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In February
2008 the

PSVW Regional
Reports on

Africa, Asia,
Latin America

and North
America will be

published on
www.altus.org

and in April
2008 the Global

Report. From
each region one

single police
station that

received the
highest overall
scores will be

considered and
an independent
jury will finally

judge which
police station
should receive

the overall
global award.
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SUMMARY
The second edition of the PSVW was organized from 22nd to 28th October, 2007
in which 22 countries participated with more than 800 police stations receiving
more than 3500 citizens. This global participatory programme aims at measurably
improving the quality of the local police services as perceived by local communi-
ties, taking into account the capacity of frontline managers in the police (e.g.
Station Commanders), the exchange of good practices and the effectiveness of
accountability mechanisms in police stations.

In India, the visits were organized by the North Eastern Hill University (NEHU) in
the North-Eastern states in collaboration with the police departments of Assam,
Chandigarh, Meghalaya, Punjab, Rajasthan and Uttrakhand. These were coordi-
nated by the Institute for Development and Communication (IDC), Chandigarh,
India a member of the Altus Global Alliance. The institute also coordinated the
visits in Malaysia, which were operationalised by Yayasan Strategik Sosial (YSS)
in conjunction with the Royal Malaysian Police and Malaysian Crime Prevention
Foundation (MCPF); in Pakistan with Rozan and with the support of the Pakistan
National Police Agency.
In South Korea the vis-
its were organised by
the Korean Research
Institute for Policing
(KRIP) in conjunction
with the National Police
Agency of Korea.

In India, 116 police sta-
tions were visited in
seven different police
jurisdictions. In Malay-
sia 10 finalist police sta-
tions from a spread of
128 police stations
were selected for the
visits, while in Pakistan
12 police stations from
four of the eight prov-
inces were visited. In
South Korea, the num-

Kangseo, South Korea

The visitors could not imagine an interchange between
the police and the NGO's or for the police to be open to
public until they visited the police station. Participation
in PSVW 2007 led them to understanding the need for
co-operation between the police and the NGO’s or the
individual.

Visitors from Tonghae, Kangwondo, South Korea

Feedback from and cooperation of the public will
strengthen crime prevention through community policing.

-IGP Tan Sri Musa Hassen, Malaysia
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ber of stations visited was higher in proportion to the total number of stations
with 51 receiving visitors. The visitors who participated in the PSVW, ranged from
students to retired persons including members of residents’ associations and
traders' groups. Civil society members formed the largest section of the visitors.
Member of professional bodies associated with policing such as academics, law-
yers and members of community policing groups were also among the members,
particularly in Malaysia and some states of India.

The visitors used a special kit to guide their visits, following protocols that were
the same for visits all over the world.  Immediately after each visit, the visitors
answered a series of questions about what they observed and their answers
were collected over the Internet.  The Altus Global Alliance used the ratings sup-
plied by the visitors to calculate the overall score for each station, as well as
separate scores in five categories of service - community orientation, physical
conditions, equal treatment of the public, transparency and accountability, deten-
tion conditions.

Among the stations visited in India, the following received the highest overall
scores in their respective states:

1. Assam - PS Pan Bazaar, Guwahati;

2. Chandigarh - PS Sector 3;

3. Kerala - Pallakad South;

4. Meghalaya - Laithemkhrah, Shillong;

5. Punjab - Rawalpindi, Kapurthala;

6. Rajasthan - Vidhayakpuri, Jaipur City; and

7. Uttrakhand - Dalanwala, Dehradun

In Malaysia, the following three stations received the highest overall scores.

1. PS Bercham, Ipoh

2. PS Tengkera

3. PS Johor Jaya

Among the stations visited in Pakistan, the following three received the highest
overall scores.

1. Shalimar Police Station, Islamabad

2. Baghdad Jadeed; Punjab

3. Cantt. Police Station, Punjab

The top three stations among those visited in South Korea were the following:

1. PS Chongno, Seoul

2. PS Talsung, Taegu

3. PS Pohang Pukbu, Kyongsanbukdo
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Providing access to effective and respective police service is increasingly recog-
nized as essential to good governance. 'Good governance is about how citizens,
leaders and public institutions relate to each other in order to make change hap-
pen.'1  It is when the police are accountable not only to their superiors and courts,
but also directly to the citizens they serve that the fear and distrust of the police
that is a daily reality around the world can begin to diminish.

In the second edition of the PSVW more than 3500 resident citizens visited more
than 800 police stations in 22 participating countries. These visits were struc-
tured through a common protocol guiding citizens to prepare for, observe and
exchange impressions about the police stations. This protocol included a scoring
system that allowed each individual visitor to rate the police station on 20 ques-
tions producing scores on five dimensions of services: community orientation;
physical conditions; equal treatment of the public without bias based on gender,
ethnicity, nationality, minority status, age or sexual orientation; transparency and
accountability; and detention conditions.

By using this protocol the participants of the PSVW were
able to place their individual judgment to generate com-
parable impressions about the quality of services of their
own police stations providing a link from the local to the
global.

For any member of the public, spending even a short
time in a police station generates impressions about
whether that station is well run and provides good ser-
vice. But until now there has been no easy-to-use tool
that can capture and quantify these valuable impres-
sions, allowing them to serve as a basis for change and
reform of dysfunctional institutions. This simple tool was
inspired by structured visits common in the fields of edu-
cation and industry. Drawing from this experience Altus,
designed a Police Station Visitors Kit to assess the ex-
tent to which a police station is designed and operated
to serve the public. Repeated assessments can cap-
ture and monitor improvements in police stations with
visits conducted by the same or different individuals.

The PSVW provides local citizens with a simple tool to get
information and opportunities to guide civil society
organizations and citizens in the direction of reforms. In the process local citizens
identify good practices in police stations to be shared and incorporated where useful.

