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ABSTRACT

The study was designed to examine the challenges facing the provision of security services by private security
firms in Juja, Kiambu County, Kenya. However, government security agencies cannot effectively offer security
services to everyone on demand. This study will examine how the primary topic relates to stakeholder relations
with the police, employee facilities, information communication, technology, and stakeholder training. The
study focused on Straight Security, Damil Security, and G4S, three private security companies with activities in
Juja Town, Kiambu County. The research was based on the New Public Theory, the Governance Theory, and
the McGregor XY Theory, but it mainly referenced the latter two. The investigation was conducted in Juja
Town, Kiambu County, and three private security companies—Straight Security, Damil Security, and G4S—
were employed there. A target population of 230 employees was selected from the management, finance, and
administration, as well as the rank and file of the three organizations. A sampling ratio of 30% was utilized in
each of the companies. Sixty-nine responses made up the sample ratio as a result. A purposeful sampling
technique was used to find people knowledgeable about security issues and private security businesses in Juja
town. Stratified sampling was used to reach the lowest units, allowing the researcher to collect enough data to
conduct a separate study of the subgroups. Data was gathered by the researcher using questionnaires and
interviews.The purpose of the surveys was to gather data on the difficulties private security companies face
when providing security services. Along with the observations and conclusions from the interviews, the
questionnaires were gathered and examined according to the goals. The study's results were inferred from the
data while considering research ethics. Private security companies and other participants in the area were
informed of the study's suggestions. As expected, the research found a link between the goals of the first study
and the problems that private security organizations face when they try to offer private security services.
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l. INTRODUCTION
Background of the study

Security is one of the most important aspects of any country's economic development. Domestic and
foreign investors may leave with a lack of security. The government security forces cannot guarantee total safety
at all levels of society, particularly when it comes to the personal demands of individual Kenyans. This reality
has led to the formation of private security firms that provide protection services to individuals who contract
with them for a charge (Mutuku & Sabala, 2007). As a result, private security firms may be found in practically
every Kenyan county. Many private security firms have been founded as businesses; "PSCs are registered as
businesses under the Companies Acts, and consequently they are categorized as businesses rather than security
firms." On the other hand, the person who begins the business must identify its objective, inform the police, and
give a certificate of good behavior.

Kenya has a high crime rate and a volatile political climate, yet security measures are rarely
coordinated. The police and private sector connection is typically marked by rivalry and mistrust. A lack of
regulatory standardization runs counter to frequently expressed goals for improved cooperation and efficacy.
Conflicts within the private security business have worsened the problem, as well as a lack of clear guidance
from the government and police about the proper role of private security and the interaction between the public
and private security sectors (Smith, 2009). As the first step toward improved clarity and coordination among
stakeholders in the security sector and other pertinent parties, efforts are now being made to establish a "security
working group™ with government aid (ECORYS Research Consulting, 2009). This connection in Kenya is
influenced by the lack of a well-defined regulatory framework for the private sector and a clear and consistent
policy framework guiding the interplay of public and private security.
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Definition of service quality and customer satisfaction

Service quality has been described in a variety of ways by many academics. Service quality is "the
consumer's total perception of the relative inferiority/superiority of the organisations and its services," according
to Bitner, Booms, and Mohr (1994). Service quality was defined by Parasuraman, Zeithaml, and Berry (1985) as
a "function of the differences between expectation and performance along the quality dimensions," in contrast to
other researchers (Cronin and Taylor, 1994; Taylor and Cronin, 1994) who saw service quality as a type of
attitude that represented a long-term overall evaluation. This appears to support Roest and Pieters' description of
service quality as a relativistic and cognitive mismatch between experience-based standards and service benefit
performance from their study published in Roest and Pieters (1997).

Understanding Total Quality Management (TQM)

Deming defined quality as an ongoing process of quality improvement that results in a specific degree
of consistency and dependability. Deming introduced 14 quality management ideas to improve productivity and
performance inside organizations. Juran defined quality as "fitness for utilization." He thinks that everyone in
the company must be involved in producing suitable products or services. In response to changing consumer
needs and demands, definitions of quality have changed over time. But developing a problem-solving approach
that fits with demands for customer satisfaction has received the majority of attention. As management
responsibilities become increasingly complex, approaches to quality control in functional areas are becoming
more difficult. An organization's business plan that effectively uses TQM ideas is embedded with a focus on
customers and quality. Every organization is composed of a web of interconnected components. To be effective,
TQM requires active participation from every department inside the organization.

