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Mission of Altus 

Altus is a global alliance working across continents, and from a multicultural perspective, to improve 
public safety and justice. Altus places special emphasis on police accountability and the quality of police 
oversight, serving as a source of knowledge and innovation for governments, police leaders, human 
rights activists, legislators, journalists and citizens around the world, concerned about the effective and 
fair control of policing. 
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The seventh global Police Station Visitors Week (PSVW) was held from 3
rd

 to 

9
th

 November, 2013 in which 22 countries participated with 1,340 police 

stations receiving more than 12,000 citizens. This global participatory 

programme aims at measurably improving the quality of local police services 

as perceived by local communities, 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 Nepal, the visits were organised by 

the Central Department of Public 

Administration and coordinated by 

the Institute for Development and 

Communication (IDC), Chandigarh, a 

member of the Altus Global Alliance. 

The police stations visited were 

spread across the entire country. 

The visits were structured through a 

common protocol the world over, 

that instructed the visitors how to 

prepare themselves for the visits, 

what to look for and how to discuss 

their impressions with other visitors. 

The visitors answered 20 questions 

immediately after the visits. The team 

leaders collected the questionnaires 

along with the narrative brief which 

were uploaded into a secured 

multilingual website. The Altus Global 

Alliance used the ratings supplied by 

the visitors to calculate the overall 

score for each station, as well as 

separate scores in five dimensions of 

police services: community 

orientation; physical conditions; equal 

treatment of the public without bias 

based on gender, ethnicity, national, 

minority status, age or sexual 

orientation; transparency and 

accountability; and detention 

conditions. 

Among the stations visited in Nepal 

the following three received the 

highest overall scores: 1. District 

police office, Gorkha; 2. Balaju police 

station, Kathmandu; 3. Bodha police 

station, Kathmandu. Among the 

stations visited, District police office, 

Gorkha (90.0) received the highest 

score for community orientation. The 

highest score for physical conditions 

was obtained by District police office, 

Gorkha (85.0); for equal treatment 

District police office, Gorkha (90.0.) 

On 6th june, 2014, the Global Award 

Ceremony of the PSVW will be held in 

Antigua, Guatemala. From each region, 

the Top Police Station will be recognised 

and best practices shared. 
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received the highest score; for 

transparency and accountability 

(86.67); and for detention conditions 

the highest score was received by 

(73.33). 

The scores and reports from these 

stations will now be combined with 

those from other participating 

countries of the region and analysed 

in a regional report. These reports can 

be used by the police and community 

residents throughout Nepal to discuss 

together the elements of police 

service that have impressed the local 

visitors most. This should help to 

spread good practices, improve 

relations between the police and 

civilians, and strengthen the 

accountability of the police to the 

people they serve.

  

PSVW gives us an opportunity understand the role 
and function of Police Station. 

such kinds of activities are very much useful to 
make Nepal police citizen centric. Nepal Police 

would be able to know own weakness and 
strengths. 
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WHAT IS THE POLICE STATION VISITORS WEEK? 

• The PSVW is an international programme being 

organized by Altus Global Alliance yearly, a week 

in October.  

• During this week thousands of citizens are 

received by hundreds of police stations in over 20 

countries and rate the quality of service.  

• A protocol and measurement system has been 

created for the visits and translated into 17 

languages. 

• Altus has built a secure web site from which the 

teams upload their ratings into a single database. 

• Altus is recognizing highest scoring stations and 

publishing the results of the visits, including 

descriptions of strong practice.  

• Altus mobilizes citizens via local/national NGOs—

our partner organizations.  

