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EXECUTIVE SUMMARY

BACKGROUND

The Mission Karmayogi initiative® is a
scheme that emphasizes the significance
of high standards of conduct and
behavior for civil servants. It aims to build
trust among the people and inspire their

peers and subordinates to follow suit.

As part of this initiative, a Master Mentor
Program was launched under the
guidance of the Capacity Building
Commission (CBC). The Master Mentors
trained officers at the constabulary level,
promoting peer-to-peer learning and
moving away from traditional classroom
training methods. The Master Mentor
Program Manual serves as a guide for
organize future
interventions that further the national
goals and enhance service delivery to

Police Heads to

citizens through citizen-friendly

engagement.

The CBC conducted training programs
across all the Union Territories including
the UT of Jammu and Kashmir in order to
modernize the mindsets, approaches,
and skillsets of police personnel.

The Quality Council of India (QCl) had
been entrusted by the CBC to assess the
impact of the Mission Karmayogi
Policeperson Program, which was carried
out in May 2023 across the UT of Jammu
and Kashmir.

APPROACH

The impact assessment of the Mission
Karmayogi Program for police persons in
Jammu and Kashmir covered 8 police
stations, 4 from each division, further
bifurcated into trained and untrained police
stations. A comprehensive questionnaire
was developed to inculcate varied KPls to
measure the efficacy, impact, and overall
interaction of the citizens and the police
personnel.

The assessment followed a hybrid approach
— combining quantitative and qualitative
methods through a citizen perception
survey, police self-perception survey, key
informant interviews, and focused group
discussions.

The assessment was phased in two formats,
online and offline survey, as stated below:

Online/Backend Survey: The backend team
stationed at QCI headquarter in Delhi was
associated with the collection of data from
citizens and police persons via telephonic
survey and then collated the requisite data
in an online data collection tool.

Offline/On-ground Survey: A team of 2
trained professionals was assigned to each
division to collect feedback from 2 Key
(ASI/Sl/Inspector), 5
trained/untrained police personnel and
initiate FGDs with 5-7 citizens with police

Informants

interaction post the police training session.




CONCLUSION

Positive Progression: The assessment showed
early signs of positive progression from the
police personnel training.

Citizen Response Rate: More than 90% of the
citizens observed a pattern of positive
behavioral change in the trained police
personnel.

Community Engagement: The FGDs showed a
lineation toward the police staff and their
initiatives toward the community and
involvement in societal awareness.

Positive Feedback: The rate of positive
feedback for citizen perception at J&K inclined
towards a favorable outcome for the impact
assessment.

RECOMMENDATIONS

The duration of the training could be
designed around a 3+2 day module and can
include regional languages for better
understanding.

The training framework can encapsulate
behavioral and technological training for the
police staff.

The scale of the training program can be
extended to the entire police staff
(Inspector level and Munshis) and not just
at the constabulary level. More than one
official can be trained at each police station
to increase efficiency,

CBC could engage in training a higher
number of female police staff since a
disparity was observed in the current
assessment.

The training sessions could have follow-up
sessions in person every year and online
session every 6-9 months to retain the prior
knowledge.

For the concerned police stations, training
could be held at the specific UT or state to
restrict the longer duration of commutes.
For sensitive areas, the training can be
extended to the police personnel including
Traffic Police, and Armed Police.

~
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INTRODUCTION

The police play a central role in upholding the rule of law in a just and democratic society. They are the
most visible representatives of the state, and individuals often encounter them first when facing a crisis.
Consequently, we expect the police to safeguard our lives and rights, enforce the law, and promote peace
and harmony. Such diverse responsibilities require well-trained personnel and modern infrastructure. The
capacity-building of police officers should focus not only on upholding the law but also on conducting

themselves constitutionally and handling crises with compassion for all citizens.?

Currently, there are approximately 137 police personnel per lakh of the population, while the
recommended standard set by the United Nations is 222 personnel per lakh people. This shortfall in
personnel makes it difficult for law enforcement agencies to fulfill their dual role of being tough on crime
while also maintaining a friendly and approachable image.

Over the past five years, it has been observed that, on average, only 6.4% of the police force received in-
service trainir'lg.3 Senior officers are more likely to receive training compared to lower-ranking
constabulary personnel, even though the constabulary makes up the majority of the overall police
strength. The police represent the coercive arm of the state, necessitating the occasional use of force.
However, democracies strive to minimize the exercise of coercion, placing the police in a delicate
position.?

In light of these challenges, Honorable Prime Minister Shri Narendra Modi has emphasized the need to
reform and improve the attitudes of civil servants. He launched the "Mission Karmayogi" initiative in the
year Sept 2020, which aims to bring about fundamental changes in training methods. State governments
have also taken similar steps to train police personnel, including launching training programs on social
media challenges, radicalization, and soft skills. Efforts have been made to improve police behavior and

provide specialized training to handle situations involving rudeness and violence.”

Overall, in terms of bringing a positive light to policing, there is a pressing need to address the shortage of
police personnel in India, enhance their training opportunities, and improve the image and effectiveness
of the police force in upholding the criminal justice system together while being responsive to the needs
of the people.

“Mission Karmayogi is a new experiment of its kind in the direction of capacity building. Through
this mission, the government employees have to modernize their thinking, approach and improve
their skill set. It is to give them an opportunity to become a Karmayogi...”

Honorable Prime Minister Shri Narendra Modi °
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ABOUT THE STUDY

The civil servants in our country play a crucial role in policy formulation and implementation at the
forefront. However, the current landscape of capacity building for civil services faces several
challenges including training policies that are sporadic and often limited to individual and
intermittent innovations. There is a lack of a unified vision and understanding of national priorities,
with stereotyped working in silos instead of collaborative efforts. Lifelong and continuous learning
opportunities for civil servants are lacking, and there are barriers to the exchange of knowledge and
collaborative work.

In the criminal justice system, the initial interaction of a civilian with police personnel is addressing a
concern or filing a complaint and it is essential to understand the incentives and attitude of police
personnel towards the complainant. To improve public-police interaction at the front end, it is
necessary for police personnel to create a cordial environment for complainants and they should
adhere to the social norms and code of conduct, including the behavioral aspects.

In the current affairs of our nation, the behavioral conduct of police personnel in our nation does not
reflect a positive outlook. The government is taking numerous strides to change this narrative.
Government policies toward the police, police administration, public relations, media relations, and
research are areas where action can improve police-community relations.

Both the State and Central governments have introduced a plethora of initiatives to improve the
image of the police in India. One notable initiative by the Ministry of Home Affairs (MHA) focuses on
conducting a training program to bring about behavioral changes among UT police personnel.
Following this, the Sardar Vallabhbhai Patel National Polige Academy (SVPNPA) was designated as
the institute responsible for facilitating this training program.

Awareness sessions were conducted for UT Police Heads to emphasize the importance of this
intervention and how it aligns with national goals of improving citizens' lives and providing citizen-
centric services. As part of this initiative, the Master Mentor Program was launched under the
guidance of the CBC. The program promotes peer-to-peer learning and moves away from traditional
classroom training methods, with a focus on "citizen centricity" in the delivery of police services
through behavioral change interventions.

The Master Mentor Program aims to bring about behavioral change among police personnel in
Union Territories, fostering positive and proactive interactions between citizens and the police force.
It identifies points of interaction where training interventions can usher in behavioral change.

In June 2022, the Capacity Building Commission conducted training programs across the Union
Territory of Jammu and Kashmir to modernize the mindsets, approaches, and skillsets of police
personnel. The QCl was entrusted by the CBC to assess the impact of the Mission Karmayogi
Policeperson Program, which took place in May 2023 across the Union Territory of Jammu and
Kashmir.
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OBJECTIVE

Conduct an impact assessment to determine the impact of the Karmayogi Policeperson
0 1 Program through alterations in the behavior of the police personnel demonstrated through
personnel and citizen perspectives.

OUTCOME
« Assess the impact on citizens' perception of police officers through surveys and community
feedback
0 2 « Determine changes in police officers' self-perception through post-training assessments,
feedback from officers, and supervisor/peer observations.
» Evaluate changes in police officers' thinking and behavior post-training through performance
metrics and indicators

OUTPUT

0 3 « Analysis measuring the change in perceptions of the subjects between the survey period
« Quantitative data and qualitative accounts obtained on-ground and telephonically

Mission Karmayogi necessitates an impact assessment of the progress made by the UTS'
Police Departments to identify any gaps that may exist and make appropriate course
corrections in pursuit of creating positive cycles of police-civilian interactions. For this
purpose, CBC engaged QCl to conduct a survey on the progress of the Master Mentor
Program consequent to which a baseline assessment was carried out in 3 UTs in June 2022,
in order to apprehend the current scenario with respect to the conduct of the police
personnel on different parameters.

The above assessment has been extended to the UT of Jammu and Kashmir at the request
of the CBC. This assessment aids to benchmark the conduct of police persons who were
untrained and those who had recently undergone training (treatment and perceptions of
the common public regarding their police interactions).

Survey at Jammu and Kashmir:
This survey aims to evaluate the impact of the training, and amendments in the behavior or
conduct of the police as perceived by citizens or the personnel themselves.

~
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METHODOLOGY AND
IMPLEMENTATION

A total of 8 police stations were catered to, 4 from each division for the impact assessment study at
Jammu and Kashmir. The selected police stations were taken into consideration in order to
proportionate the sample size for trained and untrained officials from Jammu and Kashmir. The
assessment was conducted in a hybrid manner with both on-ground as well as telephonic
interactions. A backend team was stationed at QCI Delhi Headquarter to collect data via telephonic
interviews from the citizens (complainants and people with police interaction), and simultaneously, a
team of QCI professionals were deployed on-ground for the in-person interviews with the police staff
and conducted FGDs with the complainants and people with police interaction of each police station.

The elucidated process in chronological order for the methodology and its implementation
phase is as stated:

Questionnaire Development: The preliminary aspect of the survey was the development of the
questionnaire for the assessment. The questionnaire allowed inclusivity of the regional aspects in
terms of categorical parameters. It included questions pertaining to the target groups of (Klls) Key
Informants (ASls/Sls and Inspectors), (PPS) Police Personnel (trained/untrained constables), (FGDs)
Focused Groups (interacted with police) and citizens for telephonic interviews (complainants and
people with police interaction). For each target group, questions relevant to the training (foregoing
and hereafter) were taken into consideration. The idea of formulating a comprehensive
questionnaire for the untrained/untrained PPS was self-reflection and improvement.

The questionnaire was developed considering the diversity in Jammu and Kashmir and curated in the
languages, Kashmiri, Urdu, English, and Hindi.

Data Source and Collection: The primary source of data for the assessment is the feedback from the
police personnel at the police stations from J&K and citizens with police interactions in the specified
post-training period. For the sample collection, both telephonic and on-ground surveys were
conducted by the QCI team.

Assessment Module: The assessment is composed of two surveys, interviews, and group discussions.

A hybrid method approach supplementing the data points from the surveys with the qualitative
information collected was applied to understand whether an impact has been created.

~



Selection of Police Stations

The finalization of the police stations was under the purview of the Capacity Building
Commission, a sample of 8 police stations, 4 from each division was selected. These police
stations were then differentiated by the trained and untrained police stations at each division.

Jammu
Police Station Nagrlo‘ta q

Gandhinagar

Jammu City (Trained)
o - hed G Jammu
City Police Thana : 4 Nagrota

& "
9 Police Station Bahu Fort Bahu Fort (Trained)

Jammu
Table 1: Police Station at Jammu Division with

ATHIP trained and untrained police personnel
9 Gandhi Nagar Police Station

Kashmir

Q Police Station Bijbehara

Police Station Mattan

Division Police Station

Mattan (Trained)

Police Station Achabal 9
Kashmir Kokernag

Bijbehara (Trained)
Achabal

Table 2: Police Station at Kashmir Division with ERise atotion Kokeroag °

trained and untrained police personnel

O
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Selection of Police Persons within the Police Station

The police stations were provided with data templates to add details of the relevant police
personnel to partake in the assessment. The total sample size for police persons was taken as 7
per police station, out of which 5 were the constables and 2 were Key Informants. The interviews
of police personnel were considered for both the trained/untrained police personnel in order to
comprehend the impact and differentiation for varied parameters. The objective of this feedback
was to collect information about their perception of the training, to assess the impact of the
training other related requisite details. Additional information like demographic details, use of
technology, and problem-solving was also obtained through the assessment.

