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CSNA DEMANDS 
ZERO TOLERANCE!



1,820 
retailers took 
part in The 
CSNA National 
Security Survey
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The aggressive, violent and threatening behaviour of customers is just 
one aspect of our day to day business, albeit a most concerning one. 
When combined with ever-increasing insurance premiums, security costs 
and staff shortages, all security-related matters, the burdens that fall on 
the shoulders of our country’s retailers is just too much. CSNA is an 
independent association run by retailers for retailers and the whole 
issue of security within the sector is a growing concern for us all. Our 
members have a very open relationship with CSNA and a steady rise in 
the number of instances and those reaching out to the association for 
advise in this area, prompted us to take the initiative and establish some 
key facts about our industry in this regard. A security survey was devised 
and we sought the support symbol groups BWG Foods and Musgraves 
to ensure a greater sample was achieved. 1,820 retailers completed the 
anonymous survey and gave most insightful comments on completion 
of same also, you will find a selection of these throughout this report 
along with our key findings and industry statistics. Strong engagement 
with the security survey prompted CSNA to conduct a subsequent focus 
group to gain greater understanding of the security issues faced by our 
members. This qualitative research activity was most insightful indeed and 
enabled us to clarify our recommendations for inclusion in this report. 
As National President of CSNA and a fellow concerned retailer myself, I 
would like to thank each and every store owner who participated in this 
research. Behind the shop counter in any store can be a lonely place but 
together our collective voice can be heard and in a nutshell that is what 
CSNA is all about.

Marcella O’Neill
National President, CSNA

Anti-social behaviour is at an all-time high and it is having drastic effects 
not just our industry but on the day to day lives of all of those working 
in the front line of society dealing with the public every day. This is a 
national issue of growing concern and the members of CSNA have had 
enough. I would like to take this opportunity to remind those in politics 
in this an election year, that the retail industry is worth over €7bn to the 
exchequer, employs almost 285,000 people, over 72% of whom are outside 
of Dublin area, providing key services all over the country and retailers 
are calling on all of you to take action, enough is enough. Turning your 
back on convenience store owners, forecourt operators and newsagents 
is an insult not just to retailers but to the Irish people. We demand zero 
tolerance from An Garda Siochána, the courts, the Department of Justice 
and our elected representatives nationwide and this action is required 
with immediate effect.

Vincent Jennings
CEO, CSNA
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What kind of stores completed the survey?

75% of those 
who completed 
the survey were 

convenience store 
owners

Please note 86% of all surveyed 
were Symbol Retailers and 14% 
were Independent Retailers

“The law is not on our side. Garda resources are stretched with many stations 
operating as part-time stations, so it is very hard to receive a decent response 
time. The feedback to such incidents is almost non-existent. We are spending 
more and more on systems, insurance, man guards etc and the situation is still 
worsening. We are losing staff because they are fearful in the workplace….It is 
now at a point where it is a major obstacle in keeping good staff in our sector. 
They quite simply don’t want the hassle of working here anymore. That is a major 
threat to our business going forward.”    Anonymous Retailer

Newsagents

Supermarkets

Convenience Stores

10%
15%

75%
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Retailers were asked to rate their level of concern 
in relation to aggressive, violent and threatening 
customers

69% of retailers surveyed 
are concerned or extremely 
concerned about aggressive, 

violent and threatening 
customers in their stores.

“As a retailer, you are always on 
guard every minute of the day, 
you can never relax because you 
are worried for your staff safety 
and loss of stock on a daily basis.”
Anonymous Retailer
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“We have to be constantly vigilant regarding shoplifting.  
A number of the shoplifters can be quite aggressive when 
caught.  We can also see an increase in people who are 
purposely acting suspiciously with the intention of being 
accused in the wrong. Petty crime in our area is very 
much on the rise: a week working in a retail environment 
would open anyone’s eyes...many staff who are new to 
retail comment that they are surprised at how many 
dishonest people there are in the world.”  Anonymous Retailer
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16%
17%

12% 12%

19%

24%

When asked how recently the retailer or a 
member of their staff had to deal with aggressive, 
violent and threatening customers in their store

84% of retailers or a 
member of their staff 
have been affected by 
aggressive, violent and 

threatening customers in 
their stores while 43% of 
them had been affected 
by the issue within the 

last month.
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Of those who had an incident, 58% 
felt that the response and support 

received by An Garda Síochána 
following their most recent incident 

was adequate while 42% felt 
the response and support was 

inadequate.
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When retailers were asked if they felt the 
response and support received from An Garda 
Síochána following their most recent incident was 
adequate, they said...

