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Abstract 

The aim of this project is to review and critically assess the current survey methods used to measure 
police performance in common law jurisdictions. The fact that police undertake a broad array of work 
calls for a multidimensional approach to measuring police performance. Both direct and indirect measures 
need to be used to evaluate police performance. Measurements of police performance through public 
opinion polling may be distinguished in two kinds: general and specific questions on satisfaction with 
police. The general questions on satisfaction with police are important to ask on surveys, but tend to be 
too general to understand that about which citizens are content or discontent when it comes to the police. 
The questions also tend to be unstandardized, inconsistent, and at times, have poor choice of wording on 
questions and response categories, making comparisons across time and place impossible. The specific 
questions on police performance tend to be used on surveys in an arbitrary manner, often without proper 
understanding of the meaning of the question and responses.  
 
Research on the validity and reliability of specific questions on police performance is lacking in Canada 
and the Western World. Three notable studies have attempted to conceptualize and test specific measures 
of police performance measured through public opinion polling in the U.S., Canada, and Europe. In 
Canada, only one national survey administered by Statistics Canada every five years asks six questions on 
police performance. This constitutes the only source of public opinion police performance metrics that is 
comparable across time and place in Canada. Questions asked on surveys of municipal police tend to be 
unstandardized and inconsistent, with varying response category thus making them incomparable across 
time and place. More research into either testing the existing questions or creating new standardized 
questions is required to improve the measurement of public satisfaction with the services provided by the 
police in Canada.  
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Executive Summary 
The aim of this project is to review and critically assess the current survey methods used to 
measure police performance in common law jurisdictions. Specifically, an emphasis is placed on 
the questions that are asked on different public opinion and community surveys in Canada and 
internationally, with the ultimate goal of recommending better approaches to conducting such 
surveys. Other police performance measures, such as operational metrics, are also touched upon, 
albeit to a lesser extent.   

A comprehensive and systematic literature review of published research of Canadian, as well as 
international literature in the field of police performance measurement through surveys was 
conducted.  Surveys on all levels of geography – national, provincial, or municipal – were 
considered for review. Particular attention was paid to analytical research that looked into the 
actual questions asked on surveys, their meaning and whether they measure what they are 
supposed to measure. Analysis focused on public views of the police, and a considerable part of 
the present paper addresses the issue of satisfaction, trust, and confidence in the police.   

Police undertake a broad array of work. Other than the traditionally-assigned tasks of pursuing, 
arresting and charging criminals, preventing crime from occurring, and dealing with traffic-
related offences and accidents, police are further expected to resolve various conflicts in their 
communities, reduce or prevent social disorder, and construct and maintain community relations.  
It is important to understand that the measurement of police performance is a complicated task 
that has multiple dimensions (Coleman, 2012; Maguire, 2003; Moore and Braga, 2003). There is 
no single measure that will be even remotely close to measuring the performance of everything 
the police does.   

Both direct and indirect measures need to be accounted for when attempting to measure police 
performance. Direct measures of police performance commonly used include crime rates, number 
of arrests and fines issued, clearance rates, and calls for service response time. Some indirect 
measures of police performance include surveys, direct observations of social behaviour, 
situational studies and independent testing.   

Measurements of police performance through public opinion polling include: 1) general questions 
on satisfaction with police and 2) specific questions on police performance. The general questions 
on satisfaction with police asked on surveys is supposed to be the simplest and quickest way to 
measure the overall level of satisfaction of citizens with the police.  It is important to ask these 
types of questions because: a) they provide a quick indicator for the overall support for police 
among citizens; b) they carry implications for the support constituents give to police work; and c) 
a decrease in the perceived legitimacy of the police could potentially lead to non-compliance with 
the authority of the police and increased crime rates (LaFree, 1998; Tyler, 1990).   

The generalized questions on satisfaction with police tend to be too general to tease out specific 
information on what it is that citizens favour about police services. More importantly, it is 
impossible to tease out that about which citizens are unhappy. Other methodological issues 
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associated with generalized questions include unstandardized, inconsistent, and at times poor 
choice of wording or questions and response categories making comparisons across time and 
place impossible. There seems to be confusion when it comes to the meaning of the terms 
“favourable views of,” “confidence in” and “trust of” the police; these terms tend to be used 
interchangeably on surveys, when in fact they measure rather different public sentiments.   

