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ABOUT ALTUS GLOBAL ALLIANCE 

 
Altus is a global alliance working across continents from a multicultural 

perspective to improve public safety and justice. It was formed in 2004, 

when six non-governmental organizations and academic centres joined 

together. Their view was that global partnerships of regionally 

positioned affiliates can promote global standards to make a difference 

in the quality of local justice. This has been demonstrated in the Police 

Station Visitors Week (PSVW), its flagship program that advances 

human rights standards in local police services for citizens on a global 

scale. Altus continues to place special emphasis on police accountability 

and the quality of police oversight, serving as a source of knowledge and 

innovation for government officials, human rights activists and citizens 

around the world, concerned about the effective and fair control of 

policing. 
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FOREWORD 

The twenty-first century has thrown up major challenges to policing. These 
have added new dimension to the citizens interaction with the police. With the 
globalisation of rights and crime, the threat posed by terrorism, technological 
revolution and introduction of new principles of governance has necessitated 
the need to redefine the nature and scope of policing for providing legitimacy 
to the state. It is in this context that the Altus programme on police station 
reforms has got integrated into global movement to reform police and justice-
delivery systems. 

Altus initiative is directed towards evolving a model for multi-layered and 
multi-staged police reforms with a clear linkages with the supply side of justice 
reflecting multi-cultural sensitivities. The multi-layered focus of police stations 
programme has been in relation to local, regional and global levels. The 
emphasis in Police Station Visitors Week (PSVW) program is on process through 
which knowledge is generated and activities are undertaken with a focus on 
diversity issues, evolving products to support government initiatives to impart 
justice while encouraging ownership by community. The regional perspective is 
underlined through empirical method creating evidences that would reflect 
local-cultural specificities while setting global standards. In other words, police 
station reforms are organised locally with the active participation of the 
citizens residing in the vicinity of the police station, with the active involvement 
of stakeholders i.e. police, civil society activists and civil society members 
within the region and good practices disseminated at the global level in the 
conference mode and publication. 

The major challenge for Altus is to build a strategic focus of PSVW. This has to 
be evolved in accordance to its users i.e. at the level of civil society, policy 
makers, police professionals. A multilayered focus has to be nurtured including 
integration with broader governance and police reforms and access to police 
services as a right and to provide visibility and recognition to police station as a 
nerve centre of policing. Another challenge is to create enabling conditions for 
citizens to raise relevant question like making police station diversity and 
gender-sensitive, spatially less hostile and accountable and transparent for 
delivery of police service. 

Many of these challenges have been transformed into opportunities by PSVW. 
The global report has documented many such instances of best practices as an 
outcome of this programme. It has generated comparative knowledge on 
policing methods, local needs and expectations. It has directly promoted 
police-public interaction and created a forum for police-community partnership 
to further justice-delivery and promote human rights standards. 

 

Pramod Kumar 
Altus Chairperson 
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EXECUTIVE  SUMMARY 

The Police Station Visitors Week (PSVW), an annual event of the Altus Global 
Alliance, held its sixth edition from 3

rd
 to 9

th
 December, 2012. In this round 17 

countries from the world participated with 997 police stations assessed by 
5,842 visitors. The global event was organised to assess the quality of services 
in participating stations as perceived by local residents to strengthen police 
accountability to the local community and identify practices appreciated by 
citizens as responsive to their needs. 

The visitors used a special kit to guide their visit, following protocols that were 
the same for visits around the world. It included a scoring system that allowed 
each of the visitors to rate the police station on 20 questions, producing scores 
on five categories of service: Community Orientation, Physical Condition, Equal 
Treatment of the Public, Transparency and Accountability, and Detention 
Conditions. Additional weights were added to two dimensions of equal 
treatment and transparency and accountability to highlight these as priority 
areas. Using this kit, the participants in the Police Station Visitors Week were 
able to place their individual judgments about the quality of service at their 
own police stations in a national, regional, and global context.   

The unique capacity of Altus to cooperatively engage both the civil society and 
governments, in research and reform programs ensured that this project, 
PSVW, would focus on sharing good practices, promoting international 
standards, and building positive relationships between police agencies, NGOs, 
and the community. 

To conduct the PSVW, two types of civil society organizations were involved by 
Altus members. First were the partner organizations with whom Altus 
members entered into agreements to coordinate and operationalise the visits. 
The second type of organizations were the participating organizations that 
came forward to provide human and material support in terms of visitors, 
media reporting and publicity. The web of networks included 22 partner and 
355 participating organizations

1
. The civil society networks found that the 

PSVW presents tangible human rights standards to promote in the police 
stations. For them it was also an opportunity to network with police and 
strengthen service-delivery particularly for organisations working with special 
and vulnerable groups, such as, women, sexual diversity movement or slum 
dwellers. In fact, women formed 42 per cent of the visitors. 

In each region citizens found police stations with exemplary services in one or 
all the five categories of assessment. Variations in top and average scores 
within the same police commands points to the possibility of improvement in 
police services without increasing the outlays, changing policy or undergoing 
socio-political transformations. The visits also helped citizens to change their 
opinion about the police and its functioning. About 83 per cent of the visitors 
were willing to seek police services. 

The police leadership reported that the PSVW with global participation and 
local assessments provided a level playing field to compete and engage at an 

                                                           
1 See the complete list of partner and participating organizations in the acknowledgements. 
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international level. They found the PSVW categories relevant and easy to 
integrate into the ongoing reform process. Crime prevention and public safety 
involves building partnerships with civil society and citizens and the PSVW is a 
platform that encourages these networks. 

The repeat police station visits have helped to adopt the five dimensions of 
human rights standards promoted by the PSVW in police stations. The station 
commanders provided empirical evidence in terms of changes they have 
incorporated under the five categories and sub-dimensions. In repeat countries 
this change was 44.0 per cent. The citizens and non—state stakeholders 
provided qualitative inputs and explanations in the change in their perceptions 
and the impact the visits had on them. 

Qualitatively the impact of the PSVW traces three emerging trends of 
engagement of the police and stakeholders to advance equitable access and 
accountable services in police stations. In the first, the PSVW has been 
integrated to promote and shape local reform helping to guide, for instance, 
police strategic plans, community-policing programmes, diversity-sensitive 
police stations and monitoring mechanisms. In the second, the human rights 
standards as promoted by the programme have been adopted by police 
stations and in the third pattern the process and programme act as an entry 
point to build citizen confidence in police and in initiating some improvements 
at the station. 

The following police station from among the participating stations are being 
recognised in the global award ceremony on 9

th
 August, 2013, in Nairobi as the 

top assessed in their region: 

Africa: Victoria Island police station, Lagos, Nigeria 

Asia: Bhawanigarh, Punjab, India 

Latin America: 6
th

 Police Station, San Vicente de Tagua Tagua, 
Chile 

North America: South Los Angeles Sheriff’s Station, USA 

Additionally, a certificate of recognition is being provided to: 

Brazil: 28ª DP - Campinho, Rio de Janeiro, Brazil, South 
America 

Kenya: Parklands Police Station, Nairobi, Kenya, Africa  



 1 

ADVANCING CITIZEN-CENTRIC POLICE SERVICES 
GLOBALLY 

How can human safety and security be globally promoted and practiced when 
local contexts and national laws vary? How can police stations world over 
invest in citizen security to deliver easily accessible, accountable and 
transparent services? Security and equitable access to justice are citizen 
entitlements and prerequisites for development and in particular for women’s 
empowerment. Whether it is fragile states with tensions of interstate or intra-
state conflict or gang violence or cultural practices violative of women rights or 
societies where exclusion and inequality is part of social relations built into 
conduct and rituals, all disrupt people’s lives, livelihood and deepen social 
divides. It is within these situational contexts of fear and violence that the 
PSVW seeks to strengthen equitable access to delivery of accountable policing 
services.

2
 Public stakeholding in justice-delivery systems not only builds 

confidence that institutions are performing in accordance to their obligations 
to citizens, but participation shapes and changes relations of accountability 
allowing people to exercise control over their living. This is of relevance for 
even developed sites where oversights and monitoring protocols are part of 
accountability mechanisms and help regulate and improve safety within 
established standards. 

THE RELEVANCE OF POLICE STATION VISITS 

Police stations are the first point of contact for citizens seeking police services 
or to report a crime, and are at the cutting-edge of police service-delivery. If 
people are fearful to cross the threshold of the police stations, if they feel 
stigmatised, or a loss to their dignity or fear coercion to pay bribes, they will 
avoid police stations. By organising these visits the PSVW encourages the 
community to engage with the police for basic services of safety and security. 
By spending some time in their police stations – even an hour – through 
planned visits generates an impression of whether the police station is well run 
and provides good services. The PSVW provides an easy to use tool to capture 
and interpret these valuable impressions. By providing access to these stations 
citizens can channel their voice, concerns and rights and enable creating overall 
public safety. While citizens may have negative stereotypes of police conduct 
and services, exposure to the actual context has helped to shift public 
perception towards a more supportive dialogue between citizens and local 
police. These visits have common citizens expand their understanding of their 
rights, the law enforcement systems and the role of the police. The visits 

                                                           
2 Studies note that the retreat of state security institutions in periods of violence has debilitating 
effects for democracy with threat or exercise of violence being used for local political control, 
spread of militia, gated communities while poor and marginalised sections resort to other coping 
strategies, such as, ‘withdrawal into a truncated form of citizenship; accepting the parallel authority 
of non-state violent actors and supporting or even implementing themselves hard-live and 
authoritarian ‘security’ policies and actions’. 
Pearce, J. et.al. (2011) Violence, Security and Democracy: Perverse Interfaces and their Implications 
for States and citizens in the Global South. Citizenship, Participation and Accountability, Institute 
for Development Studies, University of Sussex, Brighton, U.K. 
Also see Wheeler (2005) ‘Rights Without Citizenship? Participation, Family and Community in Rio 
de Janeiro, in N. Kabeer (ed.), Inclusive Citizenship, London: Zed Books. 
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encourage justice initiatives that are seeking citizen support to form 
collaborative coalitions in different spheres of police services. This has been 
possible since Altus has strong relationships between member organizations 
and their local government partners who have paved the way for an 
assessment that would be productive for all involved. The unique capacity of 
Altus to cooperatively engage both the civil society and governments in 
research and reform programs has ensured that this project, the Police Station 
Visitors Week, would focus on sharing good practices, promoting international 
standards, and building positive relationships between police agencies, NGOs, 
and the community. Through the visits the program seeks to bring the police 
station to the centre stage of police reforms which have globally been focused 
on administrative changes, tenure or budget-related issues and insulating 
police from public. By increasing transparency in police station services, 
encouraging relations of accountability and public confidence in police, the 
program seeks to generate safety and improved institutional legitimacy. 

Helping to bridge the gap between people on the margins and their police 
forces has been a success of this program. A poor youth in Ghana who said on 
seeing a policeman he would turn his bicycle in the opposite direction and 
peddle away as fast as he could, now has the confidence in approaching a 
police official for assistance and is aware of his rights in the police station. 
Representatives of marginalised groups are now on citizen-police boards and 
participate in shaping programs (Punjab, India). Police is engaged in and has 
incorporated measurable standards of service that have emerged from civil 
society consultations (Liberia, Nigeria, Maldives). Regular citizen visits to assess 
police service (Brazil, Malaysia, Ghana), and oversights have been created to 
provide a feedback and monitor quality of provisions (Nigeria). The change is 
palpable in citizen enthusiasm to participate in policing programs (visitors to 
PSVW increased by 197 per cent from 2006 to 2012; 671 civil society members 
have participated in PSVW till 2012), in adoption of good practices from top 
rated police stations (Ghana, Nigeria, Chile, India, Brazil and Russia) in 
improved perception of police conduct and community orientation, in 
increased representation of minority staff (as reported in qualitative reports 
and policy change in Nigeria and Nepal), in the conduct of open house and 
community-police interaction (Bangladesh, Malaysia, Brazil). There remains an 
urgent need to consolidate these changes and make them sustainable and 
dynamic in their response to needs of the citizens and marginalised 
populations. Many of the institutional changes have been revoked with change 
in police leadership, stressing for change in policy rather than only 
organisational practice which the PSVW hopes to advance. It is with this agenda 
that Altus through the PSVW is working to strengthen accessible, accountable 
and just police services to local citizens, particularly to the poor, women and 
people on the margins. 

Involving local initiatives in advancing equity, accountability and 
transparency in police stations 

When global standards are attuned to local needs, citizen expectations of state 
fairness while being responsive to local predispositions are strengthened. In 
Nigeria, an oversight project developed by National Human Rights Commission 
is monitoring the detention facilities in the country using the Altus PSVW 
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methodology by expanding the component on detention conditions. This 
initiative in conjuncture with Altus partner CLEEN are a response to citizen 
feedback on need for cleaning detention areas including those in police 
stations, notorious for extortion and brutality, underlining state’s commitment 
to provide decent and humane conditions in their prisons. The Altus program 
pays special emphasis on responding to cultural sensibilities to enhance 
legitimacy for improved policing by working with local partners and highlighting 
these innovations. For instance, in context to women in South Asia, the public 
and domestic divides restrict women victims of domestic violence, dowry 
harassment or sexual violations, to access police stations. While global 
standards promote institutional equality, providing women desks may not 
serve women as these may not be used at all as revealed in police station visits 
in India and Pakistan. But, police stations that maintain privacy with separate 
entrances for the women units or hold counselling in other public spaces, such 
as, health centres and schools have increased reporting of domestic violence.

3
 

If global standards are able to incorporate cultural norms and local specificities, 
accessibility to services increases. Local organisations and innovations are 
sensitive to these cultural contexts, but unless bound in established democratic 
and egalitarian principals, they could continue to promote dominant, but bias 
cultural practices. It is these local need-based interventions within which 
human rights norms and standards are built by encouraging inclusion, 
oversights, standardisation and institutionalisation of services. A unique 
strength of Altus has been its decentralised structure of partnership that allows 
local networks, concerns and specificities to shape and design programs 
according to the needs of the people who will avail of its services. Altus 
members have been collaborating with police in other programs to promote 
local reform initiatives that also find resonance in the PSVW assessments and 
subsequent adaptation and adoption of relevant practices. Since, the channels 
of communication, agenda formation, ownership and sustainability are local-
specific these encourage change and human rights standards to be adopted. 