No. of Police

No. of Police Personnel from

Union Territory Total Interviews

Stations each Police
Station

Jammu and
Kashmir

Table 3: Sample size for Police Personnel Survey

Selection of Citizens with Police Person Interaction

The data for a citizen policeperson interaction for the telephonic interview was retrieved from
the selected 8 police stations. The police stations were provided with data templates to add
details of the citizens, complainants, or people with police interaction. An approximate of 400
citizens’ data per police station was set as the sample size to garner the data for co-analysis. The
objective of the citizen feedback was to collect information about the conduct of police persons

and citizen satisfaction with services rendered during their interaction with police personnel in
the months after training has been imparted. Additional information like demographic details,
reporting of complaints, case resolution, awareness programs, and behavioral aspects were also
acquired.




Meeting with police officials at J&K: It was observed that the required data was delayed from the
concerned police stations due to certain obligations, and in order to procure the requisite data
and to get the police officers acquainted with the assessment process, a team of QCl professionals
traveled to Jammu and Kashmir to visit Shri J.S Johar AIG (Jammu) and SHOs of each police
stations.

Following this, the team then visited Shri Vijay Kumar ADGP (Kashmir) and Shri Ashish Kumar SSP
(Anantnag). At the SSP Anantnag HQ office, a meeting with all 4 SHOs was arranged and training
for the data collection was given by the QCI officials.

The whole process turned out to be a great success on both ends, it aided in bridging a

communication gap and also helped in attaining a peripheral view of the ground realities.

Meeting at Anantnag HQ office with Kashmir division police officials and QCI team




Assessment Implementation: The assessment commenced with the collation of the procured data
from all police stations, following the telephonic survey on April 28"", 2023, and ended on May 31
23. Simultaneously, the on-ground assessment for Kashmir went on from May 15" till May 19" and
for the Jammu division, May 29"to June 2"“, 2023.

- Telephonic Survey:
For the on-ground assessment, a team of 4 professionals (2 teams of 2 professionals) were
assigned the 2 divisions for the assessment. The survey included in-person interviews with the
police personnel (Key Informants and trained/untrained officials) and the citizens for FGDs who
have interacted with the police in the months post the training.

- On-ground Survey:
A team of 4 trained professionals worked in the backend team to perform a telephonic survey
from the citizen and police personnel data provided by the 8 police stations. The contact details
and other necessary information about the citizens who have interacted with the police persons
post-training were retrieved from the concerned police station’s database. In total, the QCl
received the sample set of 2670 citizens’ data from Jammu and Kashmir.

Technology Tool: To collect the data for telephonic surveys, the team recorded each call, and the
data for each citizen survey was stored via an online data collection tool. For the on-ground team,
QCI used technology tools extensively to capture the data, and to speed up the assessment as well
as minimize errors, misreporting, and human subjectivity. The team also took permission to record
the survey from the police personnel as well as the citizens included in the FGDs via Dictaphones.
The data collected by the customized mobile app was also substantiated by geo-tagged pictures to
detect precise locations, ensuring accuracy & transparency.

Quality Check and Data Analysis: The acquired and collated data from the telephonic as well as
the on-ground survey was analyzed on varied parameters. For Klls, competence level for
trained/untrained police personnel, for PPS, level of soundness, self-assessment in regard to the
training, engagement level with the citizens and initiative drives and for CPS, case resolution,
awareness initiatives, community engagement, gender analysis with CPS score, and interaction
level was taken into consideration.

Q

KCI
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OVERVIEW OF THE
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Jammu and Kashmir

The assessment was conducted, across 8 police stations in Jammu and Kashmir Division,
under various focus areas i.e. The breakdown of the data collected across the
aforementioned focus areas has been represented and elaborated further in the report.

A. Citizen Perception Survey (CPS)

Keeping in mind the experience of the citizens with the service delivery and to understand
their perception, a citizen perception survey was conducted. A survey of 1470 citizens
across 11 parameters in the union territory of Jammu and Kashmir was taken for the
purpose of the study. The sample size consists of 520 citizens from the area with the
jurisdiction of the police station with trained police personnel and 950 citizens from the
area with the jurisdiction of the police station with untrained police personnel.

The profile of the population sample used for the survey has been tabulated below-

On the basis of Age On the basis of Gender

Range Count Pereeniage
(%) Gender Count Bercentage
(%)
0-18 44 299
B.ah o5 des Male 1019 69.32
31-60 673 4578
Female 451 3068
61-90 96 6.53
Total 1470 100 taral 0 Lo
On the basis of Education On the basis of Geographic Area
Level of CoNBE Percentage
Education (%) Type of Count Percentage
Geography (%)
No Education 141 259
Secondary Urban 885 60.20
(10th) grade or 266 18.10
less
Senior
Secondary 253 17.21
Rural 585 39.80
(12th) Pass =
Gradeate and 810 5510
higher
Total 1470 100
Total 1470 100




1. Citizen Perception Score (CPS) and Gender Analysis

A comparative analysis of various parameters (Comfort Level, Police Interaction,
Behavioural Score, Satisfaction Score) with respect to respondents' gender has been
highlighted. Each parameter was rated out 5 by the citizen as per their experience in
police station with trained and untrained personnel.

4.63
4.61
4.56 455
4.49 4.49
4.44

Comfort Level Score Palice Interaction
Score

Behavioural Score Satisfaction Score

= Male mFemale

Figure 1: Citizen Perception Score and Gender Analysis across various parameters
in Jammu and Kashmir

Comfort Level Score:
This parameter concerns the level of ease

experienced by the citizen in reaching out
to the police department in a situation.

Behavioural Score:

This parameter helps to understand the
behaviour of the police personnel with
citizens.

Police Interaction Score:
This parameter highlights the experience

of the citizens while interacting with
police personnel.

Satisfaction Score:

This parameter projects the overall
experience of the citizen when they
visited the police station.

Initial observation reveals that on an average male citizens had a better experience and are

more comfortable in reaching out to the police station as compared to female citizens. On
further scrutiny, the data shows that females gave a lower rating when asked about their
overall experience with police personnel (Satisfaction Score) as compared to other

parameters.

Overall, the scores across all the parameters reflected the satisfaction of citizens regardless of

gender.

~



2. Case Resolution

The parameter represents the status of the cases in police stations with trained and untrained

personnel as per the citizen survey. This study provides a better picture of the efficiency of
untrained and trained police personnel.

In case of complaints/cases
pertaining to authorisation
and verification of
documents, it is observed
that police stations with
trained police personnel
(91.96%) have higher
percentage of cases resolved
as compared to untrained
police personnel (89.09%) by
a margin of 2.87%.

Meanwhile, in the case of
complaints/cases pertaining
to family disputes/domestic
violence, police stations with
trained police personnel
(53.41%) have a lower
percentage of cases resolved
as compared to untrained
police personnel (60.32%) by
a margin of 6.91%.

Whereas, in the case of
criminal cases, police
stations with trained police
personnel (48.08%) have a
higher percentage of cases
resolved as compared to
untrained police personnel
(45.83%) by a margin of
2.25%.

Trained 91.96%

Untrained 89.09% 10.919

S2S5ED JUSWIND0P JO UoEDLI2A
pUE UOREZIoUINe Jo snieig .z aindiy

0% 20% 40% 60% 80% 100%

B Resolved ™ Pending

Trained 53.41% 46.59%

o
aq
c
@
@
142
o
Untrained 60.32% 39.68% ‘lo.
o
3
<
0% 20% 40% 60% 80% 100%

®m Resolved m Pending

Trained 48.08% 51.92%

Untrained 45.83% 54.17%

58587 [EUIWII,) JO SMIETS 7 @4ndiq

0% 20% 40% 60% 80% 100%

m Resolved m Pending




3. Efficiency of the Police

As an extension of case resolution, the study tries to understand the efficiency of the police. A
cumulative percentage of cases resolved by trained and untrained police personnel in the
union territory of Jammu and Kashmir has been portrayed in Figure 5.

100.00%
90.00% 16.50% 15.52%
80.00%

70.00%
60.00%
"o 83.50% 84.48%
40.00%
30.00%
20.00%
10.00%

Trained Untrained

B Resolved M Pending

Figure 5: Efficiency of Police

4. Positive Behavioural Change in Police Personnel 7.96%

In order to measure the success of the training
program, the citizens were asked about the positive
change in the behaviour of the trained police
personnel (Figure 6). The citizen survey was
conducted in the areas within the jurisdiction of
police stations with trained police personnel. It is
observed that a significant percentage of the
citizens (92.04%) experienced a positive change in
the behaviour of the trained police personnel in the
union territory of Jammu and Kashmir.

92.04%

= Yes = No

Figure 6: Positive Behavioural Change in Police Personnel

~



5. Degree of Awareness Initiatives

With the rise in the quantum of cases and complaints received by police departments, it
becomes imperative to develop awareness initiatives for the community catering to safety

and security. Keeping this in mind, the study involved checking the degree of awareness
initiatives taken by the police department.

Trained 82.09% 17.91%
Untrained B88.32% 11.68%

0% 20% 40% 60% 80% 100%
E High ®Low

Figure 7: Degree of Awareness Initiatives taken by Police Personnel

It was observed that the police stations with untrained police personnel (88.32%) have a
higher degree of awareness initiatives than the police stations with trained police
personnel (82.09%) by a margin of 6.23%.

6. Degree of Community Engagement

The level of collaboration of the police department with the citizens leads to a better
understanding of the wants of the people and shines a light on the department's public
image. Hence, a study to understand the extent to which the police department makes it
easy for community members to provide input and collaborate with the community
becomes vital.

Trained 87.53% 12.47%
Untrained 93.05% 6.95%

10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

m High ®Llow
Figure 8: Degree of Community Engagement by Police Personnel

As represented in Figure 9, the police stations with untrained police personnel (93.05%)
recorded a higher degree of community engagement than the police stations with trained
police personnel (87.53%) by a margin of 5.52%

ocCl _



B. Police Self-Perception Survey.

The study included self-perception surveys of policepersons and the sample size
consisted of 7 police personnel per police station, out of which 5 were constables and 2
were Key Informants (ASls/SIs/Inspectors). The survey was covered under 21
parameters.

1. Self Assessment regarding the training

The trained personnel in the division of Kashmir were interviewed to garner an
understanding of the post-training impact.

It was observed that all of the interviewed trained police personnel claimed that the
training had motivated them to serve the citizens better. Moreover, 75% of the police
personnel rated "Outstanding" when asked to rate the training received by them, while
the remaining 25%, rated the training as "Very Good".

100.00%

75.00%

Assessment Rating Impact of training on serving citizens

M Outstanding MW Very Good MPoor M Good M Average

Figure 9: Self Perception of Police Personnel regarding the training

2. Level of Soundness of the police personnel

The police personnel were enquired regarding their disposition in stressful situations. The
study gauged their reaction in terms of five parameters, viz a viz Fearless, Assured, Neutral,
Hesitant, and Apprehensive.

The data collected summarises that about 93.92% of the police personnel (83.48%, Fearless
and 10.44%, Assured) highlighted that they are equipped to handle stressful situations.

~



6.08%

r  83.48%

m Fearless ® Assured Neutral Hesitant Apprehensive

Figure 10: Self Perception of Police Personnel in stressful situations

3. Self Assessment in terms of citizens comfort level

The deployed police personnel were asked to self-assess the level of comfort felt by the
citizens in reaching out to the police in case of an incident. The responses were gauged
in terms of five parameters, viz a viz Fearless, Assured, Neutral, Hesitant, Apprehensive

10.53%

10.53%

15.94% _|

\_73.54%

m Fearless m Assured = Neutral Hesitant = Apprehensive

Figure 11: Self Perception of Police Personnel regarding comfort level of citizens

When asked about the comfort level of citizens, majority of the police personnel
(89.48%, 73.54%+15.94%) felt that the citizens are comfortable in approaching the
police station in case of an incident.
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IN-DEPTH ANALYSIS




I) Jammu Division

A. Citizen Perception Survey (CPS)

A survey was conducted among 698 citizens in the Jammu division, with the criteria of a
recent interaction with police personnel for the impact assessment.