1 DFID (2006) Eliminating World Poverty Making Governance Work for the Poor: 2.3. London: DFID.

PSVW: WHY A LOCAL EXPERIENCE BECOMES A
GLOBAL EVENT

 
Participating 

Countries 2007 
Albania 
Benin 
Brazil 
Bulgaria 
Chile 
Ghana 
India 
Latvia 
Liberia 
Lithuania 
Malaysia 
Mexico 
Mozambique 
Netherlands 
Nigeria 
Pakistan 
Peru 
Russia 
Sierra Leone 
South Korea 
South Africa 
United States 
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Stimulating simple interaction between civilians and the police structured through
local NGOs and a common protocol can create mutual understanding, give local
citizens a voice, and improve police service. This local-and-global approach simul-
taneously advances good governance in hundreds of localities and promotes trans-
parency and accountability by engaging local communities with their police.

For police institutions, partici-
pation in the visitors week in-
creases their transparency,
shows their willingness to
identify problems and make
adjustments in the services
delivered by the stations. Com-
munity policing has been revi-
talized by police leaders and
forms an important police-pub-
lic interface in many countries.
The PSVW provides an oppor-
tunity for trust building among
members of the public and the police. Such participation helps the police strengthen
its public acceptance, the support and trust of their communities. The process
documents and shares good practices of one station with others, recognizing
initiatives and pro-people activities of the police.

For community organizations and other elements of the civil society, the participa-
tion can also broaden their dialogue with police services. Upon request or by
invitation, community organizations, NGOs and other civil society representatives
can organize visits to police stations in order to learn more about the daily opera-
tions and highlight the problems which make public-police relations difficult. Fur-
thermore by sharing crime data and activities, citizens are initiated into security
safeguards and become partners in crime prevention.

This global event was designed to identify good practices carried out in police
stations on every continent, serving a wide variety of communities. Police ser-
vices, governments and the civil society can use the results to identify and ac-
knowledge police stations with good working practices, which can serve as an
example for others to follow.

The questions in the kit are based on a wide variety of international standards
and agreements that are relevant to policing, especially those related to the
areas of human rights and police accountability. But the answers recorded in
each country are based on local perceptions and expectations. Thus, the Police
Station Visitors Week is organized to bridge the gap between the local realities of
policing and the general principles of human rights and standards of practice to
which most countries of the world subscribe. (Copies of the kit including the ques-
tionnaire are available on the Altus web site: www.altus.org.)

Strengthening accountability: Sub-Inspector of
Kadavanthra police station N.R. Jayaraj explaining the
functioning of the police station to representatives of
residents associations as part of ‘Global Police Station
Visit’ week, in the city on Wednesday.

The Hindu, 1-11-2007

Citizens’ day in a police station
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o Community Orientation

- Displaying Information on how to re-
port crime and access to public ser-
vices is perceived as people friendly

- Coordination with other services
such as counselling, domestic vio-
lence, private security, and commu-
nity groups, allows the police to pro-
vide a more comprehensive service

o Physical Conditions

- Order and cleanliness demonstrate
consideration for public and police
staff

- Well organized records and storage of
equipment improves the way the work is
done

o Equal Treatment

- Representative police personnel in
the stations conveys a commitment
to equal treatment

- Specific services (translation, gender
desks, human rights desks) open
access to vulnerable groups

PSVW 2006: AWARD WINNING PRACTICES FROM
AROUND THE WORLD
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o Transparency and Accountability

- Public information on police perfor-
mance, including crime trends and com-
munity satisfaction, demonstrate open-
ness

- Identification of station staff and clear
information about complaints proce-
dures make accountability to local
population possible

o Detention Conditions

- Uncrowded, clean physical conditions with working toilets are a widely agreed
minimum standard

- Posting or providing state-
ments of rights of detain-
ees is necessary to allow
them to exercise their
rights

- Separating women from
men and children from
adults protects their physi-
cal safety and integrity

- Staff who are trained to
treat detainees with re-
spect, for example making
accommodation for reli-
gious worship, demon-
strates the highest profes-
sionalism

- Monitoring of detainees with audio/video equipment or through line-of-sight
supervision helps to protect detainees
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In the second year of the PSVW, India, Malaysia, Pakistan and South Korea par-
ticipated in the event from the South and South-East Asia region. Pakistan was a
new entrant to the event while India, Malaysia and South Korea continued their
participation since 2006. Sri Lanka had been involved in the event in 2006, but
due to situational circumstances, it was unable to hold the programme in the

slotted time frame, but
this country continues
to participate in the fol-
low-up activities gener-
ated by the PSVW.

In the region participa-
tion of police stations in
PSVW 2007 was
prompted by three
broad strands: country
representation in

PSVW 2006 with follow up activities making the PSVW an inclusive agenda, the
dissemination strategy pertaining to good practices from award winning stations
of PSVW 2006 and by member
organisations' partnerships with the police
and civil society.

In particular Pakistan and the state of
Kerala in India to an extent were attracted
to the PSVW 2007 though information about
good practices, the publicity received by the
event in 2006 and through common forums
that discussed the global event. Visits in
Pakistan were initiated from within the po-
lice agency who learnt of the 2006 best
practices and in turn supported civil society

initiatives to take part in the PSVW. Op-
erational sanctions were formalised by
the National Police Agency which iden-
tified 10 police stations from three of
the four provinces of Pakistan and an
additional two police stations were se-
lected by one of the participating
organisations.

In most of the states in India and in
Malaysia, participation in the PSVW was
a fallout of the activities to improve

WHICH POLICE STATIONS PARTICIPATED?