The event has mobilised local partners to invite political and public figures to 
inaugurate the week, instilled a spirit of competition that has encouraged 
ownership of the station, to generate resources and media publicity. Public 
attention and dialogue in local channels of social exchange is particularly 
relevant in the case of criminal justice reform. Unlike rights pertaining to 
health, education or livelihood that have increasingly been on national agendas 
of countries worldwide and are part of MDGs, citizens’ access to justice and 
safety has been mandated only by the formal sector through provision of legal 
remedies, law amendments and policy. Public authority systems and 
enforcement mechanisms have been customarily conceived and mainstreamed 
in accordance to hegemonic identities and in context to gender, the male 
norm. Not only is access restricted, but violence may not be perceived and may 
be socially sanctioned. Public engagement with indicators of accountable and 
equitable police service-delivery contribute in creating social awareness and 
stress for requisite state services. 

                                                           
3 International Development Research Centre, Dagar, Rainuka (2010), Gender Base Violence, A 
Guide for Capacity Building of Gender Responsive Police Service Delivery, Institute for Development 
and Communication, Chandigarh.  
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Such an approach is particularly relevant when traditional approaches to 
criminal justice reform have been identified by what Chris Stone refers to “risks 
of ethical, engineering and equality considerations”

4
. Top down reform remains 

in danger of producing better-equipped law enforcement institutions that may 
not be sensitive to the needs of marginalised groups, particularly the poor, and 
promote the dominant politics. Engineering risks have pertained to faulty 
program designs with experts in law enforcement and crime prevention still 
learning how to reduce crime reliably at the macro level. Implementation 
failure, for instance, concerning equality emanate from historical discrimination 
of specific population groups that are local and culture-specific. These restrict 
the adoption of standardised programs successful in one context to worldwide 
applicability. Construction of a framework suggests structuring processes that 
build local capacities of the criminal justice system, of community stakeholders, 
incorporating monitoring and oversight leading to local adaptation through 
processes of innovation and learning. The PSVW is able to circumvent the three 
constraints of ethics, engineering and inequality to some extent by promoting a 
dual process of a local partnered approach with police and stakeholder 
coalitions which include citizens, civil society, media and political strands, but 
that engage to incorporate international human rights standards. Thus, the 
Altus program pays special emphasis to cultural sensibilities to enhance 
legitimacy for improved policing by promoting global human rights standards 
while working with local partners and reform programs entrenched in norms, 
values and mechanisms that are directed at addressing local needs. A distinct 
contribution of this program has been the focus of police reforms on police 
stations as the core site for advancing citizen-centric services and encouraging 
citizen engagement with service-delivery. 

Police and political leadership have responded to the dual facet of a global 
program with local assessments. The global event promoting international 
human right standards and practices, but with local assessments, incorporating 
the given levels of development and cultural considerations is viewed as non-
invasive and relevant. The adoption of the PSVW methodology as an internal or 
citizen assessment by several governments demonstrates the success of the 
program. Police from states in Brazil, Royal Malaysian Police, Liberia and 
regions in Ghana have found it useful in their service. The dynamics of change 
vary from context to context and as and when countries experience the 
benefit, there are improvements in accountable and accessible service-delivery 
which are at various levels of innovation and institutionalisation. In Punjab, 
India, for instance, a new citizen-police partnered program has been notified by 
policy change to provide 26 police-related services by creating a new space, 
amendment in police procedures, budget and staff allocations, while Nigeria 
has initiated a detention-specific oversight. In other places, such as, Liberia and 
Sierra Leone, gender units are forming coalitions with citizen groups, civil 
society and governance for making police services gender-responsive. These 
changes have been initiated or supported by PSVW activities and are in various 
stages of being adopted as institutionalised practice. This program seeks to 
consolidate these ongoing initiatives providing participatory and accountable 
standards for better governance.  
                                                           
4 Chris Stone (2006), Crime, Justice Systems and Development Assistance, The World Bank Legal 
Review: Law, Equity, and Development Volume 2. 
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PSVW: A BRIEF5 

The Police Station Visitors Week was organized by Altus Global Alliance 
together with police and civil society around the world for the first time in 
2006. This unique initiative, which has become an annual event, gives civilians 
an opportunity to visit local police stations and to assess the services provided 
by police. 

These visits are guided by a single, standardized Visitor's Kit produced by Altus 
in 17 languages. The Kit includes a scoring system that allows each of the 
visitors to rate the police station on 20 questions, producing scores on five 
categories of service: Community Orientation, Physical Condition, Equal 
Treatment of the Public, Transparency and Accountability, and Detention 
Conditions. Using this Kit, the participants in the Police Station Visitors Week 
are able to place their individual judgments about the quality of service at their 
own police stations in national, regional, and global context.   

HISTORY OF POLICE STATION VISITORS KIT 

When Altus was launched in 2004, the six member organizations were already 
working on advancing democratic policing. They decided to develop a tool that 
would include the public in a participatory assessment of local police stations 
to highlight global standards and promote positive practices. This idea was 
inspired by assessment programs used by industrial experts to quickly discern 
whether a factory and its staff are efficiently organized and properly trained.

6
 

Altus felt that the same model, with some modifications, could be used to 
discern whether the staff and facilities of a police station adequately serve the 
community.   

To develop this tool, a team of researchers from different Altus member 
organizations consulted the applicable international human rights standards. 
From research and experience, basic questions were drawn up that could be 
understood in different cultures and were connected with human rights 
principles. The Kit was tested in eight countries from 2002 to 2004, 
demonstrating that it could be used in different cultures to capture visitor’s 
impressions of the station in a manner useful to the station staff, 
administrators, and civil society. 

Developing the assessment in such a way ensures three important principles. 
First, an assessment made by local citizens is part of the global conversation on 
police reform, but grounded in local expectations and context. Secondly, while 
the background of the visitor and personality of the guiding officer can never 
be completely eliminated, these factors are mitigated by the strict framework 
within which the assessment is made. Finally, the points of assessment are not 
contingent on the stations’ funding or manpower, but speak of the most basic 
components of human rights standards which should be protected in all 
environments. In 2006, Shipra Path a modest police station in India could 

                                                           
5 See 2006 Global PSVW Report for details 
6 For example, by using a ‘visitor’s report’ with a simple scoring system, a professor at the 
University of Michigan business school developed a way to measure improvements in factories 
from one visit to the next, and to establish benchmarks of excellence in several industries. 
Goodson, R. Eugene, 2002 Read a Plant – Fast, Harvard Business Review, May. 
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outcompete stations in USA, one of which had four helicopters as part of its 
service equipment. A global jury endorsed citizens assessment of services being 
relevant, efficient and personalised in Shipra Path, along with a number of 
community and safety programs evolved for different sections of people. 

It was the relevance of the kit to practitioners that encouraged Altus to take an 
active step in making these visits a global activity. When Altus Global Alliance 
was launched, the Kit was available for downloading by any civilians, officers, 
government, and police officials. By the end of 2004, the Kit was being used on 
a regular basis by government officials to assess police stations in the Brazilian 
state of Ceará: The Governor of the Ceará--Lúcio Alcantara had found the 
assessment tool on the Altus website and asked his staff to use the Kit to assess 
the police stations of the metropolitan area of the capital of the state, the city 
of Fortaleza

7
. Subsequently, in 2006, the first PSVW was held. It has since been 

held in 44 countries.  

REACH AND RANGE OF PSVW 

The Altus Police Station Visitors Week (PSVW) is a collaborative effort of state 
and non-state stakeholders to promote accessible and just police station 
services. State partners include police agencies, legislative bodies and 
representatives, such as, home departments, parliamentarians, local bodies 
and semi-state oversight bodies, such as, human rights commissions or 
autonomous state controls, committees and commissions regulating law and 
order. Non-state actors include civil society networks, academicians, police and 
criminal justice research organisations, human right activists, groups working 
for women, poor, migrant and minority rights, interest-based groups including 
resident  welfare  committees  and  trade  unions  market  societies  and  other  

 

                                                           
7 For more information on the use consult the Evaluation 2005 of the Ceará's Government 
Plurianual Plan 2004-2007: 
http://sistemas.seplan.ce.gov.br/download/ppa2006/avalia%C3%A7%C3%A3o2005-ppa-2004-
2007.pdf.   

Timeline 

2002: Prototype 
developed and tested in 
Moscow, Rio, New York, 
Pretoria, Johannesburg, 
Punjab. 

 

2004: Revised walkthrough kit 
featured on Altus web site. South 
African Parliamentary Portfolio 
Committee and a Brazilian 
governor express interest in using 
the instrument 

 

2005: Revision of 
instrument and kit. 
Global visit week 
approved by Altus 
board and proposed to 
funding partners 

 

 
2006: Kit finalized. 
Partners recruited. 
Police enlisted. Web 
site constructed. 

 

2009:  Networks consolidated 
2012:  -Expansion and extension of PSVW 
 -Stress on equal access and 
 accountable transparent services 

 

PSVW becomes an annual event 

 

 

Police  Station Visitors Week 
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community-based groups. The stakeholders represent policy managers, 
community leadership, practitioners, service-delivery groups and monitoring 
agencies. The program engages with local stakeholders to strengthen practice 
promoting human rights standards. These are introduced and adapted in sites 
where the PSVW is in initial stages. Repeat participation and evolving 
partnerships aim to consolidate these practices into institutionalised standards 
advancing policy change for accountable and equitable justice systems. The 
conduct of standard PSVW activities provides a continuum and allows the 
inclusion of new countries and police agencies in the project, while institutional 
and policy change is promoted in repeat countries with capacities combined 
across programmes and local coalitions. The programme supports local reform 
initiatives by spreading awareness, guiding initiatives to incorporate global 
standards, strengthening civil society participation, citizen trust and legitimising 
local initiatives with global integration. Stakeholder coalitions are also evolved 
and strengthened by building capacity, networks and promotion of rights 
advocated locally and linked to global standards. Measurable improvements in 
police station services, continuity of partnership, increased citizen participation 
have been the hallmark of this programme.  

 

  
Visitor Categories 

 
The civil society organisations and the visitors participating in the PSVW can be largely 
categorised into the following five: 
 

 Citizen and interest groups ranging from resident associations, trader 
organisations and religious groups. 

 Students from high schools and universities 

 Civil society groups, such as, human rights bodies, women activists, service-
providers, civil rights and advocacy groups 

 Professional bodies associated with justice reforms, such as, academics, 
researchers and advocates 

 Community-policing groups have been regularly involved in the PSVW 
extending their community-policing activities. 
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“The police are the public and the public are 

the police, the police being only members of 

the public who are paid to give full-time 

attention to duties which are incumbent on 

every citizen in the interests of community 

welfare and existence.” 

- Sir Robert Peel, the nineteenth century police reformer, a 
pioneer in modern policing 

CATEGORIES OF ASSESSMENT 

PROMOTING HUMAN RIGHTS STANDARDS 

The benefit of using the Altus Kit is its ability to link international agreements to 
the daily operations of police stations around our diverse world. The kit is 
inspired by a variety of international standards and agreements that are 
relevant to policing, especially those related to the areas of human rights and 
police accountability. On the other hand, the answers recorded in each country 
are based on local perceptions and expectations. In this way, Police Station 
Visitors Week is designed to bridge the gap between the local realities of 
policing and the general principles of human rights to which most countries 
subscribe. 

To understand this assessment, one must think of police station staff as public 
service providers. This remains a new and difficult concept in many countries 
despite recent advancements in police reform. Often, police are thought of as 
an arm of the state designed to maintain the public order. The Kit seeks to 
highlight another dimension of policing: the role of police as citizens who 
deliver services to the community.  

Still, police are state employees. As with all state actors, the services provided 
by the police must be in accordance with appropriate human rights laws to 
which their home country is signatory. This section will explain the reasoning 
behind the questions in each of the five categories and their connection to 
international human rights standards.  

 Community Orientation 

In recent years, community policing has swept many police departments, 
resulting in increased police interaction with the community through 

education, outreach programs, and sports 
leagues. However, these efforts tend to be 
concentrated on involving police officers 
in the community rather than orienting 
the police station towards the general 
public. This section of questions is focused 
on determining the degree to which the 
station is a resource for the community by 
providing information, is easily accessible 
to new visitors, and whether staff has 
been allocated to address community 
questions and requests. 

 Physical Conditions 

Although conceptions of order and cleanliness vary across cultures, police 
officers must be equipped with the proper facilities and equipment in order to 
adequately perform their duties. This section is designed to determine not 
whether police have the most up-to-date technology or fancy stations, but 
rather if police have the spaces and equipment to meet their needs, such as 
adequate office space and suspect identification rooms. 
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 Equal Treatment of the Public Without Bias Based on Age, Gender, 
Ethnicity, Nationality, Minority Status, Age or Sexual Orientation 

Equal access to facilities and opportunities is intrinsic to the rights agenda. 
While it is relevant in all spheres of social existence it has particular importance 
vis-à-vis law enforcement since safety and security 
of citizens is the mandate of these agencies. The 
indicators in this category are geared towards an 
assessment of the station and facilities it provides 
to safeguard rights of all, particularly the services 
available to vulnerable populations. The adequacy 
of facilities designed for women, disabled persons 
and representative of groups on the margins is 
assessed. This section relates to Article 7 of the 
United Nations (UN) Declaration on the Elimination 
of All Forms of Racial Discrimination.  

These indicators are designed to have visitors 
observe and think about the services, facilities, and 
referrals available for vulnerable groups. Such 
groups vary around the world—members of the 
Dalit castes in India, internal migrants in Brazil or 
the U.S., or those seeking refuge in Africa—while 
other groups stretch across borders—women, 
linguistic minorities, and the disabled. The questions in this section ask about 
these specific groups while also allowing for visitors to make their own 
judgments about the station’s ability to adequately serve all people, including 
those commonly discriminated against or disenfranchised.   

 Transparency and Accountability  

Accountability has been recognized as a core component of governance, with 
accompanying transparency in the process of delivery of justice. Anneke Osse 
explains in Understanding Policing, accountability 
encompasses more than just responsibility.

8
 

Accountability ensures that if the party at hand 
does not fulfill or violates the terms of their task or 
profession, that this information will be available 
to the appropriate parties (the public at large, the 
electorate, colleagues, supervisors, etc.) and that 
appropriate measures can be taken to correct the 
wrong, if any, that occurred as a result of the 
person’s actions and ensure that such action does 
not occur again.  

Working from this definition, one can ask for what 
are police accountable and to whom are the police 
accountable? Altus believes that police are 
accountable to the public for any actions they take 

                                                           
8 Osse, Anneke, 2006. Understanding Policing: A Resource for Human Rights Activists. Amsterdam: 
Amnesty International. P. 309. 

Everyone has the right to equality 

before the law and to equal justice 

under the law. Everyone, without 

distinction as to race, color or ethnic 

origin, has the right to security of 

person and protection by the State 

against violence or bodily harm, 

whether inflicted by government 

officials or by any individual, group or 

institution. 