Statement of the problem

As guaranteed by government security agencies, not all citizens are entirely safe. Private security firms
have stepped in to fill the gap and attempt to guarantee that protection services are tailored to fit the needs of
particular clients. In their 2007 paper Private Security Companies in Kenya and their Dilemmas, Kennedy A.
Mkutu and Kizito Sabala claimed that private security companies' service delivery includes the need for better
institutional frameworks, rules, and regulations. In his study Service Quality and Customer Satisfaction:
Antecedents of Customers of Re-Patronage Intentions, Yap Sheau Fen (2007) recognized that customer
satisfaction does not alone produce lifetime value, and that satisfaction and Quality are closely linked to market
share and customer retention. However, he suggested that models be extended to other service sectors and that
future research utilizes additional generalizable sample units. In view of the rapidly increasing number of
private security actors, it is still unclear if the state, a traditional institution charged with providing security, has
withdrawn from some facets of this service industry (Rwengabo, 2010). Urban growth in and around Juja has
consequently been accompanied by the privatization of security, the expansion of slum areas, an increase in
urban crime, and the emergence of a phenomenon that is still poorly understood but has implications for the
governance of security, despite the fact that the general public and intellectual community are unaware of it.

Objectives of the study
The research sought information to address the following objectives;

General objectives
The overall objective was to establish challenges facing the provision of security services by private security
firms in Juja town; Kiambu County, Kenya.

Specific objectives
i. To determine how employee training hampers the provision of security services by private security firms in

Juja.

ii. To find out how facilities affect security provision by private security firms in Juja.

ili. To examine the effects of information communication technology on security provision by private security
firms in Juja.

iv. To seek how stakeholder relation with the police affect the provision of security by private security firms in
Juja.

Research questions
The study sought to answer the following research questions:

i. How does employee training hamper the security service provision by private security firms?
ii. How do facilities affect the provision of security by private security firms?
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iii. What are the effects of information communication technology on security provision by private security
firms?
iv. How does stakeholder relation with the police affect the provision of security by private security firms?

Significance of the research

The research was significant since it provides solutions to the highlighted problems in the management
of various private security firms in Juja, Kiambu County and Kenya, enhancing better security service delivery.
The government will benefit from this research in the surveillance of private security firms and their operations.
At the same time, the stakeholders will have a reason to invest their resources to offer security services, thereby
improving the structures and formulating necessary legislation. The research report will be significant to other
researchers since it provides a base for further research in this potential area.

Scope of the study

The scope of the study was on the private security firms operating within Juja town, Kiambu County. It
specifically narrowed to the private security firms headquartered or with branches within the limits of the Juja
area. Straight security offers security services to various institutions, including the JKUAT. According to the
Human Resource Manager Mr. Kiruki, it is well established with 500 personnel working in multiple capacities.
It is headquartered at Juja, with branches in Thika, Nakuru, and Eldoret, among other towns. Damil security
service is a reasonably small security organization with a workforce of 200 personnel working in different
sections, according to records obtained from their offices. It has its headquarters at Juja with plans to expand
within Kiambu County. It offers security services to individual homes, hostels and other small institutions. The
G4S is an international security service with various roles, including courier services. However, within Kiambu
County, they offer security in major financial institutions, Banks and Micro finances, and other services. The
study sampled a target group in each of the mentioned private security firms to investigate the factors affecting
the provision of security services by private security firms in Juja town, Kiambu County, Kenya.

Limitation and delimitation of the study

The research was limited by insufficient time, which limited the study area in terms of extensive coverage.
Moreover, some of the respondents feared taking part as they thought the research was a government initiative.
As a result, there were several unreturned questionnaires and dishonest answers.

Il.  LITERATURE REVIEW: Theoretical Framework

New Public Management Theory

The new public management (NPM), which has its roots in the United Kingdom, Australia, and New
Zealand in the late 1970s, theoretically supports ICT usage in public services. It is currently the main topic of
conversation when it comes to public sector reform, and it is hailed as a new paradigm. Government fiscal
crises, the public sector's poor performance in a variety of areas, an oppressive bureaucracy, a lack of
accountability, corruption, shifting public expectations, and the emergence of superior alternative service
delivery methods were some of the factors that influenced the emergence of NPM (Common 1998 and Minogue
1998 cited in Sarker 2006). In other words, a vast, unaccountable, inattentive government was underperforming
to the beneficiaries. On the other side, a wave of aggressive customer-focused private sector strategy had
developed; all of this called for a customer-focused, goal-driven, and prosperously ambitious government.

Governance Theory

Some authors claim that the concept of governance predates the development of human civilization.
Governance relates to the processes used to make and execute decisions (or not implemented). Today,
governance is a crucial element that must be incorporated in development initiatives and has a prominent
position in conversations about development. According to (Abdellatif 2003), the character of the government,
rather than merely its organs or actors, reveals itself via its components and dimensions. He believed that the
actors or organs that carry out governance in the many worlds could not be separated from them, just as the
dancer could not be separated from the dance. Poor governance typically results from ineffective central
administrations with illegitimate mandates, confusing policies, and unstable and weak institutions. These
circumstances inevitably result in unfair societies, unsustainable economies, and social instability.