Table - 1
Total Police Stations in Countries that

Participated in Police Station Visitor Week,
2007

Source:  1. Crime in India 2005
2. http:/www.feminist.org/news/newsbyte/uswirestory.asp
3.  National Bureau Pakistan as on 1-1-2007
4.  National Police Agency, South Korea

Countries Police Station 
Visited 

Total no. of 
police station 

India1 116 12487 

Malaysia2 10 730 

Pakistan3 12 1430 

South Korea4 51 236 

 

Observing the Police Station Visit
Week was an order from the Min-
istry of Interior and that is why we
had to carry it out but it was a good
exposure because we want to be
open and transparent to the people
we serve and to build strong rela-
tions in order to deal with crime
with collective efforts.

Mr. Tariq Habib, Inspector-Pakistan

Kurunegala, Srilanka
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police stations
including the
incorporation of Altus
indicators on the five
categories. In fact, the
PSVW evolved from
managing an event to
a process to initiate
reform at the police
station level.

Within this section
there was a three lay-
ered interaction to ini-
tiate improvements in
the delivery of services
at the police station level. This included sensitisation to the need for police sta-
tion reform with the police leadership, ownership building at the level of the po-
lice station and awareness generation at the community level, particularly to en-
courage citizen stakeholder-ship. For example, olice stations continued their in-
teraction with students, resident welfare committees and community liaison groups
throughout 2007. These activities varied in intensity among the different states,
but this ongoing process acted as a recruitment strategy for participation in PSVW
2007. The scope of the PSVW was extended by building partnerships, (there
were 36 participating organisat-ions in India, 22 in South Korea) and amalgam-
ation of the existing interventions at the state level. In India, many of these
interventions were ongoing and ranged from resident associations’ involvement
with police stations to improve police service delivery to the local citizens (Kerala,
India, supported by ADB); the initiatives to improve police-community relations
and upgradation of infrastructure (UNDP support in Assam). The Rajasthan Police
has been playing a pro-active role in improving service delivery to the people by
upgrading professional as well as soft skills of policemen at the cutting edge
level, involvement of the local community in day-to-day police activities, enhanc-
ing the level of motivation and self-esteem of  the police. PSVW fell within the
initiative of improving police services and the selection of its police station as the
top global police station provided recognition to its efforts.

Last year a global organization 'Altus Alliance' started a movement
to link police reforms with social issues and specifically focused on
changes at police station level. They associated local community
with police stations, so that an exchange of views and people’s sug-
gestions about police services pertaining to the common man could
be addressed. Police reforms must take place at this cutting edge level.

PSVW in 2006 came as an occasion to test ourselves at the global level.
The selection of PS Shipra Path as the global winner of PSVW 2006, giv-
ing recognition to a police station of the state had a very positive impact
on the morale of the police and motivated the police stations in general to
excel in the fields of improvement in the physical infrastructure, commu-
nity orientation in policing and transparency in working.

- O.P. Galhotra, IGP , Rajasthan

9



Malaysia incorporated the police station assessment as part of its on-going
programme of improving the police stations. In fact it launched a National Police
Station Visits Programme in June 2007 with visits by the local community and the
networking of national integration volunteers in each of the 14 police contin-
gents. There were 64 stations in each of the urban and rural categories. Findings
of these assessments were shared by the police stations while the top 10 police
stations were included as part of the global event in October 2007.

The selection of police stations from among the participating states was based
on a deliberate strategy adopted by some states to provide exposure to global
standards to districts that had not participated in the earlier PSVW (India Punjab)
or selection of districtwise representative police stations to allow percolation of
these standards to all jurisdictions (Pakistan/Rajasthan in India). The identifica-
tion of police stations in other areas was a situational management based on
placement of the participating organisations and their networks including admin-
istrative limitations. In Kerala, stations with strong associations / police relations
were drawn, whereas Uttrakhand provided initial exposure to its police stations
by selected police stations from different topography of rural, urban and a reli-
gious town. The North-East represented by Assam and Meghalaya were adminis-
tratively constrained to limit the exercise to the major city in each state. The
Union Territory of Chandigarh opened all 11 of its police stations to the local
public for assessment. In South Korea, police stations were visited in accordance
to the networks’ out-
reach, since the Na-
tional Police Agency
had informed all po-
lice stations of the
i m p e n d i n g
programme. There
were, however, a few
stations that did not
allow these visits
even though the cen-
tral agency had pro-
vided sanction for all.

Pohang Nambu, South Korea

Launching Ceremony:PS VW 2007, Malaysia
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THE POLICE STATIONS THAT PARTICIPATED IN
POLICE STATION VISITORS WEEK 2007

o ASSAM
- All Women PS
- Basishtha
- Bharalu
- Chandmari
- Dispur
- Jalukbari
- Latashil
- Noonmati
- Paltan Bazar
- Panbazar

o CHANDIGARH
- Sector 11
- Sector 17
- Sector 19
- Sector 26
- Sector 3
- Sector 31
- Sector 34
- Sector 36
- Sector 39
- Industrial Area
- Mani Majra

o KERALA
- Ambalamedu
- Chevayur
- Eloor PS
- Fort Kochi
- Hill Palace
- Kadavanthara
- Kasaba
- Kundara
- Palakkad South
- Palluruthy
- Punalur

o MEGHALAYA
- Jhalupara Out Post
- Laban Police Station
- Laitumkhrah Police Station
- Lumdiengjri Police Station