Article Seven. UN Declaration on the Elimination of 
All Forms of Racial Discrimination 

Accurate information on the detention 

of such persons and their place or 

places of detention, including 

transfers, shall be made promptly 

available to their family members, their 

counsel or to any other persons having 

a legitimate interest in the information 

unless a wish to the contrary has been 

manifested by the persons concerned. 

Article 10. UN Declaration on the Protection of All 
Persons from Enforced Disappearance 
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in their capacity as officers of law enforcement, crime prevention, and public 
safety. The questions in this section are intended to make sure police stations 
should contain the information the public needs to determine whether or not 
the police are satisfactorily fulfilling their duties. 

 Detention Conditions  

This set of questions is of a slightly different 
orientation than the previous sections, mainly 
because detention areas are not regularly 
accessed by the public at large. This is a core issue 
in human rights law with large volume of human 
rights standards based solely on the issue of 
detention.  

Altus approaches this issue from the perspective 
that people who are held in the detention 
facilities at any given station will return to the 
community. In order to ensure that detained 
individuals do not come to harm while in police 
custody, and by extension that the community is 
not harmed, these simple questions ask about the 
things most people would want to know if a loved 
one were detained in police custody.  

Visitors quantify their impressions of the 
detention area security systems by observing 

surveillance measures, movement of detainees, and rights and security 
available to detainees. This includes meeting areas for lawyers and families and 
hygienic sanitary conditions. 

  

A detained or imprisoned person shall 

be entitled to communicate and 

consult with his legal counsel. A 

detained or imprisoned person shall be 

allowed adequate time and facilities for 

consultation with his legal counsel. 

Interviews between a detained or 

imprisoned person and his legal 

counsel may be within sight, but not 

within the hearing, of a law 

enforcement official.  

Principle 18. UN Body of Principles for the 
Protection of All Persons Under any Form of 

Detention or Imprisonment 
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ASSESSMENT METHODS 

The police stations are assessed by local citizens on a standardised tool - the 
Altus Visitors Kit. The kit equips 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 are collected through team leaders and visits verified by 
coordinating partner organisations in each state. The ratings are then fed into 
the Altus police station web system and scores automatically generated. 

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

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 are 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 are: 

Average score Category 

Over 84 Excellent 

From 69 to 83 More than adequate 

From 53 to 68 Adequate 

From 37 to 52 Inadequate 

Below 36 Totally inadequate 

Finally, the score in each category is the average of the four questions. The 
aggregate score is the average of the five areas. 

WEIGHTED SCORES 

From 2012, a weighted score to the two categories of Equal Treatment and 
Transparency and Accountability has been provided to highlight standards of 
equitable access and police accountability mechanisms in stations. 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 
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CITIZEN-CENTRIC POLICE STATIONS : 
PSVW PRACTICES FROM AROUND THE WORLD 

 

Police station visits around the world from 

2006-2011 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. 

 
 

PS Bercham, Malaysia 

PS Kanashkskiy GOVD, Kanash, Chuvash Republic Russia 
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 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. 

 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.   

PS Moti Dungri, Rajasthan, India 
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 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.  

 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. 

 

PS Khilgaon(DMP), Bangladesh 

San Dimas Los Angeles Police Station, USA 
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 Availability of Complaint Procedures and 

Oversights: Anonymous and simple processes to 

register complaints and functional oversights 

encourages accountability to local population.   

 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. 

 Police Station South Korea 

PS Bicrim Quinta Normal, Chile 

Police Cell with Dot in Cell Hengelo 

pointing to Mecca, the Netherlands 
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PSVW 2012: PARTICIPANTS AND VISITORS 

The police station visitors week 2012 was a collaborative effort among three 
stakeholders – the global partners comprising the Altus member organisations, 
local state institutions constituting police departments and state agencies and 
rights promoting civil society bodies. State participation ranged from tacit to 
engaged support and included not only police agencies, but oversight bodies – 
in Nigeria, the Human Rights Commission provided support and facilities for the 
sensitisation and training of police officers and visitors; parliamentary and 
police presence was visible, for instance, the head of the municipal citizen 
security officer opened the PSVW 2012 by visiting Santa Cruz police station in 
Chile; in Punjab, India, the head of the branch overseeing law and order, the 

Home Minister encouraged a merger of local reform initiatives and police 
station assessments by citizens. Civil society involvement extended from 

mobilising citizens to 
visit their police stations 
to evolving proactive 
post-visit partnerships. 
Presence of women 
rights groups was 
strong in Brazil. In 
Honduras, ‘Patronatos’ 
a Church community 
partnered the visits, 
while in Cameroon, the 
local partners were a 
rights-based group 
Association for the 
Protection of Women’s 
and Children’s Rights 
(APWCR) who organised 
the participation of a 
number of human rights 
groups and subsequent 
networking for service-
delivery.  

 

 Table - 1 
Visitors Recieved in PSVW by Country 

Region Country 
Visitors Received 

Male Female Total 

Africa 

Benin 24 12 36 

Cameroon 35 51 86 

Ghana 15 27 42 

Kenya 37 23 60 

Liberia 13 19 32 

Nigeria 414 483 897 

Total 538 615 1153 

Asia 

India 2489 1157 3646 

Maldives 11 15 26 

Pakistan 35 24 59 

Total 2535 1196 3731 

Latin America 

Brazil 133 288 421 

Chile 97 191 288 

El Salvador 14 19 33 

Guatemala 8 18 26 

Honduras 9 27 36 

Nicaragua 20 12 32 

Peru 15 15 30 

Total 296 570 866 

North 
America 

United States 49 43 92 

Grand Total 3418 2424 5842 

Source : Police Station Visitors Week, 2012 
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PARTICIPATING POLICE STATIONS 

Police from 17 countries comprising 29 police agencies 
welcomed local residents in 997 police stations. The 
largest representation of police stations was from Asia 
where 416 police stations were assessed followed by 
343 in Africa; 219 in Latin America and 19 in North 
America. Latin America with seven countries and 

Africa with six provided the largest presence. Country 
partners from Asia and Africa have been regular in the 
conduct of the annual PSVWs while a number of 
countries from Central America were first-time 
participants. World over, police participation in the 
PSVW follows a commitment to police reforms which 
are in different stages of progression. The Police 
Station Visitors Week appealed to the police from a 
number of aspects. 

 Global presence with local reflections: Being part 
of a global event with facilities and services 
assessed in accordance to local expectations and 
needs provided a level playing field to compete at 
an international level. The National Director of 
Public Order and Security, Chile, General Alfonso 
Muñoz welcoming the PSVW 2012, stated that 
the Carabineros have participated in the activity 
since 2006 and expressed that, “We are in good 
standing in comparison to other police forces.” 
The PSVW has become a well-established global 
programme that is transparent in rating and 
conduct and effective in promoting citizen-centric 
police services. The standards for police services 
are found to be relevant and easy to incorporate.   

 Easy to integrate in ongoing processes: The 
indicators of service-delivery are seen to justify 
and clearly define the quality of services that need 
to be provided for citizens. The concrete 
reference points are seen as positive inputs to 
improve police services and address public 
concerns. According to a Station Commander in 
India, “Our new police station building is under 
construction and we can use the five Altus 
categories to further improve our layout and 
facilities.” Dimensions, such as, representation of 
people from all walks of life including women, 
migrants, ethnic minorities and sexual diversity 
are found to resonate in the mandate of the 
reform process. Increasing women staff, facilities 
for people with disabilities, friendly response to 
people who fear entering the police stations or 

Table - 2 
Police Agencies by Region 

Region Country 
Police 

Agencies 
Police 

Stations 

Africa 

Benin 2 12 

Cameroon 1 28 

Ghana 1 12 

Liberia 1 19 

Kenya 1 10 

Nigeria 1 262 

Total 7 343 

Asia 

India 4 396 

Maldives 1 12 

Pakistan 1 8 

Total 6 416 

Latin 
America 

Brazil 3 107 

Chile 2 72 

El Salvador 1 8 

Gautemala 1 5 

Honduras 1 9 

Nicaragua 1 8 

Peru 1 10 

Total 10 219 

North 
America 

United 
States 

6 19 

Grand Total 29 997 

Source: Police Station Visitors Week, 2012 

 

“We are in good standing in 
comparison to other police 

forces.” 

General Alfonso Muñoz, National Director 
of Public Order and Security, Chile 
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support to write out a complaints for people who are illiterate are efforts 
that built citizen trust. Ongoing modernisation programs have funds to 
build police stations, to revamp and recreate facilities and equipment 
within which neat, clean demarcated service areas fit in, much to the 
welcome of citizens. Community programmes of the police encourage the 
participation of civil society which is what the PSVWs are directed at. By 
combining with the global event ongoing community-based programmes 
get visibility and authentication. Sharing of best practices within the region 
and globally has also advanced the quality of service of police stations as 
another station chief in India put it, “By participating in this global 
competition we will be able to validate our police station on our own and 
by the Altus group. We will learn what the limitations are and we can 
address them. It give us an opportunity to showcase our motto to provide 
the best public dealing and that with team work we can achieve any 
milestone.”   

 Evolving partnerships: Participating police have been involved with 
member and partner organisation in a number of reform dimensions. For 

instance, Rozan in Pakistan has been 
collaborating with police for undertaking 
gender training. Usalama Foundation in 
Kenya has been researching to improve 
police services and all Altus member 
organisations have been working to build 
police capacity and promote democratic 
policing from the supply side. 
Participation in the PSVW strengthens the 
existing programs or provides additional 
dimensions by creating need-based 
inputs. 

Selection of police stations 

The police station participation in the PSVW followed three broad coverage 
patterns.  

 Blanket coverage: An intensive participation was encouraged in Nigeria, 
three states of Brazil and two in India. These were departments and 
provinces in which all police stations welcomed citizen assessments, such 
as, in Chandigarh police stations. In Punjab, citizens were specially 
mobilised by community policing efforts to visit and assess police stations. 

 Representative stations: In others, authorities or partners identified 
representative areas of police stations for the visits covering either a 
geographical spread – rural or urban locates or visiting special police 
stations, such as, women police stations or those catering to poorer areas. 
In Meghalaya, India, the stations were predominantly from the capital city 
giving easy access to the student contingent visiting the stations. In 
Maldives, efforts were made to cover stations spread across the islands. In 
Chile, there were limited visitors with sanction letters that allowed visitors 
to assess the stations. 

Workshop on Policing, IDC, 2013, India 
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 Programme areas: A third selection was of police stations and areas where 
partner organisation were already working either with the police or with 
the community. It included model police stations that were better 
equipped, but served as an entry point to test out services and popularise 
the programme. In Ghana, the community policing unit established to fight 
crime through a police-community partnership has focused on the Accura 
region from which the police stations were selected to participation in 
PSVW 2012. In Cameroon, the APWCR network covered three cities in 
which they work. Similarly, Rozan tied up with police to select top stations 
in the Pakistan districts in which their partners are located. 

 

The organisers reached out to police stations with a view to covering 
different population groups particularly poor and ethnic minorities, 
vulnerable groups, such as, women, tribals, linguistics, minorities and the 
poor. In each selection care was taken to highlight access and services for 
people on the margins. A three-layered effort was made. Where possible 
police stations were selected in slums or interiors whose jurisdiction 
largely catered to the vulnerable populations. A second initiative was to 
mobilise visitors from diverse groups with an emphasis to include women 
visitors. A third mobilisation strategy was to collaborate with civil society 
stakeholders that cater to minority groups, such as, Sexual Diversity 
Movement in Nicaragua, groups working with the K’iche Indigenous people 
in Guatemala, women rights groups in Pakistan and the Khasi tribals in 
India. Thus, irrespective of the capacity of the police stations, diverse and 
marginalised groups were encouraged to engage with police. 

 
 
  

Meeting of Police Personnel, NHRC members, Community members, Abuja, Africa 
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PARTNER AND PARTICIPATING ORGANISATIONS 

The Police Station Visitors Week has been organised with the collaboration of 
local and regional civil society bodies. The network of civil society participation 
has grown from the initial 76 partnerships in 2006. In 2012, 377 partnerships 
implemented the visits. There have been two kinds of arrangements with civil 

society in the organisation of the 
PSVW. Partner organisations 
enter into an agreement to 
coordinate and oversee visits and 
this extends to post-visit 
collaborations with the police and 
Altus network. For instance, the 
Usalama Foundation, Kenya, has 
organised the PSVW in Kenya, is 
working with the police to 
establish community participation 
in crime prevention incorporating 
the PSVW to promote citizen 
engagement in police stations 
and is now organising the Global 
Conference on Police Station 
Reforms: Practices, Processes and 
Innovations and Award Ceremony 
in Nairobi. Partner organisations 
strengthen the delivery of police 
services, citizen engagement and 
global networking in a sustained 
approach. The second set of 
arrangements network with 
organisations to participate in the 
PSVW and they provide support 
in terms of visitors and publicity. 
Civil society bodies and citizen 
forums engage with the local 
police and work out exchange 
and interactions in accordance to 
their specific needs. Largely, 
trader organisations, resident 
welfare committees, legal aid 
councils, youth groups, Lion and 
Rotary affiliations, education 
institutions, participation from 
religious bodies formed the 
gamut of this network. 

 

Table – 3 
Partners and Participating Organizations by Region 

Region Country 
Partner 

Organizations 
Participating 

Organizations 

Africa 

Benin 1 12 

Cameroon 1 18 

Ghana 1 5 

Liberia 1 11 

Kenya 1 8 

Nigeria 10 48 

Total 15 102 

Asia 

India 1 216 

Maldives 1  

Pakistan 1 2 

Total 3 218 

Latin America 

Brazil 2  

Chile  9 

Central America 1  

Peru 1 6 

Total 4 15 

North America United States  20 

Grand Total 22 355 

Partner organizations planned and coordinated the visits. 
Participating organizations provided visitors. 

 

Abuja, Nigeria, Africa 
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Civil society partnerships provided the following feedback regarding their 
participation in the PSVW: 

 Concrete standards to promote justice systems:  Organisations found it 
useful to have specified norms and standards defining citizen rights and 
their expectations from local police 
stations. ‘Now we know that the 
police can be held accountable, is 
expected to provide information on 
citizen rights in police stations, help 
citizens to register complaints and 
provide hygienic conditions for 
prisoners (India).’ ‘Before we did not 
have parameters to guide us, we did not know how to address this issue. 
The Altus parameters address the cross-cutting needs of assess of police 
service, not only at the unit level, but also for the institution overall 
(Chile).’ 