The profile of the population sample used for the impact assessment in Jammu has been
tabulated below:

On the basis of Age On the basis of Gender

ange of Ages C ofage Pertzﬁr)tage ercentan
- Gender Count eImsItgr
- (%)
0-18 25 358
19-30 337 48.28 Male 434 6218
31-60 303 43.41
Female 264 37.82
61-90 33 473
Total 698 100
Total 698 100

On the basis of Education On the basis of Geographic Area
Fdueon o (%) Typent Count Percentage
‘Geography — (%)
No Education 22 3
Secondary (10th) Oiboan a6 5
grade 73 10
or less
Senior
Secondary 75 1
(12th) Pass Rural a7 12
GradL{ete and 528 4
higher
Total 698 100
Total 698 100




1. Citizen Perception Score and Gender Analysis

5.00
4.90
4.80
4.70

4.60 4.55 455

4.53
4.50 4.47 4.46 4.49 4.45 4.41
4.40 '
4.30
4.20
4.10
4.00

Comfort Level Police Interaction Behaviour Score Satisfaction Score

Score Score

m Male mFemale

Figure 12: Citizen Perception Score and Gender Analysis in Jammu

When interviewed on different parameters (as mentioned in Figure 12), the recorded data
portray that on average male citizens rated to be more satisfied when measured across most
parameters, except Police Interaction Score, where females gave a higher rating.

On further scrutiny, the data depicts that regardless of gender, the citizens on average seem to
be happy with the interaction level, behaviour and overall experience when they got in touch
with the police department in case of a situation. (Since (Since scores are greater than 4, which

means on average the citizens rated the services "Good")

2. Case Resolution Analysis

Trained

Untrained 12.82%

0% 10% 20% 30% 40% 50% 60% 70% B80% 90% 100%

® Resolved ®Pending

Figure 13: Case Resolution in terms of authorization and verification of document cases

As represented in Figure 13,
in case of cases/complaints
pertaining to authorization
and verification of document
cases, case resolution by
police stations with trained
personnel  (89.71%) was
observably higher as
compared to police stations
with untrained personnel
(87.18%) by a margin of
2.53%.

When compared to the overall average (Jammu and Kashmir, refer to page 24) for the said

parameter, case resolution by police stations with trained personnel in the Jammu division is up

by 2.25%. Whereas, case resolution by police stations with untrained personnel is up by 1.91%.




As represented in Figure 14, in case of complaints/cases pertaining to Family
Dispute/Domestic Violence, case resolution by police stations with trained personnel (50%)
was relatively higher as compared to police stations with untrained personnel (42.86%) by a
margin of 7.14%.

Trained 50.00% 50.00%

Untrained 42.86% 57.14%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
mResolved mPending

Figure 14: Case Resolution in terms of Family Dispute/Domestic Violence cases

When compared to the overall average (Jammu and Kashmir, refer to page 24) for the said
parameter, case resolution by police stations with trained personnel in the Jammu division is

lower by 3.41%. Whereas, case resolution by police stations with untrained personnel is lower by
17.46%.

As represented in Figure 15, in the case of criminal cases, case resolution by police stations with
trained personnel (46.15%) was relatively higher as compared to police stations with trained
personnel (25%) by a margin of 21.15%.

Trained 53.85%

Untrained

0% 10% 20% 30% 40% 50% ©60% 70% 80% 90% 100%
mResolved ®Pending

Figure 15: Case Resolution in terms of Criminal Cases

When compared to the overall average (Jammu and Kashmir, refer to page 24) for the said
parameter, case resolution by police stations with trained personnel in the Jammu division, is

lower by 1.93%. Whereas, case resolution by police stations with untrained personnel is lower by
20.83%.




3. Degree of Awareness Initiatives

High 83.19% 88.12%

Low 16.81% 11.88%

0% 10% 20% 30% 40% 50% 60% 70% B80% 90% 100%

mTrained ®mUntrained

Figure 16: Degree of Awareness Initiatives taken by Police Personnel

As represented in Figure 16, Awareness Initiatives conducted by police stations with untrained

personnel (88.12%) were relatively higher as compared to police stations with trained personnel
(83.19%) by a margin of 4.93%.

When compared with the overall average (Jammu and Kashmir, refer to page 26), awareness
initiatives taken by police stations with trained police personnel in Jammu division was higher by
6.51%. Meanwhile, for police stations with untrained police personnel, it was lower by 6.57%.

4. Degree of Community Engagement

High 87.39% 92.20%

12.61%

0% 10% 20% 30% 40% O50% 60% 70% 80% 90% 100%

mTrained ®Untrained

Figure 17: Degree of Community Engagement by Police Personnel

As represented in Figure 17, Community Engagement was reported to be higher in areas with
untrained personnel (92.20%) as compared to trained personnel (87.39%) by a margin of 4.81%.

When compared with the overall average (Jammu and Kashmir, refer to page 26), the degree of
community engagement in areas with untrained police personnel in the Jammu Division was

lower by 0.14%. Meanwhile, for police stations with trained police personnel, it was lower by
0.85%.
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B. Police Self-Perception Survey

A survey was conducted covering 4 stations and 27 police personnel across the division of
Jammu. With the objective of understanding the self-perception of the deployed police to
assess the impact of the training held under Mission Karmayogi. The assessment was

executed to unveil the existing gaps and bring improvement with regard to citizen-centric
services.

1. Self Assessment regarding the training

When interviewed, all the trained police personnel were satisfied with the training
and responded that the training motivated them to serve citizens better.

100.00%

75.00%

Assessment Rating Impact of training on serving
citizens

B Outstanding M Very Good M Poor M Good M Average

Figure 18: Self Perception of Police Personnel regarding the training

2. Level of Soundness of the Police Personnel

6.90%
The police personnel were enquired

regarding their disposition in stressful
situations. The assessment gauged their
reaction in terms of five parameters, viz a viz
Fearless, Assured, Neutral, Hesitant, and
Apprehensive.

Over 82% responded °‘Fearless’, 10% for
‘Assured’, 6% for ‘Neutral’, and 0% for both
‘Hesitant’ and ‘Apprehensive’.

It can be concluded that most police
personnel in the Jammu division are mindful
and fearless in extremely stressful situations.

182.76%

= Fearless = Assured = Neutral = Hesitant Apprehensive
Figure 19: Self Perception of Police Personnel in stressful situations
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3. Self Assessment of the Citizen-Police Interaction

The deployed police personnels were
asked to self-assess the level of comfort
felt by the citizens in reaching out to
police in case of an incident. The
responses of the police personnel were
gauged in terms of five parameters, viz a
viz Fearless, Assured, Neutral, Hesitant,
Apprehensive

Over 68% responded ‘Fearless’, 17% for
6% for ‘Neutral’, 6% for
‘Hesitant’ and none for ‘Apprehensive’.

‘Assured’,

It can be concluded from the findings that
more than half of the deployed police
personnel responded that the citizens in
the Jammu division are fearless in terms
of approaching police in case of an
incident.

17.24%

= Neutral

m Assured

» Fearless

Hesitant

Apprehensive

Figure 20: Self Perception of Police Personnel regarding comfort level of citizens

. Self Assessment of the Untrained Police Personnel

The untrained or yet-to-be trained police personnels were asked to provide insights on the training

requirements based on their stations in Jammu division.

mentioned below:

of the untrained police

personnel claimed that

requirement of behavioral training exists

training should be regularized and held annually

of the untrained police personnel claimed that

The outcome of the assessment are



5. Self Assessment in terms of Engagement Level and Initiative Drive

The Key Informants (ASIs/Sls/Inspectors) in Kashmir division were interviewed and asked to
assess the trained police personnel on their level of voluntary engagement in providing
quality services to the complainants. The responses were recorded across five standards, viz

a viz Excellent, Very Good, Good, Average and Poor.

s 16.67%

83.33%

® Excellent = Very Good Good Average Poor

Figure 21: Self Perception of Key informants regarding trained personnel

Q
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The data depicts that 16.67% of key
informants responded ‘Excellent’,
whereas 83.33% responded "Very
Good".

It can be concluded from the
findings that the drive to voluntarily
engage in providing quality services
to the complainants is high among
trained police personnel.




IT) Kashmir Division

A. Citizen Perception Survey_(CPS)_

The survey was conducted among 772 citizens in the division of Kashmir, with the
criteria of a recent interaction with police personnel for the impact assessment.

The profile of the population sample used for the impact assessment in Kashmir has

been tabulated below:

On the basis of Age On the basis of Gender
Range of Ages Count of age PEI‘((.‘Eo/:l)t age > »

Gender Count “‘Eﬁ/f) ge
0-18 19 2.46
19-30 370 4145 Male 586 75.91
31-60 370 4793

Female 186 24.09
61-90 63 816

Total 772 100

Total 772 100 s

On the basis of Education On the basis of Geographic Area

Level of Count Percentage
Education (%) Type of Coint Percentage
Geography (%)
No Education 19 15
Secondary Urban 274 35
(10th) grade 193 25
or less
Senior
Secondary 178 23 Rural 498 65
(12th) Pass
Gradl.llate and 282 37
higher
Total 772 100
Total 772 100




1.Citizen Perception Score and Gender Analysis

5.00
4.90
4.80
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4.69
463 465 -
4.60
4.50 gl 4.44 448
4.40 4.36
4.30
4.20
4.10
4.00
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m Male mFemale

Figure 22: Citizen Perception Score and Gender Analysis in Kashmir

Male citizens were found to be more satisfied with the services than females when asked to rate
across the four parameters regarding their interaction with police personnel in the Kashmir
division as depicted in Figure 22. (for more details on the aforementioned parameters, refer to
page 23)

On further scrutiny, it is observed that the females rated the overall experience i.e. satisfaction
score, lower than the other parameters.

Overall, the scores across all the parameters reflected the satisfaction of citizens regardless of
gender. (Since scores are greater than 4, which means on average the citizens rated the services
"Good".)

2. Citizens comfort in reaching out to Police Station

Trained 98.28% 1.72%
Untrained 97.25% 2.75%

80% 85% 90% 95% 100%

m Positive m Negative

Figure 23: Comfort Level Analysis in Kashmir

As observed in Figure 23, citizens felt more comfortable in reaching out to the police stations
with trained personnel (98.28%) as compared to the police stations with untrained police
personnel (97.25%) in the Kashmir division. The parity being of about 1.03%.
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3. Case Resolution

Data representative of the different categories of cases or complaints registered with the
police department and their status along with the comparison post-training as per citizen
survey has been provided below:

As represented in Figure 24, in
case of cases/complaints

pertaining to authorization and
verification of document cases,
case resolution by police stations
with trained personnel (99.04%)
was  observably  higher as
compared to police stations with
untrained personnel (91.29%) by a
margin of 7.75%.

Untrained 91.29%

Trained 99.04% 3

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
®m Resolved ®Pending

Figure 24: Status of authorization and verification of document cases

When compared to the overall average (Jammu and Kashmir, refer to page 24) for the said parameter,
case resolution by police stations with trained personnel in the Kashmir division is up by 7.08%.
Whereas, case resolution by police stations with untrained personnel is up by 2.2%.

As represented in Figure 25, in case of complaints/cases pertaining to Family Dispute/Domestic
Violence, case resolution by police stations with untrained personnel (77.78%) was relatively higher as
compared to police stations with trained personnel (56.82%) by a margin of 20.96% .

Trained 56.82% 43.18% Family Dispute/Domestic Violence

Resolved Pending Total
Trained 25 19 44
Untrained T7.78% 22.22%
Untrained 28 8 36

0% 10% 20% 30% 40% S50% 60% 70% 80% 90% 100%

s Resolved = Pendin
9 Table 4: Status of Family

Figure 25: Status of Family Dispute/Domestic Violence cases Dispute/Domestic Violence cases

When compared to the overall average (Jammu and Kashmir, refer to page 24) for the said parameter,
case resolution by police stations with trained personnel in the Kashmir division is higher by 3.41%.
Whereas, case resolution by police stations with untrained personnel is higher by 17.46%.

Due to the higher number of cases in the police stations with trained personnel (Table 4), the overall
percentage of cases resolved comes to be lower than that of police stations with untrained personnel.
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As represented in Figure 26, in the case of criminal cases, case resolution by police stations
with untrained personnel (66.67%) was relatively higher compared to police stations with
trained personnel (50%) by a margin of 16.67%. The number of criminal cases by status is

represented in Table 4.

Trained 50.00% 50.00%

Untrained B6.67% 33.33%

High

Low 11.40% 18.25%

Q
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0% 10% 20% 30% 40% 50% 60% 70% B80% 90% 100%

mResolved mPending

Figure 26: Status of Criminal Cases

Criminal Case
Resolved Pending Total
Trained 2 2 4
Untrained 2 1 3

Table 5: Status of Criminal Cases

When compared to the overall average (Jammu and Kashmir, refer to page 24) for the said
parameter, case resolution by police stations with trained personnel in the Kashmir division, is
higher by 3.41%. Whereas, case resolution by police stations with untrained personnel is higher

by 17.46%.