McGregor XY Theory

Douglas McGregor initially put this theory out in 1960. In the context of management and motivation,
theories X and Y are commonly referenced. The idea is still essential to building companies and improving
organizational culture. The X Y theory serves as a valuable and straightforward reminder of the fundamental
concepts of managing people, which are often forgotten under the pressure of running a business. There are two
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primary management techniques, following McGregor's philosophy. Many managers implement premise X and
frequently deliver mediocre outcomes. Applying theory Y to management practices enhances output and results
while promoting employee growth.

Empirical Review
Employee Training

Training is a component of human resource development (HRD) (Upadhyaya, 2011). All elements of
workers, including compensation, benefits, equal opportunity, and of course, training, are taken care of by the
human resource department. HRD is focused on education, training, and development (Nadler, 1984). It is
organized when it is done in a planned manner. Additionally, there are many options for training outside of the
classroom. The ethics and conduct of the leader set the bar for their followers, which affect how well they use
their knowledge and talents. Training is useless without the drive to use it successfully (Cronin J.J, 2000).

Employee Facilities

There are more than 10 PSCs in Juja Town, Kiambu County, with the most reputable ones being
Straight Security, Damil Security, The G4S, and Kenya Securicor, which employ about 9000 people nationwide.
Reputable here refers to a business that has a permanent physical location that customers can visit and hold
accountable (Binks, 1996). Their security officers were identifiable by their uniforms, and the business owned
vehicles and other tools like radios for reacting to crises. Guards said they received a fair salary.

Information Communication and Technology

The public sector is under pressure to rethink hierarchical, bureaucratic organizational paradigms as a
result of the introduction of the internet, digital connection, the proliferation and usage of e-commerce and e-
business models in the private sector, and more (Ndou 2004). Furthermore, the bureaucracy is under pressure to
respond quickly due to rising citizen expectations and private sector improvements in service delivery. The
government's role has therefore been reinterpreted in recent decades to focus on empowerment rather than
serving the public's needs, move away from hierarchy and toward cooperation and participation, be mission-
oriented and customer-focused, and emphasize prevention over treatment (Osborne & Gaebler 1992).

This study focused on the complex change trajectories inside organisations, where integrating various
services for citizens and governmental organisations needed new ICT adoptions and other organizational
innovations. Such changes are typified by a drive for back-office integration, which refers to connecting the
autonomous information chains of multiple component single administrative units to transform, optimize, and
integrate front-office interactions between people and enterprises (Bekkers, 2005; Rhodes, 1997). Hoogwout
(ibid) asserts that these changes are a part of a more significant initiative, of which ICT innovations are one
element, to turn public institutions into client-focused enterprises.

Stake holder relation with the police

Though the private security sector in Kenya is increasingly seen as playing a crucial part in building
environments favourable to development, investment, and growth, the business faces several challenging issues
(Shearing, 2001). Although unarmed, private security firms work in a heavily armed environment where
criminals and gangs have ready access to weapons (Chief ofPolice, September 2003). Unorganized and
sometimes inefficient and poor coordination and collaboration with the police are the norms. Concerns are
commonly expressed that the private security industry as a whole has turned into a source of insecurity because
low-paid guards may work with criminals to plot against customers (Holmgvist, 2005).

The relationship is generally friendly in Juja Town, Kiambu County, but there is room for development
to realize our shared goals fully. The judiciary and the department of home affairs, which oversees prisons, are
additional stakeholders. The working environment for guards also varies greatly. Some people work a 12-hour
day on average, with a day off every week or two weeks. Others claim no overtime or yearly leave (Zeithaml
V.A, 1996). Lack of insurance and social benefits for guards, as well as a lack of enforcement and control of
working conditions, are related problems. It should also be highlighted that guarding is a hazardous occupation
in Kenya.

Critical review

Kenya has a long history of private security provision, and businesses like KK Security, Factory
Guards (now Security Group), and Securicor have been active there since the 1960s. Private security is still one
of the fastest expanding segments of the Kenyan economy, with the bulk of the sector's growth occurring in the
late 1980s and early 1990s. According to one survey, up to 2000 private security firms are already operating in
the nation (Molls, 2006). However, it's crucial to remember that there is no precise figure available; some
industry insiders think there are about 400 firms (Mutuku & Sabala, 2007). Kenya presently has two competing
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industry organisations. Many smaller businesses believe that the government's new salary structure is an attempt
by the Kenya Security Industry Association (KSIA) to drive them out of business.