 Special group needs: Rights-based organisations are advancing interests of 
people on the margins, such as, the sexual diversity movement, tribals and 
lower income groups. They are keen 
to promote rights of these groups 
within the police stations having 
availability of services and staff that 
speaks the minority language, are 
sensitive to the issues of gays or will 
help people write down complaints 
who are not able to do themselves, 
promote opening of a women’s desk 
or build capacity of police stations to 
serve these diverse needs. Many of 
the civil society organisations work 
with sex workers, migrants, people 
from slums – people who do require 
police protection, but are fearful of approaching them or registering a 
complaint. Civil society organisations welcomed this programme as a 

‘Before we did not have parameters to guide us, we 
did not know how to address this issue. The Altus 
parameters address the cross-cutting needs of 
assess of police service, not only at the unit level, 
but also for the institution overall’. 

Police Officer, Chile 

PS Payal, Khanna, Punjab, India 
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bridge to invite leaders from vulnerable groups to see for themselves that 
their rights can be respected and they will be heard in the police stations.  

 Service-delivery liaisioning: A number of civil society organisations 
involved in the PSVW work with victims and offenders, such as, women 
victims of violence, especially domestic violence and their families, young 
delinquents, detainees, etc. Regular visits in the PSVW has helped to forge 
alliances and improve service-delivery to their client groups. For instance, 
women domestic violence groups have tied up with police stations in 
Nigeria which fall in their jurisdiction of work. Personal relations between 
the service-providers and police personnel helps to provide quick and 
dignified support. Fundación Opcion in Chile works with young offenders 
and the PSVW helps them to verify the conditions and services its client 
group will receive at the police stations. 

 Recognition for their work: The PSVW provides an opportunity to civil 
society organisations to broadcast their work, gather support and spread 
awareness of their services. Not only are they able to liaise with the police, 
but they get highlighted in the media and network with like-minded 
organisations during local and regional meets of the PSVW. Registering 
their presence with the police has been an incentive to participate. In 
Cameroon, the Human Rights Defence Club found the visits ‘helped us and 
our human rights work to have a respectable image with the police 
stations for future interventions.’ 

MOBILISATION STRATEGY 

The Police Station Visitors Week was launched keeping in view the approach, 
strength of partnerships, local conditions and 
stage of entry into the PSVW program. In 
regularly held areas of the PSVW the 
partnerships and campaign was more focused 
on dimensions of institutionalisation of 
services; in accordance to the focus of reform 
initiatives, as on domain (detention 
conditions/gender or minority 
rights/community participation) on capacity-
building (of human resources, systems or 
infrastructure) or on evolving monitoring 
mechanism. In new areas of penetration the 
focus was on practice of global standards and 
involvement of civil society. The PSVW 
approach reflected in the mobilisation 
strategy has five aspects:  

 Dual engagement: The participation was 
initiated through a dual strategy of 
involving the supply side of justice which 
was the police agencies and state 
organisations along with local partners 
and civil society members. A balanced 
and  sustained  effort  to  advance  citizen   Sensitization meeting for the PSVW 2012, Cameroon, Africa 
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rights was envisaged through this dual collaboration while the dual 
engagement was not possible in all instances this remained the strategy of 
preference. No visits were carried out with a prior approval of police. 
There were sites where the media and civil society were stronger partners 
and in others where community-policing initiatives formed the mainstay of 
the visits.  

 Coalition building: Local-global and stakeholder Representative: The PSVW 
is part of a process – a benchmark and capacity-building of global right 
standards in the initial stages of participation. It becomes more of a 
monitoring and reform integrative process in subsequent years. The 
coalition is of partners, local and regional interests reflected in global 
standards and represented by diverse stakeholders to continually make 
police services effective, efficient and just. A snowballing of activities 
helped citizen mobilisation from ongoing programs of police and civil 
society partners. Community-
policing programmes, such as, the 
Community Safety Forum Kenya; 
Saanjh Kendras – Community 
Policing Resource Centres (CPRC) in 
Punjab, India; the Community 
Policing Unit in Ghana were targeted 
to mobilise citizens. Similarly, civil 
society groups working with the 
police as in domestic violence 
incidents, free legal aid were part of 
the mobilising network (WANEP in 
Benin, APWCR in Cameroon, Family 
Planning Association of India, 
CIPREVI (Centrode Investigation para la Prevencion de La Violence) in 
Central America). A number of civil society, police and individuals have 
emerged as PSVW champions. They have been regular visitors and 
organisers to the PSVW and helped to mobilise citizens. 

 Local specific contexts and agendas: The mandate is of global standards 
within the local conditions, cultural contexts and social norms. Women 
rights in Brazil is a 
established agenda of 
police-civil society 
collaborations and 
improving detention 
conditions an ongoing focus 
with a number of 
organisations working on 
these issues. A PSVW 
strategy engaging with 
these issues and networks 
will have more meaning in 
these situations, while 
promoting time-bound 
police services in Punjab, PS Division 1, Ludhiana, Punjab 
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India, which is a mandate of the governance reforms. Oversights and 
monitoring mechanisms in established police procedures as in the USA 
would be relevant rather than promoting these in societies initiating 
accountability mechanisms. Specialised agencies in areas of local concerns 
were invited to participate and network in the PSVW. 

 Place rights of people on the margins in the radar of change: Recruitment 
of citizens from these populations, highlighting police programs for the 
poor, networking with groups working for gender rights, gay activists, slum 
dwellers was part of planned operations. 

 Provide visibility to police station reforms: An awareness campaign that 
not only mobilises citizens for visibility and rating their local police stations, 

but also informing citizens of the 
initiatives and changes underway. Media 
– electronic, print, audio and social 
networks were useful partners to 
promote this agenda. Media has been a 
steady partner in the program. Many of 
the media outlets provided journalists as 
visitors, covered the event and the 
subsequent workshops. Top police 
stations from previous PSVWs were 
highlighted and provided local curiosity 
and competition in stations. School 
children holding rallies in markets and 

visiting police stations also spread information, 
even though they were not ‘visitors’ assessing the 
stations.   

Media interface with the PSVW was planned in 
three stages with a four-fold aim. As a partner in 
the programme media was involved in the pre-
implementation stage to mobilise citizens to visit 
and rate their local police station. Radio talk shows 
as in Cameroon, information and interviews on the 
FM in India drew attention to the event and 
highlighted it as an international event and a joint 
venture between local police and citizen groups. In 
a press briefing in Nigeria, partners stressed that 
the program does not seek to “shame and blame” 
any participating police department, but only 
provides citizen feedback to stations. In the second 
stage, media covered the event itself – journalists 
rating a police station (Cameroon,Nigeria and 
India), interviewing the organisers, citizens and 
police (India), showcasing stakeholder presence 
(Nigeria) and raised issues of local concern. It 
provided awareness of police initiatives, services 
and programme available and debated citizen-
police relations, citizen rights and police station 

Workshop on Model Policing, IDC, 2013 
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changes. At a third stage, post-
visit feedback the media 
provided recognition to top 
assessed police station – covered 
local and national workshops and 
interviewed station commanders 
of top stations to share and 
explain practices rated highly by 
citizens. Audio, print, electronic 
and social media helped to 
mobilise citizen presence, 
encouraged police staff to 
promote citizen-oriented 
stations, gave recognition to 
innovative and responsive 
stations and positively debate 
police station reforms. The 
largest media coverage was print 
– some national, but dominantly 
vernacular media - 237 
reportings, followed by TV 31, 
Radio 17 and web 12. India had 
the most media involved with 
197 reports, followed by Nigeria 61. 
 

 
 
 
 
 
 
  

Table - 4 
Media Coverage on PSVW 2012 

Region Country Web Newspaper Radio TV Total 

Africa 

Benin 2 4 2   8 

Cameroon   4 4 5 13 

Ghana   1     1 

Liberia   3 3 2 8 

Kenya   1 1 1 3 

Nigeria 3 30 6 22 61 

Total 5 43 16 30 94 

Asia 

India 7 188 1 1 197 

Maldives           

Pakistan           

Total 7 188 1 1 197 

Latin 
America 

Brazil    6     6 

Chile           

El Salvador           

Guatemala           

Honduras           

Nicaragua           

Peru            

Total 0 6 0 0 6 

North 
America 

United 
States 

          

Grand Total 12 237 17 31 297 

Source: Police Station Visitors Week, 2012 
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OVERVIEW OF SCORES 

In each of the regions citizens found commendable services in most of the 
categories. It means that everywhere there are some police stations that are 
performing to the expectations of the citizens they serve. The variations on 
scores in each of the five categories in the same area reveals gaps between the 
highest score and the average in each country. Thus, within the same police 
jurisdiction under the same policy and police regime variations exists. No 
doubt, there are different local contexts and sites which effect police station 
functioning, but high performing stations point to the potential for 
improvement in policing services even without increase in budget outlays or 
socio-political reforms. While the best practices generally emerge from 
initiatives of police leaders it is the institutionalisation and adaptation of these 
practices that makes the improvement sustainable and the service-delivery of a 
certain standard. These highly rated stations provide pointers to practices 
welcomed by citizens and the evidence of citizen-oriented police stations.  

 

The following were the top and average scores among police stations 
visited in each country on the five categories: 

Table - 5 

Highest Assessed and Average Score of Police Station Visited by Country and Region 

Region Country 

Community 
Orientation 

Physical 
Conditions 

Equal Treatment 
Transparency and 

Accountability 
Detention 
Condition 

Aggregate Scores 

High Avg High Avg High Avg High Avg High Avg High Avg 

Africa 

Benin 88.33 60.00 65.00 50.00 73.33 48.89 93.33 43.75 63.33 46.67 73.67 49.86 

Cameroon 100.00 69.83 100.00 57.09 100.00 52.38 100.00 57.44 100.00 54.94 100.00 58.34 

Ghana 93.33 67.50 100.00 58.81 85.00 56.43 87.50 63.45 100.00 57.02 91.67 60.64 

Kenya 95.00 70.92 95.00 61.08 76.67 49.08 91.67 63.75 77.50 48.33 84.33 58.63 

Liberia 71.67 52.97 63.33 40.31 68.33 42.03 60.00 43.28 65.00 38.28 61.67 43.38 

Nigeria 100.00 58.71 96.67 49.74 96.67 46.93 100.00 55.03 100.00 49.67 98.67 52.02 

Asia 

India 100.00 75.30 100.00 69.99 100.00 64.12 100.00 76.11 100.00 68.40 100.00 70.78 

Maldives 95.00 60.96 100.00 66.15 100.00 50.58 96.67 54.04 100.00 53.65 95.67 57.08 

Pakistan 99.29 72.54 99.29 73.47 94.29 63.90 98.57 71.61 99.29 68.05 98.14 69.92 

Latin 
America 

Brazil 97.50 65.12 100.00 66.40 100.00 58.54 98.75 48.79 86.25 47.03 92.50 57.19 

Chile 100.00 79.93 100.00 76.75 100.00 70.95 100.00 71.41 100.00 71.08 100.00 74.02 

El Salvador 90.00 73.03 83.75 65.15 66.25 52.58 78.75 58.33 66.25 45.71 73.25 60.00 

Guatemala 76.67 66.92 69.17 59.42 61.67 50.58 71.67 59.62 63.33 45.96 68.17 56.50 

Honduras 73.75 60.00 62.50 48.61 52.50 44.58 73.75 57.36 37.50 35.00 53.50 51.28 

Nicaragua 88.75 75.16 93.75 74.22 87.50 69.38 78.75 66.88 76.25 64.53 81.25 70.03 

Peru 73.33 54.67 71.67 48.17 66.67 39.00 73.33 51.83 73.33 41.17 64.33 46.97 

North 
America 

United 
States 

100.00 88.86 100.00 86.47 100.00 87.39 100.00 87.99 100.00 90.31 100.00 88.15 

 Source : Police Station Visitors Week, 2012 

75ª DP - Rio do Ouro, Rio de Janeiro, Brazil 
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TRACKING CHANGE AND IMPACT: PSVW 2012 

Has the PSVW helped to make police stations more citizen-friendly? Are the human 
right standards advanced by the programme been reflected and practiced in police 
stations? And if so, what has been adopted and what are the changes? Has a 
stakeholding to improve citizen access to justice been created at the local level? Are 
citizens more willing to report crime? 

Change is discernable in the ‘look’ of police stations – ‘clean and green’, have been 
whitewashed, painted, new furniture and equipment, freshly painted signs and 
information boards with pots and plants lending a welcome ambience. It is evident in 
citizen surprise in the attention they have received from police. But, how can this 
change be measured and mapped? And, does this change impact on citizen-police 
relations, in public confidence to report crime, in delivery of improved services and 
secure environments? Change has been tracked qualitatively and quantitatively. 
Empirical evidence of changes in police stations on the five categories along with 
assessments under each of the 20 indicators has been captured from interviews with 
station head commanders. The aggregate agreement to PSVW contributed changes 
made in police stations globally, combining the range of categories is 44.0. Within the 
regions more significant change was reported in Asia where nearly 51 per cent of 
station commanders mentioned change on an aggregate, followed by Africa (42 per 
cent), Latin America (30 per cent) and North America (27.5 per cent). Within the five 
categories community orientation with changes in space and facilities dedicated to 
assist public request for services at the stations, improvement in information available 
on how to report a crime and obtain public services and well-advertised location of 
police station recorded the largest change (49.0). The same pattern with the most 
change in Asia followed by Africa, Latin America and North America was reported. 
Improvement in physical conditions with cleanliness and order in police stations, better 
conditions of building and furniture registered the category with the second largest 
improvements (47.91 per cent). The next category that marked most change was that 
of transparency and accessibility (43.05 per cent). Additional services included 
information describing how to make a complaint against police staff for misconduct 
and available mechanisms, such as, ombudsman, internal or police complaint bureaus. 
Changes were also recorded in increased sharing of crime patterns, availability of 
hotlines or community access to data. Under equal treatment state commanders 
agreed to PSVW incorporated changes to the extent of 40 per cent. Services 
incorporated change within this category was in creation of facilities for women, such 
as, separate rooms, privacy in interviewing crime victims and representative staff. The 
least changes were noted under the category of detention condition (38 per cent). 
Within this category improvement in hygiene and sanitation conditions for detainees 
and improved security considerations, such as, safe custody and surveillance formed 
part of the modifications in stations. 

Within the regions the most marked changes were in Asia followed by Africa. A 
detailed look into the regions reveals that in Asia the majority of the police stations 
visited 39.7 per cent were in India and that too dominated by the State of Punjab. It is 
in Punjab that the governance reforms where improvement in citizens services related 
to policing has been a forefront concern and reflects the changes. There has been 
legislative support to modernise police with state leadership urging upgradation of 
police stations along with a community-oriented policing approach-advocated by IDC. 
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Table – 6 
Regionwise changes made in the police stations on the following dimensions as a  

result of participation in the PSVW from 2006-2012. 