When it comes to specific questions on police performance, there are many examples of these 
types of questions that are being asked of police in contemporary public opinion surveys in 
Canada and the Western World. Unfortunately, these questions are used in a more or less 
arbitrary manner without being properly tested for validity and reliability. Ground work on the 
meaning of the questions, whether they measure what they are supposed to measure (reliability), 
and how well they measure it (validity), is largely absent in the literature.   

There are three notable studies that attempt to conceptualize and test specific measures of police 
performance measured through public opinion polling: Maguire and Johnson (2010) in the U.S. 
who derived questions from theoretical constructs and tested them against Mastrofski’s six 
dimensions of policing as a service industry;1 Coleman (2012) in Canada who consulted policing 
stakeholders in order to derive and test the factors that may constitute police performance; and 
Jackson et al (2011) in the U.K. and Europe who derived, tested and implemented European 
indicators of trust in judicial systems.   

In Canada, only one national survey administered by Statistics Canada asks six questions on 
police performance. This constitutes the only source of public opinion police performance metrics 
that is comparable across time and place in Canada. The majority of Canadian municipal police 
services commission their own annual or bi-annual public opinion community surveys that 
include numerous general and specific police performance questions. However, the questions 
tend to be unstandardized, inconsistent, with varying response category thus making them 
incomparable across time and place. 

More research into either testing the existing questions or creating new standardized questions is 
required to improve the measurement of public satisfaction with the services provided by the 
police in Canada. A project similar to the creation of European indicators of trust in justice 
(Jackson et al, 2011) that involves discussion among experts, proper testing and re-testing of 
measures of police performance needs to take place. In the absence of valid, reliable, and 
standardized indicators, police services and policy makers will continue to ask different, 
sometimes vague questions that are not comparable. Such inconsistent measurement of police 
performance runs the risk of poorly evaluating the performance or police and policing policies 
and practices across Canada, leading to inefficient and ineffective policing and ultimately 
compromising the public safety of Canadians.   

  

                                                 
1 Mastrofski’s (1999) six dimensions that describe the service characteristics of policing are: attentiveness, 
reliability, responsiveness, competence, manners, and fairness. 



 

MEASURING THE PERFORMANCE OF THE POLICE  PUBLIC SAFETY CANADA      4 
 

Introduction 
In 2012, the number of police officers in Canada reached 69,539, representing eight consecutive 
years of growth and the highest police officer strength since 1981. Total spending on policing was 
over $12.5 billion in 2012, more than double its 1997 level (Statistics Canada, 2014).  

The reported crime rate in Canada has been dropping steadily over the past two decades, from its 
peak in the early 1990s. However, notwithstanding declining crime rates, police have been 
increasingly called upon to address a wide range of non-criminal calls for service, including 
social and mental health incidents (Statistics Canada, 2011). 

Growing policing costs are not sustainable for many jurisdictions, particularly given competing 
priorities for public funds, such as education and healthcare. Provinces and municipalities, as well 
as policing stakeholders, have voiced their concerns on this issue as they are finding it 
increasingly difficult to justify paying these levels for police services (Brennan, 2014; CBC, 2013). 

In an environment of limited resources, it becomes increasingly important to measure and evaluate 
the performance of policing services to ensure the performance of the service is in line with the 
objectives set out for it. Public Safety Canada led the coordination of a national conference entitled 
the Summit on the Economics of Policing: Strengthening Canada’s Policing Advantage, in 
January 2013, in Ottawa. The purpose of the Summit was to increase awareness of the challenges 
and opportunities facing policing, provide practical information on improving efficiency and 
effectiveness, and strengthen the foundation for innovation and reform in Canadian policing.   

The emerging debate on how to best achieve long-term, sustainable levels of policing has 
included a discussion of targeting and refining the application of policing resources to ensure 
police service delivery is both efficient and effective. It is recognized that, in order to assess the 
activities and performance of police, as well as how and where resources should be applied, 
objective performance metrics are required. 