Due to the low number of criminal cases registered in the respective police stations (Table 5), the
parity between police stations with untrained police personnel and police stations with trained

police personnel is considerably higher.

4. Degree of Awareness Initiatives

The Police department is responsible towards its citizens with regard to educating and inculcating
awareness associated with citizen safety. A high frequency of such initiatives fosters a safer and
citizen-friendly environment.

0% 20% 40% 60% 80%

= Trained ®Untrained

Figure 27: Degree of Awareness Initiatives taken by Police Personnel

100%

As represented in Figure 27, Awareness
Initiatives conducted by police stations
(88.60%) with trained personnel were
relatively higher as compared to police
stations with untrained personnel (81.75%)
by a margin of 6.85%.

When compared with the overall average
(Jammu and Kashmir, refer to page 26),
awareness initiatives taken by police stations
with trained police personnel in Kashmir
division was higher by 6.51%. Meanwhile, for
police stations with untrained police

personnel, it was lower by 6.57%.




5. Degree of Community Engagement

The Police department is responsible towards its citizens with regard to last-mile connection
and holistic growth of the community, catering to their needs and safety requirement. A
staunch degree of community engagement results in a robust and seamless relationship.

As represented in Figure 28,

reported to be higher in areas with
untrained personnel (94.30%) as
compared to trained personnel
(87.57%) by a margin of 6.73%.
_ When compared with the overall
average (Jammu and Kashmir, refer to

Low 12.43% 5.70%

page 26), the degree of community
0% 20% 40% 60% 80% 100% ] . .
engagement in areas with untrained
police personnel in the Kashmir
Division was higher by 1.25%.
Meanwhile, for police stations with
trained police personnel, it was higher

by 0.04%.

® Trained = Untrained

Figure 28: Degree of Community Engagement by Police Personnel
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B. Police Self-Perception Survey

A survey was conducted covering 4 stations and 29 police personnel across the division of
Kashmir. With the objective of understanding the self-perception of the deployed police
to assess the impact of the training held under Mission Karmayogi. The assessment was
executed to unveil the existing gaps and bring improvement with regard to citizen-centric
services.

1. Self Assessment regarding the training

When interviewed, all the trained police personnel were satisfied with the training
and responded that the training motivated them to serve citizens better.

100.00%

Assessment Rating Impact of training on serving citizens

®m Qutstanding ®WExcellent ™Poor ®mGood ™ Average
Figure 29: Self Perception of Police Personnel regarding the training

2. Level of Soundness of the Police Personnel

The police personnel were enquired 5.26%
regarding their disposition in stressful .
situations. The assessment gauged their
reaction in terms of five parameters, viz a viz
Fearless, Assured, Neutral, Hesitant, and
Apprehensive.

Over 84% responded ‘Fearless’, 10% for
‘Assured’, 5% for ‘Neutral’ and none for
"Hesitant" & "Apprehensive".

It can be concluded that most police
personnel in the Kashmir division are mindful
and fearless in extremely stressful situations.

m Fearless = Assured = Neutral = Hesitant Apprehensive

Figure 30: Self Perception of Police Personnel in stressful situations
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3. Self Assessment of the Citizen-Police Interaction

The deployed police personnels were asked to self-assess the level of comfort felt by the
citizens in reaching out to police in case of an incident. The responses of the police personnel
were gauged in terms of five parameters, viz a viz Fearless, Assured, Neutral, Hesitant,
Apprehensive

10.53% _

Over 52% responded ‘Fearless’, 26% for
‘Assured’, 10% for ‘Neutral’, 10% for
‘Hesitant’ and none for ‘Apprehensive’.

10.53% 4

_52.63%
It can be concluded from the findings that
more than half of the deployed police
26.32% personnel responded that the citizens are
comfortable in terms of approaching
police in case of an incident.
m Fearless ® Assured = Neutral Hesitant = Apprehensive

Figure 31: Self Perception of Police Personnel regarding comfort level of citizens

4, Self Assessment of the Untrained Police Personnel

The untrained or yet-to-be-trained police personnel were asked to provide insights on the

training requirements based on their stations in the Kashmir division. The outcome of the
assessment are mentioned below:

of the untrained police personnel claimed that
requirement of behavioral training exists

of the untrained police per | claimed that
training should be regularized and held annually

of the untrained police personnel claimed that training
should be regularized and held bi- annually

)" 4

of the untrained police personnel claimed that training should be
regularized and held quaterly




5. Self Assessment in terms of Engagement Level and Initiative Drive

The Key Informants (ASlIs/Sls/Inspectors) were interviewed and asked to assess the trained
police personnel on their level of voluntary engagement in providing quality services to the
complainants. The responses were recorded across five standards, viz a viz Excellent, Very
Good, Good, Average and Poor.

16.67% _- The data depicts that 66.67% of key
informants responded
‘Outstanding’, whereas 16.67%
responded "Very Good" and 16.67%
responded "Good".

iz
s It can be concluded from the
findings that the drive to voluntarily
engage in providing quality services
to the complainants is high among
trained police personnel.

m Excellent = Verygood Good = Average Poor

Figure 32: Perception of Key Informants regarding the trained personnel
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SUICLESS B QRIES Uk
JAMMU AND KASHMIR

1. SHRI MANZOOR AH WANI (HC): PS ACHABAL

The police personnel shared a story regarding a pending
case of the wife of a retired Army official. The Army official

had nominated his sister as the nominee instead of his wife,
an unintentional mistake leading to significant financial
hardships for his wife. Her pension and gratuity came to a
halt, burdening the already impoverished family. However,
the police personnel’s intervention guided the family in
approaching the court and obtaining necessary documents.
With his expertise and assistance in the case, the procedure
was expedited and helped ensure restoration of the wife's
rights.

SHRI MANZOOR AH WANI

2. SHRI HARCHARAN JEET SINGH (HC): PS KOKERNAG

The police personnel recalled a case of a militant's brother
involved in aiding a militant outfit. The constable decided to
call him at the police station and offered him counselling over
a cup of tea. Soon after few sessions, the individual admitted
of conceiving a negative perception towards the police and his
transformation reflected in the abandonment of the path of
militancy and adopting civilized lifestyle. The officer's
innovative and soft approach eventually changed the person's
notorious behavior. The approach demonstrated the
effectiveness of compassion for bringing about positive
changes.

SHRI HARCHARAN JEET SINGH



3. SHRI JAVAID AHMAD (ASl): PS PARIMPORA

The police personnel narrates an encounter of a challenging blind
murder case, during his posting in Saddar police station. A dead
body with multiple signs of violence was found, suggestive of a
heinous crime. Due to lack of evidence, it became a dead-end
case. Enduringly, after two months, a person came to the station
to report of a theft and violence incident. The civilian lamented
about three men who had attacked and robbed him of his cash
and ATM cards. Suddenly, the officer notices the marks on his
body were like the blind murder case's victim. Furthermore, he
described one of the perpetrators with pierced earrings, which

coincided with the heinous murder case as well. The search
operations were conducted, leading the team to the discovery of
a suspicious car with three men. The profiles of these three men
were like the suspects, and the guy with pierced earrings was
found. The suspects were taken into custody for questioning, and
subsequently the suspects confessed their involvement in both

4. SHRI BEEDHI SINGH (HC): PS BAHU FORT

The police constable shared a story about a domestic violence
case. The woman stated to the policeman that she was being

SHRI JAVAID AHMAD

the cases.

refused permission to reside with her husband since she had two
daughters. The policeman summoned the wife and the husband,
along with the members of their respective families, to the police
station. In an effort to address the matter, the officer also
consulted the head of the nearby village and a member of the
local community. Eventually, the police officer registered a FIR
against the husband and his family members. Among the twelve
individuals implicated in the case, one of them had a relative who
held a position as a magistrate. This relative contacted the
officer's supervisor, requesting the removal of some members
from the case. However, the police officer, despite facing
pressure, refused to compromise and unjustly remove any

individuals involved as the case was already in court. Instead, the

SHRI BEEDHI SINGH

constable suggested attempting a compromise at the ground level
by calling both parties involved. The case is still pending in the
court.
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5. SHRI LATEEF AH WANI (HC): PS GANDHI NAGAR

The police officer recounted of a case that had been reported at
the police station, involving a theft. A house was robbed of all

valuable goods like gold, cash and other items, leaving the
owners to anguish over the loss. A prompt investigation was
launched by the official, shortly leading to the discovery of some
evidence, such as footprints left behind at the crime scene. In
addition, with the help of installed CCTVs in the locality, the
retrievable footage was able to generate a recognizable facial
image of one of the thieves. Soon afterwards, the gathered
evidence was taken into account and the police was able to
successfully identify and apprehend one of the suspects. Ensuing
the detainment, the thief was lured into assisting the police in

lieu of a quick release. A triumphant resolve of the case was
achieved as eleven more individuals, involved in the same, were
caught and imprisoned expeditiously.

6. SHRIMATI SAROJAN KUMARI (HC): PS NAGROTA

The female constable shared a story about a domestic

SHRI LATEEF AH WANI

violence case of a woman whose husband worked as a
driver. She claimed that she suffered violence and was
being refused permission to reside with him and meet
her son. The policeman summoned the wife and the
husband, along with the members of their respective
families, to the police station. In an effort to address the
matter, the constable consulted the head of the nearby
village and a member of the local community and
decided to counsel the husband about his wife's rights.
Eventually, the frequent counseling sessions and the
compassion of bringing about change, the head
constable changed the husband's perspective and saved
a life.

SHRIMATI SAROJAN KUMARI
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FEEDBACK OF
POLICE PERSONNEL

Shri Rafig Ahmad (SHO) PS Achabal

The SHO of the Achabal police station
acknowledged that the public support to the

police has a massive scope of improvement. The
main shortcomings highlighted were shortage of
investigating and trained officers. These
contribute towards an increase in a number of
cases that eventually decrease the rate of
resolution of cases. Additionally, the SHO
mentioned that due to inadequate education and
lack of proper training of many Special Police
Officers (SPOs) mistakes are likely to happen.
Furthermore, the absence of technological
resources in the police station causes further

delays in the settlement of cases. ospary ' & | Altitude:1634.3m

SHRI RAFIQ AHMAD (Leftmost) with his team and
QCl members

Shri Asif Mustafa (SHO) PS Kokernag

The SHO of the Kokernag police station highlighted
several challenges faced by them. Firstly, police station’s

jurisdiction covers a large area, often posing difficulties in
effective management of the entire region. Secondly,
lack of training among the police personnel lowers their
performance. Furthermore, there is a shortage of trained
officials suitable for specific roles, leading to a mismatch
in responsibilities. This gets compounded by the
unavailability of personnel with expertise, burdening the
police station. Additionally, inadequate accommodation
and inventory further hamper their operations. The
shortage of vehicles and challenging terrain, such as
mountains, makes it difficult for police personnel to
reach all areas promptly.

SHRI ASIF MUSTAFA (Center) with QCI
members

Furthermore, it is observed that there is a need to enhance community participation in investigations, as
there appears to be a general reluctance among the public to actively engage in criminal cases. People are
generally unwilling to dedicate their time as witnesses for a case.



Shri Shiv Dev Singh(SHO) PS Bahu Fort

The SHO of Bahu Fort would like
more training for police officers
because he believes it is good for
both the department and the
officers. He asserts that public
support for the police should
improve, and that can happen only
if police officers are kind and
sympathetic towards people they
serve. He believes that every
department officer, regardless of
position, should receive such
training.

SHRI SHIV DEV SINGH (2nd from the left) with his team and QCI
members

Shri Pankaj Sharma(SHO) PS Gandhi Nagar

The SHO of the Gandhi Nagar police station
said that the public's perception towards the

police is not as favourable as required.
According to him the main reason for this was
lack of awareness and lack of trained officers
in the station. The officers need to be trained
so that their behavior towards citizens
becomes more compatible. This will help to
develop good relationships with the public
which will help to get more support from the
citizens. The SHO also said this training should
be included in the induction program for the
newly appointed officers.

SHRI PANKAJ SHARMA (2nd from the left) with his team and
QCIl members
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Shri Manzoor Ah Wani (HC): PS Achabal

We should understand the importance of
fostering trust and a positive relationship
between the police force and citizens. We
must note that building this trust can help
overcome any apprehension that some
individuals may have towards the police,
ensuring a more inclusive and cohesive
society. By nurturing a sense of community
engagement and actively involving citizens, we
can create an environment where individuals
feel connected to the police. Additionally, it is
essential to address any concerns regarding
safety and security, reassuring citizens that
their well-being is a top priority. The officer
also highlights that they need more
operational techniques based trainings which
will help them perform efficiently on field.