 Asia Africa 
North 

America 
Latin 

America 
Global 

1.  Changes in Location of the police station (for example, accessibility, 
ease of location, transport links, signage) 

57.32 46.07 16.67 17.99 46.31 

2.  Changes in Space and facilities dedicated to serving the public 
arriving to report crimes or to make other requests 

66.16 43.93 25.00 33.09 52.48 

3.  Changes in Information available about reporting a crime and/or 
obtaining public services (for example, information brochures, 
information desks, posters, videos) 

60.10 41.07 41.67 41.73 50.30 

4.  Changes in Staff allocated to serve the public and / or report crimes 48.74 55.36 33.33 33.09 48.13 

Community Orientation 58.08 46.61 29.17 31.47 49.30 

5.  Changes in Order and cleanliness of the police station 61.36 63.93 25.00 40.29 58.16 

6.  Changes in Condition of the building and the furniture 60.61 48.21 50.00 43.17 53.33 

7.  Changes in Work conditions for police station's staff (for example, 
office space,facilities, equipment, computers) 

58.84 37.14 41.67 42.45 48.49 

8.  Changes in Conditions for victims or witnesses to identify detainees 
without being seen (for example, rooms with one-way mirrors, 
rooms with small holes that only allow for one-way viewing, video 
links) 

40.40 22.50 25.00 25.90 31.68 

Physical Conditions 55.30 42.95 35.42 37.95 47.91 

9.  Changes in Facilities available for interviewing crime victims and 
witnesses in cases which require privacy (for example, domestic 
violence, partner assaults) 

47.22 38.93 25.00 30.22 41.23 

10.  Changes in Facilities and conditions specifically available to women 
(for example, bathrooms, changing rooms, cleanliness) 

50.25 41.43 25.00 27.34 43.05 

11.  Changes in Services available to persons with physical disabilities 
(elderly people, temporarily or permanently injured persons) to 
access the police station (for example,ramps for stairs, wider doors) 

49.49 25.71 16.67 30.22 37.73 

12.  Changes in Services/referrals specifically available to minority groups 
(for example, victim services, female staff to help female victims, 
counsellors, medical personnel, legal assistance, language 
assistance) 

51.01 40.36 16.67 23.02 42.20 

Equal Treatment 49.49 36.61 20.83 27.70 41.05 

13.  Changes in Information available to the public on patterns of crimes 
in the area served by the police station (for example, charts, maps, 
displays, posters, newsletters,hotlines, a computer with information 
available to the public) 

46.46 38.57 50.00 29.50 40.99 

14.  Changes in Information available to the public regarding the police 
station's performance (for example, number of arrests, crimes 
unsolved and solved, results of citizen satisfaction surveys, cases on 
trial) 

43.43 45.00 33.33 30.22 41.60 

15.  Changes in Information available describing how to make a 
complaint against police staff for misconduct (for example, 
complaint boxes, posters, brochures, contact details of police 
ombudsman's office/internal affairs/police public complaints 
bureau) 

56.31 38.93 25.00 30.94 45.71 

16.  Changes in Identification of police station's personnel (for example, 
name or number tags, strips, uniforms) 

41.67 56.43 16.67 27.34 43.89 

Transparency and accessibility 46.97 44.73 31.25 29.50 43.05 

17.  Changes in Detention area security conditions (for example, 
surveillance, safe custody and movement of detainees) 

48.74 42.14 25.00 24.46 42.08 

18.  Changes in Detainees' identification (for example, names, tags, 
identification numbers) 

39.65 27.14 8.33 12.23 30.35 

19.  Changes in Facilities and conditions provided for lawyers or 
families/others to visit detainees (for example, meeting spaces, 
access to telephone, ability to bring food for detainees) 

38.13 40.71 16.67 20.14 35.67 

20.  Changes in Sanitary conditions of the detention areas (for example, 
cleanliness,bathrooms and ventilation) 

52.27 48.57 33.33 27.34 46.55 

Detention Coonditions 44.70 39.64 20.83 21.04 38.66 

Aggregate 50.91 42.11 27.50 29.53 44.00 

Source: Police Station Visitors Week, 2012 
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Police station and police services for citizens has been one of the thrust areas for the 
governance and the PSVW has provided ready indicators to guide these improvements. 
A similar situation exists in Africa where CLEEN the Altus partner organisation has 
spearheaded police reforms in the host country of Nigeria that has dominated the police 
stations visited in Africa. But, these changes also get reflected in countries of Ghana, 
Kenya, Liberia and Benin which have been regular partners in the PSVW and have 
incorporated a number of services as indicated in the PSVW kit. In fact, in all Altus 
consortium member countries the police stations record a higher change since these 
organisations have been working on police reforms and police station improvements for 
more than a decade. North America has registered a least percentage of change. A 
number of human rights standards are already reflected in the basic services provided in 
these stations which the PSVW kit addresses. 

 

The impact of the programme was also evaluated from civil society team leaders as part 
of the police station assessments. Team leaders record agreements on four aspects of 
PSVW-related capacity-building. These pertain to networking with local police, in which 
89 per cent agreed that the visits help them to establish an ongoing relation with local 
police. The next highest agreement pertained to awareness regarding local police 
reforms and community-policing programmes that are being held in their areas (88 per 
cent). Civil society members also found that they became part of a dialogue with other 
stakeholders regarding police services and even become part of stakeholder networks 
(87 per cent). Team leaders reported to the extent of 82 per cent that the visits helped 
them in being informed on international human rights standards in police stations. 
Within the regions there are variations in the nature of supports system and capacities 
that evolved. In Asia as in Africa, the impact was most in terms of networking of local 
police (90 and 88 per cent) followed by awareness of local policing programme (89 and 
85 per cent) and networking with stakeholders (88 and 85 per cent). In North America, a 
networking pattern with civil society stakeholders (100 per cent) was stronger by 
networks with local police (93 per cent). Awareness to local community-policing 
initiatives was enhanced for 86 per cent of the team leaders inputs on human rights 
standards were significant at 71 per cent. In Latin America, the programme was most 
useful in terms of generating awareness on local policing reform and community 
programmes (88 per cent). The networking with civil society was higher at 84 per cent in 
comparison to the networking with local police at 78 per cent. Overall, team leaders 
found PSVW to be highly significant. Also, 72 per cent of the visitors mentioned they 
were willing to seek police services after visiting the police station. 
  

Table – 7 
Regionwise Impact of PSVW on Civil Societies Team Leaders 

 Asia Africa 
North 

America 
Latin 

America 
Global 

Network with local police 90.12 87.90 92.86 78.13 89.10 

Be informed on international human rights 
standards in police stations 

81.46 81.53 71.43 56.25 80.55 

Become aware of local policing reform or 
community-policing programmes 

89.06 85.35 85.71 87.50 87.82 

Participate in discussions and in sharing concerns 
related to police services or be part of initiatives 
and networks with other stakeholders. 

87.69 85.35 100.00 84.38 87.03 

Aggregate 87.08 85.03 87.50 76.57 86.13 

Source: Police Station Visitors Week, 2012 
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EMERGING TRENDS OF ENGAGEMENT 

Qualitatively, the PSVW can be seen to advance police station reforms and 
citizen security in three broad patterns. One, in which the PSVW has been 
integrated to promote and shape local reform. Second, the human rights 
standards of the PSVW have been adopted by police stations and the third, 
where the process and program acts as an entry point to build citizen 
confidence in police and initiating improvements in stations. 

I. INTEGRATION WITH REFORM PROCESSES 

In the first pattern, the PSVW is integrated with ongoing local reform programs 
with the police, stakeholders and member organisations. The international 
human rights standards as contained in the PSVW are being promoted in 
keeping with the local-cultural needs. These standards have been incorporate 
in strategic police plans, as part of model police stations and service 
benchmarks, as indicators and monitoring tools in performance and guide 
research in police-community partnership processes. The reach, range and 
subsequent change depends on the nature and scope of the reform process in 
different sites where the PSVW provides support to extend ongoing initiatives 
and to reach out to the community. For instance, the reform process could be a 

governance initiative of which the criminal justice 
reforms are a part as in the case of Punjab, India. In 
other countries the focus could be on the criminal 
justice reform itself as the J4A Justice Program in 
Nigeria within which the PSVW is held. Or 
improvements may be in specific aspects of 
policing, such as, in community-policing program of 
the Community Safety Forum in Kenya. In Punjab, 
India, the creation of a separate community-police 
structure is an institutionalised effort to integrate 

community-policing with the existing police system. It has involved state 
statutory mandate, raising of buildings, infrastructure provision (computers, 
reception areas, drinking water, air conditioning, etc.); a community affairs 
division with role responsibilities defined in a six-tier system built-into the 
existing policing organisation; trained staff for the service outlets; coordination 
mechanisms between centres providing non-cognizable and police services 
with stations registering cognizable offences and related facilities; budget 
allocations and finance generation through nominal charges in services and the 
establishment of a joint community-police registered NGO to manage these 
services. The PSVW promoted standards find resonance in building outlay, staff 
capacity-building, representation of and engagement with diverse community 
components, online transparent service-delivery, built-in monitoring and 
grievance redressal and service networks. This has been possible since IDC the 
Altus member, is working on governance reforms with the state government, 
and at the police level it is partnering the community-policing initiative and 
providing capacity-building and monitoring services. In Nigeria, the Altus 
member CLEEN houses the civil society panel on police reforms in the country 
and serves as a parallel and complimentary panel to the committee setup by 
the government to review police reforms. Additionally, it collaborates with the 
Ministry of Police Affairs (to audit police barracks and stations nationwide) and 

“Let People own the Police Station the 

way they own a school. Unless Police 

Station are reformed, other reforms 

may not actually benefit people”,  

Deputy Chief Minister and Home Affairs Sukhbir 
Singh Badal, Punjab, India 
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the National Human Rights Commission to protect the rights of citizens 
including those of police officers. Along with state institutions CLEEN is a 
consortium member of J4A (Justice for All model police stations (MPS) 
Programme) that assists the Nigerian Police Force (NPF) to deliver more 
effective and accountable police services through a range of activities. The goal 
is to increase public willingness to report crimes and enhance police capacity to 
respond and investigate crimes effectively. The MPS, audits, protection of 
rights are new, but the interventions are in line with the 2006 PSVW indicators 
– architectural designs, availability of facilities, strategies and processes at the 
pilot police station that impact on police service-delivery, accountability and 
protection of human rights. The assessment of the pilot police stations included 
the PSVW indicators policing infrastructure, resources, local policing policies, 
crime reporting systems, record keeping, crime data and statistics, procedures 
for dealing with victims, witnesses, special needs persons, prisoner handling 
procedures, community consultation processes and interaction with local 
stakeholders, feedback and complaint mechanisms. The PSVW 2012 provided a 
platform to showcase the changes in the model police stations and impact on 
members of the public. Under this trend the PSVW has been able to promote:  

 Capacity-building: Modernisation programs that have provided 
infrastructure facilities, equipment and recruitment of staff has been 
supported by PSVW activities in 
training staff, reorganising 
infrastructure and creating 
systems of service-delivery. 
Capacity of police staff has 
been built at three levels: at 
the level of constabulary, 
station commander and police 
leadership. Ongoing staff 
training programs have been 
incorporated with the five 
categories of the PSVW kit 
providing substantive guidance 
to needs of vulnerable groups, 
community orientation and 
designing of police protocols to 
a service-delivery approach 
from an earlier enforcement 
agenda. Police commanders 
have been oriented to the five 
dimensions as relevant to their 
local contexts. The police 
leadership that has been 
engaged with planning and 
designing of the reform 
programs have taken care to 
provide relevant support for 
gender issues, caste 
considerations, needs of 

Community Policing Suvidha Centre, Faridkot, Punjab, India 
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minority and migrant groups in both countries of India and Nigeria. Here 
the PSVW has been an annual event for the past six years and police 
leadership has helped to evolve this program by increasing the outreach to 
newer areas, building capacities of police stations over the years using the 
PSVW to track and monitor changes and taking feedback from civil society 
partners. For instance, with the modernisation funds police stations 
infrastructure has been created or where old buildings have been 
reorganised, the PSVW input has helped to create spaces for reception 
areas, delineate work areas from detention and waiting rooms, providing 
television for visitors or monitoring facilities within the station. In others, 
pilot programme assessments under the J4A, Nigeria led to specific PSVW 
related changes in Isokoko Station, Lagos – as making the front office more 
welcoming and spacious to serve the public, the Family Support Unit (FSU) 
with trained police personnel to handle gender-specific cases was 
designated, information to report a crime was installed as was information 
about suspect rights, provision for grievance, complaint systems and free 
legal aid under the legal advice scheme were initiated. Visitors have been 
exposed to the creation of systems, such as, data bank, online registration 
of reports, retrieval systems giving them the confidence that the police 
stations are modern, efficient and responsive to the citizens’ needs. 

 Taking civil society members on board: Police leadership is aware that 
being involved in a global program creates citizen confidence in the 
capacity of their police and in the transparency mechanisms of service-
delivery. The PSVW with its dual approach of police and non-state 
stakeholders creates tie-ups with human right organisations and citizen-
based groups to collaborate with police and mobilise citizens to engage 
with police services. Civil society members and the Human Rights 
Commission in Nigeria have become partners to strengthen police services, 
partner police in programs and to encourage citizen partnership in service-
delivery and crime prevention. Usalama Forum, Kenya reports that since 
2010 the PSVW has helped to shape their work with the police. The 
organisation has been in partnership with police to promote community 
participation in security reforms. As part of this programme, it assessed 12 
police stations in PSVW 2012.   

 Committee Members, CPRC, Punjab, India 
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 Vulnerable groups on the agenda: The focus of the PSVW on equitable 
access to services and considerable attention to gender issues is mirrored 
in other dimensions of local reform processes. Increased female/minority 
staff recruitment; round the clock female police presence in police 
stations, capacity-building programs specially on gender, Scheduled Castes, 
ethnic groups; catering to their needs by programs targeted for women 
safety, considerations for minority 
rights; availability of poster and 
hoardings in local languages; 
documentation of data on gender 
and even migrant groups, care to 
include minority members and poor 
in committees of the police station. 
Monitoring units to ensure 
maintenance and mainstreaming of 
these programs of the police services 
have been a fallout of the initial 
investment in need of disparate 
populations. As part of community 
safety strategies to plan and build local safety practices USALAMA 
Foundation, Kenya is promoting the community safety forum. The forum 
works on police accountability, police-community led crime observatory or 
crime clock to record trends in crime that affect community development, 
identify community protection groups or local elders using alternative 
dispute resolution mechanisms that respect the rights of perpetrators and 
victims. The PSVW was used as part of the community interaction with 
police, promoting indicators for a safer community. It demonstrated how 
citizens, at risk groups and partners can be involved to improve police 
services and engage in crime prevention strategies. 