The Police Information and Statistics Committee (POLIS)2 is responsible for collecting national 
level crime and policing data. As such, POLIS ensures the integrity and comparability of many 
basic police performance measures through facilitating the collection and analysis of data by 
police services and Statistics Canada. This information includes trends in police-reported crime, 
satisfaction with the police, numbers of police employees and spending on policing, amongst 
other measures. In 2011, members of POLIS became aware that a generally increasing trend in 
the difference between the rate of self-reported criminal victimization and police-reported crime 
was being observed. This concerned POLIS members because it could mean that the value of 
traditional police-reported crime statistics as a measure of crime in Canadian society, or as a 
performance measure for policing, was being eroded. It could also indicate that the growing gap 
might partly be due to falling confidence in the police by members of the public.  In order to 
collect data to address these concerns, Public Safety Canada consulted with POLIS members in 
order to reform the questions on the General Social Survey, Victimization Module, that related to 
‘reason for not reporting to police.’ 
                                                 
2 POLIS is a joint committee of the Canadian Centre for Criminal Justice Statistics (CCJS) of Statistics Canada and the 
Canadian Association of Chiefs of Police (CACP), with participation by Public Safety Canada and Justice Canada. 
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Preliminary literature scans indicated that there have been studies of how police performance can 
be measured using polling, such as through self-reported victimization or questions on confidence 
in the police, but that there were significant information gaps in how to undertake a refined 
analysis of this type of data, a lack of Canada-specific material, and a lack of easily accessible 
summaries that could be useful to police services. To this end, Public Safety Canada 
commissioned a report on the views of Canadian police boards on the use of performance metrics 
(see Kiedrowski et al, 2013). Among other findings, the results of the study indicated that 
uniformity and consistency in performance measurement frameworks among Canadian police 
jurisdictions was lacking. Further, the study indicated that “[w]hen valid and reliable quantitative 
performance metrics were included they were most often operational indictors” (Kiedrowski et al, 
2013: II).   

While operational performance metrics are indeed very useful indicators of police performance, 
they are prone to various measurement errors. Other performance indicators, such as the views of 
the public on the performance of the police, are often not present in the police performance 
frameworks. These metrics can only be measured through questions asked on public opinion 
surveys, such as the ones assessing the levels of people’s general confidence or trust in the police 
or specific issues that people trust the police to address.   

Numerous polling questions related to policing are currently asked in Canada and around the 
world on polls, all of which measure similar concepts (see illustrative examples of these questions 
in the Appendix). However, the wording and categorization of the questions are different across 
Canada, making comparing the questions across times and places exceedingly difficult.  Further, 
the validity and reliability of these questions has rarely been tested. It is the intent of this paper to 
discuss those metrics and to contribute further to the pool of knowledge on police performance 
metrics gathered through public opinion polling.   

Project Objective  
The aim of this project is to review and critically assess the current survey methods used to 
measure police performance in common law jurisdictions.  Specifically, an emphasis is placed on 
the questions that are asked on different public opinion and community surveys in Canada and 
internationally, with the ultimate goal of recommending better approaches to conducting such 
surveys. Other police performance measures, such as operational metrics, are also touched upon, 
albeit to a lesser extent.   

Methodology 
A comprehensive and systematic literature review of published research of Canadian, as well as 
international literature in the field of police performance measurement through surveys was 
conducted. Surveys on all levels of geography – national, provincial, or municipal – were 
considered for review. Particular attention was paid to analytical research that looked into the 
actual questions asked on surveys, their meaning and whether they measure what they are 
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supposed to measure. Analysis focused on public views of the police, and a considerable part of 
the present paper addresses the issue of satisfaction, trust, and confidence in the police.   

This review follows the methodological standards of source retrieval identified by the Campbell 
Collaboration in Searching for Studies: A Guide to Information Retrieval for Campbell 
Systematic Reviews. Relevant articles for this review were identified mainly through electronic 
databases using keyword searches, but were augmented by a hand search strategy developed from 
the initial search of the electronic databases.   

In addition to keyword searches on databases, a search for surveys on websites of the police 
organizations representing the major Canadian Census Metropolitan Areas (CMA) and the Royal 
Canadian Mounted Police (RCMP) was conducted.  Relevant surveys, if available, were analyzed 
and discussed.   

