
 

 

MULTICHOICE (PROPRIETARY) LIMITED 

PROMOTION OF ACCESS TO INFORMATION MANUAL 
1. Introduction 

1.1. The Promotion of Access to Information Act 2 of 2002 (“PAIA”) seeks, among other things, 
to give effect to the Constitutional right of access to any information held by the State or 
by any other person where such information is required for the exercise or protection of 
any right, and gives natural and juristic persons the right of access to records held by either 
a private or public body, subject to certain limitations, in order to enable them to exercise 
or protect their rights. Where a request is made in terms of PAIA to a private body, that 
private body must disclose the information if the requester is able to show that (i) the record 
is required for the exercise or protection of any rights; (ii) the person complies with the 
procedural requirements as set out in PAIA relating to a request for access to information; 
and (iii) provided that no grounds of refusal contained in PAIA are applicable.  

1.2. Section 51 of PAIA obliges private bodies to compile a manual to enable a person to obtain 
access to information held by such private body and stipulates the minimum requirements 
that the manual must comply with. 

1.3. This Manual constitutes MultiChoice’s PAIA manual. This manual is compiled in 
accordance with section 51 of PAIA, as amended by the Protection of Personal Information 
Act 4 2013 (“POPIA”), which gives effect to everyone’s Constitutional right to privacy. 
POPIA promotes the protection of personal information processed by public and private 
bodies, including certain conditions to establish minimum requirements for the processing 
of personal information. POPIA amends certain provisions of PAIA, balancing the need for 
access to information against the need to ensure the protection of personal information by 
providing for the establishment of an Information Regulator to exercise certain powers and 
perform certain duties and functions in terms of POPIA and PAIA. 

1.4. This PAIA manual also sets out information on the submission of objections to the 
processing of personal information and requests to delete or destroy personal information 
or records in terms of POPIA. 

2. Definitions, Acronyms and Abbreviations 

In this manual, the following words shall have the meanings set out below:  

Term  Definition  

Employee  all permanent employees, fixed term contractors and learners on a learnership 
programme  

Manual  this manual together with all its annexures, as amended from time to time 
 

PAIA  
the Promotion of Access to Information Act 2 of 2000, read together with all relevant 
regulations published from time to time  

POPIA the Protection of Personal Information Act 4 of 2013, read together with all relevant 
regulations published from time to time 

MultiChoice MultiChoice (Proprietary) Limited (registration number: 1994/009083/07), a company 
duly incorporated and registered in accordance with the laws of the Republic of South 
Africa, with its registered address at 11 Grove Street, Ferndale, Randburg, 2194 

Regulator the Information Regulator 
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3. About Multichoice  

MultiChoice holds an individual broadcasting service licence and contracts with South African 
DStv subscribers.  

4. Purpose of this Manual 

4.1. The purpose of this Manual is to:  

4.1.1. explain the Guide on how to use PAIA, and how to obtain access to information under 
PAIA; 

4.1.2. inform the public about the categories of records that are held by MultiChoice and 
that may be requested without the need to submit a PAIA request; 

4.1.3. provide information on how to make a request for access to a record and the 
categories of records held by MultiChoice; 

4.1.4. describe the types of records that are required to be held by MultiChoice in 
accordance with applicable laws; 

4.1.5. provide the contact details of MultiChoice's Information Officer who is mandated to 
assist the public with access to records that they may request access to; 

4.1.6. describe MultiChoice's processing activities in terms of POPIA, including the purpose 
of processing personal information, as well as the description of the categories of 
data subjects and of the information or categories of information relating thereto;  

4.1.7. list the recipients or categories of recipients with whom MultiChoice may share 
personal information; 

4.1.8. explain how MultiChoice will transfer or process personal information outside the 
Republic of South Africa and the recipients or categories of recipients to whom the 
personal information may be transferred to; and 

4.1.9. indicate the security measures that have been implemented by MultiChoice to ensure 
the confidentiality, integrity and availability of the personal information which 
MultiChoice processes. 

