS Global a leading expert in research surveys. This was done in 

conjunction with the survey titled ‘The Cost of Private Security Services in South 

Africa,’ two separate questionnaires were developed by PSIRA’s Research and 

Development unit. These were later merged into one main questionnaire in an 

effort to ensure a concise delivery for the respondents, with regards to time which 

has an effect on the respondent’s potential participation.  
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The objectives were similar for both surveys, which was to assess the overall 

awareness of PSIRA and awareness of private security regulation. The design of the 

survey was such that findings of demographics, screening, and awareness were 

significant to both surveys. However, in the context of understanding training 

standards for security service providers, the design and questionnaire was tailored 

to assess security service usage and attitudes, as well as security service personnel 

interactions. The sample used was applicable in both contexts and took into 

consideration the province where the respondent resided, if the area being 

surveyed was a metro or a non-metro, the household size and if the household was 

a stand-alone house or one in a gated community. 

Outsourcing the R&D's survey function for the survey was prompted by the poor 

response from consumers of private security services as previously established 

when done through the monkey survey platform. Furthermore, PSIRA's R&D has 

inadequate access to the wider consumer market of private security services. The 

company procured was expected to have experience in doing market related 

surveys and have access to the relevant consumer markets for example, 

homeowners and housing associations. 

A random sampling method was used to determine prospective participants; those 

that are willing to participate were surveyed, being mindful of the fact that no 

coercion should be used to make consumers participate in the survey. The sample 

achieved was n=267 and field work was carried out between the 18th of March and 

13th of April 2016. Computer assisted telephone interviewing (CATI) facilitated the 

interface with the consumers. The design of the survey entailed screening security 

service rates and demographics. The concession is made that ‘given the small size, 

the opportunity for depth analysis is limited, for example, the fallout of respondents 

by region leaves us with only one respondent in the Northern Cape; too few to be 

able to draw any valuable insights.’ 
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1.3 Rationale 

The survey main aim was to identify and close critical gaps in knowledge as they 

relate to the consumers of private security services. Analyzing consumer’s 

knowledge of legislation related to this sector, their decision making triggers when 

contracting a security company and if training standards are considered in this 

context. Ascertaining if homeowners know about the Authority is considered a vital 

element of understanding the private security industry in South Africa. 

The survey will form an important step in establishing the role that consumers of 

the private security industry and the industry itself play in promoting or hindering 

compliance to the Private Security Industry Regulatory Act 56 of 2001, and other 

relevant legislation intended to regulate the private security industry. It is 

anticipated that understanding the market for private security services will help 

engender a different perspective to the approach and efforts of the Authority to root 

out non-compliance in the private security industry. 

Hence the objectives of the survey are to understand consumer’s perceptions 

regarding; 
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1.4 Awareness and attitude towards PSIRA 

 

 

 

The TNS survey observed no significant differences when comparing awareness 

between demographics and security profiles. However, awareness that the security 

industry is regulated in Gauteng province was found to be 77 percent higher than in 

other regions. Of those aware that the industry is regulated 94 percent are aware of 

PSIRA, and 87 percent know whether their service provider is registered. It was 

noted that the longer people have held a security contract, the more likely they are 

to know that the industry is regulated, and have heard of PSIRA. There was a 

noticeable drop off from ‘awareness of regulation’ to ‘awareness of PSIRA’ across all 

metrics which is to be expected. The observation was made that awareness of 

security companies’ registration with PSIRA is higher in Gauteng, but only at 54 

percent. Furthermore, only half of the people who have had a contract for two 

years or more say that their security company is registered with PSIRA and security 

companies that maintained gated communities are more likely to be registered with 

PSIRA that those who maintain standalone houses. 

 

1.5 Home Security Decision Making Process                                                        

Survey results revealed that traditionally the decision making process was viewed 

to be linear; brands were narrowed down until one was chosen and respondents 



8 

 

were loyal to this brand. Now this process is more circular including the post 

purchase experience which informs consumer’s choice to stay or go with a new 

provider who might offer them better ‘peace of mind.’ 
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According to TNS over 80 security companies were identified in the survey, thus 

making consumers’ consideration set immense 
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1.6 Interaction with current security company 

The survey results indicated that with regard to interaction with current security 

company, there was an overall satisfaction with respondent’s security service 

provider. 
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1.7 Conclusion 

Understanding and improving the perception of the regulatory environment matters 

to performance. Positive perceptions of regulations can promote respect for and 

compliance with regulations. The consumer surveys will further used to obtain 

information on the level of awareness and confidence in regulatory performance as 

a diagnostic tool to identify areas of concern to businesses in order to inform future 

regulatory reforms. 

Consumer surveys are a vital part of a give-and-take communication approach with 

consumers. They can serve as a means to communicate consumer views, and as a 

basis for dialogue that can lead to rich exchanges between the regulator and the 

consumers on a variety of issues related to regulatory performance and its 

improvement. This is intended to contribute to a greater understanding of the 

consumers of private security services, in the context of enhancing greater 

compliance to PSIRA’s regulations. This is based on the theory that understanding 

and improving the perception of the regulatory environment matters to 

performance. 

The TNS survey findings revealed that consumers are aware that the security 

industry is regulated, but that they do not see value in it and so are not motivated 

to ensure that their current company is registered. It was noted that satisfaction 
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with security companies was largely driven by response time either fast or slow and 

that overall consumers were satisfied with their current security company. TNS 

underscored that the aim of communication is not awareness, but rather the value 

and importance of having regulation in this, therefore PSIRA needs to educate 

consumers on the benefits of having a registered security company and the risks 

attached to non-compliance. 

Survey findings are intended to inform approaches to regulation and also 

understand how South African citizens perceive private security actors. This will 

also inform policy processes within PSIRA and thus the way in which we regulate 

the industry. 
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