SHRI WASIM AHMED (2nd from the left) with his team

and QCl members

SHRI MANZOOR AH WANI (2nd from the right) with
his team and QCl members

Shri Wasim Ahmed Shah(SHO) PS Mattan

The SHO of the Mattan police station
emphasized the need for providing
training to officials of all ranks, instead of
limiting it to lower-ranked personnel. He
highlighted the shortage of investigating
officers within the department, as not all
police personnel can handle investigative
cases effectively in a comprehensive
manner.




Shri Vishav Pratap (SHO) PS Nagrota

The SHO of Nagrota police station
emphasizes the importance of providing
training to newly recruited government
officials, enabling them to apply the
acquired skills effectively from the first day
itself. Furthermore, the SHO wishes that
the existing challenges, such as a shortage
of essential resources like vehicles, which
hinder their ability to handle emergency
situations are addressed. He also expresses
optimism that training can have a positive
impact on the officials, thereby
contributing to the overall improvement of
the police personnel's public image.

SHRI MOHINDER SINGH (Leftmost) with his team and
QCl members

SHRI VISHAV PRATAP (5th from the right) with his team and
QCl members

Shri Mohinder Singh(SI) City Jammu

According to the Sl of City Jammu Police station, the
relationship between the police and citizens in their
jurisdiction has consistently been positive. The
police officials, from lower-ranking officers to
higher-ranking ones, demonstrate a commendable
level of dedication and professionalism in their
interactions with the public. The SI further
emphasizes the positive impact of training
programs, noting that they have brought about
significant improvements in the behavior of officials
over time. In light of this progress, the Sl
recommends conducting such training initiatives at
least once a year, involving every official, as a means
to further enhance their skills and foster continued
positive engagement with the community.



Shri Afroz Ah Najar (SI) PS Bijbehara

The SI of the Bijbehara police station
acknowledges certain challenges that

affect operational efficiency, such as the
shortage of available vehicles and
inventory. To improve overall
performance, it is crucial to prioritize
periodic training, particularly focusing on
enhancing the behavior and
technological skills of lower-ranked
officials. The SI highlights that such
training is essential to mitigate any
deficiencies that may hinder their
effectiveness in fulfilling their roles.
Increased engagement of community
holds the key to a much more profound ’ ) - £
relationship of police and citizens. SHRI AFROZ AH NAJAR (2nd from the left) with his
team and QCl members

ry

Shri Harcharan Jeet Singh (HC): PS Kokernag

The HC at Kokernag Police Station stated that
coping with the police job is remarkably a
challenging task, that keeps you away from loved
ones. Kashmir struggles constantly with severe
weather conditions causing unique policing
predicaments. The police personnel stresses the
demanding nature of the job, such as round-the-
clock service availability and frequent patrolling in
high-risk areas during the night.
Each militant encounter brought them perilously
close to death, yet they persevere as civilian safety
is held as a priority. Motivation is drawn from
reminiscing about their families and children as
SHRI HARCHARAN JEET SINGH (3rd from the left) they work lengthy, midnight shifts. The police
with his team and QCl members personnel expressed his preference of dialogue
and discussion over accusing individuals during

interrogations.

Also, they noted that cases which require court's intervention, a shift of responsibility and jurisdiction
materializes and yet the burden of criticism and public outrage befalls on the police.

~
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DISCUSSIONS




FOCUSED GROUP
DISCUSSIONS INJAMMU

FGD OVERVIEW FOR PS CANDHI NAGAR

Citizens have expressed some areas of concern regarding their interactions with the police force. They have
conveyed a need for enhanced cooperation between police personnel and citizens. One major concern
raised is the process of filing complaints. It is largely believed that the identity of the parties involved
impacts the procedure that needs to be followed. There is a strong consensus that this needs to be
addressed.

People have shared their perspectives on certain aspects of their interactions with police officials,
highlighting areas of potential improvement. They have expressed instances where they felt there could be
more emphasis on fostering positive communication and understanding. In some cases, citizens have

mentioned feeling uncomfortable due to the legality involved. Some citizens believe that if there is more
awareness about rights in society, it will be better for the police too and make them more approachable. In
terms of safety, citizens have suggested that there is a need for increased police presence in their vicinity to
effectively address and deter criminal activities.

The citizens of Gandhi Nagar have
expressed their desire for a more
transparent and accessible police
system, particularly in terms of
information availability. They have
suggested that streamlining the
day to day processes would
greatly benefit efficiency and
convenience for both, the police
and the citizens.

In their interactions with police
officials, citizens have highlighted
the significance of respectful and
supportive behavior. They
FGD at PS GANDHI NAGAR emphasize that a welcoming and

empathetic  approach  would
Attendees: Sahil Gupta, Vasu Gupta, Ravi Devi, Harsh Chaudhary, gj|leviate the nervousness of the

Anshul Gupta, Anshul Mahajan, Rasagay Tandon, Vasu Mallk, Sanjay common man, creating a more
Sharma, Hemant Tyagi conducive  environment  for
individuals to seek assistance.

Many citizens believe that by implementing awareness campaigns and educational initiatives, the police
force can bridge the knowledge gap and encourage citizens' active participation. Furthermore, citizens have
expressed their willingness to assist the police, provided their identities remain anonymous.

QU



FGD OVERVIEW FOR PS BAHU FORT

The civilians at Police Station Bahu Fort have voiced concerns regarding the handling of some cases,
expressing a desire for improved diligence and efficiency in addressing these incidents. Furthermore, some
citizens have highlighted extended response times, indicating a need for more prompt and timely actions by
the authorities. The locals voiced their dissatisfaction about the handling of drugs-related cases.

Initially, civilians hesitated to approach the police due to lack of awareness and information. However, the
arrival of a new generation of police officers has brought about significant changes in their behavior. Despite
this positive shift, there remains bridge of trust that needs to be built. During interactions with the public, it
was noted that female individuals were highly pleased with the respectful and mature handling of domestic
abuse cases by the police officers at Police Station Bahu Fort. Regular evaluation and refinement of
procedures can further contribute to the improvement of response times and overall service quality.
Improving the image of police officers is contingent upon upholding the highest standards of ethics .

Timely and professional behavior would
contribute to building trust and improving
their reputation. Anonymity was agreed
upon by all citizens for security reasons.
The strength of the police was recognized
in their commitment to serving the
community regardless of religion, caste, or
gender. Moreover, people acknowledged
the favorable behavior of the Bahu Fort
police, highlighting it as a strength of the
force. Many citizens think that improving
trust requires the police to proactively
engage with the community and Attendees: Rahul Mani, Joginder Singh, Naveen Kumar, Seeta

communicate transparently about their Sharma, Aman Deep Kumar, Gh. Nasi, L.J Raina, Simran Jeet
efforts to enhance responsiveness. Kumar

FGD at PS BAHU FORT

Open dialogue, community outreach programs, and regular feedback mechanisms can help bridge the gap
and further solidify the trust in the police force. Overall, Police Station Bahu Fort has witnessed a mixed
experience, with room for improvement in various areas such as professionalism, timely actions, and strict
enforcement against certain local crimes.

O



FGD OVERVIEW FOR PS NAGROTA

The relationship between civilians and the police at Police Station Nagrota has been excellent, which develops
a healthy and respectful environment. With time, the transparency and the ease of approaching the police
have improved as per locals. The police official starting from a lower rank to higher rank officials possess good
behavior towards citizens.

The citizens in this area have a positive
attitude towards approaching the police
station. They have faith in the system
that they will get justice there instead of
going to court. According to the locals,
there are enough police officers in the
region, and they are doing an excellent
job as they are strict regarding the social
issues. When compared to earlier police
systems, the present ones are far more
effective because they have access to
more technologies. When it comes to
the accessibility of information, the
residents of this area perceive the
system as being open and transparent.

FGD at PS NAGROTA

Attendees: Manoj Sharma, Kuldeep Sharma, Raj Kumar, Surender
Kumar, Nazir Ah, Neeraj Sharma, Jasmeet Singh, Omprakash
Tiwari, Rakesh Singh

The residents of this area have good faith in the system, knowing that the local law enforcement will take care
of their problems. The citizens don’t find any barrier while reaching out to the police station as the police
personnel in their area have been always good to them. Citizens claim that they have never observed any
biases being implemented in the system. They carry out their duties in accordance with the law without ever
asking about a person's social or cultural background.

The residents of Nagrota are unaware of community policing, and when they were made aware of it, they
responded favorably. They will assist the police authorities if asked, not just by the police, but also by
themselves. They merely requested that their identity be kept secret when providing information to the
authorities. According to their perspective, the police system in their area has always been effective, thus the
locals of this police station hold the force in very high regard.



FGD OVERVIEW FOR PS JAMMU CITY

At Jammu City Thana, relations between residents and police have greatly improved, fostering a positive
and polite environment. The attitude of police officers towards locals has improved recently. The present
generation of police officers, especially those at lower ranks, have strong educational backgrounds and are
responsible for this development. When individuals go to the police station, their belief is that the police
will handle their issues and try to find solutions. In general, residents think that everyone who works at the
police station is extremely professional in their dealings.

The citizens applauded the = B
approach and neutrality of the A "
police which helps the people 5§ ‘x‘.’ﬁ“\“ﬁ !'1'\,
come to them with no > S _ -
nervousness. Previously there =
have been some instances of
ignorance but slowly the citizens
now feel there inbuilt belief that
their issues will be noted and
heard. Even though there is room
for improvement in  many
domains, the performance of
police is largely found
commendable. The police's FGD at PS JAMMU CITY
dedication to  helping the
community, regardless of gender,
caste, or religion, is what makes
them effective.

—"

Attendees: Ajay Gupta, Arshit Mahajan, Ravinder Kumar, Amit
Gupta, Vicky Gupta, Anil Gupta, Rajeev Mahajan, Manohar Verma,
Amarjeet Singh, Sahil Sharma, Shankar Singh, Praveen Singh,
Shareef Ahmad, Prakash Sharma

The JandK Police Department is applauded by the public for its officers’ commitment to helping civilians in
difficult circumstances. Residents have suggested community involvement, drug awareness campaigns, and
other approaches to better fight such evils of society. Citizens largely believe that through better
communication, the police can improve their image in society. This will help to build better trust and make
society safer to live in. Citizens here believe that it's not just the duty of the police to uphold the law.
Surprisingly, The locals here went on to highlight that if their anonymity is secured and they are given ample
training regarding law and rights, they too would love to go a mile extra to make society safer.



FGD PARAMETERS

COMPARISSON

Experience with
the police

1.
officers in the
past 6 months?
Reluctance in
approaching
2. police for

complaints?

The experience
with the police
from last six
months was not
as favourable as
it was expected

People of Gandhi
Nagar station
faced some
problems as they
felt the police
can improve the
approachability

The civilians had
a hard time with
the police
officials. There is
room for
improvement in
domains like
professionalism

The locals faced
some problems
while
approaching to
police station.
They believed
more trust is
required

The interactions
with the police
officials from
past 6 months
has been
excellent as
police officials
resolve their
disputes in a
time bound
manner

The citizens do
not find any
problem while
approaching to
the police
station

The relationship
between civilians
and police has
substantially
improved,
producing a healthy
and respectful
environment. This
transformation is
due to the fact that
the current
generation of
police officers, are
aware and well
qualified

When residents
tried to approach
the police, they
encountered some
difficulties. Their
concerns were
professionalism
and timely action

O



Prefer
anonymity when
approaching
police?

Trust in the
system

Do you notice
biasness in the
system?

Citizens feel
safer when kept
anonymous

The Citizens do
largely believe
that a lot of
work needs to
be done to build
the trust in the
system

Majority of
people do not
notice any
biases in the
system. They
believe that the
system operates
fairly without
any favoritism
or prejudice

They want to
remain
anonymous

Majority of
citizens possess
full faith in their

own police

authority that
their issues will
be resolved in a
time bound
manner

A significant
number of
people do not
detect any bias
within the
system. They
firmly believe
that the system
operates justly,
without
favoritism or
prejudice

The locals prefer
anonymity

People trust and
have good faith in
the police
department

Most people
don't perceive
any bias in the
system. They
believe it treats
everyone fairly

and without any
prejudice

People believe
being anonymous
is best for all

The police here
has good trust
from the society

The locals majorly
believe that the
system upholds

the values &
ethics and works
without any
biases

~
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Suggestions to
overcome
systemic

weaknesses?

Main barrier
when
approaching
police?

Willing to assist
police if asked?