5. Key contact details to request access to MultiChoice’s information 

Name of Private Body: MultiChoice Proprietary Limited 
Information Officer:  Bruce Mkhize 
Email addresses of Information 
Officers:  

Bruce.Mkhize@multichoice.co.za 

Physical address:  11 Grove Street, Ferndale, Randburg, 2194 
Postal address PO Box 1502, Randburg 2125, South Africa 
Telephone 0112893000 

6. Guide on how to use PAIA and how to obtain access to the Guide 

6.1. The Regulator has, in terms of section 10(1) of PAIA, updated and made available the 
revised Guide on how to use PAIA, in an easily comprehensible form and manner, as may 
be reasonably required by a person wishing to exercise a right of access to information in 
terms of PAIA and POPIA.  This Guide is made available in each of the official languages 
of South Africa and in braille.  Members of the public can inspect or make copies of the 
Guide from the offices of public and private bodies, including the office of the Information 
Regulator free of charge, during normal working hours.  

6.2. Any enquiries regarding the Guide should be directed to: 
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Physical address:  JD House 

27 Stiemens Street 

Braamfontein 

Johannesburg 2001 

E-mail address:  enquiries@inforegulator.org.za  

Website:  https://inforegulator.org.za/  

7. Submission of requests for access to information 

7.1. PAIA provides that a person may only make a request for information, if the information is 
required for the exercise or protection of a legitimate right. 

7.2. Information will therefore not be furnished unless a person provides sufficient particulars 
to enable MultiChoice to identify the right that the requester is seeking to protect as well 
the reasons that the requested information is required for the exercise or protection of that 
right. The exercise of an individual’s rights is subject to justifiable limitations, including the 
protection of privacy, commercial confidentiality and the exercise of good governance. 

7.3. The Information Officer has been delegated with the task of receiving and co-ordinating all 
requests for access to records in terms of PAIA, to ensure compliance with PAIA and 
POPIA. 

7.4. All requests in terms of PAIA and this Manual must be addressed to the Information Officer 
using the details in paragraph 5 above. 

8. Categories of records that are available without submitting a request for access to 
information in terms of PAIA 

8.1. MultiChoice does not have a separate notice of records that is automatically available to 
requesters. Information that is obtainable via the MultiChoice website about MultiChoice 
is automatically available and need not be formally requested in terms of this Manual.  For 
purposes of section 51(1)(b)(ii) of PAIA, these records are:  

8.1.1. public product information; 

8.1.2. public corporate records;  

8.1.3. Broad-Based Black Economic Empowerment certificates; 

8.1.4. product information; 

8.1.5. published financial records which are generally available to the public; 

8.1.6. company group profile (including but not limited to history, directors and 
management); 

8.1.7. operational structures; 

8.1.8. investors (including but not limited to financial reporting, SENS, shareholder 
information and contact information); 

8.1.9. information relating to corporate social investment; 

8.1.10. governance structures; and 

8.1.11. Media and press releases. 

mailto:enquiries@inforegulator.org.za
https://inforegulator.org.za/
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9. Information available in terms of POPIA 

9.1. In terms of POPIA, personal information must be processed for a specified purpose.  The 
purpose for which data is processed by MultiChoice will depend on the nature of the data 
and the particular data subject.  Please also refer to MultiChoice's Privacy Policy for further 
information. 

9.2. Description of the categories of data subjects and of the information or categories of 
information collected by MultiChoice 

Categories of data 
subjects 

Categories of Personal Information collected 

Employees (current, 
prospective and former) 

• Identity/passport number 
• Contact details 
• Physical address 
• Employee history and records (where applicable) 
• Biometric data 
• Device information 
• Financial information and/or banking 

Customers • Identity/passport number  
• Contact details 
• Customer number 
• Smartcard number (where applicable) 
• Connect ID (where applicable) 
• Physical address (where applicable) 
• IP address (where applicable) 
• Device number (where applicable) 
• Financial information and/or banking (where applicable) 

Suppliers/Contractors • Identity/passport number (where applicable) 
• Registration number (where applicable) 
• Physical address/business address 
• Financial information and/or banking 
• Other publicly available personal information 

