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Police Work Culture: A Bottom up Assessment

A PAC Report

Public Affairs Centre’s study of the functioning of police stations in Karnataka highlights a mix of
both positive and negative findings. In response to the problems highlighted by the PAC report,
the Director General of Police, Dr. Ajai Kumar Singh, announced a number of measures to deal
with these problems at a press conference held today. Dr. Samuel Paul, Founder of PAC and Dr.
Meena Nair who led the study team also participated in the discussion along with other senior
police officers.

This note summarizes the findings of the study ‘Police Work Culture: A Bottom-up Assessment’
undertaken by Public Affairs Centre (PAC) at the request of the Karnataka State Police

Department of the Government of Karnataka.

The objectives of the study were to systematically assess the quality, responsiveness and
outcomes of the basic services provided by police stations to the public, generate a better
understanding of the problems and constraints being faced by the police personnel in their role
as service provider to the community, and assist the police department to use the information
and knowledge generated so that actionable policies and remedies can be formulated.

The study covered all the six ranges and three commissionerates of police represented through
100 randomly selected police stations. Five police personnel working at various levels and 20
complainants were randomly selected from every police station bringing the total sample size
to 100 police station observations, 500 police personnel interviews and 2000 complainant
interviews.

Major Findings and Conclusions of the Study

1. Profile of the complainants: A large majority of the complainants are_law income, less
educated and disadvantaged citizens. It is truly the ‘Aam Aadmi who seeks the intervention
and assistance of the police.

2. Access to police stations: The study findings show that the presence of police personnel at
their seat and being able to register the cases the same day seem satisfactory (89%
reporting registration). Police were also able to give acknowledgments the same day for
66% of the complainants. While these are positive features, non-registration of cases by the
police remains a serious problem. The main problems faced by the complainants had to do
with the efficiency and responsiveness displayed by the police when theijr complaints were
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being taken (an average of 2 1/2 hours for lodging of complaint and 4 hours to get the FIR /
Acknowledgement copy). Further probing of the cases (based on exit interviews) makes one
suspect that one out of two complainants failed to get his/her case registered.

Fear of the Police: There is evidence of a significant proportion of the public not feeling at
ease in dealing with the police. This probably reflects psychological barriers which have
been nurtured over the years through the conduct of the police or the lack of self
confidence of the citizens. This is well brought out by the fact that in the Eastern range
which has #the largest proportion of SC/ST members among the complainants, the
percentage of people not at ease is the highest (66%). It also perhaps has to do with the low
percentage of literacy (24% illiterates).

Weak system of follow-up: The study highlights serious problems once the investigation
process starts. A significant issue is the high percentage of complainants (45%) who are
unable to get information on their current status. It seems that information is provided only
after repeated visits (as mentioned by 64% complainants) but seldom at the initiative of the
police personnel themselves.

Existence of corruption: There is evidence of corruption that arise at the time of interaction
of the complainant (9%) with the police. The interviews with the police (one out of five) also
confirm the same conclusion. But the low percentages emerging from the study could be
partly due to a misinterpretation by complainants on the definition of a bribe. Many
ordinary citizens are likely to consider paying for investigation expenses not as a bribe but a
legitimate expense by the police to which they should contribute.

Limited awareness: The study highlights a major problem of limited awareness of the
citizens about the procedures at the police station regarding registration (42%), whom to
approach (40%), getting an FIR copy (53%), etc. Here again the low social and educational
status of the complainant may partly explain this lack of awareness. But as far as the
performance of the police station is concerned, it is clear that no proactive steps have been
taken to inform and educate the public about the steps involved in accessing a police

station.

Timeliness of case closures: Feedback from the complainants as well as from the police
confirms that a third of the cases registered have been solved during the same year. It is
difficult to judge whether this is an adequate or satisfactor;) outcome or not. But it is clear
from the forgoing conclusions that if the problem of responsiveness, information and
empathy for the average citizen are dealt with, the outcome in terms of resolution of cases
could be further improved.

Loyalty and trust: Among the police, there are both positive and negative features. An

encouraging finding is the high degree of loyalty and trust of the police personnel in their
department (97%). This is an asset on which the department can build, in order to achieve
better performance and responsiveness of the public. That such a high level of loyalty and
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