  

PS Philadelphia PD, 24th District, United States 

PS Kathgodam, Rajasthan 
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Local citizens assess their police stations using an easy assessment tool. From 2006, it has 

been conducted in 40 countries. Hundreds of ordinary citizens including university 

students, hawkers, women and senior citizens, have conducted their own rating of their 

local police stations, in a single week using a common protocol. They are mobilised and 

trained by local NGOs. The result is a catalogue of exemplary practice as judged by people 

who depend on police services, along with warnings about where practice falls short of 

people’s expectations. More than this, the result is a new level of communication and 

understanding between police and people in hundreds of  communities  worldwide. Altus 

focuses attention on highest  assessed  police  stations,  presenting  awards  to  the  top  

RANGE OF PSVW COUNTRIES 2006-2013 

Albania, Argentina, Armenia, Bangladesh, Belgium, Benin, Bolivia, Brazil, Bulgaria, Cameroon, 
Canada, Chile, Colombia, El Salvador, Germany, Ghana, Guatemala, Honduras, Hungary, India, 
Kenya, Latvia, Liberia, Lithuania, Malaysia, Maldives, Mexico, Mozambique, Nepal, 
Netherlands, Nicaragua, Niger, Nigeria, Pakistan, Peru, Russia, Sierra Leone, South Africa, 
South Korea, Sri Lanka, The Netherlands, U.K.,  Uganda,  United States 

 

NETWORK OF SUPPORT 
 

• Police forces 
• Oversight bodies 
• Parliamentary members / ministers 
• Civil society 
• Media 

Participating Countries 2013 

1.  Bangladesh 

2.  Benin 

3.  Bolivia 

4.  Brazil 

5.  Cameroon 

6.  Canada 

7.  Chile 

8.  El Salvador 

9.  Ghana 

10.  Guatemala 

11.  Honduras 

12.  India 

13.  Kenya 

14.  Liberia 

15.  Mexico 

16.  Nepal 

17.  Nicaragua 

18.  Nigeria 

19.  Pakistan 

20.  Peru 

21.  Sierra Leone 

22.  United States 
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police  stations  commanders  and promoting their 

exemplary practices in global professional forums. An 

exchange among national and regional level winners in 

award ceremonies at the regional and global level 

provides an opportunity to police officers to learn of 

the importance of oversight mechanisms and 

strengthen their ability to deliver security and safety 

through local innovations. Media coverage including 

national television channels, newspapers, radio and 

magazines, of the event from the visits to the awards 

provides recognition to performing police officers and 

draws attention to improving police delivery.  

 

 

 

 

 

 

 

 

 

 

  

PS Palmdale Sheriff's, United States 

The PSVW is a good platform for 
police and public as through this at 
least the image of the police is 
changing. How will people know the 
good work police is doing unless 
until they visit one police station 
and see our functioning.  

Station Head Commander, 
Chandigarh, India 

Regional workshop attended by Chief Minister, Rajasthan, India 



 11 

 

Police station visits around the world from 2006-
2013 point to certain exemplary practices that 
have appealed to citizens. What makes a police 
station friendly? What inspires confidence in its 
citizens? How are the people on the margins made 
to feel comfortable and important? Are the rights 
of detainees safeguarded? Documented here is a 
brief overview of PSVW good practices ranging 
from a small balai in Malaysia to a large police 
complex in Los Angeles. 

 

 

 COMMUNITY ORIENTATION 

Citizen-friendly police stations: Helping citizens to use police 
services with displays explaining citizen rights, how to report a 
crime and the procedures to use public services is perceived as 
people-friendly. 

 Package Services in a Single Window: Coordination with other 
service agencies, such as services for counselling, domestic 
violence, security provisions in incidence of gender violence 
allows the police to provide a more comprehensive service. 
This one-point information and access network of services 
reflects efficient and caring service-delivery. 

 Participatory Outreach and Community Services: Generate 
support and trust from citizens’ for services such as 
information on travel agents, tourist assistance provided at 
the police stations and programmes for seniors and youth etc 
held in the community. This helps in increase public 
engagement with the police. 

PS Kanashkskiy GOVD, Kanash, Chuvash Republic Russia 

PS Bercham, Malaysia 
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 PHYSICAL CONDITIONS 

 Inviting and Open Premises: Well-kept police stations 
were viewed as friendly while those, even if well-
equipped, but with poor ambience, were stated to be 
drab and institutional. Order and cleanliness 
demonstrate consideration for public and police staff. 

 Well-organised Spaces: Clearly demarcated spaces, 
such as, reception area, crime reporting room, separate 
counters for different services project an efficiency in 
dealing with public needs. Organised storage of records 
and equipment improves the way work is done 

 Well-equipped Reception Areas: The first point of 
contact is a reception area. Comfortable seating, well-
ventilated lobby and ready assistance make the citizens 
comfortable. 