Finally, a search on Google was conducted using the same keywords proposed for search on 
databases. Hand search through the gray literature found using Google helped identify further 
literature that is relevant for analysis.   

Proposed Databases and Keywords for Literature Review: 
Databases 

• Academic Search Premier 
• Criminology: a SAGE Full-text Collection 
• EBSCO databases 
• IngentaConnect 
• Journal Storage (JSTOR) 
• Social Science Research Network (SSRN) 
• Social Sciences Citation Index (SocINDEX) 
• Theses Canada 
• Google 

Keywords 
• Search 1:  (polic* AND measur* OR performance) AND (survey)  
• Search 2:  (polic* AND measur* OR performance) AND (public opinion)  
• Search 3: (law enforcement AND measur* OR performance) AND (survey) 
• Search 4: (law enforcement AND measur* OR performance) AND (public opinion) 
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Performance Measurement 
According to Neely et al (1995), performance measurement may be defined as the process of 
quantifying the efficiency or effectiveness of an action, while a performance measure is the 
metric used in the quantification process.  

The words “quantifying” and “metrics” may suggest to some that performance measurement must 
include some type of counting.  A sign hanging in Albert Einstein’s office refutes that suggestion, 
proposing that measurement is much more than just counting, particularly with respect to 
achieving qualitative objectives: “The problem is that not everything that counts can be counted, 
and not everything that can be counted counts.”  Whitaker et al (1982) discusses how best to 
measure, where he claims that observing is not measuring, as measuring requires the comparison 
of an observation to a standard of measure.  

In both the private and public sectors, performance measurement is considered a necessary 
component of good management. Experts in the field of management consulting have commented 
on the concept of performance measurement, with Peter Drucker, the well-known management 
guru stating: “If you can’t measure it, you can’t manage it.” Michael A. Lebowitz (2010: 1) 
expounded on that idea during a speech: “There's an old saying that if you don't know where you 
want to go, any road will take you there…this saying is mistaken. If you don’t know where you 
want to go, no road will take you there. In other words, you need an understanding of the goal.” 

Organizations may benefit from these ideas by establishing objectives; without knowing what the 
organization wants to achieve, it is difficult to know when the objective has been reached. As a 
corollary of this practice, organizations should consider how success will be measured in order to 
be able to know that the objectives have been met. Converting these concepts into action is not as 
easy as it may sound. It is important that organizations understand that measuring performance is 
a complex endeavour, usually involving much more than counting outputs.  

In his book, Basic Issues in Police Performance (1982), Gordon Whitaker and colleagues 
describe some of the considerations of such an endeavour. First, before even determining which 
measures to use, there has to be a commitment by management to support the implementation and 
management of a performance measurement framework; without such a commitment, it is 
unlikely that scarce resources would be dedicated to these efforts. Second, data collection is 
frequently difficult to undertake in a policing context for a number of reasons, for example: those 
collecting the data may not be qualified or trained properly; crime victims may not know the 
proper terminology to use when reporting crime, thereby skewing the reporting statistics; or there 
may be subjective bias in reporting by police where, for example, the data indicates poor 
performance. Third, the validity of the data may be questionable. For example, police-reported 
crime rates depend not only on the occurrence of crime, but also on citizens’ reporting of crime, 
which may result in a reported rise in crime, when in reality, the ‘rise’ was attributable to better 
reporting. Fourth, being measured may in and of itself affect performance. For example, if 
performance is being measured by the number of arrests made or the number of complaints, it 
would be natural for a police officer to change his or her behaviour to ensure ‘good’ results, when 
this might not actually be ‘normal’ practice for the officer. Finally, efficiency performance 
measures can be complicated as they depend upon the relationship among inputs, outputs and 
outcomes. These components are often difficult to define and isolate for any given police service 
or officer, especially when there is a wide variety of responsibilities and tasks to accomplish. 
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Police Performance Measurement 
Measurement of police performance has been attempted since the establishment of the institution 
of modern policing in the mid-nineteenth century (Maguire and Uchida, 2000). The intent of 
measuring performance was to track how well the institution was performing the duties assigned 
to it. By and large, the measures were done on a local community or municipal level, and focused 
strictly on the inputs, activities, and outputs of police work (Maguire, 2003). 