Summary of the research gaps

This article started by demonstrating how Kenya has a security vacuum caused by the Kenyan state's
incapacity to adequately protect its citizens and their property, leaving a basic human need unmet. As a result,
the private security industry has grown. The rise of PSC and vigilante organizations can be partially explained
by the police's inability and ineffectiveness to combat crime adequately. In Kenya, there is a complicated web of
corruption and security. Some law enforcement, governmental, and municipal authorities have been accused of
profiting from vigilantes and extortionists, turning a "blind eye" to their actions, and even hiring them (Daily
Nation, November 13, 2006). According to a Kenyan National Assembly member, the protection of people's
lives must be the government's first priority. To do their duties effectively, police officers need the right
equipment.

Conceptual framework

The research's conceptual framework was built on the premise that the difficulties faced by private
security firms in providing security services are influenced by a number of variables, including stakeholder
relations with the police, employee facilities, information communication and technology, and employee
training. The link between the dependent and independent variables is depicted in the graphic using a variety of
criteria. The dependent variable with benchmarks established on quality service delivery and client satisfaction
was challenges faced by private security organizations providing security services.

Emplovee Traming
Emplovee Facilities
Secunty service
provision by private
secunty fimms m Juja:
3
- Kiambu Courty
Information i
Comrmmication and N
Technology
-Emplovyee motivation
-Feermmerationand
compensation
- - -Govemment policies
Stakeholderrelation with
the police
Independent Variables Intervening Variables Dependent L'ar‘iable

Fig.2.6.1
Conceptual framework of the research study (Researcher 2014)

I1l. RESEARCH METHODOLOGY
Research design
A research design is a strategy that specifies who will participate in the study and how the information
will be gathered from them (Welman and Kruger 2001). Descriptive and analytical research designs were
employed for this investigation. This was because analytical research design allowed for the establishment of
the association between variables while descriptive research design assisted in describing actual practices and

DOI: 10.9790/0837-2802036276 www.iosrjournals.org 66 |Page



Challenges Facing The Provision Of Security Services By Private Security Firms In ..

events. The descriptive research style was chosen because it combined qualitative and quantitative data to
describe the study's central question (McMillan & Schumacher, 2009). The study's time and resource constraints
were also considered when creating the research design.

Location of the study

In Kiambu County's Juja Town, the study was conducted. Forty-three kilometers to the southeast of
Nairobi, Kenya's capital, is the cosmopolitan town of Juja. The study employed the private security companies
Straight Security, Damil Security, and G4S. The management, supervisory, and rank-and-file of the businesses
were used in the research. This was due to the fact that each category had a unique perspective on the study
subject..

Target Population

The term “population” describes the possible subjects with the characteristics the researcher is
interested in (Mathafena 2007). In this study, the 230 individuals that make up the management team, finance
and administrative division, junior staff, divisions, and operations division served as the study's target group.

Table 3.4.1 Target population

Sample category Target population
Straight security 100

Damil security 70

G4s 60

TOTAL 230

Source: Researcher (2014)

Sampling design

Both stratified random sample and purposeful sampling were utilized in this investigation. To get
reliable information from a variety of target people, a purposeful sampling technique was utilized, helping to
meet the study's objectives. Thanks to this approach, the researcher had the freedom to choose only those likely
to have the needed knowledge and was ready to offer it (Mary & Mugenda, 2003). The three private security
companies were selected randomly using stratified procedures. The lowest units were obtained by the use of a
stratified sampling procedure. The researcher collected enough sample points using stratified sampling to allow
individual analyses of the concerned subgroups.

Table 3.5.1 Sample ratio and sample size

Location Population Sample Ratio 30% Sample Size
Straight security Management 10 0.3 3
Supervisory 30 0.3 9
Operations 60 0.3 18
Damil security Management 10 0.3 3
Supervisory 20 0.3 6
Operations 40 0.3 12
G4S Management 10 0.3 3
Supervisory 10 0.3 3
Operations 40 0.3 12
TOTAL 230 0.3 69

Source: Researcher, (2014)

Data collection procedures and instruments

Using a single data collection method to address the study issues was not scientific. In this study,
various data collection methods were employed. Questionnaires, interviews, and content analysis were the main
data gathering methods employed in the study. Questionnaires were used as the data gathering strategy. The
question type was closed-ended, with one possible response from which the respondents were invited to select.
Additionally, open-ended questions were posed, giving respondents more freedom to express their thoughts.
Interviews were also employed as a source of primary data in the study and questionnaires. The questionnaire
was designed to gather data on how private security companies provide their services, the impact of employee
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training, employee facilities, information communication and technology, and stakeholder relationships with the
police.

