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Police Reforms: Citizen Driven Services   
Diagnostic Survey 

Purpose 
To initiate any reform process, it is of great importance to gauge the state of affairs regarding service 

delivery. To fulfill this purpose, an initial study was designed to collect information regarding structure of 

citizen complaints and existing service delivery infrastructure at police station. 

Methods 
A team of three members undertook the survey in an 11 hours continuous session starting at 9 am. Three 

different methods of data collected were used including office records, structured questionnaire, in-depth 

interviews and unobtrusive observations. The respondents include visitors to the police station, police 

staff and conciliatory committee members.  

Findings 
 The findings are as follows: 

1. 119 people that regard to the issues related with this police station visited the premises. This 

number does not include people entering the police station for other purpose.  

The figure 1.0 below shows the percentage of visitors coming to the police station for different 

purposes/ complaints:  
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2. The table below shows the average time to file each complaint respectively: 

Table I 

Issue Average time to address 

Bike Release 15-20 minutes 

Family Dispute 30-45 minutes 

Robbery 25-35 minutes 

Certificate 15-20 minutes 

Criminal 45-60 minutes 

Application 25-45 minutes 

FIR 45-90 minutes 

Property 45- 60 minutes 

 

3. Numbers of police officers visitors have to meet to file a complaint: 

Issue No of Human Interactions 

Bike Release 1-2 officers 

Family Dispute 4-5 officers 

Robbery 3-4 officers 

Certificate 1-2 officers 

Criminal 3-4 officers 

Application 2-3 officers 

FIR 4-5 officers 

Property 3-4 officers 

 

4. The pie chart below shows the number of people coming together to file a complaint: 
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5. The pie charts below shows the demographics of people coming to the police stations: 

Age wise: 

 

 

 

 

 

 

 

 

 

 

 

6. Gender wise: 
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Profile of the Police Station 

Geographical Information of Police Station: 
Total Area: 8-10 Kanals 

Covered Area: 18000-20000 (Approx.) Square feet 

Different sections in the police station: 
a) Reporting room 

b) Investigation Officer’s room 

c) SHO Office 

d) SP Officer 

e) DSP Offices 

f) Lock ups 

g) Masjid 

h) Public Conciliation Committee Room 

i) Reader’s Offices 

j) Almost 5 to 6 resident rooms 

Committees in the police station: 
There are two committees presently operating in this police station: 

Vigilance Committee: 

The function of this committee is to collect all information from the tenants or residents living in 

the area. There are beat officers who select the committee members from the particular 

community which falls under their domain. 

Public conciliatory committee: 

This committee consists of 12 members who are come from different backgrounds like; retired 

police officers, lawyers, business man, property dealers, etc. The members are selected on the 

basis of their reputation in the society. The members are approved by IG Islamabad police and if 

the IG wants, he has the authority to make a new committee otherwise there is no such time limit 

for a committee to operate. In addition, the special branch executes a secret enquiry on the 

member being selected and then forwards it to superior officers. 

Basic objective of this committee is to deal with issues like; property disputes, family disputes 

and issues related to money lending and borrowing.  Criminal issues do not fall under the 

jurisdiction of this committee. No honorarium is paid to the members of the committee. 
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Performance of Public Conciliatory Committee (2013-2015) 

Year No. of 

Applications 

Reasons Status 

2013 6 4 land disputes 

2 family disputes 

Completed 

2014 47 18 land disputes 

15 family disputes 

9 other disputes 

5 money lending 

 

Completed 

2015 73 20 family disputes 

21 money lending 

16 land disputes 

11 other disputes 

68 Completed 

5 under process 

Total 126 121 resolved 5 under process 

Money recovery from 2013 to 10-12-2015= 13,24000 

Police Station Hierarchy: 
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Human Resources: 
Rank Approved Available at police station 

SI 6 4 

ASI 14 14+ 5 trainees=19 

Head Constable 18 7 

Constables 65 34 

Total 103 59 

 

The area which comes under the domain of this police station is almost 50-55 km and the number of 

officers responsible for the security of people living in this area is 59. The population living in this area is 

almost 220,000 which mean that for the security of 3728 people, there is only one officer. Further, no 

psychiatrists are available in the police station for the mental appraisal of the aggrieved persons and 

related counseling in high frequency family related disputes.  

Currently, the police station has almost 65-70 chairs and 20-25 tables which are almost on salvage value. 

The number of police work force is totally insufficient to cater the emerging needs of security in the area.  

The station has only one computer for maintaining different types of record. There is a fax and photo 

copy machine in the police station but it does not work. Air conditioners are fixed at the walls of the 

reporting room of the police station but they hardly work in summer. 

a) Dispensary facility is not available within the police station and staff needs to travel 14-16 kms 

for health assistance.  

b) The safe drinking water is also not available for visitors and staff members.  

c) Separate toilets for visitors and police staff are not available and they use toilets of the mosque. 

d) The facility of Sui gas is also not available so that resident officers can cook their meals or 

facilitate themselves through other means like; heater, geyser, etc. Moreover, the residential 

rooms made within the police station are not enough for the exiting staff and they are in a very 

bad condition. Laundry facility is also not available for the officers who reside within the police 

station. Most importantly, no proper mess is present is the police station.  For transport facility of 

police, the station has only three motor bikes and two patrolling cars which are not enough to 

perform the required duties of the officers. In addition, the amount of fuel given to these vehicles 

by the government seems insufficient i.e., 300 liters per month for cars and 100 liters per month 

for bikes. 
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e) For most of the officers working in the police station, the duty hours are not fixed. On average, an 

officer has to be on duty for a minimum of 12 hours and for maximum there is no limit. The 

reason is lack of manpower. There is no concept of holidays in the police system, the officers 

have to work 7 days a week. Only, if there is a severe family issue, then the officer can go on 

leave but with approval from the head constable. Formally, they have 30 annual leaves but they 

can not avail them most of the time because of lack of manpower in the police station. 

 