The initial measurements of police performance involved direct measures only: crime rates; 
number of arrests and fines; clearance rates; and response times. It was not until the late 1930’s 
during the so-called “professionalization of policing” that the importance of citizens’ views on 
police performance was recognized in the Unites States. The surveys asking for the opinion of the 
general public on the matter became popular and formed a part of performance measurement 
models in the 1960’s and 1970’s. 

Police undertake a broad array of work. Other than the traditionally-assigned tasks of pursuing, 
arresting and charging criminals, preventing crime from occurring, and dealing with traffic-
related offences and accidents, police are further expected to resolve various conflicts in their 
communities, reduce or prevent social disorder, and construct and maintain community relations.  
Having recognized the broad spectrum of tasks assigned to the police, it is important to 
understand that the measurement of police performance is a complicated task that has multiple 
dimensions (Coleman, 2012; Leckie, 2012; Kiedrowski et al, 2013; Maguire, 2003; Moore and 
Braga, 2003). There is no single measure that will be even remotely close to measuring the 
performance of everything the police do. The process of measuring the success of the police work 
is far from straightforward. 

Both direct and indirect measures need to be accounted for when attempting to measure police 
performance. Each of the possible measures has strengths and weaknesses that are important to 
understand prior to opening a larger discussion on which ones to adopt. The direct measures of 
police performance, which are sometimes referred to as traditional measures throughout this 
report, are very powerful measures that can provide an objective way to measure police 
performance when used correctly. 

Crime rates, along with the more sophisticated measure of the Crime Severity Index (Statistics 
Canada, 2009), are probably the oldest and the most traditional measures of the success of police 
work. The reasoning behind using crime rates as a measure of success is reflective of the common 
belief that reducing crime is a primary task of the police. Indeed, a reduction in crime rates can be 
an indication of the excellent work being done by the police. However, there are at least three 
problems with using crime rates or the Crime Severity Index as the main measure for police 
performance. First, the work of the police is, by far, not the only influence on crime rates. An 
array of factors such as levels of education, rates of poverty, the age of the local population, rates 
of addiction or other mental health problems, the number of transient residents, etc. influence the 
level of crime in a community (Gomes, 2007). Unless statistically controlled for and weighted by 
these and other factors, crime rates alone cannot, and should not, be used as the sole performance 
measure of police work. 
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Second, crime that is reported to and recorded by the police is heavily dependent on the processes 
of police departments that receive and record the report. The behaviors of police officers 
receiving the complaint, whether and how the complaint was recorded in the system, the 
departmental practices that encourage or prevent reporting, if the police services collect data on 
crime reported to non-police entities in their jurisdiction, or statistical reporting practices can all 
have a significant influence on crime rate statistics. 

Finally, it is well established that not all crime is reported to the police. Victims of crime might be 
reluctant to report incidents to the police for a number of reasons, including fear of retaliation 
from the offender, embarrassment, fear of deportation in the case of immigrants, fear of 
secondary victimization through the interaction with the criminal justice system, thinking that the 
damage was not big enough or that the police would not be able to help. Regardless of the reasons 
for not reporting crimes to the police, unreported crime would greatly influence the true rate of 
crime. In this sense, it is important to use victimization surveys, such as the Victimization cycle 
of the General Social Survey (GSS) in Canada, to supplement the police-reported crime rate with 
the rate of unreported crime. 

The number of arrests and fines issued are other traditional measures of police performance.  
Similar to crime rates, the number of arrests and fines issued by the police is a measure of 
performance because arresting criminals and enforcing the law by giving out fines for infractions 
is seen as one of the primary outcomes of police work. 