 Assessment measures: The PSVW kit offers a clearly defined assessment 
criterion to benchmark, monitor and 
improve police stations. CLEEN as a 
consortium member of the J4A was 
able to assess the performance of 
three model police stations based on 
visitor ratings and provide a feedback 
to the programme. The community-
policing structure, Saanjh Kendras in 
Punjab have been assess by PSVW 
related measures as part of the 
PSVW 2012 in which 302 police 
community service centres 
participated and Mansa was 
adjudged and recognised as the best centre in the national PSVW 
workshop held in 2013. 

 

 

PS Jigawa, Africa 

PS Baliawale, Bhatinda, Punjab, India 
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 Building onus on civil society to participate in creating safe environs: 
Community-policing structures and programs that have built-in role of 

community leaders, position holders and 
human right workers encourage 
stakeholders to plan and deliver services 
rather than demand police efficiency. 
Civil society engaged with police has been 
mobilising visitors for the PSVW, sharing 
media space with police commanders to 
highlight their stakeholding, promoting 
rights standards through media and social 
networks. As Usalama, recounts, since 
2010 the PSVW has been shaping our 
work with the police and has established 
a community forum that partners with 
police to prevent crime. 

 Police stations a site of community-
police interface: Police stations have 
been an alienated space for citizens 
and an exclusive domain of police 
control. The PSVW has encouraged 
the participation of civil society and 
local residents to make stations 
citizen-oriented, helped networking of 
service-delivery programs and units, 
such as, domestic counselling centres, 
grievance redressal cells to accept 
police stations as a public service-
delivery institutions. As a community 
leader explained, ‘the New units that 
the government has installed are 
really a top class service – now for any 
domestic disputes respectable people 
can visit these centres, sit in comfort, 
be treated with dignity and try and get 
their situation resolved. Even if one 
loses a mobile, it is now so easy to go 
and register a report – no hassle – just 
go, stand in the queue and you are out 
in no time’ (Punjab, India). 

 Evolving services and partners: 
Changing and adapting to citizens 
needs by the police-community 
initiatives has been highlighted by the 
PSVW reflecting police responsive to 
emerging situations and citizen 
demands. The provincial level 
community-policing programme in 
Punjab  has  now spread to specialised  

PSVW is a very interesting programme by the 

Punjab police which helps in establishing good 

dealing between police and public. During this 

week, public is imparted awareness as well as 

preference in police stations and due to this 

every citizen wants to participate in it. 

Visitor, India 

PS Yaba, Lagos, Nigeria, Africa 
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Units at the sub-divisional and police station levels, reorganised station 
level units to common safety needs of citizens. The PSVW has drawn 
support of district level state structures to link administrative, police 
station and community-policing services as one programme to underline 
the citizen-oriented approach of the state. Usalama, Kenya has used a 
multi-stakeholder approach for establishing a community safety forum and 
linked the PSVW initiative to promote the role of community elders, 
groups at risk and local partners to assist police to respond to specific 
issues of crime prevention. 

 Accountability to service as a right: A number of initiatives to create 
services are part of reform initiatives 
which have been advertised by the 
PSVW. The creation of grievance 
redressal bodies to register and hear 
complaints against police staff, 
online complaint mechanisms, 
feedback meetings, protocols for 
staff recruitment and training are 
well-received by visitors, signalling 
police commitment to responsible 
policing. Time-bound services with 
penalties – number of days to 
process a crime report, for tracking 
of complaints, on passport 
verification, on arms licence has been welcomed by PSVW visitors as 
‘police means business’, ‘officer are now answerable to us’. 

 

 How does the PSVW advance the reform process? 

 Integrated response of civil society and police to citizen rights 

 Evolving state and non-state stakeholder coalitions 

 Recognition to vulnerable groups 

 Incorporating global standards in all aspects of service-
delivery 

 Making safety a people’s agenda 

 Providing visibility to structures of responsive citizen-centric 
policing 

 Promotes citizen-oriented monitoring mechanisms 

 
  

“The police station visit was the most 

significant assessment on police reforms in 

Kenya. After March 2013 elections, the new 

devolved structures -county policing authorities 

and communities policing committees-as 

proposed by the National Police Service Act 

will play also critical role in accountability”…….  

Geoffrey Mogire, KNUT County Executive Secretary  
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II. ESTABLISHING HUMAN RIGHTS STANDARDS IN POLICE STATIONS 

The PSVW is helping to make the five categories of human rights standards 
integral in police stations. Pattern participating police agencies are 
incorporating international standards as patterned under the PSVW kit. These 

reflect in installing facilities and services, 
consolidation of citizen-friendly services and 
snowballing of good practices to other police 
stations. At both the level of police and 
stakeholders these efforts encourage citizen 
engagement at the police stations. A significant 
impact has been the demonstration that reforms 
deliver. To illustrate, citizen recognition of 
improved services, change in police public dealing, 

networking with police units in USA and rights-based facilities at Nima, a Ghana 
station, encouraged the Minister of Interior, to report to the Parliament on 
security sector reforms that “the success of the Nima police station, the 
adjudged best police station in Africa will be replicated in all police stations 
across the country”. A number of stations have already made changes, in 
Kaneshie Station, the reception infrastructure has been improved, detainees 
have been provided television and efforts are ongoing to evoke partnership 
with the ‘migrant’ trading community in their jurisdiction. 

The human rights standards that are advanced may be limited to only the five 
dimensions promoted by the PSVW kit, or some parts extended as programs 
evolve specific aspects, such as, services for the poor, young, women, older 
generation within the community-policing programs being promoted. The 
PSVW has been useful in: 

 Raising the quality of services: By initiating specific practices, such as, 
sharing crime statistics, providing detainee details outside holding cells or 

ensuring police officials wear uniform and 
name tags, gives content to claims of 
police sensitivity to human rights and 
citizen-oriented services. In the Brazilian 
state of Sao Paulo, officers point out that 
the PSVW helped to create the office of 
the police ombudsman (SAC). The civil 
police initiated the programme after the 
PSVW highlighted the lower scores in the 
accountability and transparency category 
in the regular post-visit feedback to the 
police. The SAC telephone number was 
then hung on the walls of all police 
stations. Other improvements supported 

by the visits relate to information regarding the number of crimes and 
detentions, improvement in police identification, both of which were 
absent prior to 2009; attending of local public security council meetings by 
station chiefs and attention to basic facilities in police stations, such as, 
drinking water, toilet paper and space for diaper change. In the three 
Brazilian states where the PSVW was held, visitors noted the gender 

“The success of the Nima police 

station, the adjudged best police 

station in Africa will be replicated in all 

police stations across the country”. 

Minister of Interior,Ghanna, reporting to the 
Parliament on security sector reforms 

Comisaría San Miguel,Lima,Peru 
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services – a designated officer (even a police station chief) was in-charge of 
registering and investigating domestic violence and crimes against women, 
separate lodging for women staff, agreement with NIAM, a social service 
agency to help handle cases of violence against women, have helped to 
spread awareness of police responsiveness to women, encouraging the 
registration of crime against women. 
Provision and upgrading of services 
has been reported in all participating 
countries. 

 Giving recognition to police station 
changes: By linking modernisation of 
police stations to global standards 
provides meaning to initiatives, such 
as, providing signs and directions to 
the police stations, making police 
station clean and welcoming as a 
legitimate citizen-friendly initiative 
rather than only a modernising 
program and utilisation of funds. As 
one visitor put it, “My impressions of this police station are very positive. I 
was well-attended to, and my doubts were cleared. Also, what surprised 
me was the station chief’s comment, that the aim of his work was to serve 
the community instead of having a beautiful building.” Many of the police 
station chiefs in Sao Paulo mentioned that the recognition bestowed by 
the award of the top police station encouraged them to participate in the 
PSVW. The programme is an acknowledged contributor to the 
development of police service in Brazil.’ We have seen a sea change in 
police stations since we first took visitors to PSVW in 2006 – their upkeep, 
facilities and it is not just modern looking stations, but the attitude of the 
police staff has become welcoming and decent,’ Chandigarh, India. 

 Change in ambience outlook and service: Replication of the human rights 
standards regionally and globally strengthens the relevance of service-
delivery orientation of police and 
the community oriented approach 
to citizen safety. It strengthens 
aspects of service-delivery as a 
mandate of police work rather than 
a public relations activity. In 
Monrovia, Liberia visitors reported, 
‘physical changes – a change being 
the constant maintenance of the 
police station’. ‘We also saw a newly 
constructed structure that hosts the 
Professional Standards Division 
(PSO) which is responsible to 
investigate police misconduct’. This 
was included as a best practice and 
visitors perception regarding the police and its relations with the 
community were reported to have improved. 

PS Sector 31, Chandigarh, India 

Meeting with Visitors, Cameroon,  Africa 
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 Networking with service-delivery organisations: The PSVW dual approach 
has helped police to build bridges with civil society organisations, rights-
based bodies, interest groups, such as, resident welfare committees, 
religious organisations or market councils to deliver client-based needs. In 
Ghana, the Nima neighbourhood watch dog committee works to assist the 
police to track down criminals and also network with the police to make 
police services more accessible to the community. Participation in the 
PSVW created an opportunity for them to interact informally with the New 
District Commander of Nima and also identify new areas where they can 
partner and work. The Brazilian Forum on Public Safety (IBSP) a promoter 
of police safety management and technical provider who participated for 
the first time in 2012 found the activity useful in networking with the 
police station chief – informing him of their activities, learning the daily 
routine of police stations and how they engage with citizens and 
community so that they can evolve a strategy to work with them. 

 Raises a demand for improved infrastructure and facilities: In sites where 
the PSVW remains to be integrated with ongoing reforms, the tool is an 
instrument to guide the reform process, to improve police station services 
and equip civil society to promote citizens rights. After the visits in Chile 
and learning about the police work and the confidence gained in 
interaction residents reported that they had the right to ask or request 
that the police follow the rules. CIPREVI in Central America will be using 
the PSVW citizen assessment to propose changes in police stations under 
the reforms programme. The feedback has already been shared with NGOs 
and police agencies that are part of the Central American Regional 
Violence Prevention Platform. 

Police stations that have been assessed 
as poor in physical conditions and 
facilities find the PSVW as an evidence 
and attention pointer to their leadership 
to improve their conditions. In Nigeria, a 
team reported that their perception of 
the police station changed since past 
visits they ‘expected to see well-equipped 
offices, better sanitary conditions and a 
neat environment’. When stations are 

not reflecting improved standards that 
civil society exposed to the PSVW 
expects, it reports the gaps and pressure 
to upkeep achievable standards. 

Poor work conditions has also lead to 
support of the community. In Benin, after 
WANEP’s first participation in PSVW, they 
built relationships at the police stations. 
The interaction made them aware of the 
difficulties the police encounter in basic 
functioning. In 2012, WANEP donated 
printers, office supplies and maintenance PS Ipaja, Lagos, Nigeria, Africa 
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roducts for police stations to help cleanliness and quality services to users  
and also financed officers to attend training on human rights and on the 
regional ECOWAS early warning system. In 2013, WANEP conducted a 
workshop with the police on respect for human rights while maintaining 
order at public events. They are in discussions with the police to extend 
the PSVW to many other police stations in the country. For the police also, 
the PSVW kit serves as a performance measure – for the investigative 
police in Chile the PSVW has served as a basic tool in tracking reforms it 
has implemented to improve the quality of its services.   

 Collaborating to provide a boost to community orientation programmes: 
By linking service-delivery to safety and security, community outreach 
programmes of the police stations have 
gathered momentum and authenticity. The 
Community Policing Unit in Ghana was 
established to respond to the needs of the 
communities and individuals for 
protection and to build partnerships and 
community engagement in its operations. It 
works mainly to forge collaboration between 
the police and the communities in fighting 
crime, providing security and safety for 
citizens in a way that permits the building of 
real partnerships and joint responsibility for 
security in the communities. Partners include people through 
Neighbourhood Watch Groups, the Crime Protection Assistants (CPAs) and 
police mobile patrols in the communities, to inspire public confidence in 
the Police Service. The Unit’s 
experimental focus has been on 
selected areas of the Greater Accra 
region. By participating in the PSVW 
members of the neighbourhood 
watch and citizens have helped the 
police to improve relationships with 
the public providing practical 
reference points to citizen focused 
police services. In Chile, the PSVW 
has informed citizens of the 
changed role of investigative police. 
The role of this police has largely 
been detective work, but under the 
recent reforms, the community service aspects have been strengthened of 
which the public is largely unaware. By observing the nature of work they 
are carrying out with residents, visitors mentioned it made it easier to 
report crime. 

 Enabling citizens to ask for their rights: Regular visits to police stations, 
learning about citizen rights and police efforts to promote human rights 
has provided confidence to even the most marginalised sections of society. 
In Chandigarh, India, commercial sex workers (CSW) were fearful to come 
in any contact with police. As part of the civil society network that has 

Community Police of La Joya, Chile 

 

“Waoh! look at me monitoring the 

police in an official manner, something 

that has never happen in my career, it 

has strengthen our relations with the 

police.”  

Ms. Atam Glory, Programme Officer; Organization 
for Gender, Civic Engagement and Youth 

Development  
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been assessing the cities’ police stations 
under the PSVW, CSWs report a new 
confidence. ‘We can now talk openly to 
the police, we know how to lodge a First 
Information Report, that we do not need 
to hide from the police and some of us 
have already used this contact to resolve 
a domestic dispute and case of theft in 
our home’. In USA, the visits acted as a 
bridge for civil society to link police and 
community. ‘We participated to build a 
stronger relationship (with the police 
district), so that we can more effectively 

communicate on any crime-related issues to the community and so that 
we will be able to help community members report any crime.’   

 Sensitisation of police staff: The annual visits have helped to reorient 
police staff to citizen needs and human right perspectives. The defined 

indicators of the PSVW kit located within the 
policing domains are concrete examples of 
police services that are easy to adopt and found 
relevant. Preparation for the  

visits includes orientation of participating police 
units to the practical details on which citizens 
will assess stations. Gearing up to provide these 
services equips staff with the global standards. 
In Chandigarh, India, the station chief was of 
the opinion that the PSVW has given guidelines 
and a goal to keep the police station citizen-
oriented not only during that week, but also 
throughout the year. ‘Now I take time to talk to 
complainants and assure them that proper 
investigations will be conducted’. 