The public wants
more
approachable
police which
feels easy to
communicate to

The society feels
that a better
transparent and
neutral process
/ framework
need to
implemented so
both the parties
are considered
equal

The citizens are
always willing to
help police but
only if their
identity is kept
anonymous

More
community
engagement and
more focus on
improvement
the efficiency is
suggested. A
dedicated focus
on local issues
like drugs is also
felt necessary

The people
sometimes face
problems
regarding the
primary
procedures and
want it to be
streamlined

People are
generally

inclined to
support the
police, but they
prefer to do so
anonymously

Citizens are
satisfied that
things are
systematic at their
Police Station.
Their major
requirement is
that more
educated officers
should be
deployed to
handle cases

The locals do not
find any problem
while approaching
to the police
station

Citizens are willing
to help law
enforcement, but
only if their
identity is
protected and
undisclosed

Locals have
proposed
community
engagement, drug
mitigation
awareness
initiatives, and
other measures to
address the
system weakness

When residents
tried to approach
the police, they
feel distant and
unsure about their
voices being
heard. More trust
building initiatives
are required

Given that they
remain
anonymous, the
people are ready
to assist




10.

Citizens find a a
- good room of
ransparenc
P y improvement in

the current system

The Police officials
make meetings
with the
presidents of

Communit
4 colony and other

involvement
members to over

come the various
issues like drugs
and many more

Citizens found the
system not as
transparent as they
would want. Clear
communication is
required

The citizens would
like more modes of
involvement as
they believe the
present level of
involvement needs
to be improved

Citizens found
the system
transparent as
the police
officials always
helped them by
providing the
information

The Police here
involves people
to aware and
save future of
their young
generation. The
role of police
has been
excellent in
organising
awareness
camps

Citizens found the
system not as
transparent as

they would want

The police
officials do
involve the
community but
frequency needs
to be increased
massively

<



FOCUSED GROUP
DISCUSSIONS IN KASHMIR

FGD OVERVIEW FOR PS MATTAN

The citizens, residing under the jurisdiction of Mattan Police Station, shared their feedback with regard to
their experiences with the stationed police personnel. Mostly, the responses resonated positively in terms of
the gauged parameters, such as professionalism, promptness, and sensitivity. It was discerned that citizens
felt a significant positive shift in the police officials’ behavior, post their training. Particularly, it was brought
to the attention of the efforts made by the Station House Officer (SHO), and was highly revered for his
honesty and hard work. It appeared that citizens felt more positive with respect to approaching and reporting
a case at the police station.

Also, the shared stories highlighted the roles of SHO and the department, with regard to counselling and
reforms brought on amongst the youth, particularly in cases like drug abuse and rash driving. The cordial and
congenial attitude of police officials has facilitated transformations without adversely affecting their social
lives.

The identifiable strengths of the
present police force, as claimed by
the citizens, attributes to their
ability in forging trustful
relationships with different sections
of society, their efforts in
maintaining communal harmony,
and promptness in redressal of
citizens' complaints. Lack of

identifiable weaknesses in the
present policing system reflects the
trust and faith of their citizens. With
regards to Community Policing, Attendees: Hilal Ahmad Khan, Javaid Saleem Mir Majid, Hilal Ahmad
regular coordination between the Ganie, Faisal Mushtagq, Mohd Ashraf Khan, Shabir Ahmad, Mohd
Mohalla Committees and the police Ashraf Hajaam, Mohd Younus Wani, Javaid Igbal, Farooq Ahmad Bhat,
station was present. Gh Hassan, Irshad Ah Bhat, Habbibullah, Jabeer Ahmad, Mohd Ayub
Khan, Towseef Nabi, Gh Mohideen, Mohd Ashraf Wani

FGD at PS MATTAN

As suggested by the citizens, the societal image of the police can be improved by enhancing employment
opportunities for the youth, which ultimately reduces their vulnerability to drug abuse and associated
criminal activities. Increased involvement of the locals in the workforce can forge positive connections and
trust within the community. Overall, past barriers that existed in terms of public-police interaction has
significantly improved over the years. The citizens have more trust with regards to the resolution provided by
the police authorities, and opines of the system being proficient, open, and transparent.



FGD OVERVIEW FOR PS BIJBEHARA

The citizens, residing under the jurisdiction of Bijbehara Police Station, shared their feedback with
regard to their experiences with the stationed police personnel. In general, the response
communicated the cordial, people-friendly and approachable conduct of the policemen, instilling

trust and confidence in the community. An apprehensive outlook of the citizens due to past
experiences persisted. However, professionalism and ethical conduct have successfully
progressed along the right lines. Also, the shared stories highlighted the resolution of a recurrent
problem of traffic jams, managed efficiently by the concerned Station House Officer (SHO). A
significant reduction in the occurrence of accidents was witnessed.

The citizens discerned that the present strengths of the police force lie in the timely disbursal of
clearances and in duty-bound resolution efforts. However, identifiable weaknesses in policing
reflected the inefficiency of the police in combating the issue of drug abuse amongst the youth.
Inadequacies in sensitive manners often lead to the distortion of the image and stir outrage in the
community. The citizens urged immediate interventions and enhanced efforts to tackle and
eradicate drug abuse in youth. With regard to effective communication, police are perceived as
highly approachable and cooperative. Community outreach programs, involving local Augaf
Committees, resulted in increased collaboration and the removal of social stigmas.

As suggested by the citizens,
mediating swift actions against
drug peddling and delivering
justice by ensuring culprits get
punished, especially for repeated
offenders, to recover trust deficits.
Predominantly, timely resolution
and trust deficit appear to be the
barriers while approaching the
police, whilst increasingly cordial
and amicable approaches have
fostered a positive atmosphere

and transparency in the system.

FGD at PS BUBEHARA

Attendees: Mehraj U Din, Khursheed Ah Dar, Bashir Ah, Manzoor Ah, Gh
Ah Khan, Mohd Ayub Dar, Showkat, Shameema Akhter, Dilshad, Kulsum
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FGD OVERVIEW FOR PS BIJBEHARA

The citizens, residing under the jurisdiction of Achabal Police Station, shared their feedback with
regard to their experiences with the stationed police personnel. In general, the response
communicated improvement in police-citizen relationships, adhering to sensitive and cordial
attitudes. Provisions for training and educational support attributes to the enhancement of
professionalism. The citizen's attitude towards approaching the police for reporting an issue has

remoulded and they no longer anticipate adversities. Also, the shared stories highlighted pivotal
roles in corresponding issues such as the recovery of borrowed money, and the implementation of
online verification systems. Such additions have facilitated a seamless citizen experience.

The identifiable strengths of the
present police force, as claimed
by the citizens, attributes to
empowerment of the police
taskforce, enabling faster and
effective resolutions. However,
presently identifiable
weaknesses are recognized in the
inability to eradicate drug
addiction resulting in
deteriorated state of the youth
and compromised status of
women safety.

FGD at PS ACHABAL

Attendees: Haji Ghulam Mohd, Gh Hassan Dar, Owais Mukhtar,
Muzzafar Ahmad, Mohd Akbar Beigh, Sheeraza, Shabnum, Masroor Ah,
Ab Rashid Bhat, Sheeraza, Basit Ashraf, Manzoor Ah Shah, Reyaz Ah,
Bilal Ah, Nadeem Nazir, Bashir Ah

With regards to Community Policing, regular coordination was maintained with Mohalla Committees.
Successively it has resulted in timely resolution of caseload, and works as preventive measures to unlawful
activities. In addition, Thana Diwas is celebrated for improving and addressing public-police relations and
citizen grievances , respectively.

As suggested by the citizens, the societal image of the police can be improved with proactive anti-drug
measures to effectively curb the existing problem. Citizens are not reluctant when approaching the police.
Trust in the resolve of the police was observed as no complaints of bribery or mental agony was received. An
open and transparent system is fostered, particularly with regards to accessibility of information.

Q
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FGD OVERVIEW FOR PS KOKERNAG

The citizens, residing under the jurisdiction of Kokernag Police Station, shared their feedback with
regard to their experiences with the stationed police personnel. In general, the response conveyed
professionalism, dedication, and responsiveness. Citizens felt approaching the police for case
registration has progressively enhanced.

Also, citizen-based stories underline the strides made during emergencies such as action-
promptness, and their contributions exceeding their mandated role. The identifiable strengths of
the present police force, as per the citizens, attributes to the efficient handling of tasks within the
bounds of the law. In contrast, the identifiable weaknesses are recognized as the lacking
awareness generation to eradicate drug problems.

FGDs at PS KOKERNAG

Attendees: Bilal Ah, Gh Mohideen Nazir Ah, Mehboob Ah Saradar, Mithoo,
Showkat Ah Bhat, Syed Mohd Ashraf, Syed Mudassir Ah, Javaid Ah Rather,
Fayaz Ahmad, Mohd Aqib, Yasir Ahmad Sheikh, Ashiq Hussain Khatana, Gh
Mohideen Bhat, Abdul Ghani Wani, Gh Hassan Sheikh

With regards to Community Policing, close collaboration was maintained by the police with local community
organizations. The stationed inspector engaged with local Augaf committees and other leaders, to increase
relevancy and interest of public-state subjects.

As suggested by the citizens, the image of the police can be improved by inculcating effective
communication, and collaborative community work. Efforts should be directed to foster a friendly and
facilitative environment. It is suggested to work on transparency and case-resolve time to garner trust.
Barriers in the system encompassing mistrust and miscommunication should be rectified for the seamless
functioning of the system.



FGD PARAMETER
COMPARISSON

Experience with

the police

officers in the
past 6 months?

Reluctance in
approaching

police for

complaints?

The overall

experience with

the police has
been positive,

with professional

handling of
criminal and
verification
cases. No
instances of
bribery were
reported, and
citizens were
comfortable
during their
interactions

There was no
hesitation while
approaching
police
authorities for
resolution of
complaints

Citizens had a
positive
experience with
police officials,
who have been
friendly and
approachable,
fostering trust and
confidence in the
community

The citizens feel
confident in
seeking the
assistance of

police authorities

whenever they
required it

Improved citizen-
police
relationship due
to enhanced
education and
qualifications of
police officials.
Citizens now view
officers as
knowledgeable
professionals,
fostering
confidence and
trust

The locals here
have faith and
trust in the police
department that
their concerns
will be handled
properly by them

Feedback of
citizen was
positive as Police
officers were
responsive and
respectful
towards their
citizens

People believe in
the importance
of reporting any

complaints or
issues to the
police so that
they can take
appropriate
action and
address them



Prefer
anonymity when
approaching
police?

Trust in the
system

Do you notice
biases in the
system?

Citizens willingly
approach police,
trust in
confidentiality
and seek justice
actively

People have
good faith in the
police for
resolving their
issues

Majority of
people do not
notice any biases
in the system.
They believe that
the system
operates fairly
without
favoritism or
prejudice

Yes, Citizens
would like to see
more trust
building
initiatives first to
not prefer
anonymity

The citizens
holds immense
trust in the
police system
that their issues
and complaints
will be resolved
in optimum time

Most people do
not notice any
such biases
present in the
system

Citizens trust the
police and do not
wish to remain
anonymous

Locals hold faith
in the current
police system that
their issues will be
resolved without
facing any
difficulty

They have
confidence in the
system's ability to

treat everyone
fairly

Initially, people
preferred
anonymity but
now more
individuals are
comfortable about
disclosing their
identity when
approaching the
police

The society holds
immense trust in
the police system
and believe that
their issues will be
addressed in a
time bound
manner. This was
due to the fact
that the police
personnel now are
well qualified

There were some
instances in the
past, but now
things have
improved a lot

N



Suggestions to
overcome
systemic

weaknesses?

Willing to
7. assist police if
asked?

Main barrier
when
approaching
police?

Majority of the
individuals
shared that the
police
department is
functioning
effectively and
efficiently

Locals are willing
to assist if kept
anonymous

Citizens would
like to see more
effecient and
impartial
investigative
procedures to
ensure the
present
reluctance is
reduced

Swift action
against drug
peddling and
harsh
imprisonment
along with
building trust

People will help
only if kept
anonymous

People often
worry about the
neutrality of the

process & system
regarding
sensitive issues

Strong action
against local
issues like drugs
and continuous
learning approach
of the police
personnel

Always willing to
help police but
only if their
identity is kept
hidden

Locals do not find
any problem while
approaching to
the police station

Citizens suggest
community
engagement, drug
awareness drives
and organizing
youth sports
events

Ready to help if
anonymity is a
given

Initially there were
some cases of
neglect, but now
things are
improving. Yet,
the people feel
there is a lot of
room for
improvement in
domains like
approachability

QO
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Transparency

Community
involvement

Citizens find the
system
improving slowly
but still a long
way to goin
domains like
information
access &
approachability

The Police
officials make
meetings with
the presidents

of colony and

other members
to over come
the local issues

The locals found
the system not
as transparent

as they would
like it to be

People would
like more
community
involvement to
help assist the
system identify
and solve the
regional
problems

The residents

found the
system People are not
transparent as satisfied with the
they police current status &
always helped would want more
them by transparency
providing the
information
The
department
always involves The police
people in officials needs to
awareness improve on

involving people
through any
awareness camp,
events or any
public
interactions

initiatives. The
role of police has
been excellent
as they do more
public
involvement
through various
means




CPS FEEDBACK FOR

LOW RATINGS

H Parameters

How comfortable
are you in
ik reaching out to
police, in case of
a problem?