Data analysis and presentation

The collected raw data were first coded and tabulated, and after that, they underwent several types of
analysis. The study utilized SPSS for its statistical analysis. Many straightforward mathematical operations such
as tabulation, percentage, and frequency were carried out using Microsoft Office. To examine if there is a link
between two variables (dependent and independent variables), cross tabulation was performed.

V. DATA ANALYSIS AND PRESENTATION OF RESULTS

Analysis of data collected

Raw data was gathered from the staff of the private security companies, including Straight, Damil, and
G4S, to ascertain several variables that were thought to pose potential obstacles to the supply of security
services. The findings of this portion were given through a table and a graphical representation. The second and
third parts of the questionnaire collected data on independent variables. The questionnaire's last component,
which sought extra information through open-ended questions, focused on presenting findings through
descriptive replies. Only 54 of the 69 questionnaires sent out to the three security businesses' possible
respondents—30 at Straight Security, 21 at Damil Security, and 18 at the G4S office in Juja—were returned,
including 23 from Straight, 17 from Damil, and 14 from G4S. Straight returned two questionnaires that were not
fully completed. Fifty-two surveys in all were correctly filled out. This translates to a return rate of 78.26%. The
researcher decided that the number of completed questionnaires returned (>88%) was sufficient and moved
forward with the data analysis and presentation of the results.
The results are presented in part after the research's emphasized portions.

Table 4.2 Statistical results on the challenges of private security firms in the provision of security services
in Juja town, Kiambu County.

Challenges to the provision of | Not a | Neutral A problem | Total
security services problem respondents
Employee training 7 13 34 54
Employees facilities 6 12 36 54
Information Communication and | 12 15 27 54
Technology

Stakeholder relation with the police | 12 11 31 54

Source: Survey data (2014)

Figure 4.2 Graphical representations on findings of challenges of private security firms in the provisions
of security services in Juja town, Kiambu County.
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Explanation of the results

The highest number of respondents from the private security firms agreed that the identified challenges
affect the provision of security services by the private security firms. 34 (62.96%) respondents agreed that
employee training is a challenge, 7(12.96%)respondents disagreed while 13 (24.07%) remained neutral. 36
(66.67%) respondents’ agreed that employee facilities plays a role in the provision of security service while 12
(22.22%) disagreed with 6 (11.11%) remaining neutral. 27 (50%) respondents identified ICT as a challenge with
12 (22.22%) disagreeing. 15 (27.78%) remaining neutral. 31 (57.41%) respondents agreed to stakeholder
relation with the police being a challenge, while 12 (22.22%) respondents disagreed. 11 (20.37%) respondents
remained neutral.

Table 4.3 Statistical results on Employee training as a challenge of security serviceprovision by private
security firms in Juja town, Kiambu County

Challenge to the provision of security services Not a Neutral | A Total
problem problem respondents

Employees are reluctant to share important training skills | 14 13 27 54

with others on job training

Some employee training are irrelevant 6 9 39 54

Employee training fail to reach people who need it 4 9 41 54

Employees fail to understand or evaluate the usefulness 16 9 29 54

of available training in relation to security provision

Institution lacks sufficient training resources 6 12 36 54

Source: Survey data (2014)

Figure 4.3 Graphical representations on Employee training as a challenge of security service provision by
private security firms in Juja town, Kiambu County.
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Explanation of the results

Employee training was a challenge to the provision of security services in Juja Town Kiambu County
as evidenced by the results obtained. 36 (66.67%) respondents identified that the institutions lack sufficient
training resources with only 6 (11.11%)respondents’ disagreeing. 29 (53.70%) respondents agreed that
employees fail to understand or evaluate the usefulness of available training in relation to security service
provision. Only 16 (29.62%) respondents would disagree with 9 (16.67%) remaining neutral. A large percentage
75.92% (41 respondents) would say that employee training does not reach people who need it. While only 4
(7.40%) respondents agree. 39 respondents view employee training as irrelevant. This could be attributed to the
fact that those who undergo training rarely use the acquired skills in the field.
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Table 4.4 Statistical results on Employee facilities as a challenge of security service provision by private
security firms in Juja town, Kiambu County.

Challenge to the provision of security services: Not a Neutral | A Total
Employee facility will; problem problem | respondents
Increase the rate of service delivery 14 13 27 54

Improve the quality of service 6 9 39 54

Result to customer satisfaction 4 9 41 54

Result to employee contentment 16 9 29 54

Improve security management 6 12 36 54

Source: Survey data (2014)

Figure 4.4 Graphical representation on Employee facilities as a challenge of security service provision by
private security firms in Juja town, Kiambu County.
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Explanation of the results

The researcher found out that employee facilities’ affected the provision of security service in the
selected private security firms in Juja town. As to whether or not employee facility would result to customer
satisfaction, 41(75.93%) respondents affirmed that with proper facilities’ their service delivery would improve
hence lack of them was a challenge. This would impact negatively on the customers. Only 4 (7.41%)
respondents view lack of employee facility as not a problem. 39 (72.22%) respondents, agree that equipping
employees with the right facilities will improve the quality of service offered to clients. This is attributed to the
fast rate of service delivery as agreed by 27 (50%) respondents and 36 (66.67%) respondents who linked
employee facility with improved security management.