- Madanriting Police Station
- Mawlai Police Station
- Mawngap Out Post
- Nongthymmai Beat House
- Rilbong  Beat House
- Rynjah Police Station

o PUNJAB
- Amargarh
- Anandpur Sahib
- Bassi Pathana
- Bhawanigarh
- Bholath
- Central PS, Mohali
- Chamkaur Sahib
- City Gurdaspur
- City Kapurthala
- City Sangrur
- Dhilwan
- Dinanagar
- Division No. 1, Pathankot
- Fatehgarh Sahib
- Gobindgarh
- Khamano
- Kharar
- Kotwali Kapurthala
- Kurali
- Lalru
- Moonak
- Morinda
- Nangal
- Nurpur Bedi
- Phagwara
- Phase 1 Mohali
- Rawalpindi
- Sadar Gurdaspur
- Sadar Kapurthala
- Sadar Pathankot
- Sadar Phagwara
- Sadar Sangrur
- Sultanpur Lodhi
- Thana Amloh
- Thana Mulepur

o RAJASTHAN
- Ambamata
- Bhiwari
- Bigod
- Brahmpuri
- Chanderia
- Clock Tower
- Dadabari
- Galta Gate
- GRP Thana Ajmer
- Hindoli
- Jhotwara
- Kalwaad
- Kelwara
- Koat Gate
- Kotwali Jaisalmer
- Madanganj
- Makarana
- Mandana
- Mansarovar
- Nathdwara
- Pilani
- Raipur
- Ranoli
- Ratangarh
- Rawatsar
- Sadar Pali
- Sadar, Banswara
- Sadar, Dholpur
- Sadar, Dungarpur
- Sadar, Ganganagar
- Sadar, Tonk
- Sardarpura
- Shivaji Park
- Siwana
- Sri Madhopur
- Vidhyakpuri

o UTTARANCHAL
- Cantt
- Dalanwala
- Ranipur

INDIA

Morinda, PunjabP.S. 26, ChandigarhJhalupura, Meghalaya
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Tengkera, Malaysia

o ISLAMABAD
- Kohsar
- Shalimar

o NORTH WEST
FRONTIERS

- Hayatabad
- Khan Raziq (City circle)
- Police Station Town

o Bercham, Ipoh, Perak
o Bukit Payung, Trengganu
o Bukit Tambun, Penang
o Johor Jaya, Johor
o Kg Baru Subang, Selangor
o Kota Samarahan, Sarawak
o Sg Besi, Kuala Lumpur
o Sg Petani, Kedah
o Tamparuli, Sabah
o Tengkera, Malacca

PAKISTAN

o PUNJAB
- Baghdad jadeed
- Cannt
- Police Station, Civil Lines
- Police Station, New Town
- Police Station Saddar

o SINDH
- Artillery Ground
- Shahra e Faisal

MALAYSIA

o CHEJU
- Cheju
- Seogweepo

o CHOLLABUKDO
- Chonjoo Dukjin
- Iksan
- Kimje
- Kochang
- Kunsan

o CHOLLANAMDO
- Yeosoo

o KANGWONDO
- Chunchon
- Kangneung
- Sokcho
- Tonghae
- Wonjoo

o KWANGJOO
- Kwangsan
- Nambu
- Pukbu
- Seobu
- Tongbu

SOUTH KOREA

o KYONGGIDO
- Euijeongbu
- Suwon Nambu
- Yong-in

o KYONGSANGBUKDO
- Chilgok
- Koomee
- Kunwe
- Pohang Nambu
- Pohang Pukbu
- Youngyang

o KYONGSANGNAMDO
- Changwon Seobu

o PUSAN
- Pusanjin

o SEOUL
- Chongno
- Chungbu
- Kangdong
- Kangnam
- Kangseo

- Keumchon
- Kuro
- Mapo PS
- Nowon
- Pangbae
- Seocho
- Songpa
- Sooseo
- Tongjak

o TAEGU
- Chungbu
- Nambu
- Pukbu
- Soosung
- Talseo
- Talsung

o TAEJEON
- Tongbu
- Toonsan

Pukbu, South Korea
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The total number of visitors received by the police stations participating in the
PSVW was 1068. The highest contingent of visitors was received by India which
were 693 corresponding to the larger number of stations visited which were 116.
The next largest mobilisation of visitors was in South Korea where 230 visitors
visited 51 stations. Malaysia had 136 local citizens crossing the threshold of 10
police stations while Pakistan saw 79 visitors as-
sess the 12 participating police stations. Visitors’
mobilisations was directly undertaken through the
networks of partners and participating organisations
while their methods of recruitment varied. Civil so-
ciety organisations formed the fulcrum of recruit-
ment of visitors in Pakistan, South Korea and some
areas of India. All visitors in Pakistan were engaged
for the visits through mobilisation of civil society
groups particularly women’s organisations and
charitable organisations. In South Korea, the net-
works mobilised were more anonymous in their partnerships but were threaded
through a common interest in civil liberties, human rights and advocacy activities.

These visitors were in-
vited via the web fo-
rums on human rights.

In India, civil society
groups continued their
participation from the
previous PSVW and
with affiliation from civil
society working on is-
sues of human rights.
While in South Korea,
the web formed the re-
cruitment strategy
from a sizeable num-

ber of visitors, in India, this was more sporadic, but interest was articulated re-
garding the visits and people's perception of their police stations directly to the
member organisation. Community policing groups also formed a large ground of
recruitment particularly in Malaysia and India. In Malaysia, these groups were
very systematically organised for the better part of the year to both recruit and
themselves participate in the police station visits. In India, the Community
Liaisoning Groups (CLGs) in Rajasthan and Community Policing Resource Centres
(CPRCs) affiliates in Punjab were the mainstay of visitor enlistment. South Korea
also drew a number of visitors from professional bodies associated with criminal
justice activities such as academics, administrators and youth studying to be fu-

WHO WERE THE VISITORS

India 623

Malaysia 136

Pakistan 79

South Korea 230
Total 1068

Country
Visitors received 

by PS

Table - 4
Countrywise Visitors to the

Police Station

Source:  PSVW,  2007

Laban, Meghalaya
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ture policemen. Citizens and interest groups such as residents’ associations’
formed the sole visitors in certain areas such as Kerala and contributed a large
number of visitors in Chandigarh and Punjab (India). Students were the other
category of visitors and formed a larger percentage in certain areas such as North-
East India and more sparsely in South Korea.