Using arrest and infraction data as a primary performance measurement for police work can be 
problematic for several reasons. First, the definition of arrest can vary among different agencies.  
Various studies in the U.S., for example, show that uniformity in how police agencies define 
arrest is lacking, therefore making comparisons between agencies close to impossible (Sherman, 
1980a; Sherman, 1980b). Second, an arrest is but one of the options for action for police officers 
in a difficult situation. In this sense, an arrest could be seen as a failure by a police officer to 
employ other strategies to resolve the situation in another manner. For example, petty crimes such 
a theft of small, inexpensive items in a supermarket or possession of a small amount of marijuana 
could result in issuance of a warning rather than an arrest. For youthful offenders, in certain 
cases, informal restitution arrangements or transfer to parental responsibility might also be an 
outcome of police involvement.    

Similar to arrests, the infractions given out may vary greatly across police jurisdictions due to 
differences in operational police policies. Some jurisdictions may be seen as harsher enforcers of 
traffic laws, whereas others may be seen as more lenient. Some jurisdictions may decide to invest 
more in roadside alcohol-testing program, which will result in a greater number of infractions and 
charges. Provincial and territorial traffic laws vary as well, paving the way for variations in 
enforcing the laws.   

Lastly, arrests are time and place sensitive. For example, arrest and infraction data spiked in 
Toronto during the G8 and in Huntsville during the G20 summits in 2010.3 This spike in the 
number of arrests should not be seen as a measure of police performance because these are 
special, international events that saw a great number of protesters and have skewed the arrest and 
infraction data in the province of Ontario for 2010. 
                                                 
3 See http://ccla.org/our-work/focus-areas/g8-and-g20/  

http://ccla.org/our-work/focus-areas/g8-and-g20/
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Clearance rates, which are the proportion of crimes solved by a police jurisdiction in a given 
period of time, are yet another traditional measure of police performance that has been used 
widely.  In an ideal type of scenario, this indicator portrays the efficiency of police to counter 
crime in their assigned areas. The trouble with using the clearance rate as a measurement of 
performance is that it is prone to definition and measurement errors, making cross-comparisons 
difficult (Maguire, 2003; Riedel and Jarvis, 1999). For example, smaller communities may have a 
lower crime rate, which means police officers have fewer opportunities to solve crimes. On an 
individual basis, these officers would not fare well in statistical comparisons with their 
counterparts serving higher crime communities since their clearance rates would naturally be 
lower. Further, this measurement is less meaningful if it cannot be replicated or put into the 
context of other police services. A cross-sectional comparison that would control for number of 
people, neighbourhoods, businesses, and crime rates might be useful to partially address this issue 
(Whitaker et al, 1982).   

Clearance rates are also fairly simple to manipulate in the case where a certain police jurisdiction 
wishes to produce a higher rate (Cordner, 1989). There may, for example, be a bias related to who 
is collecting the data.  In particular, police have a vested interest in providing data that portrays 
them in a favourable light (Gomes, 2007; Lithopoulos and Rigakos, 2005; Paré and Ouimet, 
2003; and Whitaker et al, 1982), yet police services themselves are the source of most data used 
to measure their own performance. 

Call for service response times have been used in the past to evaluate performance. These 
indicators are not as popular as the other three traditional performance measures, and are also 
prone to various errors. Response times may vary according to the size of geographic area of 
community served, resources allocated to policing, location of the closest dispatching station, etc.  
Further, not all incidents require a police response, and not all the citizens calling the police are 
necessarily interested in police appearing at the scene of the incident. Interestingly, research has 
also shown that it is not the actual response time but the perception of the right response time that 
matters with regard to citizens’ satisfaction with the time it takes police to respond (Hatry, 1999).  
Put differently, it is often the case that providing specific or expected time of response by 
dispatchers is more important than a unit that responds more quickly (Maguire, 2003). In this 
sense, using a customer or citizen measure of satisfaction with response time is probably a better 
measure of police performance than using actual response times.  

It is nearly impossible to correct for the human errors or at-source manipulation of data of the 
direct measures of police performance. Errors in recording arrest data, for example, cannot be 
corrected unless the error is detected early in the process. Likewise, manipulation of clearance 
rates by a police jurisdiction cannot be corrected unless the data is verified by an independent 
authority. However, it may be possible to adjust the measures through the application of various 
statistical controls and weights (Maguire, 2004). Depending on the availability of data, the size 
and the social conditions of the community served by the police could be controlled for during the 
analysis.   