 

 

 EQUAL TREATMENT 

 Representative Staff: A presence of representative 
police personnel reflecting the ethnic, religious and 
gender composition conveys a commitment to equal 
treatment.  

 Special Services for the vulnerable: Services of 
language translation, gender and human rights desks, 
tourist services increase the access of vulnerable 
groups to police services.  

 Disability-friendly: Concern for the disabled with 
provisions for ‘Braille’, and the presence of ramps 
convey police sensitivity for the vulnerable. 

PS Khilgaon(DMP), Bangladesh 

PS Moti Dungri, Rajasthan, India 
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 TRANSPARENCY AND ACCOUNTABILITY 

 Sharing of Information: Display of information 
on public performance including crime trends, 
community satisfaction, hot-spot mapping, 
demonstrate openness of police functioning. 

 Identification of Police Staff: Clear 
identification of the name and rank of police 
staff inspires confidence in citizens. 

 

  

 

 Availability of Complaint Procedures and Oversights: 
Anonymous and simple processes to register complaints 
and functional oversights encourages accountability to local 
population. 

PS Bicrim Quinta Normal, Chile 

San Dimas Los Angeles Police Station, USA 
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 DETENTION CONDITIONS 

 Clean, uncrowded spaces and serviceable utilities are widely 
agreed upon as the minimum standards. 

 Display of rights of detainees: Posting or providing statements of 
rights of detainees is necessary to allow them to exercise their 
rights. 

 Demarcated spaces: Separating men from women and children 
from the adults protects their physical safety and integrity. 

 Respect for different religions: Facilities accommodating religious 
worship, trained staff to treat detainees with respect, irrespective 
of religion, demonstrates the highest standards of professionalism. 

 Monitoring facilities: Line-of-sight supervision or monitoring 
through audio-video equipment helps protect the detainees. 

 

Dot in Cell Hengelo pointing to Mecca, the 
Netherlands 

Police Station South Korea 
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In Nepal, approval to participate in 

PSVW 2013 was taken from the 

National Royal Police by the partner 

Coordinator from Central Department 

of Public Administration, Nepal. Nepal 

has participated in earlier PSVWs of 

2009, 2010 and 2011. However, 

citizen assessments of stations 

outside Kathmandu including interior 

areas was undertaken for the first 

time in 2013. In total, 10 police 

stations were visited. Police worked in 

close coordination with the partner 

organisation. They were responsive to 

change the participation of police 

stations with alternative stations in 

Kaski district where a local strike was 

declared during the time of visits. 

 

The Police Stations That Participated In PSVW 
2013 

 
NEPAL 
 Ambu Khaireni police station, Tanahu  

 Balaju Police Station, Kathmandu  

 Boudha Police Station, Kathmandu,  

 District Police Office, Gorkha  

 District Police Office, Tanahu  

 Gajuri Police Station, Dhading  

 Mangalbazzar Police Station, Lalitpur  

 Minbhawan Police Station, Kathmandu  

 Mugling Police Station, Chitwan  

 Thimi Police Station, Bhaktapur  

 
 

Most political parties have 
opined that such kinds of 

activities (PSVW) are very 
much useful to make Nepal 
police citizen centric. Nepal 

Police would be able to 
know own weakness and 

strengths. 
- Police Officer, Nepal 

 
 

Boudha Police Station, Kathmandu, Nepal 
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The 10 police stations in Nepal who 

were visited by 30 citizens. Civil 

society members including university 

professors, students and NGOs. 

The citizens assessing the police 

stations had a balanced gender 

diversity with marginally more men 

(53.3%) participating than women 

(46.7%). Women visited even the 

interior police stations, but had a 

more significant presence within the 

Kathmandu city. Partners reported 

that it was more challenging to recruit 

women as they were hesitant to come 

forward. The patriarchal conditions 

are reflected in perception of even 

women police officers who 

mentioned that it was difficult for 

them in their official capacity.  