Shareholders • Identity/passport number (where applicable) 
• Registration number (where applicable) 
• Physical address/business address 
• Financial information and/or banking (where applicable) 

9.3. The recipients or categories of recipients to whom personal information may be supplied 

Category of personal 
information  

Recipients or Categories of recipients to whom the personal 
information may be supplied 

Employee personal 
information 

• Associated companies (such as MultiChoice Support Services 
(Proprietary) Limited)) 

• Employees 
• Contractors 
• ISPs and agents who need the personal information to process 

it on behalf of MultiChoice or to provide services to MultiChoice 
(including site hosting, development and administration, 
technical support, financial services, delivery services and 
marketing services) 

• Third parties who acquire or propose to acquire ownership or 
control of MultiChoice's assets, shares or management 

• Governmental agencies, exchanges and other regulatory or 
self-regulatory bodies where required by law or where 
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reasonably necessary to comply with legal process, protect 
rights, property or safety, or to detect and prevent fraud, security 
or technical issues 

Customer personal 
information 

• Associated companies 
• Employees 
• Contractors 
• ISPs and agents who need the information to process it on 

behalf of MultiChoice or to provide services to MultiChoice 
(including site hosting, development and administration, 
technical support, financial services, delivery services and 
marketing services) 

• Third parties who acquire or propose to acquire ownership or 
control of MultiChoice's assets, shares or management 

• Governmental agencies, exchanges and other regulatory or 
self-regulatory bodies where required by law or where 
reasonably necessary to comply with legal process, protect 
rights, property or safety, or detect and prevent fraud, security 
or technical issues 

Supplier/Contractor 
personal information 

• Associated companies 
• Employees 
• Contractors 
• ISPs and agents who need the information to process it on 

behalf of MultiChoice or to provide services to MultiChoice 
(including site hosting, development and administration, 
technical support, financial services, delivery services and 
marketing services) 

• Third parties who acquire or propose to acquire ownership or 
control of MultiChoice's assets, shares or management 

• Governmental agencies, exchanges and other regulatory or 
self-regulatory bodies where required by law or where 
reasonably necessary to comply with legal process, protect 
rights, property or safety, or detect and prevent fraud, security 
or technical issues 

Shareholder personal 
information 

• Associated companies 
• Employees 
• Contractors 
• ISPs and agents who need the information to process it on 

behalf of MultiChoice or to provide services to MultiChoice 
(including site hosting, development and administration, 
technical support, financial services, delivery services and 
marketing services) 

• Third parties who acquire or propose to acquire ownership or 
control of MultiChoice's assets, shares or management 

• Governmental agencies, exchanges and other regulatory or 
self-regulatory bodies where required by law or where 
reasonably necessary to comply with legal process, protect 
rights, property or safety, or detect and prevent fraud, security 
or technical issues 

10. Transborder flows of personal information 

10.1. MultiChoice may collect and share personal across jurisdictions in the ordinary course of 
providing its offerings in which case MultiChoice will fully comply with applicable data 
privacy and protection laws. This may happen if the MultiChoice servers or suppliers and 
service providers are based outside of South Africa, or if any of the MultiChoice services 
are hosted in systems or servers outside of South Africa and/or if a data subject lawfully 
accesses MultiChoice services outside of South Africa. 
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10.2. If MultiChoice transfers personal information outside of South Africa, MultiChoice will use 
reasonable commercial endeavours to ensure that the information is protected in the same 
way as it was retained in South Africa. MultiChoice will use one of the following 
safeguards:   

10.2.1. transfer to another country whose privacy laws ensure an adequate level of protection 
of personal information that is similar or equivalent to South Africa; and/or 

10.2.2. put in place contracts with third parties to ensure the protection of personal and 
special personal information to the same standard as applicable in South Africa. 

11. A general description of information security measures to be implemented by 
MultiChoice to ensure the confidentiality, integrity and availability of information 

11.1. MultiChoice takes appropriate information security measures to ensure the confidentiality, 
integrity and availability of personal and special personal information that is in our 
possession. MultiChoice takes appropriate technical and organisational measures 
designed to ensure that personal information remains confidential and secure against 
unauthorised or unlawful processing and against accidental loss, misuse, unauthorised 
access, disclosure, alteration, destruction or damage. 