How would you
rate your
interaction with
the police?

The general perception among the public
is that their issues are sometimes
overlooked due to lengthy procedures.
There have been instances where the
conduct of police officers was criticized for
having not so friendly attitude. It is
believed that some complaints remain
unresolved for extended periods.
Criticisms have been expressed regarding
the language and behavior of police
officers. Furthermore, there are concerns
about the need for improved facilities for
women at police stations

The citizens expressed concerns about
their dealings with the police on several
occasions. They believed that the police
were ineffective and made questions that
did not appear to be relevant to the case
while not making an adequate effort to
investigate the actual matter. At one
instance the SHO placed the onus of
responsibility on the party at fault, which
may be interpreted as a lack of backing
from the relevant police authority. Due to
these experiences, people believe that
their complaints might not get resolved
and take an unnecessary amount of time

Kashmir

Citizens expressed a feeling of
apprehension and lack of trust
towards the police. Their interaction
was not satisfactory as their problems
were not properly heard, and behavior
was not appropriate. Due to past
negative experiences, some people
feel rel to visit police stations.
Additionally, there have been
allegations that the police may not
always take matters seriously and
handle cases in the most responsible
manner

The citizens expressed a less than ideal
experience with the police as they
consider their behavior as rude or

offensive. There is a general sense of
dissatisfaction with the police's
conduct, as some individuals felt that
their concerns were not properly
addressed and encountered behavior
that was described as less than
pleasant towards both them and their
families. The overall interaction with
the police is described as less
satisfactory

O
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Parameters

How was the
behavior of the
police personnel?

How will you rate
your overall
experience with
the police?

Jammu

The citizens expressed their
frustration with the perceived lack
of assistance from the police,
particularly for regular people.
Some individuals felt that the
police often blame citizens instead
of actively working towards
resolving the problem. Overall, the
behavior of the police has been
termed as less satisfactory

The citizens described the
experience as challenging and
frustrating with a perceived lack of
effort in resolving cases. The
paperwork and reporting processes
coupled with limited action have
been a source of frustration. At one
instance, there was a delay in
submitting the FIR, and the case is
still pending, contributing to a
negative perception of the overall
experience

Kashmir

The citizens have expressed their

dissatisfaction with the behavior of the

police personnel. Additionally, there
have been instances where the
response time has been longer than

desired, and some individuals feel that

their concerns were not properly

addressed. In certain cases, there were

reports of the police exhibiting
behavior that was less than courteous
towards both the individual and their
family members

The overall experience with the police
as shared by the citizens has been less
than satisfactory. There is a sense of
frustration with the perceived lack of
assistance and the absence of a proper
response. Some individuals have
described the behavior of the police as
unpleasant. Consequently, these
negative experiences have led to a
diminished belief and faith in the police
system
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KCI

Parameters

To what extent
does your Police
officer develop
awareness
initiatives for
society relating
to safety and
security (e.g., for
residents,
organizations,
and groups)?

To what extent
does your police
officer make it
easy for
community
members to
provide input
and collaborate
(e.g., comments,
suggestions, and
concerns)?

Jammu

Some of the residents voiced their
belief that police officers might not
always put the needs of regular
people first or actively participate in
societal advancement. Regarding
police-led awareness initiatives and
programmes, they noted that there
is room for development.
Additionally, some people think that
the police could improve their
efforts and initiatives in this area in
order to better serve the needs and
welfare of the community

The citizens expressed their
concerns regarding the perceived
lack of concern and attentiveness

from the police. Due to a prevailing
social stigma, some individuals
hesitate to engage with the police,
fearing potential mental stress.
Furthermore, there is a belief that
the police may not always listen
attentively about their concerns. As
a result, there is a general lack of
confidence and willingness among
the public to interact or provide
inputs to the police

Kashmir

The locals highlighted that they would
appreciate the police taking more
proactive measures and actively
engaging in initiatives for the
betterment of society. However, there
seems to be a lack of awareness and
information about the specific
programs or initiatives undertaken by
the police station or department

The citizens have raised a concern
regarding the need for the police to
communicate more courteously and
foster public trust. They feel that this

is important because it influences

people's willingness to provide
information. Moreover, there is a
general fear among the public that
their voices may not be heard by the
police
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LIMITATIONS OF THE STUDY

« Due to the occurrence of a national event and official priorities that coincided with the
timeline of the study, there were delays in inter-departmental communications and
collection of data.

« In the case of some sensitive cases, respondents may have felt uncomfortable providing
answers regarding the nature of the topics discussed. Additionally, they may have lacked
the ability to provide logical reasoning for their responses due to various factors.

« It was observed that in certain instances, a compact proportion of married women
displayed reluctance to personally participate in the survey, their husbands or other
relative that accompanies them answered on their behalf, this may have introduced bias or
incomplete perspectives.

« The availability of trained personnel was limited, which hindered the ability to conduct a
comprehensive analysis.

« There was a shortage of trained female police personnel relative to the requirements of the
survey, impacting the representation of women's perspectives and experiences within the

study.
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CONCLUSION

The assessment revealed anticipated outcomes, as a positive trend of change was observed post-
collation of data points from the citizen perception survey, police perception survey, key
informant interviews, and focused group discussions. The points of reference have been stated
below:

« Across the UT, the citizens showed a general pattern of satisfaction, on average a score
greater than 4 out of 5 was recorded when measured across comfort level, police interaction,
the behavior of the police personnel, and the overall experience of the citizens.

« More than 90% of the citizens observed a pattern of positive behavioral change in the
trained police personnel.

« The data revealed a higher percentage of case resolution by police stations with trained
police personnel in case of complaints/cases pertaining to authorization and verification of
documents and criminal cases when compared with police stations with untrained police
personnel.

« All the interviewed trained police personnel agreed that the training motivated them to
serve the citizens better.

« The Key informants (ASls/SIs/Inspectors) interviewed revealed that there is a high degree of
voluntary engagement in providing quality services to the citizens by the trained police
personnel.

« As an outcome of focused ground discussions, it was observed that while a majority of the
locals find the new initiatives effective, a common suggestion would be the increased
community engagement & simplifying the process a common man faces. Measures like
awareness drives regarding the rights of the people, and streamlining the process of filing
complaints/FIR can go miles to cover the gap that is perceived by people.

« |In certain locations, the image of the police has been negatively affected by past interactions,
resulting in a sense of disconnection and hesitancy among individuals to engage with law
enforcement. While training efforts have contributed to some improvements, there remains

an opportunity for further enhancement through trust-building exercises and awareness
campaigns.

« The people suggested a dedicated focus drive on the local issues in which they are willing to
participate as part of community policing on the condition of responders' anonymity. They
believe that doing so will help the police identify & act faster on the local issues.

Q
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WAY FORWARD

1. The overall span of the training could be designed around a 3+2 day module: The training
program can be divided into a series of modules that span over three days, entailing behavioral
as well as technological training, followed by two additional days dedicated to practical exercises
and assessments. This structure allows for a comprehensive and well-rounded training
experience while ensuring that participants have enough time to absorb the information and
practice their skills. Regional languages can be incorporated into the training sessions to ensure
better understanding and communication.

2. To increase overall efficiency, multiple officials with the most public interaction can be trained
at each police station, enabling the entire station to benefit from the training.

3. It is crucial to extend the training program to the entire police staff, beyond just the
constabulary level, including Inspector level officers and Munshis, to promote professional
development across all ranks and to ensure a cohesive approach to professional development.

4. To address gender disparities, the training program can prioritize training a higher number of
female police staff, promoting inclusivity and gender equality within the force.

5. Follow-up sessions, conducted online, can be implemented to reinforce prior knowledge and
facilitate continuous learning. The sessions can be conducted in person annually and online every
6-9 months to reinforce and retain prior knowledge.

6. By organizing the training sessions within the respective UTs or states, the longer commutes
can be minimized, allowing participants to attend without significant disruption to their regular
duties.

7. In sensitive areas, the training program can be extended to include other branches, such as
Traffic Police and Armed Police to ensure comprehensive skill development across different

units.
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ANNEXURE

Police Perception Questionnaire
A Police Perception survey was curated in both English and Hindi language in order to determine the impact
of the ‘Mission Karmayogi Policeperson Training Program’ via analyzing the perspectives of police persons
and the citizens. The questionnaire was based on the various sub-parameters namely Demographic,
Training, Thinking and behavior, Case resolution, Peer relations, Trust building, Technology usage, Problem-
solving initiatives and suggestions.

Table: Police Perception Survey Questionnaire

Police Personnel Survey
5.Mo Sub-Parameters Questions Options
3 Name
Inspecton
5
2 Rank ADDL &1
Demographic Constabile
Head Constable
Contact Number
4 Name of the police station
S District
. = 5 s Yes
6 Training Did you attend the training under Mission Karmayogi? -
1 ST VR BHaTT W A WA e i
if Question & ks No
Would you like any training 1o be conducted for the Yes
department No
W1 ST ATE § 1 [P & [0 S8 Witam sauiaa
fm ang
if yes. then in what aspects should the training be
conducted? Technological training
o ¢, @ Pt ol O iftneyor aqmfore e e
. specify
e
7 Training For technological training, what aspects should be
Trust Building
According to you for behaviourial training, which of the P
following skills should the training inchude?
Power 10 serve
Time Management

~



mmmmntmmn
f= 1 ufteo F it e arn wfge

What was the date of your training?
] TP WA 58 aE B B W7

Being positive

What did you like mast about the training?

Teac Methods
Sirge ey @ ged Ane yEE s t:“m.
Interactive Sessions
Behaviourial Aspect
Other, specify

Training How would you rate the training? (with 1 being the lowest
and 5 being the highest)

AL T

370 W @) [l T2 BT (1 Gad B8 WR s 5
e

IF rated 1 or 2, explain why?
af? 1 a1 2 @) ¥en & v B, o o g wo A

How much did the training motivate you to serve the
citizens? (with 1 being the lowest and 5 being the highest)

Lol LT R T L

uflngw 3 saua) A 1 a3 & R e
1 Thinking & Behaviour fva frme (o 5@ o ol s vl )

If rated 1 or 2, explain why?

af 1 a2 @) ¥R 4 v B, A g e wRm want)

Common Questions for Trained & Untrained

Im your gpinion, how comfortable are citizen in reaching
out 1o police in case of any incident? (with 1 being the
lowest and 5 being the highest)

12

Lol LR R S

HITH SHEr, e 1 aeen ® S o g 8 996
w1 1 il e HeW OEgE a9 82 (1 §Ad oY
R 5 Tl R
If rated 1 or 2, explain why?

How would you rate yourself in an extremely stressful
situation? fwith 1 being the lowest and 5 being the
highest)

13 ST ST AT FEE] Sl IR Rt 9 [ 12
O (1 TR TN A s FE )

Thinking & Behaviour if rated 1 or 2, ain wiy?
of2 1 41 291 2w &) v @, A v g SR )

R LR R Y

How would you rate your level of motivation during
long/night shifts?
(with 1 being the lowest and 5 being the highest)

R L R

it v aft Rirge @ oM oM 3 fon & W
" & e Yo w0 (1 T o AR s TER T

If rated 1 or 2, explain why?
af2 1 ar 2 @ ¥2n 4 v @}, @ o e R )
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15

Do you think there should be an additional training for

the following vulnerable groups -

a. People with leaming disabilities

b. People with mental health probi

€. Senior Citizen
d. Women

e, Children

ol L

{with 1 being the disagreed and 5 being the moit agreed)

s @ § i PrfefEa awr o & g gs

S nftio

e TS
(1 g @) 2o gu o s wafrs weofa @) i
w0

if rated 1 or 2, explain why?

of2 1 a1 2 21 @ nf B, A um g s I

How many cases have been diosed in the Last year?