The visitors were well-educated with 

the majority having a university 

degree (26.7%) or some university 

 
The police officers opined that they are trying to 
mobilise the local resources through community 

participation and central grants. According to them, 
they faced greater challenges to uplift the physical 
condition of police station due to scarcity of funds. 

Though such limitation, they have been serving the 
people.  

 
 

Mugling PS, Chitwan, Nepal 
Nepal 
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qualifications (30%). This was 

followed by visitors with high school 

education (20%). The variety of 

visitors included students, 

researchers, social workers, NGO 

activists and academia. Students, 

researchers and academia were 

involved in policing research and 

found the PSVW a relevant avenue for 

exploration and input. 

Social workers and NGOs 

on the other hand 

participated to support 

their activities for 

vulnerable populations. 

Profile of visitors according to Sex 

 Male Female Total 

Nepal 
16 14 30 

53.33 46.67 100.00 

Source: PSVW 2013 

 

Profile of visitors according to Age 

 <18 19-25 26-39 40-60 Total 

Nepal 
1 3 15 11 30 

3.33 10.00 50.00 36.67 100.00 

Source: PSVW 2013 

 

 

 
“Women head of a Police 

Station suggested to 
remove patriarchal psycho 
thinking of top level police 

officers. Unlike the men, 
woman officer has to prove 

her capacity through 
performance of exemplary 

role.” 
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These socially active residents 

largely belong to the 26 to 39 age 

group (50%) followed by a more 

mature group between 40 to 60 

(37%). There was negligible 

presence of young citizens below 

18 years of age. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   

Profile of visitors according  
to Educational Qualification 

Some High School 
5 

16.67 

High school 
6 

20.00 

Professional / 
vocational school 

2 

6.67 

Some university 
9 

30.00 

University 
8 

26.67 

Total 
30 

100.00 

Source: PSVW 2013 
 

16%

20%

7%

30%

27%

Profile of visitors According to 
Educational Qualification

Under the Anti-liquor drinking campaign no one  is 
allowed to drive under the influence of alcohol after 7 

PM. This campaign is organized daily particularly in city 
areas. It is also applied on Highways. 

 
 

Mugling PS, Chitwan, Nepal 

 
Gajuri PS, Dhading Nepal 
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Police stations were assessed by local 

citizens on a standardised tool - the 

Altus Visitors Kit. The kit equipped 

local citizens with a systematic 

method to guide their assessment of 

their local police station. Recognising 

that social reality is neither static nor 

standardised, the method allows 

citizens perceptions about police 

stations to be recorded and compared 

across regions and populations. 

The filled forms were collected 

through team leaders and visits 

verified by coordinating partner 

organisations in each state. The 

ratings were then fed into the Altus 

police station web system and scores 

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:  

The questions were classified 

according to a scoring scale 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. 

Weighted Scores 

A weighted score to the two 

categories of Equal Treatment and 

Transparency and Accountability has 

been provided to highlight police 

accountability to local citizens and 

equitable access to police services. 

The weighted average has been 

calculated as below :  
 

𝑓 𝑥 =  [ 𝑥1𝑤𝑖 + 𝑥2𝑤𝑖 + 𝑥5𝑤𝑖 

𝑛

𝑖=1

+ (𝑥3𝑤j + 𝑥4𝑤𝑗 )] 

𝑀 =  [ 𝑥1𝑤𝑖 + 𝑥2𝑤𝑖 + 𝑥5𝑤𝑖 

𝑛

𝑖=1

+ (𝑥3𝑤j + 𝑥4𝑤𝑗 )]/n 

Where  𝑤𝑖  = 1 and 𝑤𝑗 = 2 

 

 

1 - Totally inadequate (20 points) 
2 - Inadequate (40 points) 
3 - Adequate (60 points) 
4 - More than adequate (80 points) 
5 - Excellent (100 points) 

Average score Category 

Over 84 Excellent 

From 68 to 84 More than adequate 

From 52 to 68 Adequate 

From 36 to 52 Inadequate 

Below 36 Totally inadequate 
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Nepal's Top Police Station with  
scores on 5 indicators : District Police Office, Gorkha 