12. Information available in terms of other legislation 

12.1. The following laws (as amended) provide for access to information: 

12.1.1. Arbitration Act 42 of 1965  

12.1.2. Basic Conditions of Employment Act 75 of 1997 

12.1.3. Broad-Based Black Economic Empowerment Act 53 of 2003  

12.1.4. Companies Act 71 of 2008 

12.1.5. Compensation for Occupational Injuries and Health Diseases Act 130 of 1993 

12.1.6. Competition Act 89 of 1998 

12.1.7. Consumer Protection Act 68 of 2008 

12.1.8. Copyright Act 98 of 1978  

12.1.9. Customs and Excise Act 91 of 1964  

12.1.10. Electronic Communications Act 13 of 2000  

12.1.11. Electronic Communications and Transactions Act 25 of 2002  

12.1.12. Employment Equity Act 55 of 1998 

12.1.13. Estate Agency Affairs Act 112 of 1976 

12.1.14. Financial Intelligence Centre Act 38 of 2001;  

12.1.15. Income Tax Act 58 of 1962 

12.1.16. Insolvency Act 24 of 1936  

12.1.17. Labour Relations Act 66 of 1995 

12.1.18. Occupational Health & Safety Act 85 of 1993 

12.1.19. Patents Act 57 of 1978 
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12.1.20. Pension Funds Act 24 of 1956 

12.1.21. Protection of Personal Information Act 4 of 2013  

12.1.22. Skills Development Act 97 of 1998 

12.1.23. Skills Development Levies Act 9 of 1999 

12.1.24. Stock Exchanges Control Amendment Act 54 of 1995 (and the rules and listing 
requirements of the JSE Securities Exchange authorised in terms thereof) 

12.1.25. Trademarks Act 194 of 1993 

12.1.26. Unemployment Contributions Act 4 of 2002 

12.1.27. Unemployment Insurance Act 63 of 2001 

12.1.28. Value Added Tax Act 89 of 1991. 

12.2. Although we have used our best endeavours to supply a list of applicable laws that provide 
for access to information thereunder, it is possible that the list may not be complete. 
Whenever it comes to our attention that existing or new legislation allows a requester 
access to information on a basis other than as set out in PAIA, we shall update the list 
accordingly. If a requester believes that a right of access to a record exists in terms of any 
of the laws listed above or any other law, the requester is required to indicate what 
legislative right the request is based on, to allow the Information Officer the opportunity of 
considering the request in light of such laws.  

12.3. Notwithstanding the application of any law that may be used by a requester for access to 
information, the accessibility of documents and records may be subject to grounds of 
refusal set out in PAIA. 

13. Categories of records available upon request 

13.1. MultiChoice maintains records of information on the categories and subject matters listed 
below.  Please note that recording a category or subject matter in this Manual does not 
imply that a request for access to such records will be honoured.  All requests for access 
will be evaluated on a case-by-case basis in accordance with the provisions of PAIA and 
any other applicable law. 

13.2. Please note further that the records held by MultiChoice may be those of third parties, 
such as clients, customers, suppliers and Employees, and MultiChoice takes the 
protection of third-party confidential information very seriously. For further information on 
the grounds of refusal of access to a record, please see paragraph 17 below.  Requests 
for access to these records will be considered very carefully.  Please ensure that requests 
for such records are carefully motivated. 