The most common factor for the visi-
tors across the four countries was their
membership of the male sex. 81 per
cent of the visitors were men and only
19 per cent were women. Interestingly,
the largest percentage of female rep-
resentation came from the highly pa-
tr iarchal regions in Pakistan with
women forming 40 per cent of the visi-
tors, India had the largest number of
female visitors (89 per cent), but this
was only 14 per cent of the total num-
ber of visitors in the country. South Ko-
rea had more than a quarter of its visitors (29 per cent) as female while the
lowest proportion of women visitors was in Malaysia (9.5 per cent). The pro-
file of visitors in terms of sex follows the dominant trend of male presence in
public institutions.
The presence of a
large number of
women visitors in
Pakistan was due to
the nature of the
participating civil so-
ciety and the
w o m e n ' s
organisation being
a significant recruit-
ment agency. But
the hesitat ion of
women to interact
with the pol ice is
wel l  expressed in
the statements of
women who men-
t ioned their own
hesitation and tra-
dit ional curbs on
women to interact
with police stations.
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Graph - 1
Countrywise Profile of Visitors ac-

cording to sex

Women who visited the police station related that it
was hard for them to get their families’ permission
for visiting the police station because of the bad image
of the police .They thought the police station was a
place for bad people but after their visit they opined
that co-operation between the community and the
police was very inportant to keep order in society.

Police Station New Town Pakistan

Hayatabad, Pakistan
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Graph - 3
Countrywise Profile of Visitors

according to age

In terms of educational profile, it was
the elite who visited the police stations
in South and South East Asia. 46.25 per
cent were university graduates. Only 5
per cent of the visitors had education
below the high school level and these
were older residents from India and
Malaysia. There were very few students
who visited during the week itself with
only 2.3 per cent below the age of 18
years and that too largely in India. How-
ever, pre and post-PSVW school stu-
dents, National Cadet Core (NCC) and
National Service Scheme (NSS) groups from colleges in India formed a large num-
ber of visitors being initiated to the working of police stations. The pattern of

largest participation was from the
young to middle age groups with 45 per
cent from the 40 to 60 age group fol-
lowed by 32.7 per cent from the 26 to
39 age group, forming most of the visi-
tors. This representation was constant
across the four participating countries
with Malaysia and Pakistan having
greater representation from the
younger of this group, while South Ko-
rea and India had more representation
from the older of this group. The 19 to
25 bracket formed the next largest

bracket of visitors (11.42 per cent) followed by the retired with 8.6 per cent. The
highest percentage of retired people from within the countries was from India
and these were largely drawn from the residents’ associations. Disaggregate
data from the country profiles
reveals that certain minority
groups particularly Muslims in
Rajasthan and Kerala (India),
and Indian ethnic minorities
in Malaysia formed sizeable
numbers. South Korea is a
relatively homogenous com-
munity with women being
most visible among the vul-
nerable groups and these
were represented in a size-
able number (29 per cent).

Graph - 2
Countrywise Profile of Visitors

according to Educational Qualifica-
tion
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HOW WERE THE SCORES COLLECTED AND
CALCULATED?

Police stations were assessed by local citizens using a standardised tool -
the Altus Police Station Visitors Kit. The kit equipped local citizens with a
systematic method to guide the assessment of their local police stations.
Recognising that social reality is neither static nor standardised, the method
allows the citizens perceptions about the police stations to be recorded
and compared across regions and populations.

The filled forms were collected through team leaders and visits verified by
the coordinating partner organisations in each state. The ratings were
then uploaded on the Altus Website and the scores were automatically
generated.

The form used during the Police Stations Visitors Week was based on the
Likert Scale, in which the possible answers vary from 1 to 5. The following
are the scores for each answer:

1 - Totally inadequate (20 points)

2 - Inadequate (40 points)

3 - Adequate (60 points)

4 - More than adequate(80 points)

5 - Excellent (100 points)

The questions were classified according to a scoring scale which was based
on the calculation of percentiles in a distribution of possible average scores
varying from 20 to 100. As a result, the classification categories were:

Finally, the average score in each observation area is the simple average
of the four questions. The final score is the simple average of the five
areas.

Average Score Category 
Over 84 Excellent 
Over 68 until 84 More than adequate 
Over 52 until 68 Adequate 
Over 36 until 52 Inadequate 
Until 36 Totally inadequate 
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WHICH POLICE STATION SCORED THE HIGHEST

Policing is a state subject in India rather than federally organised as is in Paki-
stan, Malaysia and South Korea. This formed the criteria for identification of top
police stations in each of the participating police jurisdictions.

For Asia, the overall scores ranged from a low of 26.8 to the high of 99.8. Aggre-
gate scores of the countries were Malaysia (84.06), South Korea (81.88), India
(75.7) and Pakistan (57.6). It must be noted that these were aggregate scores
from selected police stations which were not necessarily the most representative
of the country’s stations.