Police Station 
District Police 
Office, Gorkha 

Community Orientation 90.00 

Physical Conditions 85.00 

Equal Treatment 90.00 

Transparency and 
Accountability 

86.67 

Detention Condition 73.33 

Aggregate Scores 85.00 

Source: PSVW, 2013 

 

 
 

The top police station from each of the states are: 

1. District police office, Gorkha   2. Balaju PS , Kathmandu  3. Bodha PS, Kathmandu 

 

District Police Office, Gorkha 

 District police office Gorkha is beautifully decorated with an attractive garden 

and colourful flowers. The police station is very neat and clean and well 

managed. The readiness of police to serve the visitors/complainants is very 

impressive. The police personnel were warm, so much so that people felt they 

could share their problem and get justice. The police was very much 

responsive towards poor, elderly and migrants. 

 The police station was built through community participation. They also 

organised awareness 

programme on drug abuse, 

women trafficking and liquor 

drinking. They have built a 

separate women cell 

handled by women, thereby 

maintaining privacy of 

women. 

Balaju Police Station, 

                                                 
1 Top police stations were selected on a weighted score where equal treatment and transparency and accountability scores had a higher weight. 

District Police Office, Gorkha, Nepal 
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Nepal's Top Police Station with  

scores on 5 indicators : Balaju PS, Kathmandu 

Police Station Balaju PS, Kathmandu 

Community Orientation 76.67 

Physical Conditions 65.00 

Equal Treatment 51.67 

Transparency and Accountability 73.33 

Detention Condition 50.00 

Aggregate Scores 63.33 

Source: PSVW, 2013 

 

Kathmandu 

 

 

Situated in a huge compound, the police station has a help 

desk at the gate. After identifying the need of public, 

visitors/people are allowed to consult with the concerned 

official. This police station has successfully detected theft 

cases. 

 There was separate block for the women. Males are not 

allowed to enter in this block. The whole team of this 

section were female police personnel. There was less 

chances of abuse by police personnel. 

 

 

  

 

Balaju PS, Kathmandu, Nepal 
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Nepal's Top Police Station with  

scores on 5 indicators : Bodha PS, Kathmandu 

Police Station Bodha PS, Kathmandu 

Community Orientation 83.33 

Physical Conditions 73.33 

Equal Treatment 48.33 

Transparency and Accountability 81.67 

Detention Condition 41.67 

Aggregate Scores 65.67 

Source: PSVW, 2013 

 

Bodha Police Station, Kathmandu 

 

The police station is centrally located with proximity to 

crime prone area. This police station participates in local 

clubs, community organisation for policing, mediation etc; 

and has up to date information on crime incidents. The 

station has introduced special service called Crime Call to 

decrease the response time and nab criminals in time. It 

has also introduced women/child helpline which helps 

vulnerable sections of the society. 

 New tool like hotline call, crisis call make the station more 

effective in their service to citizens. 

 The station also has women police personnel to take care 

of women; and a women’s cell has been established. 

A Citizen Charter has been displayed so that citizens can 

see the type of services and processes to be followed. 

 

  

Bodha PS, Kathmandu, Nepal 
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Aggregate scores 

The range of average score on the five 

dimensions of services were as 

follows: 

(i)  Community orientation: The 

highest score was 90 with the 

lowest at 51.67. The Nepal 

average was 69.17. 

(ii)  Physical conditions: 85 was the 

top score while 46.67 was the 

lowest reported. The country’s 

average was 66.50. 

(iii) Equal treatment: The highest 

score touched 90 while the 

lowest was 35 as against the 

average of 51.67. 

(iv) Transparency and accountability: 

The highest score was 86.67, 

while the lowest was 61.67 and 

the average was 72.50. 

(v)  Detention conditions: The highest 

score was 73.3 while the lowest 

was 36.67. The Nepal average 

was 51.83. 

90.00

85.00

90.00

86.67

73.33

85.00

51.67

46.67

35.00

61.67

36.67

52.00

69.17

66.50

51.67

72.50

51.83

62.33

0.00 20.00 40.00 60.00 80.00 100.00

Community 
Orientation

Physical Conditions

Equal Treatment

Transparency and 
Accountability

Detention 
Condition

Aggregate Scores

HIGH LOW AND NATIONAL AVERAGE ON FIVE CATEGORIES AMONG 
POLICE STATION VISITED

Nepal Lowest Highest
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Visitors were appreciative of police 

efforts to build trust with citizens and 

respond to needs of specific 

population groups. 