Table 4.5 Statistical results on ICT as a challenge of security service provision by private security firms in
Juja town, Kiambu County.

Challenge to the provision of security services | Not a Neutral | A Total

With ICT service provision will be: problem problem respondents
Prompt and efficient 8 12 34 54
Customer responsive 12 15 27 54
Friendlier to customers 12 12 30 54

Easily accessible 7 13 34 54
Nondiscriminatory to customers 6 12 36 54

Source: Survey data (2014)
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Figure 4.5 Graphical representation on ICT as a challenge of security service provision by private
security firms in Juja town, Kiambu County
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Explanation of the results

The researcher found out that Information Communication and Technology was a challenge to the
studied private security firms in Juja town, Kiambu County. 66.67% (36 respondents) agreed that ICT will be
nondiscriminatory to clients, while 50% (27 respondents) viewed ICT as Customer friendly. Implementation of
ICT will result to promptness and efficiency of service delivery as obtained from the results with 34(62.96%)
respondents agreeing and only 8 respondents disagreeing. However, non- implementation of ICT was due to the
poor strategies, lack of ICT personnel and non-embracement of new technology by the management across the
studied private security firms.

Table 4.6 Statistical results on stakeholder relation with the police as a challenge of security service
provision by private security firms in Juja town, Kiambu County.

Challenge to the provision of security services | Not a Neutral | A Total
Cooperation with the police; problem problem respondents
Has led to the reduction in the rate of crime 12 8 34 54

Has improved service delivery 9 19 26 54

Has resulted to increased customer base 16 10 28 54

Has led to client retention 8 18 28 54

Has increased intelligence sharing 10 19 25 54

Source: Survey data (2014)
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Figure 4.6 Graphical representation on stakeholder relation with the police as a challenge of security
service provision by private security firms in Juja town, Kiambu County
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Explanation of the results

Results obtained indicated that stakeholder relation with the police affected the security service
provision by the studied private security firms. 34 (62.96%) respondents against 12 (22.22%) believed that it led
to the reduction in the rate of crime. However 25 (46.3%) respondents believed that stake holder relation with
the police has posed a problem with regard to intelligence sharing. This is attributed to mistrust between the
police and the private security firms who are mostly viewed by the police as civilians.

V. SUMMARY OF FINDINGS CONCLUSIONS AND RECOMMENDATIONS

Employee training

The findings on employee training were that employee training or lack thereof affects security service provision.
The significant contributory variables include the irrelevance of the training in relation to applicability and
insufficiency of training resources by the institutions.

Employee facilities’

The findings on employee facilities were challenges to the provision of security service in the private security
firms. The study found out that the lack thereof was a challenge through variables which indicated that absence
led to reduction in service delivery, reduction of service quality hence affecting customer’s satisfaction.

Information Communication and Technology
Information communication and technology significantly affected the provision of security services by private
security firms. Most respondents noted that absence of ICT in the firms hampered service provision.

Stakeholder relation with the police

Stakeholder relation with the police has been a challenge to the private security firms. The research findings
noted that cooperation with the police has led to the reduction in the rate of crime, improvement of service
delivery, increased customer base and retained the customer base.

Conclusions

This chapter gives recommendations and conclusions derived from the research study and suggest areas for
further research. Many reasons were mentioned as challenges to security service provision by private security
firms in Juja town, Kiambu County. These findings could have been influenced by the fact that private security
firms are relatively new in the market. Therefore, the results might have been different or different outcomes
might have been obtained. Several issues have hampered private security companies' ability to provide security
services in Juja Town, Kiambu County. Failure to address these challenges will fail the firms to offer quality
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services to their clients. Several interventions are needed to improve the communication process at the security
firms to ensure service delivery. Measures are needed to ensure employees and management work as a team.
This will improve employees' performance and hence the performance of the firms.

Recommendations

The purpose of the study was to establish the challenges facing the provision of security services by private
security firms in Juja town, Kiambu County; Kenya. In view of the issues highlighted as the research findings in
Chapter four, the following recommendations are suggested;

Employee training

The research found out that employee training was a challenge to the provision of security service provision. It
was found out that employees were reluctant to share important skills on the job, some training was irrelevant
and that training fails to reach to people who need it. The study recommends that the qualified personnel be
selected for training and that a follow up by management be put in place to ensure that the skills are utilized and
shared through group dynamics. The study further r suggest that management should conduct an evaluation on
what training is essential to the organization and relevant to avoid waste of resources and time on irrelevant
training.