INDIA
In India, six states and one union territory participated in the PSVW. From among
the participating police stations in these police jurisdictions the following police
stations scored the highest:

1. Assam - PS Pan Bazaar, Guwahati
2. Chandigarh - PS Sector 3
3. Kerala - Pallakad South
4. Meghalaya - Laithemkhrah, Shillong
5. Punjab - Rawalpindi, Kapurthala
6. Rajasthan - Vidhayakpuri, Jaipur City
7. Uttrakhand - Dalanwala, Dehradun

Categories India Malaysia Pakistan
South 
Korea

Community Orientation 79.58 87.30 62.84 82.34
Physical Conditions 74.83 86.59 57.53 84.26
Equal Treatment 70.60 80.02 49.66 80.46
Transparency and 
Accountability 79.02 84.43 61.72 80.45
Detention Condition 74.74 81.97 56.45 81.91
Aggregate Scores 75.75 84.06 57.64 81.88
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Table - 5
Aggregate assessment of police stations

visited

Graph - 4
Aggregate assessment of

police stations visited

Excellent : Over 84
More than adequate : Over 68 until 84
Adequate : Over 52 until 68

Inadequate : Over 36 until 52
Totally inadequate : Until 36

Table - 6
India's Top Police Station with scores on 5 indicators

Source: PSVW 2007

Police Station Assam Chandigarh Kerala Meghalaya Punjab Rajasthan Uttaranchal

Categories

Panbaza
r

P.S. 3
Palakka
d South

Laitumkhrah 
Police Station

Rawalpin
di

Vidhyakpuri, 
Jaipur City-(S) 

Dalanwala High Average

Community Orientation 70.00 100 95.00 68.00 100.00 100 86.00 100.00 79.58
Physical Conditions 73.33 100 74.00 63.00 95.83 99 62.00 100.00 74.83
Equal Treatment 55.00 100 78.00 51.00 100.00 100 62.00 100.00 70.60
Transparency and 
Accountability 71.67 99 98.00 56.00 95.00 100 66.00 100.00 79.02
Detention Condition 58.33 100 80.00 57.00 100.00 100 56.00 100.00 74.74
Aggregate Scores 65.67 99.8 85.00 59.00 98.17 99.8 66.40 99.80 75.75

India
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In India, a number of high scores were received by the police stations visited. In
fact in each of the five categories there were stations that had a full 100.

Community orientation:

The highest score was 100 and the  average score for the police station visited
was 79.58.

Physical conditions:

The top score was 100 while the average was 74.84.

Equal treatment:

The scores ranged from a high of 100 to an average of 70.6.

Transparency and accountability:

The highest score was 100 with an average of 79.2.

Detention conditions:

The highest score was 100 while the average was 74.7.

In terms of aggregate score, two police stations Chandigarh’s PS Sector 3 and
Rajasthan’s PS Vidhayakpuri received the same scores of 99.8. The average ag-
gregate for India was 75.75.

MALAYSIA

1. PS Bercham, Ipoh

2. PS Tengkera

3. PS Johor Jaya

Community orientation:

Highest score for community orientation was 96.9 while the country’s average
was 87.3.

Physical conditions:

The top score was 98.85 with an average of 86.59.

Equal treatment:

The score of 96.15 was the highest while the median was 80.02.

Categories Scores High Average
Community Orientation 96.92 96.92 87.30
Physical Conditions 98.85 98.85 86.59
Equal Treatment 96.15 96.15 80.02
Transparency and 
Accountability 95.38 95.38 84.43
Detention Condition 94.23 95.67 81.97
Aggregate Scores 96.31 96.31 84.06

Table - 7
Malaysia's Top Police Station with scores on

5 indicators : PS Bercham, Ipoh

Source: PSVW 2007
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Transparency and accountability:

Top score was 95.36 while the average was 84.4.

Detention conditions:

The highest score was 95.67 while the average was 81.97.

The police station with the highest aggregate was 96.31 while 84.06 was regis-
tered as the country’s median.

Pakistan

1. Shalimar Police Station,
Islamabad

2. Baghdad Jadeed; Punjab

3. Cantt. Police Station,
Punjab

Community orientation:

High score on community orientation was 75.71, while the country’s average score
was 62.84.

Physical conditions:

Top score was 71.43 with an average rating of 57.53.

Equal treatment:

The highest score was 64.29 with the country’s median of 49.66 for this category.

Transparency and accountability:

The top score was 77.14
with an average of 61.72.

Detention conditions:

The highest score was 74.29
with an average of 56.45.

The top aggregate received
by police stations was 70.29
while the average aggregate
for the stations in Pakistan
was 57.64.

Table - 8
Pakistan's Top Police Station with scores on 5

indicators : PS Shalimar

Source: PSVW 2007

Categories Scores High Average
Community Orientation 74.29 75.71 62.84
Physical Conditions 71.43 71.43 57.53
Equal Treatment 62.14 64.29 49.66
Transparency and 
Accountability 73.57 77.14 61.72
Detention Condition 70.00 74.29 56.45
Aggregate Scores 70.29 70.29 57.64

Shalimar, Pakistan
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South Korea

1. PS Chongno, Seoul

2. PS Talsung, Taegu

3. PS Pohang Pukbu,
Kyongsanbukdo

Similar to Indian rating, a number of police stations recorded a full 100 in the five
categories.

Community orientation:

The high score of 100 matched with an average score of 82.34.

Physical conditions:

The top score was 100 while
the average for the country
was 84.26.

Equal treatment:

Again, the highest score
of100 was achieved with the
country’s median at 80.46.

Transparency and account-
ability:

The stations had a high of
100 while the average for
the country was 80.45.

Detention conditions:

Top score was 100 while 81.91 was the average rating.

The top aggregate score for police stations in South Korea was 99 with the corre-
sponding high average of 81.8 from among all the participating stations in the
country.

Categories Scores High Average
Community Orientation 100.00 100.00 82.34
Physical Conditions 98.33 100.00 84.26
Equal Treatment 100.00 100.00 80.46
Transparency and 
Accountability 96.67 100.00 80.45
Detention Condition 100.00 100.00 81.91
Aggregate Scores 99.00 99.00 81.88

Table - 9
South Korea's Top Police Station with scores

on 5 indicators : PS Chongno, Seoul

Source: PSVW 2007

Suwon Nambu, South Korea
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WHAT GOOD PRACTICES WERE REVEALED?
A number of initiatives on issues of community-police interface, improvement in
police station services with particular emphasis on gender consideration and ini-
tiation of social control through oversight bodies were found at various levels of
institutionalisation and penetration in the four counties of the PSVW 2007.