Department Category of Records 

Company Secretary • Compliance with corporate governance rules 
• Memorandum and articles of association  
• Company register, shareholders agreements  
• Share certificates  
• Board meetings (attendance register, 

resolutions, minutes books) 
• Delegations of authority  
• General correspondence 

Administration • Suppliers  
• Debtors and creditors  
• Insurance policies  
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• Lease agreements  
• General correspondence 

Finance • Invoices  
• Credit/debit notes  
• Journals, ledgers and balance sheets  
• Income statements  
• Balance statements  
• Cash flow statements  
• Tax invoices  
• Auditors report  
• General correspondence 

Human Resources • Employee's personal details  
• Job profiles  
• Division and cost centres  
• Remuneration  
• Medical aid details 
• Employee benefits  
• Disciplinary records  
• Job competency profile  
• Employee performance contract  
• Training records  
• Internal policies and procedures  
• General correspondence 

Legal • Contracts / agreements  
• Litigation records  
• Compliance with applicable laws  
• General correspondence  

Regulatory • Regulatory submissions 
• Licences 
• General correspondence 

Marketing • Development of new products 
• Advertising campaigns and materials 
• General correspondence 

Operations • Customer complaints/queries  
• Customer records  
• General correspondence 

14. Request procedure 

14.1. Completion of the prescribed form 

14.1.1. Any request for access to a record in terms of PAIA must substantially correspond 
with Form C of Annexure B to Government Notice No. R.187 dated 15 February 2002 
(available on the website of the Regulator at https://inforegulator.org.za/paia-forms/) 
and should be specific in terms of the record requested.   

14.1.2. A request for access to information which does not comply with the formalities as 
prescribed by PAIA will be rejected. 

14.1.3. POPIA provides that a data subject may, upon proof of identity, request MultiChoice 
to confirm, free of charge, all the information it holds about the data subject and may 
request access to such information, including information about the identity of third 
parties who have or have had access to such information.  

https://inforegulator.org.za/paia-forms/
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14.1.4. POPIA also provides that where the data subject is required to pay a fee for services 
provided to him/her, MultiChoice must provide the data subject with a written estimate 
of the amount payable before providing the service and may require that the data 
subject pays a deposit for all or part of the fee.  

14.1.5. Grounds for refusal of the data subject’s request are set out in chapter 4 of PAIA and 
are discussed below. 

14.1.6. POPIA provides that a data subject may object, at any time, to the processing of 
personal information by MultiChoice, on reasonable grounds relating to his/her 
particular situation, unless applicable laws provide for such processing. The data 
subject must complete the prescribed form (available on the website of the 
Information Regulator at https://inforegulator.org.za/paia-forms/) and submit it to the 
Information Officer. 

14.1.7. A data subject may also request MultiChoice to correct or delete personal information 
about the data subject in its possession or under its control that is inaccurate, 
irrelevant, excessive, out of date, incomplete, misleading or obtained unlawfully; or 
destroy or delete a record of personal information about the data subject that 
MultiChoice is no longer authorised to retain records of in terms of POPIA’s retention 
and restriction of records provisions.  

14.1.8. A data subject that wishes to request a correction or deletion of personal information 
or the destruction or deletion of a record of personal information must submit a 
request to the Information Officer using the prescribed form available on the website 
of the Information Regulator at https://inforegulator.org.za/paia-forms/. 

14.2. Proof of identity 

14.2.1. In addition to completing and submitting the prescribed form, you will be required to 
submit acceptable proof of identity such as a certified copy of your identity document 
or other legal forms of identity. 

15. Payment of the prescribed fees 

15.1. A requester who seeks access to a record containing personal information must pay the 
required access fee. 

15.2. The Information Officer must, by notice, require the requester to pay the prescribed fee, if 
any, before processing the request. 

15.3. The requester may lodge an application to the High Court relating to the payment of the 
access fee. 

15.4. After the Information Officer has decided on the request, the requester will be notified of 
the status of the request. 

15.5. If the request is granted, a further access fee must be paid for the search, reproduction, 
preparation and for any time, in excess of the prescribed hours, required to search and 
prepare the record disclosure. 

15.6. The prescribed fees are available on the website of the Information Regulator at 
https://inforegulator.org.za/paia-fees-structure-2/.  

16. Timelines for consideration of a request for access 

16.1. Requests will be processed within 30 days, unless the request contains considerations 
that are of such a nature that an extension of the time period is needed. 