Employee facilities’

Most of the respondents agreed that lack of facilities posed a challenge to security service provision. Non
adoption of facilities has reduced that rate of service delivery, reduction of quality and customer dissatisfaction.
The study recommends the adoption and purchase of modern-day facilities to equip the employees to enhance
their performance.

Information Communication and Technology

The study recommends that management deliberately employs the adoption of ICT in their operations, that all
employees from management to subordinate should be trained on modern technology such as the use of
computers and that management should develop a website to reach more clients.

Stakeholder relation with the police

The findings of the study in relation to stakeholder relation with the police were that private security firms’
relation with the police leads to crime rate reduction, improve service delivery and increases intelligence
sharing.

Suggestions for further study
The research suggested the following topics as areas for further research;

. To determine the reason why most employees at the subordinate level are dissatisfied with the
provision of security services while considering variance in age and adoption of modern technology.
. To determine the impact of emerging trends of crime such as cybercrime with the relevance of private

security firms in Kenya.

REFERENCES

[1]. Allan.R. (2004). Fundamentals of human resource management. London: Pearson education.

[2]. Allen, C. T. (1992). A comparison of attitudes and emotions as predictors of behavior at diverse levels of
behavioral experience. journal of consumer research , 18(4), 493-504.

[3]. Appiah-Adu, K. (1999). Marketing effectiveness and customer retention in the service sector. the service
industries journal, 19(3), 26-41.

[4]. Athanassopoulos, A. S. (2001). behavioral responses to customer satisfaction: An emperical study .
European Journal of marketing , 35(6), 687-707.

[5]. Baldwin L.P, I. Z. (2001). Outsourcing information systems: drawing lessons from a banking case study.
European Journal of information systems , 10.

[6]. Bayley, D. H. (2001). The new structure of policing: description, Conceptualization, and research agenda.
2001: National Institute of justice.

[7]. Bearden W.O and Teel, J. (1983). Selected determinants of consumer satisfaction and complaint reports.
Journal of Marketing Research, 54(2), 69-82.

[8]. Beltway, B. (2002). Focusing on home town security: recommendations for state and local domestic
preparedness planning a year after 9/11. London: Harvard University.

[9]. Binks, M. R. (1996). The impact of service quality and service characteristics on customer retention:
small businesses and their bank in the UK. British Journal of Management, 7(1), 219-230.

DOI: 10.9790/0837-2802036276 www.iosrjournals.org 73 |Page



Challenges Facing The Provision Of Security Services By Private Security Firms In ..

[10]. Bitner, M. J. (1990). Evaluating services encounters: The effects of physical surroundings and employee
responses. Journal of marketing , 54(2), 69-82.

[11]. Boshhoff, C. a. (2004). The relationship between service quality, customer satisfaction and buying
intentions in the private hospital industry,. South african journal of business management , 35(4), 27-37.

[12]. Boulding, W. K. (1993). A dynamic process model of service quality: from expectation to behavioral
intentions. Journal of marketing research, 51(1), 53-60.

[13]. Butcher, K. (2005). Differential impact of social influence in the hospitality encounter. International
journal of contemporary hospitality management, 17(2), 125-135.

[14]. Carman, J. (1990). Consumer perceptions of service quality: An assesment of the SERVQUAL
dimensions. Journal of retailing, 66(1),33-55.

[15]. Caruana, A. (2002). Service loyalty: the effects of service quality and the mediating role of customer
satisfaction. European journal of marketing , 36(7/8), 811-828.

[16]. CheifofPolice. (September 2003). "Building partnerships between private sector security and public
sector police". Washington: Washington post.

[17]. Choi K.S, C. W. (2004). The relationship among quality, value, satisfaction and behavioral intention in
health care provider choice: a south korean study. Journal of business research , 57(8),913-921.

[18]. Churchill, G. A. (1979). A paradigm for developing better measures of marketing constructs. Journal of
marketing research, 16(1), 64-73.

[19]. Connolly, C. P. (2003). The role of private security in combating terrorism. Journal of homeland .

[20]. Cooperation, O. (2000). Guidelines for partnerships between law enforcement and private security
organizations. Washington: Bureau of Justice assistance.

[21]. Cronin J.J, B. M. (2000). Assesing the effects of quality, value and ccustomer satisfaction on consumer
behavioral intentions in service environments. Journal of retailing , 76(2), 193-218.

[22]. Cronin, J. J. (1994). Modelling patient satisfaction and service quality. Journal of health, 14(1), 34-44.