1. Police trust-building: Visitors 

from different stations 

mentioned that people are slowly 

acquiring positive perception 

regarding the police which is 

reaching out to the citizens. They 

cited mobilisation of local people 

by the police for a traffic week to 

raise awareness regarding rules 

and provide relevant information 

related to accidents and 

emergency measures. The 

Gorkha District Police Office 

mentioned to have been built 

along with community 

participation. The police held 

awareness programmes and were 

found to be responsive towards 

marginalised, such as, poor, 

migrant and elderly during the 

visits. 

2. Women considerations: 

Provisions of separate block of 

office area for the women cell, 

women desk, introduction of 

women and child helplines were 

recognised as good practices. In 

some police stations men were 

not even allowed to enter the 

women area where staff were 

also female police personnel. 

Community program was 
observed during SHIVA 

RATRI in Pashupati 
Temple. Police have been 

mobilising during other 
public fest and festival 
organised by different 
caste and ethnicity at 

local areas. 
- Civil Society Partner, 

Nepal 
 
 

Women should be well 
educated. She must 

know the due process 
for service. Women 

police have been 
supporting them 

genuinely. 
 

 

Women groups have 
opined that the police 

stations are improving 
in human rights 

situation particularly in 
case of women, elderly 

and minors. 
Partner  

organisation 
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3. Citizen services: The introduction 

of crime crisis call to decrease 

response time for reported 

crimes, the provision of help 

desks for those who located 

adjacent to the gate on entry 

were noted as responsive to the 

citizens in general. The 

combination of neat and clean 

yards, flourishing gardens and 

police readiness to serve citizens 

further were found to be worthy 

of mention as good practices. The 

warmth of the police staff in 

receiving visitors was stated by 

one visitor ‘as if 

the police was one 

of us’. 

4. Local issues: 

Police interests in 

combating crimes 

rising from local 

problems, such as, 

drug abuse, 

women trafficking 

and alcoholism 

were mentioned 

as good practices. 

5. Community 

networking by the 

police was found 

to increase 

people’s trust. 

The presence of 

local NGOs and 

community 

programmes 

involving residents was noted to 

be a good practice in Nepal. 

 

 

 

 

 

In each police station, 
there are counselling 

service provider, legal aid 
and grievance redressal. 

These are arranged by 
local police station and 
local NGOs and people. 

Bodha PS, Kathmandu, Nepal 
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Citizens gave the following 

suggestions to improve the police 

stations: 

1. Visitors would like to have more 

brochures regarding police 

services available for the citizens 

in the police station. 

2. Clearly allocated spaces in the 

stations so that the people can 

easily access different services. 

3. Networking with local people to 

maintain safe conditions. 

4. Display of citizen charters for 

citizens to be aware of services 

provided in the police station and 

procedures to be followed to 

avail services was seem to be a 

police responsiveness towards 

citizen rights. 

5. Improvement in detention 

conditions. 

  

Local people participation in policing such as information gathering, 
mediation, etc. has improved police public relations. 

Community program was observed during SHIVA RATRI in Pashupati 
Temple. Police have been mobilizing during other public festivals organized 

by different caste and ethnicity at local areas 

Minbhawan PS 
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 About the Altus Global Alliance 

The Altus Global Alliance, unites six well-established organisations spanning five continents into a uniquely powerful alliance for 
justice. Altus members are located in the USA, Chile, Russia, Brazil, Nigeria and India. Together, they offer a multicultural perspective 
on issue of safety and justice, a greater capacity to work across borders, and a larger role for the civil society in advancing justice.  

Email: info@altus.org 
www.altus.org 

 

ALTUS MEMBERS 
Member Organisations 
Center for Studies on Public Safety 
Center for Studies on Public Security and Citizenship 
CLEEN Foundation 
Institute for Development and Communication 
INDEM Foundation 
Vera Institute of Justice 
Associate Members 
Open Society Justice Initiative 
Penal Reform International 

 