“I have 3 stores with two Garda stations, 1 covers 2 stores and the other covers 1, 
the difference between stations is unreal. I know the Community Officer in 1 and 
have no idea in the other. We get little or no support from one and are totally on our 
own, managers do not see any point in calling this station because they feel from 
past experiences that there will be no response and I agree with them. So we are 
left 100% alone with no support and we have daily issues from youth and beggars 
alike, not to mention with our local pharmacy giving out Methadone we have a 
different client to deal with also. Racial abuse is also on the increase with at least 
1 issue a week occurring in this store. There is no fear in youth any more, no fear 
in anyone because they get to walk away….We had issues with youths in my other 
store and immediately the Garda Community Officer had it sorted in a flash. DPP 
will only bring charges on sure winners, we have 1 person who did robberies 7 times 
over 10 weeks and they would only bring charges on 2, despite even if they brought 
additional charges the judge would have been able to be given a bigger picture of 
this person, but no other incidences could be mentioned, even to say further charges 
were pending- the law is stacked against us.”  Anonymous Retailer

49%

35%

16%
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51% most recent incident 
did not result in conviction 

while a further 21% of 
proceedings were ongoing of 

those more than half 
of those surveyed believe 
that conviction is unlikely 

in their case.
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Retailers were asked if their most recent incident 
involving An Garda Síochána resulted in a criminal 
conviction

“Over the past 15 years, I have reported about 1 to 2 incidents a week to the Garda. 

I have had fewer than 3 prosecutions in total. We cut DVDs for the Gardaí but know 

nothing will be followed up on. Gardai are understaffed and frequently don’t get to 

incidents. The last incident we had where a customer was arrested, they were back in 

my shop within 3 hours and unfortunately, this is not unusual.”
Anonymous Retailer
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51%

10.5%

10%

10.5% 16% 2%

-  51% of retailers most recent incidents did not result in conviction
-  21% of those surveyed stated that proceedings were ongoing in 
 relation to their most recent incident
-  Of those who were involved in ongoing proceedings over half of  
 them felt conviction was unlikely in their case
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Focus Group insight: 
A recent focus group conducted by CSNA 
found this phenomenon to be predominately 
an urban retail issue however, where it 
is present it is extremely concerning and 
intimidating indeed.
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Persistent and aggressive begging in the vicinity of 
retail stores

“Aggressive begging by “professionals” is a real issue. I have them coming here and 
being collected by taxi - always members of the Roma community at my store 
anyway.”  Anonymous Retailer

27% of those surveyed 
have an issue with 

persistent and aggressive 
begging while 73% do not.

27%

73%

Have an issue

Not affected by the issue
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65% of retailers 
surveyed have 

invested in security 
systems or the 
services of an 

external security 
specialist firm for their 

store in the last 12 
months
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CSNA asked retailers if they had invested in security 
systems or the services of an external security 
specialist firm for their store in the last 12 months

“We have an up to date security and camera system on our premises. But the basic 
community service of the Gardai patrolling the streets by foot or by car is never present 
and therefore there is no deterrent for anti-social and violent behaviour, in our area 
anyway. The judicial system is totally inadequate and the appetite from the judiciary to 
deal with this behaviour doesn’t seem to be there, especially in the cases of ‘minors’. It’s 
a revolving door and again no deterrent for this anti-social and violent behaviour as the 
‘minor’ offenders know nothing will ever come of it. The offenders have no respect for 
anyone between the Gardai being ill-equipped and/or unwilling to deal with the issues, 
and the lack of appetite within the judiciary and government to legislate appropriately, 
therefore, we are left as sitting ducks and should we try to defend ourselves and our 
businesses it would be us being brought before the courts.”  Anonymous Retailer

5% have not invested in the last 12 

65% invested in the last 12 months

35%

65%
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Ever-increasing insurance premiums

“There is currently no deterrent 
for customers who shoplift. 
They know it will unlikely result 
in a conviction and therefore 
have no fear of the law. A cap 
on personal injury claims is a 
must. If this measure is not 
introduced then the majority 
of small retail outlets will 
close as a result of unrealistic 
premiums. Wake up, Minister!”
Anonymous Retailer

Of those surveyed 77% of retailers 
say that the increase in their premium 

was not a direct result following an 
incident in their store. The recent, 
albeit grossly unfair trend of ever-

increasing insurance rates burdening 
our retailers, have been well 

documented and The 
CSNA continues to 
lobby in this regard.

Have not had an incident so not applicable

Feel the increase has been a direct result 
of an incident

Have not attributed an incident to their 
increased premiums

16%
23%

61%
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87% 
of retailers surveyed fell 
the current legislation 
and how it is enforced 
in relation to security 

within the retail sector is 
insufficient 
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CSNA asked retailers is the current legislation for 
security in retail and enforcement of same sufficient

 “I have been called to court on 8 occasions in relation to one guy who has robbed my 
business on 3 occasions. The person concerned had 95 previous convictions. Personally, 
I do not believe that in the Republic of Ireland we have a justice system, what we have 
is a legal system but definitely not a justice system!”
Anonymous Retailer

“I firmly believe that currently there is a large cohort of young adults and teenagers 
that are becoming a real concern with anti-social, criminal behaviour in urban and 
rural areas where they believe they are immune to the law or possible conviction either 
due to their age or they know that there is a lack of Garda presence in the area.”  
Anonymous Retailer

13%

87%

Adequate

Inadequate
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NOTES:
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