[23]. Crozier E, M. a. (1980). Actors and systems: the politics of collective action. Chicago: University of
Chicago Press.

[24]. Dave, W. (April 2003). "Manpower for hire," access control and security systems.

[25]. Davenport, T. H. (1997). Information ecology: Mastering the information and knowledge environment.
Oxford: Oxford University Press.

[26]. Development., M. f. (2003). The regulation of wages(Protective Security Services )(Amendment) Order.
Nairobi: Government Printers.

[27]. Drew, J. H. (1991). Multistage model of customers' assesments of service quality and value. Journal of
consumer research, 17(4), 375-385.

[28]. ECORYSResearchConsulting. (2009). Study on the Competitiveness of the EU security industry.
Brussels: ECORY'S Research Consulting.

[29]. Edward, J. A. (2003). Terrorists, Computers and the internet: Challeges and Solutions.

[30]. Giles, S. H. (2004). Data minig: a competitive weapon for banking and retail industries. Information
system management.

[31]. Holmgvist, C. (2005). Private Security Companies (The Case for Regulation). Stockholm: Stockholm
International Peace Research Institute.

[32]. Homelandsecurity. (2003). Assessing progress in securing the United States against the threat of
terrorism. Washington: The Lexington institute.

[33]. Kivela J, I. R. (1999a). consumer research in the restaurant environment, part 1: a conceptual model of
dining satisfaction and return patronage. International Journal of contemporary hospitality management ,
11(5), 205-221.

[34]. Maurice, A. (2003). A handbook of human resource management practice 9th ed. USA.: Kogan Page
Publishers.

[35]. Mausner, B. H. (1959). The motivation to work. New york: John wily.

[36]. Michael, C. W. (2005). Globalization of private security. United Kingdom: Economic and social research
council.

[37]. Michael, V. (2002). Cyber attacks: protecting america's security against threats. executive session on
domestic preparedness. London: Harvard University .

[38]. Molls, B. A. (2006). Private actors and security. New Yorks: Zurich.

[39]. Nadler, L. (1984). the handbook of human resource development. New York: John Wiley and Sons.

[40]. Norton, D. P. (2001). The strategy focused organization: how balanced scorecard companies thrive in the
new business environment. harvard: Harvard business school press.

[41]. Ohlhausen, P. E. (2002). The changing relationship between private security and law enforcement".
Alexandria, Virginia: Institute for law and justice.

DOI: 10.9790/0837-2802036276 www.iosrjournals.org 74 |Page



Challenges Facing The Provision Of Security Services By Private Security Firms In ..

[42].
[43].
[44].
[45].
[46].
[47].

[48].
[49].

[50].
[51].

[52].
[53].

[54].
[55].

Parasuraman A, Z. V. (1994). Reassesment of expectations as a comparison standard in measuring
service quality: implications for further researc. Journal of marketing , 58(1), 111-124.

protocol, C. i. (2003). A public and private partnership. Washington: Office for domestic preparedness,
U.S Department of homeland security.

Robertson, B. C. (2001). Searching for a consensus on the antecedent role of service quality and
satisfaction: An exploratory cross-national study. Journal of business research, 51(1), 53-60.

Rwengabo, S. (2010). Neither formal nor marketised private security in the slum areas of Kampala city,
Uganda. Kampala: Center for base research 15 Baskerville Avenue, Kololo.

Sabala, K. M. (2007). Private security companies in Kenya and dilemmas for security. Journal of
contemporary African studies., 4020-4050.

Shearing, B. D. (2001). The new structure of policing: description, conceptualization and research
agenda. Washington: National institute of justice.

Smith, A. W. (2009). The Security Industry Authority. Sheffield: University of Sheffield.

society, C. f. (2003). Assessment of common problems between private security and law enforcement.
Lowell: University of Massachusetts.

Stalker, G. M. (1961). The management of innovation. London.: Tavistock.

Surprenant, C. C. (1982). An investigation into the determinants of consumer satisfaction. Journal of
marketing research, 19(4), 491-504.

Thomas, S. (May 1999). "IACP's private sector liaison committee: partners in public safety,”. The police
chief.

Tyson, S. (2008). Essentials of human resources management 4th edition. London: Elsevier.

Wildhom, S. (1975). Issues in private security. Santa Monica; California: The Rand Corporation.
Zeithaml V.A, B. L. (1996). the behavioral consequences of service quality. Journal of marketing , 60(2),
31-47.

DOI: 10.9790/0837-2802036276 www.iosrjournals.org 75 |Page



Challenges Facing The Provision Of Security Services By Private Security Firms In ..

DOI: 10.9790/0837-2802036276 www.iosrjournals.org 76 |Page