1. Staff facilities and professional upgradation

Police from different departments recognised the need for improved police con-
duct in building trust in individuals and the larger community. Initiatives to im-
prove behavioural practices ranged from training and orientation programmes
directed at police personnel, to emphasis on  the relevance of community
stakeholdership in both crime prevention and management (community policing
initiatives in Pakistan); to improving skills in the police to inculcate a positive
attitude and capacities for stress and time management techniques as in Rajasthan,
India. Incorporation of these personality skills is further streamlined with the
central Bureau for Police Research and Development sanctioning funds under the
modernisation schemes for organising what is termed as soft skills and profes-
sional training. Professionalising this input also led to counselling, including peer
counselling and utilisation of clinical psychologists to promote these attitudinal
changes among the constabulary. Rolling trophies have been instituted for best
district and police station to identify and recognise the best constables and police
stations every month in Rajasthan, India.

2. Conflict management with community

Besides crime prevention and assistance from the community as informers which
has been the mainstay of certain community policing initiatives, the police in cer-
tain states of India, Malaysia and Pakistan revealed strategies for involving the
community in both resolving disputes that were of inter-personal nature and in
pre-empting large scale violence such as in riots between ethnic communities.

The Rajasthan Police has initiated an alternative dispute resolution management
whereby community policing groups [Community Liaison Groups (CLGs)] repre-
senting select citizens of standing in the local community along with the beat
constables intervened in complaint and disputes such as of public nuisances and
altercations between individuals to amicably settle what would otherwise result
in prolonged litigation.

Community groups have been successfully deployed to check group violence which
manifests during periods of religious festivals or gatherings of ethnic groups.
Regular and organised interactions with community members have resulted in
more peaceful atmosphere in the communities. This has been reported from
Rawalpindi in Pakistan Punjab where during the month of Ramadan violent out-
breaks did not occur as in previous years. In Kerala, India, a trust building initia-
tive with resident associations in a highly organised manner has led to safer
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communities. In Rajasthan, the CLGs have been oganised to patrol the riot prone
areas, particularly during religious festivities and in religious spaces. In fact, the
success of this activity is reported from the caste agitation in Rajasthan in June
2007 (Gujjar agitation). A mob attack on a lone constable in an outpost wit-
nessed furniture and record being pulled out and set on fire. However, the
neighbouring locality which had  been part of the programme on community part-
nership with the public (Jansabhagita) reached the spot to disperse the mob and
rescue the constable.

3. Gender specific initiatives

Women’s desks have
become the estab-
lished standard if not
practice in police sta-
tions across the four
countries of the visit.
These desks range in
service provision for
domestic disputes to
providing services to
crime victims. These
include services pro-
vided with links to
councillors, medical
services, to welfare
services and amicable settlement with the involvement of community policing
groups. In many stations these women’s desks are managed by specialised per-
sonnel constituting NGOs or the more ad hoc local women do -gooders. In a
south Korean station,
a special room is
termed 'secret' room
to help safeguard the
identity of women vic-
tims of sex crimes.
Sensitisation on is-
sues of women is also
addressed in the
training to police per-
sonnel, and with spe-
cial visits girls' schools
to inform the girls of
their rights vis-à-vis
the police (Rajasthan,
India).

Vidhayakpuri, Rajasthan

Pangbae, South Korea
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4. Model police stations

Rajasthan Police established model police stations in 2004 underscoring proce-
dures for service delivery laid down as "standard operating procedures" to im-
prove the responsiveness and efficiency of the police. This was adopted from the
police in Andhra Pradesh and a systematic infusion of these standard operating
procedure and training programmes is being undertaken. While the need for these
procedures vary from police to police, in India these management procedures
have been very successful in streamlining the activity and responsibilities within
the police stations. South Korea, for instance, has well engrained management
systems in its administration and delivery. These standards are being incorpo-
rated in many police stations as in Chandigarh and Punjab, India, but more sys-
tematically according to divisions  in Rajasthan where a number of performance
measures and skill upgradation of the constabulary is being simultaneously  un-
dertaken. Ideal police stations include special desks such as for women, foreign-
ers and help desks in South Korea providing specialised assistance such as inter-
preter services, guidance or the incorporation of NRI (non resident Indian)desks
for the huge diaspora in Punjab ,India.

5. Community representation in police stations

In 10 police stations of Rajasthan a pilot project in collaboration with the Massa-
chusetts Institute of Technology(MIT) has been successfully implemented and will
be extended to another 150 police stations in the coming year. Among other
aspects it includes  placing a 'community observer' in the police stations during
peak hours. Community observers are 'respectable citizens from the locality' who
function as an individual oversight to police dealings with the public. The scope of
the project includes provision of professional training, "soft skills for the con-
stabulary", crime surveys, assured minimum stay of personnel in police stations,
rotation of duties and weekly off days for police personnel. A large-scale commu-
nity representation in police service delivery has been undertaken in Kerala, In-
dia, with ADB support. Residents’ Welfare Associations have regular meetings in
police stations on issues pertaining to the neighbourhood and the improvements
required.

6. Crime control with community

A number of innovative programmes have been initiated with the help of the
community. In Chandigarh, India, better performing community watchmen were
taken under the wings of the police where they were given training and recogni-
tion to the better performing community watchmen. These community watchmen
were not hired from outside the community, but were identified from the commu-
nity youth itself. Jurisdictions where cases of theft registered a fall were high-
lighted and these efforts were recognised with awards. In Rajasthan, India, the
police restructured the beat system and gave of small beats to constables and
importantly gave them the powers to conduct enquiries, verification and general
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management within the jurisdiction. The beat constable, however, does not func-
tion in isolation but in tandem with the CLGs to resolve disputes and maintain
citizen safety.A similar but more individual initiative involving volunteer residential
visits by officers during off duty hours was found in some police stations in Malay-
sia. These are rapport-building efforts to instil confidence in the community to be
in contact with their police.