20

~

TGd a4 [ Aaa 46 0T 87
" How many FiRls have been charge sheeted?
CueResoltion Tl oo S ST
Adways
¢ ions Dl
% s Sontms
Peer Relationship o ‘ Rarely
Newver
gaen
|@fEm ofifufad @) e & fag o Freel @R o R
anfigd R ) & wene w gE &3 6
18 ERET]
Tg 8] @
B
) Treat with respect
What steps do you take as an individual police officer to =
ensure a good relationship with the citl ? Lhsck rspoavii tns
Redolution of Msues
Trust Building
Others, specify
sl & w1, afve] & A say ddy AR
- T huligne F g 1o fea AR W @ A e %
Jom TEe %1 S
T
Y, TR
What is the frequency of technology usage in your
Sotone —
Rarely
Never
S Fasae 3 vy s & i 2 o]
¥ i
mag & &l
Technology Usage EEL

‘What kind of tech tools do you we in daily operations?
(CONDITIONAL If not chosen fieves)

(50 2P SIG9w 1 #)4 8§ W B aa i) QUi |
&1 i %7 §2 (conomonaL Of FaR el
1 T g

Do you think tech training is required for the department?

Yes
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2|

1 AT TV ¢ 1 T & Ter et ufdsayor @1 No
HETISD B 8l
if yes, What do you think should be the frequency of the Ll
Technalogy Usage tech training?
MR E, @ i) Wi feel el e
Share an incident where you came up with a new idea to
salve a problem (Focus on Karmayogi- Self actualisation &
personal growth) OPTIOMAL
e T TG [ e @ 6 |
gy | Problem Solving/ inktistive | o) 5 firy G e/~ e T T B
(i
Do you think this training (Mission umml: weill change o
the way you work? H':
_ Can't say
w4 uftnaro (fiver aviant) orok e &9 & 78w :
22 H W e Wl
Y 0] aBa
Should these training session be organised frequently? Yes
Mo
Suggestions 0 & it ) AR v R a ““;1“
2 afge 0
TS
H yes, how lrequently Quarterly
B - Annually
Anrsally
24 g
Rl @ Fawe AT
N ETEE




Citizen Perception questionnaire

A Citizen Perception survey was curated in both English and Hindi language in order to analyse
the overall interaction of citizens with the police department. The questionnaire was based on
the various sub-parameters namely Demographic, Interaction, Satisfaction and Community

involvement.

Table: Citizen Perception Survey Questionnaire

Citizen Perception Survey
Sr.No Sub-Parameters Question Options
1 Name
==
2 Age
el
3 Gender
Tem
4 District
Toren
5 Urban/Rural
TTHIT/RE
6 Contact Number
W .
Demographic Uneducated
Education level (highest degree completed) - 10h grade of less
High School (12th) Pass
- Graduate and higher
EEIET]
Syt T e 1091 &1 01 3Ud BH
HIdH HH JaH g
Less than 1 year
How lang have you been living in this region? 1S years
a 6-10 years
10 years and above
3T 44 7 o uad W 18 7
5
How comfortable are you in reaching out to police, 4
in case of a problem? (with 1 being Never to 5 being 3
very frequently) 2
1
9 Interaction HHE] @ ATHC A A9 giod 8 899 & A

If rated 1 or 2, explain why?

ST IR 147 2 B, A s i
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In the last year, have you or any of Yes
your family member had any kind of contact with the
police? No
| TG Uep wiel A a4 310 41 ides Uiai &
felt waw = el o veR @1 6ud o & e
wm e &2
Na
11 Did you have to visit the police Yes
- Eall Eﬁﬁi ﬁlﬁ T ol RIS No
12 If yes, did you visit the police station in the last 6 Yes
6 M B4 No
Crime Case
WEaE it i v son R this intorantiond Authorilzatinl:n, verification r:pf d}::u ments
Family Disputes/Domestic violence
i3 Other, specify
STILED HIH |
ATt T IO a1 HI? S @1 i -
How would you rate your interaction with the 5
police? (with 1 being bad and 5 being excellent) 4
i T g o 3 iy 304 akdard 1 3
e Hd H1? (1 B §1 AN 5 TFP eF 2
% W) 1
If rated 1 or 2, explain why?
SR ST 191 2%, A 5aig #i?
'Was your complaint resalved? yos
= Satisfaction o
1 D] iﬁﬁiq_aaﬂmgm
5
How was the behaviour of the police personnel? ;
(with 1 being very rude and 5 being very polite) 2
16
1
Eﬁi Bindl @] oddeld Hul 4l? EREHE] B %
If rated 1 or 2, explain why?
SR et 191 2 6, Al |aid aai?
Have you interacted with the police department in Yes
i7 the last year? No
| 31 AT (o0 U Ui 5 Qo [a+=i & ary
Do you feel there's a positive change in the Yes
1B behaviour of police personnel in the last year ? No
T S i S e O e e
Satisfaction How will you rate your overall experience with the 5
police? (with 1 being very unsatisfied to 5 being 4
IS W S O SR AT U 3
19 F1? (1 950 HTP B & U, 5 9gd §F e 2
o WY) 1
If rated 1 or 2, explain why?
SR AT 137 2 &, O gald 17
To what extent does your Police officer develop 5
awareness initiatives for society relating to safety 4
and security (e.g. for residents, organizations, and 3
20 groups)? {with 1 being not at all to 5 being To a 2
great extent) 1
HHT = HEET
If rated 1 or 2, explain why?
i 3R 197 2 &, dl &4 9i?
Saanmenlly inatveasat To what extent does your police officer make it easy 5
far community members 4
to provide input & collaborate (e.g., comments, 3
2 suggestions, 2
and concerns)? (with 1 being not at all to 5 being To 1
SUF1 Jias AaeT aHaM @ e 3 1l
If rated 1 or 2, explain why?
[ TFE 1912 %1 Getl ol 13 &, o $udl Su®] BRI
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Key Informant Interview (Trained and Untrained)
A Kll(trained and untrained) survey was curated in English, Kashmiri and Urdu language to

measure the usefulness, impact, and overall interaction of the citizens and the police personnel.
The questionnaire was based on the various sub-parameters namely Demographic, Behavioural
aspect, Ownership initiative, Citizen perception, Impact of training program, Thinking and
behaviour, Problem solving, Initiative, Peer relationship and Interaction.

Table: KlI(trained) Survey Questionnaire

KN [Teained)

Mo S p =]

Mt rrae
Mank
Conbart Mumbsr
Marms of the pobcw Wabon
heslrerd

e

How do you think the traned conibabli b Bemidtted
frta T Faining? (with 1 Bang negilive s S being
paulive)

e |

Tomi ki chory hasaan Sarsepal sasin combablan ootha

farde e chvs dirred wrmm brainirg wigsh st

8 P 430 1 ot b Gy e e S £
[ £ 2 i 8 1 i 1]

H sifted 2 e 2, emplann wiry?
A ratirgi 1 pa 3 che, kalh bareyad paeth che ye
riating darnich dimi

: - T o af ey o T e s B

It 15 = 0

wery Oftan
Olpcaiwomally
Arw conslableyfpolios per wnnal empathetic Goskeds Farudy
complisnants sith largusge b recs? Ay
PR gt
2 e
. Py 2
Yurmnan shikayetan mans cabars Bers rukcavet che, bya
tiom i shicpatan pasth cha avin hamdardi havn
comslslan saery

I R SRS Qs i) § Sk S e g e el
Sy ey

Do pou thenk that e Iraired constibles e now
valunlirdy sngaged n providing qualy wrnce (o the
complisnants? (with 1 beirg duagreed and & beng mest
agrand|

CE A E

Tk chuwes baaia GBSl yafts combable'yemen
coralaBlin ralreng asyl dm Semch wa ihilonyat kinn
weaaden podrik tush asal pieth pesh eva?

Ownarship ndtiative
8 Proloen Solving e L o e e o o G o
[ 1) 5 g baar g b F pgtb Sadd Gions oF SR 0F S BL
s s 1le) = v 8 ) o BB =

W rafted 3 or 2 amplan why?
g ratings 1w 2 che, kath bunsyad pasth che yeh
ratings asmich deni

Sund o e Sl pia g T D i e B

Hive you receiwed any pesfve fesdbadk for conmabies Wi
from ciliters gl the lrairerg peogram? Mo

Trinmyg Deni paeth meliea 1ofe kha asal fisd back
conubibiin kit

N

= CaEzen Percaption




S L e iyl § it g £ pE o] o 1
Fit ha Ll g8

Hew Tar did thie trainieg progras esable constabies 1o
und ersland s complamants Baiter? (with 1 Baing
s gathed and 5 biing pesitive)

b | e |

Conslabic yus Lraning ayi dafs, Taam taming hotha
o e oy @nan L Saim e ATanE

impact of Training

Program s ]
: - o 3 B G o Ll S e K] ey s
o i | o e 13 hia 1) Tty MO £ S st

IFrated 1 e 2, aaplain why?
Agar rabings 1ya 2 cha, ath bumsiyad pagth ol yeh
. Fatings aarmich deni
Fugel 8 Gl 35 1 2l 0 by sy 51

Hiew dio yeez il the behaviosr of confablis lowardi (R
fial kewang vulrsirabie groups 4
i Wit
b. Sgrecially Abded
c SCJETD8cC
& LEBTO
i Sankor Citizens
[with 1 bisng iegative and 5 Boiag poutvg)

| Toeh byl Chiu Dadspamul (oalaben Rl Bartaa
pernan loskan saat
. Zani
B Mazoar chakhs
. SCHSTfOBC
o LGETO

11 Thinkimg & Bahawiour B Dkt
[#5p o F =) ;

e o e B el e § i 38 i
a2 B
e
el 5t s g g v

e SOTSTORE
L0870

OO S

b= I Lgyorin S ol s 1)
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Agar ratings 1ya 2 cha, kath busiyad paath Chea yab
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Interaction
(Jwin)

kuman kuman cheexan mutaliq paz traning program
manz behtari gasin?
a. training hund taur tareeq
b. kath modas manz gasi training gasin
¢, taur tareeq constablen hund

d. Curriculum
i W £ 3 Ag o a8y g ae g £ b3 i
Tu LS qadi 0y
S8 4yl § i 2
Sib) T Sy
Bl E Jac fylo 5 gluduifc
Glaid
Do you think the training was helpful ? ‘:i
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Annually
If yes, what should be the frequency of the training Bi-Annually
session? Quarterly
Monthly
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Table: KIl{(Untrained) Survey Questionnaire

K |Untrained)
£ Ma. Sub-Paametors Cuastions Dptioes
i Name
2 Rani
3 L= ]
_i onfact Musmibsn
(i) _
4 MNasvee of the pofice staticn
s District
Vs
Doy think traimings are requined for the police
comntabies for varied aspeds?
Na
& ey taie chiva basaan police constablan khatir ce
training Ao alag siptan mesne?
AL kg ohiina o T ol g e S £ T L
REESTER Teat
If yes, please specity the area and natars of training.
Agr manaan cPasv, 1ol weniv kath mutali tei kemi
hi fraini axE
7
limit it - =
“H,,“ gl Gy G g 18 BE £ e S W 5 oy 0
S by
It yas, winat should be :hn.frmm:y of the training B-Annucily
sassionT
Abaays
" wiariyas menz 1 latl
Agr snanan chuv, telll weniv kotha tiene pait gassi training i i B
AN
-] hamesh
i
A an
T dpr W55 J s s iy A2 et
Abwags
Are constables/polioe personned empathetic towards Vary Often
complainants with larguage barriers? Dccasianaily
Earely
Hamesh
Wanyah lati
Kuni =at
3 Blh“'klrﬂ kya constable/pofice weal cha samjhan temin lukan hens Zaah
(=x) coengEaint yemin kenh aiag rubaan che asaan aans
ey
LT
ﬂ-ﬂﬁ,#
o I DL Ay gt 05 S il g S
Snf 2y
5
Da you think that the constables ane voluntarly engaged 4
in prowiding quality senices to the complainants? (with 1 E]
being disagresd and 5 being most agreed) 1
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Focused Group Discussions (FGDs)
FGDs survey questionnaire was curated in English, Kashmiri and Urdu. FGDs were carried out at
all the 8 Police Stations to gauge the general perception of citizens about the police. The survey
was done on various sub- parameters like Behavioural aspect, Thinking and behaviour, Citizens
perception, Issues, Strength and weaknesses, biases, transparency, trust, barrier and community
involvement.

Table: FGDs Survey Questionnaire
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Would you be willing to help police
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