 

 

 

 

"The community's participation in this type of initiative is 

positive, so they get to know and evaluate the station 

positively or negatively, because this is how changes are 

made." 

The Chief of the Quillota police station, one of the best-evaluated units for 
Carabineros of Chile 

Regarding the participation of the 

Investigative Police in PSVW, police 

officials have said the following: “This 

is a good tool for us,” “It is important to 

know how the BICRIMs (stations) are 

functioning as a unit,” “The regional 

chiefs see the PSVW evaluations as a 

challenge,” “Altus addresses different 

issues that are important for the public 

and how we view the public from the 

police perspective." 

Police Officer, Chile 

 

 

PS Sector 17, Chandigarh, India 
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 Civil society and citizens more responsive to police concerns and public 
safety: A regular civil society partner from Brazil NEPS finds the PSVW 
improves the dialogue between researchers and public safety 
practitioners, improving the quality of their work on police reforms and 
public policy. FBSP, another Brazilian NGO pointed out that the PSVW has 
encouraged them to enlarge the network from security professionals to 
the community to strengthen intervention projects with the police. 
Citizens in a US city felt it was their way of ‘helping the community and 
police make important decisions that affect others by participating and 
providing our opinions.’ A similar sentiment was expressed in Pakistan, 
where team members felt it was ‘their social and moral responsibility to 
see and check public service department, to suggest ways to improve 
performance and keep duty bearers accountable.’ CIPREVI - the civil 
society implementing the PSVW in Central America, for the first time found 
the programme to be an enriching experience, learning about processes 
for assisting victims of violence as well as the working conditions of police 
personnel. The organisation has now decided that issues of policing and 
violence prevention will be a priority in their research agenda for 2013-14. 
Sharing of crime statistics, recreating of public spaces in police stations, 
friendly ambience have all helped to engage citizens with the police to 
create secure environments. 

 

 How has the PSVW advanced human right standards in police stations? 

 Promotes service-delivery networks. 

 Strengthens programmatic interventions and community-policing 
initiatives 

 Builds civil society and police station capacities 

 Creates citizen demand for standard services. 

 Encourages citizen engagement with police station services and 
staff. 

 Equips police staff with human right standards. 

 Addresses global standards as a right. 

 Adaptation and replication of good practices. 

 Acceptance of oversight bodies as a global standard. 
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III. PSVW AS A TRUST-BUILDING MEASURE 

In a third strand of supportive activities for police station reforms the PSVW has 
helped to initiate trust and support within the community. This has been a local 
response to individual leadership initiatives to induct the PSVW human rights 
standards. Thus, changes may not have occurred at the organisational level, 
these may be ad-hoc, disappearing when station commanders are posted out 
and stakeholders are committed elsewhere. In these sites the PSVW has been 
able to: 

 Change citizen perception towards police: Citizens who have been part of 
these visits  have found their image of the police changing with the police 
welcome, learning about difficult circumstances in which the police are 

working by gaining information on the 
process and roles of police and through 
information on particular programs. In 
Rio de Janeiro, a visitor mentioned that 
the ‘participation in the PSVW is 
important for building a new 
relationship between the police and the 
community which, in this area, was 
always marked by blood.’ Similarly in 
Nigeria, in some police stations visitors 
perception of the police changed. 
‘Before the visit, we had the idea that 
the police station is a no-go area for 

civilians. Having seen the brutality by some policemen we had always 
thought that the same attitude will be exhibited to us.’ But, more than just 
visits, real changes continue to be awaited in other stations as another 
visitor stated, ‘the visit did not change our perception of police, for the 
practice is as before, extortion – all because they are in uniform with gun, 
no respect for human rights at all.’ 

In other areas, the visits have informed 
residents of the new policy of 
transparency and accountability of Chile’s 
Uniformed Police under which detailed 
information regarding their work, and 
crime levels by municipality have been 
placed on their website; information on 
the “quadrant plans” for crime control, 
telephone numbers of police station by 
area, and the community engagement 
activities carried out in each station. 
Visitors in Guatemala found a human 

"We can now safely go to any police station for redress or services 

being provided by the police without the negative thought/perception 

that these services will not be delivered.”  

WONGOSOL, Liberia 

 

PS 100º DP, Jardim Herculano, São Paulo, Brazil 

PS Cantt, Pakistan 
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face in the police, seeing first the challenging conditions of their work. In  
Cameroon, after the exposure a visitor thought that people label the police 
negatively as they have not bothered to know the problems with the police, 
‘these rumours are also because people disrespect the police, but expect the 
police to aid them on their calling.’ In Ghana, visitors mentioned that their 
perception of the police was that they made arrests even without evidence of 
crime, but we now realise that we can talk to the police. 

 Exposure to improve police 
stations: First-time participants to 
the PSVW find that the scope and 
possibility for improving their police 
station exists and viable practices 
for citizen security demonstrate the 
possibility. In Liberia, participants 
mentioned that the PSVW was a 
new development that has brought 
the police and community to a point 
of interaction, unlike the past where 
the community would see the police 
as a non-receptive group. 

 

 Attention to vulnerable groups: By including citizens from poorer 
households, less educated people, representatives of sex workers, gay 
activists as visitors, checking out 
services of their relevance has 
raised attention to needs of 
people who are on the margins. 
Partners specialising the rights 
of the powerless, co-opting 
programmes engaged in slums 
or with women or selecting 
police stations located among 
poorer sections were part of the mobilising strategy to reach out to people 
on the margins. While not all approached participated – in Brazil some of 

“Our participation in the PSVW exercise gave 

us appreciate challenges faced by the Police 

while performing their duties. It is the need of 

the hour to advocate other community 

members to encourage government and donor 

organizations to help the police acquire 

requisite equipment and supplies for the 

effective discharge of their duties.  

Visitor, Liberia 

PS 13ª DP – Ipanema, Rio de Janeiro, Brazil 

PS Center Street, Monrovia, Liberia 

PS 45ª Comisaría Cerro, Navia, Chile 
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the poor people declined to visit, fearing contact with the police. There 
were, however, others who had unsatisfactory experiences with the police 
and participated and after positive encounters in the PSVW wanted to be 
part of the process to improve services. In Sao Paulo, a visitor mentioned 

she had been to a police station to register being 
robbed and the officer who attended to her was 
drunk. Another said that a police officer called her 
to identify who had robbed her and in the police 
station, she heard a group of boys screaming on 
being tortured to confess a crime. Another 
related that he was unjustly accused of theft in a 
supermarket because he was black. He went to 
the police station and the police officer told him 
that he could do nothing for the case, since this 

should be dealt with directly with the management area of the 
supermarket. After participation in PSVW, he became more aware of his 
rights and how the police can act to protect them. All wanted to be regular 
visitors.  In Nicaragua, the visits were an opportunity for citizens to be 
informed of the programmes in women station where victims are provided 
coordinated services and anger management counselling is given to 
perpetrators. Services provided to persons of all sexual orientation was 
found to be a positive aspect of the programme.  

 Dialogue in society for police station reform: Even when a comprehensive 
change in police station may not be occurring, sections of society, some 

police leaders or media has been 
able to initiate a dialogue or process 
of change. In Assam, India, which is a 
site of conflict between tribals and 
non-residents, the police focus is on 
maintaining public order and 
controlling incidents of violence. 
Within this context the PSVW 
standards and community-police 
interface is being explored to build 
citizen confidence in police and 
incorporating global standards in the 
police training academy. 

 

  

 “It was an honor to have participated 

in this valuable and important activity, 

which is especially relevant for 

promoting equal rights for all social 

groups, including sexual minorities.” 

Movimiento de Liberación Homosexual (MOVILH)   

"Some of the visitors mentioned that now they are familiar with the police 

station and would meet with the personnel in charge of the Citizen 

Participation Office."  

Visitors, Vigil Station, Peru 

 

PS Baghdad-ul-Jadeed, Pakistan 
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 Entry point for improved service-delivery: 
Support for specific programs, such as, women 
safety or domestic violence units have been 
promoted by participating in the PSVW. In El 
Salvador, visitors learnt the process of crime 
reporting, how the 911 emergency system 
functions and police support in domestic violence 
and other acts of violence. In Honduras, citizens 
found the community police stations model is 
completely different from that of the preventive 
police. This model seeks to involve community 
members in crime prevention and citizen security 
among which improving public trust in the police, 
encouraging citizens familiarity with their police stations increases the 
confidence of citizens to report crime.   

 

 

  

APWCR is respected by other 

civil society organizations who 

now take us more seriously as do 

the community.Now top police 

officers pick our phone calls 

requesting service which is a 

great achievement of Cleen 

Foundation/Altus.” 

APWCR, Cameroon 

 

 “It enabled us to discard some myths about police 

indifference to citizen complaints." Now the visitors 

see that there are police personnel who are willing to 

listen and support victims."  

Visitor, El Salvador 

PS Center Street, Monrovia, Liberia BICRIM ÑUÑOA,Santiago de Chile, Chile 
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 How can CBM advance trust-building equitable access and justice in 
police stations? 

 It propels police to get equipped with human right concerns. 

 Creates awareness of citizen rights in police stations. 

 Initiates a dialogue to make police station more citizen-
responsive. 

 Gives voice to citizens and media. 

 Encourages vulnerable groups, such as, women, ethnic 
minorities, poor and illiterate to seek security and justice. 

 Invites civil society to promote citizen rights and equal access. 

 

 
 

 
 

 

Without a doubt, the relationship between CIPREVI and the 

police forces of the four countries has improved. It is also 

important to mention that the visitors' reports will be a tool for 

proposing police reforms in Guatemala, El Salvador and 

Honduras.”  

CIPREVI, Central America 

 

PS Distrito Policial 1-2, Honduras 
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GOOD PRACTICES RECOMMENDED BY CITIZENS 

I. COMMUNITY ORIENTATION 

1. Specialised Desks 

 Social services centres: Provide information to the public and help to 
complainant. 

 Customer care desk 

 Women and child units 

 Human rights desk 

 

2. Outreach crime services 

 Coordination with local bodies in resolving domestic and marital 
disputes.  

 Staff visits to complainant to investigate/help out victims. 

 On the spot resolution of marital disputes to avoid court proceedings 
and delay. 

 Arrangement for night vigil to curb theft in the villages. 

 Tie ups for mobile ambulance for road accidents – on call by dialling 
108 anytime. 

 Receive reports while patrolling the area. 

 Posts spread across strategic positions for night and day patrol by 
officers leading to the reduction of crime rate. 

 Designated officer for quick resolution of disputes in communities. 

 

 

 

PS 100º DP - Jardim Herculano, São Paulo, Brazil 
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3. Building community relations 

 Medical camps organised to build links with public.  

 

 Use of radio communication to improve community relations and 
reach out to populations located in remote rural areas. 

 Sharing police station space: 

 Grounds opened for jogging for people who live in the area. 

 In Peñaflor, Chile, police officers choose two letters sent to Santa 
Claus via the postal system and invite these children to the station 
where they make their Christmas wish come true. 

 Rooms dedicated to people from the community who want to 
read books or take the courses from specific NGOs. 

 After school, children may wait for their parents to pick them up 
in the police station square. 

 List of public services that can be accessed by the population who live 
in the area. 

 Open forum for receiving and treating complaints. 

4. Care for citizens in stations 

 Provision of drinking water, TV, recreation rooms for children. 

 Friendliness of police station staff to citizens. 

 First aid services in the police station 

 Responsiveness and attentiveness of police officials to public. 

 Welcoming and well-kept offices with attention to public especially to 
members of tribal/ethnic community. 

5. Crime prevention programmes 

 Awareness on social issues like crime: drugs, citizen rights, traffic rules 
for school children, vulnerable groups 

PS Div no 5, Ludhiana, Punjab, India 
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 Regular public police interaction/meetings on drugs and crime 
prevention.  

 

 Campaigns regarding dowry-related abuse. 

 Truck drivers given awareness regarding HIV/AIDS. 

 Recreational activities, such as, sports for young boys as a strategy to 
protect them from use of drugs. 

 Crime awareness media programme with support from a 
telecommunication company 

6. Responsive to needs 

 Information at reception in different languages. 

 Availability of a computer for people who want to register a crime 
without being interviewed by a police officer. 

 

 
 
 

 Summer plan to deal 
with the cases of 
victimized tourists and 
vacationers. 

  

Activated Special Meetings with CLG market committee(UFM), Sector 17, Chanidgarh, India 
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II. PHYSICAL CONDITIONS 

1. Clean police stations 

 Regular upkeep of stations 

 Tie-up with private agencies to receive cleaning materials. 

2. Hotlines or emergency lines 

 Free emergency call lines 

3. Facilities for staff 

 Improvement of personnel quarters (for those who live at the station) 

 Separate sleeping arrangements and bathrooms for men and women 

 Recreation areas 

4. Reorganised spaces for special needs 

 Restructuring spaces and entrances in police stations to provide 
privacy to victims, witnesses and people reporting crimes. 

III. EQUAL TREATMENT 

1. Representative staff 

 Availability of female staff, especially trained personnel to attend to 
women and children and victims of sexual violence. 

 Special police assistance to uneducated people coming to police 
station. 

 Writing applications for illiterate people 

 Street children given vocational training to get them off the 
streets. 

 

2. Services for the challenges 

 Wheel chair available for old/disabled people in police station. 
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 Braille and help to write complaints for the blind and old. 

3. Attention to special needs: Privacy and specialised staff 

 Domestic counselling sessions held in separate rooms for domestic 
disputes. 

 Care of victims – provision of blanket, clothes, regular presence of a 
woman constable on duty. 

 Police officers work with perpetrators and potential perpetrators, for 
example by providing anger management counseling. 

 A space specifically for children who accompany adults to the police 
station, equipped with fun materials. 

 Equality of treatment for transsexual (non-biological) women as part 
of their target population, and recognition of their gender identity. 

 A space dedicated to mediate cases of disagreements between 
neighbors and friends. 

 Pregnant women are not detained. 

 “Legal Aid Dogs” project provide emotional support for children giving 
statements 

4. Gender violence: Programmes and interventions 

 

 Sexual crimes brigades (BRISEX) located throughout the country, to 
investigate sexual crimes, domestic violence, abandonment, child 
pornography, and human trafficking, among others.  

 Toll-free women helplines. 

 Child sexual abuse and drug use prevention workshops in schools and 
preschools in the municipality. 

 Victim's services offices, created for providing assistance including  
legal aid, psychological and social guidance to people and particularly 
women who have been victims of crimes 

 More patrolling near schools, colleges to curb sexual harassment. 

PS Ferozabad, Karachi 
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5. Gender capacity-building and equality initiatives 

 Women-related human rights program to create awareness among 
public security professionals regarding inequality and social 
vulnerability that affect women. 