7. Oversight bodies

Setting up of structures to improve police accountability and grievance redressal
of citizens have been instituted in Chandigarh, India, and is on the anvil in Paki-
stan. The setting up of a public safety commission and a police complaint author-
ity at the national level has been in the process. These are aimed at link up with
the citizen-police liaison committees to make governance more effective and trans-
parent. In Chandigarh, India, grievance desks are to be set up in police stations
and linked to a three-tier system where redressal of complaints against the lower
police staff would be looked into by an oversight body.

8. Building partnerships

(i) To encourage citizen accountability

Involvement of the civil society to improve police stations such as building a police
station itself as in
Rawalpindi, Indian
Punjab, to the more
modest improvement
in certain places such
as detention condi-
tions (Pakistan), provi-
sion of facilities such as
computers and furni-
ture in a more system-
atic manner, particu-
larly through the Com-
munity Policing Re-
source Centres
(CPRCs) in the Indian
Punjab makes transfer of funds  transparent while building community stakes in
the performance of the police.

(ii). Media as a stakeholder

A systematically organised outreach programme was put in place by the Rajasthan
Police to cover police-public interaction during PSVW 2007. The 36 police stations
visited got coverage in the form of more than 100 local print media reports. Im-
portantly, this coverage was just not informative regarding the visits, but raised

Rawalpindi, Punjab
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issues pertaining to transparency in police functioning, relevance of improving
physical conditions without improving service delivery by linking these to local
incidents as was done in  Chandigarh, India.

(iii) Activities in police stations

World over, the police has been undertaking a number of outreach programme
involving dissemination of information, confidence building among the community,
liaisoning for community support, but the police stations per se have remained
outside the purview of public spaces. All states have community meetings of the
police and the public ,but Kerela has started resident association meetings to be
held within the premises, reaching the community from within the stations and
including these in the preview of public institutions.  A number of police depart-
ments (Punjab, Chandigarh and Rajasthan, India) have organised pre and post
activities of police stations largely involving students who may be taken to visit
the stations and even the staff occupying various posts, as in Chandigarh, to give
them a feel of police responsibilities. Malaysia organised an open day on the day
of the visits providing open access to every resident of the area along with the
hospitality and visits by senior officials of the police and government leadership.

9. Health Facilities For Detainees: In certain stations of South Korea, police
stations have provided health facilities and check-ups for the detainees. This has
been reported despite insufficient budgets. Basic equipment including blood pres-
sure and health safeguards have been provided.

The old saying that you had better not go to police stations and hospitals is
now changing. We think that police stations have now become good places
for the citizens to learn that the police is more of a social service agency that
helps citizens rather than controlling them.       Visitor, Kangseo, South Korea

IS THERE ANY DISCERNABLE CHANGE?
A number of initiatives and
changes in community re-
sponse have been noted
after the PSVWs but it
should be underscored
that these changes were
not the result of the PSVW
alone. Police reform is in
various stages ranging
from pubic discourse to
change in practices and
rules and is the backdrop
for some of the more
discernable changes. Regional workshop attended by Chief Minister, Rajasthan, India
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1. Exchange within police and across community

An organised interaction within the
police  in different states and coun-
tries has  been initiated with the
PSVW 2006 and 2007. The regional
meet in 2006 in Rajasthan, India,
shared the practices and issues per-
taining to service delivery in states
and countries of Asia that participated
in the PSVW. A similar meet to share
good practices and community polic-
ing initiatives at the police station level is being held in Malaysia in December
2007. Besides , police delegations are visiting various states in India to learn of
practices that have led to positive public assessment during PSVW. The spirit of
competition not only provoked upgrading in easily doable spheres at the police
station level but also generated a competitive spirit among the states.

Visits by civil societies to police stations have led to increasing the scope of ex-
change of community-police interface.

2. Lobby for police reform to include police station in its ambit

The organisations working on police reforms have included improvements in po-
lice stations as part of reforms and initiated a dialogue within their own net-
works.

Media reports have also called attention to the need for including reforms at the
cutting edge level, quoting the Altus PSVW.

3. Institutionalised assessment of police stations by local citizens

The Altus Kit was the first assessment of police stations across countries by local
citizens rather than the police themselves as had been the norm. This indepen-
dent review by the local community has taken a number of forms including an
outright adoption of the Altus kit as in Malaysia, as a platform to improve police
stations in Rajasthan with feedback forms for all citizens, to widen the agenda of
residents’ welfare associations as in Kerala, India.

This type of visits improve our under-
standing about police work and as well
as of police's towards our work. This
understanding further helps us to sen-
sitize them on issues of HIV / AIDS and
their attitude towards drugs addicts and
commercial sex workers.

Visitor from Chandigarh, India
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4. Upgradation of services

Perhaps the most

visible change in

police stations in

India, even Sri

Lanka (participant

of PSVW 2006)

Malaysia and to

some extent in Pa-

kistan has been

the upgrada-tion

of basic facilities

such as provision

of drinking water

for the visitor, im-

provement in toi-

lets, installation of

information desks,

reception areas,

better seat ing,

cleaner environ-

ment and greening

of spaces within

the police stations

with pots and

plants seem to be

taken up as repre-

senting a humane

face in stark con-

trast to the dry,

unhygienic and

dirty spaces within

the police stations.
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In the jurisdiction of police station 21 boards

are displaced and on 29 walls, direction, dis-

tance and telephone of police station is dis-

played for easy access. Police station staff

is very modest and every facility like sitting

arrangement, drinking water etc. are perfect.

Every sort of facility is there for people who

come to lodge report.

Visitors from Rajasthan, India

Brahmpuri, Rajasthan

Students in Sadarpura, Rajasthan
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