16.2. Should an extension be required, you will be notified, together with reasons explaining why 
the extension is necessary. 

https://inforegulator.org.za/paia-forms/
https://inforegulator.org.za/paia-forms/
https://inforegulator.org.za/paia-fees-structure-2/
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17. Grounds for refusal of access to records and protection of information 

17.1. There are various grounds upon which a request for access to a record may be refused. 
These grounds include: 

17.1.1. the mandatory protection of personal information of a third party (who is a natural 
person) from unreasonable disclosure, including a deceased individual; 

17.1.2. the mandatory protection of commercial information of a third party (e.g. trade 
secrets, financial, commercial, scientific or technical information that may harm the 
commercial or financial interests of a third party); 

17.1.3. if disclosure would result in the breach of a duty of confidence owed to a third party; 

17.1.4. if disclosure would jeopardise the safety of an individual or prejudice or impair certain 
property rights of a third party; 

17.1.5. if the record was produced during legal proceedings, unless that legal privilege has 
been waived; 

17.1.6. if the record contains trade secrets, financial or sensitive information or any 
information that would put MultiChoice at a disadvantage in negotiations or 
compromise its competitive advantage; and/or 

17.1.7. if the record contains information about research being carried out or about to be 
carried out on behalf of a third party or by MultiChoice. 

17.2. In terms of section 70 of PAIA, the disclosure of a record is compulsory if it would reveal 
(i) a substantial contravention of, or failure to comply with the law; or (ii) there is an 
imminent and serious public safety or environmental risk; and (iii) the public interest in the 
disclosure of the record in question clearly outweighs the harm contemplated by its 
disclosure. 

17.3. If the request for access to information affects a third party, then such third party must first 
be informed within 21 days of receipt of the request. The third party will then have a further 
21 days to make representations and/or submissions regarding the granting of access to 
the record. 

18. Remedies available to a requester on refusal of access 

18.1. If the Information Officer decides to grant you access to the particular record, such access 
will be granted within 30 days of being informed of the decision. 

18.2. If your request to access a particular record is denied, there is no internal appeal procedure 
that may be followed.  The decision made by the Information Officer in this regard is final.  
In the event that you are not satisfied with the outcome of the request, you are entitled to 
apply to a court of competent jurisdiction to take the matter further. 

18.3. Subject to the provisions of paragraph 17.3, where a third party is affected by the request 
for access and the Information Officer has decided to grant you access to the record, the 
third party has 30 days in which to appeal the decision in a court of competent jurisdiction. 
If no appeal has been lodged by the third party within the 30day period, you will be granted 
access to the record. 

19. Availability of this Manual 

19.1. A copy of this Manual is available:  

19.1.1. at MultiChoice’s offices at 11 Grove Street, Ferndale, Randburg, 2194; 

19.1.2. on MultiChoice’s website at https://www.multichoice.com/SouthAfrica 

19.1.3. to any person upon request and upon the payment of the prescribed fee; and 

https://urldefense.com/v3/__https:/us-west-2.protection.sophos.com/?d=urldefense.com&u=aHR0cHM6Ly91cmxkZWZlbnNlLmNvbS92My9fX2h0dHBzOi8vdXMtd2VzdC0yLnByb3RlY3Rpb24uc29waG9zLmNvbS8_&i=NjJlOTdiODg4NzYxZjgxMTViOGRlMTRm&t=VnRXMFg0aE95RExUb3VRa3EvUCtCNEdJRmtNZVduSzBRSXJiRHBFSno4Zz0=&h=edc040cc222640a695378f72859bf133&s=AVNPUEhUT0NFTkNSWVBUSVblWIpDahcKZ36JeiRCfLMuuF71gt73S2FmaQr2Oa_L7A__;!!BbMIO5B-jb9uIA!GzZQ62qHY6RB7hC6Td5sza-Fc8rDrNrd75XchR38AGEE3cdjSe7f8t_430Ky7GlptKu8ISlBGzp5lNfekEWZijgLgn48VsCZpxNAwwWArWJ8$
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19.1.4. to the Regulator upon request.  

20. Updating of the Manual 

20.1. This Manual may be updated from time to time. The updated Manual will be available on 
the MultiChoice website.  

 