 Promoting equality between men and women in police careers. 

 Capacity-building of officers at police stations on improving the 
handling of domestic violence and sex crimes cases. 

 Gender training curriculum with ongoing training on violence against 
women. 

 
IV. ACCOUNTABILITY AND TRANSPARENCY 

1. Transparent reporting process and crime sharing 

 Information on how to lodge an FIR, free legal 
aids facility, etc. 

 Meeting with local citizens twice a month to 
discuss and provide awareness on various 
crimes. 

 Display of awareness material (pamphlets, 
posters) on the main entrance to provide 
public information on about their rights. 

 Maps and charts with the number of crimes 
registered in the police station. 

 Newsletter is produced by police station to 
provide information about the daily 
happenings around the station. 

 Human rights of suspects are listed and placed 
in station. 

 Crime and incidence mapping. 

2. Community-responsive crime control programmes 

 Networking with social activists to promote safety – from drugs, dowry 
crime, harassment, etc. 

 Installation of the crime and criminal tracking network system. 

 Receiving complaints via email. 

 To curb snatching/harassment in parks in the early mornings, police 
personnel conduct, morning parade/jogging in the public parks. 

 Helplines for senior citizens, grievance redressal, crime stopper and 
traffic helplines. 

 Proactive role of station commander to regularly visits markets and 
police checkpoints to uphold law in the area 

 Crime prevention programme which spreads awareness in public to 
help prevent and reduce crimes. 

PS  Ogudu, Nigeria 
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 Banners with the information and telephone of public services 
available in the police station area. 

 Hotspot patrolling within the police station’s jurisdiction. 

3. Tracking progress 

 Online data access system for checking progress of complaints and 
reports registered. 

 Distribution of cards and posters of services with the telephone 
numbers of the police station to check on information for crimes 
registered. 

 Feedback to people about the status of the crime registered by them. 

4. Visible redressal mechanisms 

 Banners with the numbers of the ombudsman service. 

 Boxes for complaints and compliments for police work. 

 Posters and flyers with telephone numbers to contact for complaints 
about police misbehavior. 

 Authorising citizens to arrest criminals. 

 Community can arrest criminals and call the station to come and 
take charge of the criminal. 

5. Engaging with community leaders 

 Room dedicated exclusively to the meetings of the community council 
of public security. 

V. DETENTION CONDITIONS 

1. Segregating spaces 

 Separate lock-ups for teenagers (juveniles) 

2. Responsive to detainee rights 

 Information for detainees in various languages, including for blind 
people. 

 Concern for the dignity of those who are temporarily detained, 
providing them with a clean space with good bathrooms, cable TV and 
music. 

 Pictorial documentation of detainees. 

 Introduction of Prisoners’ Lockup Register, to keep track of suspects in 
custody, and check the activities of the police in relation to suspects. 

3. Services for detainees 

 Legal Advice Scheme with lawyers visiting the police station weekly to 
provide free legal services and advice to suspects in custody and 
victims of gender-based violence.  
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AWARD WINNING POLICE STATIONS 2012  

Africa: Victoria Island Police Station, Lagos, Nigeria 

 

Table - 8 
Assessment of Victoria Island police station, Lagos, Nigeria on Five 

Indicators 

Indicators Scores 

Community Orientation 100.00 

Physical Conditions 96.67 

Equal Treatment 96.67 

Transparency and Accountability 100.00 

Detention Condition 100.00 

Aggregate Scores 98.67 

Source : Police Station Visitors Week, 2012 

THE Victoria Island police station is one of the older police stations in Lagos 
State, Nigeria. It is located in an affluent urban area catering to business and 
financial centres and has a high income residential area with a fraction of low 
income settlers and squatters.  

The police station has a work force of over 366 police officers. For effective and 
easy administration of the police station, it is divided into 8 sections – 
Administrative Department; Crime Branch; Criminal Intelligent Bureau; Traffic; 
Operations; Human Rights Desk; Provost and lastly Juvenile Women and 
Children Section. 

It is one of the pilot police stations to institutionalize community policing. It has 
introduced “door to door policing” under which police officers familiarize 
themselves with citizens by visiting homes and businesses. They provide 
leaflets of telephone numbers of the key officers of the station. Citizens are 
sensitized on security tips and encouraged to contact the police at any time. 
Telephone numbers of the Divisional Police Officer and others are also pasted 
outside the police station. 

The station engages with community at different levels with periodical meets 
with the stakeholders by holding meets with Police Community Stakeholders, 
Police Community Relations Committee, Security agencies and other strategic 
groups such as Landlord/Tenant Associations and the Beach Settlers  

PS Victoria Island, Lagos, Nigeria 
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Association. The safety and security issues affecting the different stakeholders 
are provided tailored services, which also help prevent violence and promote 
safety in the area.  For visitors a canopy has been installed to serve as a waiting 
room and the courtyard is used for sensitization programs for children and 
youth. It has also improved interactions with various security agencies to keep 
the area secured. 

Effort is made to mediate and resolve cases at the police station itself. There 
are separate cells for female detainees as well as separate toilet facilities for 
female officers. Weekly lectures for the officers and men at the station are 
provided on ‘policing by respect’ to help orient the officers to be polite and civil 
when providing policing services. 

The station maintains and displays monthly and quarterly crime statistics. The 
station is also practicing ‘geographic policing’ in which the police become 
familiar with their beat and increase police visibility in the area. Through this 
initiative, police rapid response has improved to 3 – 5 minutes for a distress 
call. It has also helped reduce crime and criminality in the area. 

The detention areas and its facilities are kept clean and maintained. Efforts are 
made to ensure that there is strict adherence to the due process of the law 
with regard to rights of suspects. 

Asia: Bhiwanigarh 

 

Table - 9 
Assessment of Bhawanigarh, Sangrur Police Station on Five 

Indicators 

Indicators Scores 

Community Orientation 100.00 

Physical Conditions 100.00 

Equal Treatment 100.00 

Transparency and Accountability 100.00 

Detention Condition 100.00 

Aggregate Scores 100.00 

Source : Police Station Visitors Week, 2012 

Bhawanigarh police station caters mainly to rural areas. It is located on the 
Sangrur-Patiala road. The station was found to community-oriented and 

PS Bhiwanigarh, Punjab, India 
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modern in services provided. A number of citizen oriented programs have been 
organized by this Station including talks with rural population, interventions to 
curb sexual harassment, awareness on HIV/AIDS and citizens rights that have 
been highly appreciated. Also, regular awareness on traffic rules is provided at 
the schools initiating children’s interaction with the local police. Counselling 
unit for gender rights and domestic violence is also being run at the police 
station. Community involvement with the station can be captured from a 
special donation box for the cow shelter, to which visitors and community 
members provide regular funds, much as they also in temples. The station 
provides a modern space with provision of filter drinking water and well-kept 
reception area. The police station has a huge boundary wall with information 
on drug abuse, traffic rules, free legal aid painted brightly on it. CCTV cameras 
for victims or witnesses to identify the detainees without being seen and for 
recording day to day activities of the police station is installed. Electronic 
services do not suffer since a generator has been installed from community 
donations. Contact numbers of senior officers, women helpline and for legal 
services for weaker sections are displayed so that people can avail of those 
services without asking any staff. A complaint box is also placed in the police 
station where people can leave their complaints against the police personnel 
along with suggestions and grievances. 

Latin America: 6ª Police Station, San Vicente de Tagua Tagua Chile 

 

Table - 10 
Assessment of 6ª Comisaría San Vicente de Tagua Police Station, 

Chile on Five Indicators 

Indicators Scores 

Community Orientation 100.00 

Physical Conditions 100.00 

Equal Treatment 100.00 

Transparency and Accountability 100.00 

Detention Condition 100.00 

Aggregate Scores 100.00 

Source : Police Station Visitors Week, 2012 

The police station is located in the San Vicente de Tagua Tagua, largely a rural 
municipality 200 km from Santiago and serves the cities 45,000 inhabitants. 
The station has been regularly assessed with high scores and a number of good 
practices in earlier PSVWs. The station was positively evaluated on issues of 

6ª Police Station, San Vicente de Tagua Tagua, Chile 
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strong communication with the community, which included an open door 
policy for residents, use of local media to promote connectivity, collaborative 
work with residents through a community office and networking with agencies, 
such as, the national service for drug use prevention and rehabilitation and 
educational establishments. 

The use of radio communication was found to be very relevant since the 
majority of the population lives in remote rural areas and obtains most of its 
information via the radio. The station also has parking space for bicycles since 
that is the main means of peoples’ transportation. Physical space in the station 
is well-organised with separate spaces for men and women. Accessibility of 
services for disabled persons has also been built-in with ramps and remodelling 
of the bathroom next to the waiting room. There are public waiting areas 
including space for people accompanied by children. This area has toys 
including educational toys, a television and carpeting that makes the space 
more welcoming as noted by visitors. The front of the station has information 
posted for the community about levels of crime in the municipality, emergency 
numbers, community activities and policing programmes. Spaces for police use 
and detention areas were clean and well-organised. Posters listing the rights of 
those detained and charged, lockers for belongings of detainees and record 
books listing these belongings, availability of television, tele-surveillance 
circuits were facilities that the team had not expected to find in the detention 
area. 

A change that was observed was the reorganisation of the domestic violence 
offices to provide privacy for victims and witnesses. Visitors also noted that the 
Carabineros have improved the relationships with the community and there 
has been a change in their attitude towards the common people. 

North America: South Los Angeles Sheriff’s Station 

 

Table - 11 
Assessment of South Los Angeles Sheriff Police Station on Five 

Indicators 

Indicators Scores 

Community Orientation 100.00 

Physical Conditions 100.00 

Equal Treatment 100.00 

Transparency and Accountability 100.00 

Detention Condition 100.00 

Aggregate Scores 100.00 

Source : Police Station Visitors Week, 2012 

PS South Los Angeles Sheriff, United States 
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“One of the most impressive aspects of South Los Angeles Station is the 
extensive amount of outreach programs available to the community. In 
addition to hosting several Law Enforcement Community Academies 
throughout the year in both Spanish and English, the station offers the 
following popular programs: At risk youth mentoring; Women’s personal safety 
and self defense; Elder abuse and safety recognition; Civilian Volunteer 
program; Clergy Council program; Law Enforcement Explorer program; 
Community ride-along program, among others. There are many more programs 
available to the community, and upon request, station community relations 
personnel will even develop problem specific programs. For example, leaders 
from the local Tongan community recently reached out to South Los Angeles 
Station for help with a growing problem between Tongan and Hispanic youth. 
In response, station personnel held a community meeting with leaders of the 
Tongan Community during which they offered several pertinent suggestions. 
The outreach worked as the Tongan community leaders reported several weeks 
later that the problem had subsided.” 

CERTIFICATE OF RECOGNITION  

Highest Overall (with the detention area) - 28ª DP - Campinho - Rio de 
Janeiro, Brazil 

 

Table - 12 
Assessment of 28ª DP Campinho Police Station on Five Indicators 

Indicators Scores 

Community Orientation 97.50 

Physical Conditions 91.25 

Equal Treatment 96.25 

Transparency and Accountability 91.25 

Detention Condition 86.25 

Aggregate Scores 92.50 

Source : Police Station Visitors Week, 2012 

This police station was visited for the first time in 2012 and to the surprise of 
visitors it is completely community oriented. The director of the public school 
in the area was invited to be present for the visit. The policies has a program in 

PS 28ª DP - Campinho - Rio de Janeiro, Brazil 
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the school to give the students more information about drugs and also to avoid 
drug selling inside the school. According to the director, before this partnership 
she used to have a lot of discipline problems related to students who were 
using or selling drugs and after the police started delivering lectures and made 
their presence felt in the school routine, these problems disappeared. 

The chief of this police station participates in all the meetings of the community 
council of public security and presents the police station initiative which 
includes programmes to reduce domestic violence and to prevent the incidence 
of violent crimes, such as robbery and homicide. Banners about domestic 
violence with phone numbers for reporting are placed at the stations entrance. 
There is staff just to serve victims of domestic violence. The station has a small 
playground where the kids may wait for their mothers while they are being 
attended to by the police. 

In terms of physical conditions, although the police station is an old building, 
the cleanliness and the organization surprised the visitors. They have also 
highlighted the fact that crime suspects do not use the same entrance door as 
the people who come looking for police service. There are rooms with small 
holes that only allow for one-way viewing and books with photos of suspects, 
that allow the witnesses and victims of crimes to recognize the suspects 
without being seen.  

Accessibility for people in wheelchairs and the elderly was found – doors are 
wide and there are access ramps. The detention area is clean with proper 
sanitary conditions, in respect for the human rights of prisoners. 

Parklands Police Station, Nairobi, Kenya, Africa 

 

Table - 13 
Assessment of Parklands Police Station on Five Indicators 

Indicators Scores 

Community Orientation 91.67 

Physical Conditions 86.67 

Equal Treatment 76.67 

Transparency and Accountability 91.67 

Detention Condition 75.00 

Aggregate Scores 84.33 

Source : Police Station Visitors Week, 2012 

PS Parklands, Nairobi, Kenya, Africa 
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The Parklands Station located in Westlands, Nairobi country has a strong Asian 
community with a number of commercial and institutional areas. The station 
has a staff of 145 with a separate criminal investigation and trafficking 
department. 

Under community policing initiatives it has a committee meeting monthly with 
a station commander. These committees are organised from the Sub Location 
to Location and then Divisional Level, with 20 members at the Sub Location 
level. This has helped improve relations between the community police and the 
security monitoring the area. There is a Report Desk where all cases are 
presented, and a Children Protection Unit.  

The Station Facilities are lacking in some areas, with no equipment for forensic 
collection, mug shots, exhibit storage, computers, office space to discuss issues 
in confidence (10 officers sit in one office). Where there is need for 
identification parade they are carried out outside in view of public eye and 
without protecting the identity of the witness/victim. 

The station is currently using the seer register as the Occurrence book, case file 
covers are improvised manila papers purchased by the police officers, and 
statement taking papers are sheets of papers also purchased by the officers.  

The Station has only one vehicle that is in working condition, this has severely 
hampered the efficiency of the station to carry out patrols or respond to 
emergencies or urgent issues that need the use of a vehicle. For welfare 
purposes it has a police canteen or mess.  

There is limited capacity for sanitation. When there is need to use one, the 
male detainees are let out to go to a improvised container that is along the 
corridor right outside the cell - this is, however, at scheduled times. The women 
cells are also lacking a sanitation facility. Since they are seen as a lesser threat, 
they are escorted by the guards to use a facility outside the building. 



 