Nevertheless, it is evident that measuring police performance using the traditional measures alone 
is not sufficient. To measure the police’s ability to arrest criminals only would be to completely 
disregard the other important work done by the police. The multi-dimensional nature of police’s 
work requires a multi-dimensional approach to the measurement of their performance. 
Researchers have thus resorted to indirect measures of police performance such as surveys, direct 

http://www.emeraldinsight.com/search.htm?ct=all&st1=Savvas+Lithopoulos&fd1=aut&PHPSESSID=fuitgifsmvhrooan2cj7v7g0g5
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observations, and situational studies and independent testing. These are briefly summarized 
below. 

Surveys can be a rich source of indicators that measure police performance. They may be 
administered by police jurisdictions, other state or provincial law enforcement authorities, 
academics, public opinion polling companies, or national institutions collecting statistical data.  
Surveys can be a very powerful tool to collect data that would supplement the traditional 
measures of police performance. The types of questions asked on surveys depend on which 
dimension of police work the researcher is attempting to measure. The wording of questions and 
their placement within the survey influence the answers of the respondents.   

There are different types of surveys that researchers can employ in order to derive these 
indicators.   

• General community or national surveys usually ask questions about how the public views 
police performance, often resembling customer satisfaction surveys. Issues covered may 
include satisfaction with the work done by the police, the effectiveness with which police 
deal with social disorder and crime, whether individuals feel protected by the police, etc. 
 

• Contact or victimization surveys target individuals who were in contact with the police, 
or who were victims of crimes and dealt with the police following their incident. These 
kinds of surveys usually ask questions regarding individuals’ experiences dealing with 
the law enforcement authorities. 
 

• Employee surveys are mostly internal surveys asking police employees about their work.  
They can be used to assess the levels of job satisfaction and the integrity of police 
employees. 

Direct observations of social behavior or certain phenomenon is a research method that is  
used widely in criminology. For example, social disorder was observed by researchers in 
Chicago, where occurrences of the phenomenon were recorded on camera, coded, and analyzed 
(Sampson and Raudenbush, 1999). In police performance research, Mastrofski et al (1998) 
recorded and analyzed encounters between police officers and individuals to evaluate the 
behavior of police officers.  

Situational studies/independent testing is yet another method that can be used to assess the 
performance of police. In one example of this method, an American news network, ABC News, 
handed over 40 wallets that were supposedly found on the street to police officers in New York 
City and Los Angeles. All the wallets were returned with full contents in this police integrity test 
(ABC News, 2001, cited in Maguire, 2004). There were other studies conducted using this 
technique in the U.S., a notable example of which is by the Police Complaint Center, a Florida-
based organization that conducts inquiries into police misconduct (Maguire, 2004). Although not 
widely practiced in academic research, probably due to ethical concerns and costs, the technique 
provides an objective alternative to other popular methods. 
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Dimensions of Police Work and Their Measurement 
The multi-dimensional nature of police work naturally calls for a multi-dimensional approach to 
police performance measurement. Some academics suggest that police performance should be 
measured by multiple indicators, ranging from the individual victims’ accounts (Neyroud, 2008) 
to more formalized public satisfaction surveys. Before discussing the actual performance 
measures, a short description of the dimensions of police work should be provided. One of the 
recent and most discussed examples in the academic literature on the multi-dimensional 
framework of police work can be found in Moore and Braga (2003: 17-24). They identified seven 
dimensions of police work.   

These seven dimensions of police work can be used when setting up a framework to measure the 
performance of the police (Kiedrowski et al, 2013). There is not one single performance measure 
that can assess all of the dimensions of police work at the same time; neither is there one perfect 
measure that can assess a single dimension of police work (Gallagher et al, 2001). The measuring 
instrument needs to be chosen depending on the dimension that needs to be measured. Each of the 
dimensions should be measured using an array of indicators, including the traditional direct 
measures of crime rates, arrests and infractions, clearance rates, and response times, but 
supplemented with indirect measures through surveys, observations, or situational studies.   

1. Reduce crime and victimization. This is thought of as the primary and a most important 
dimension of police work. Police are meant to protect citizens and their well-being, as 
well as reduce both the actual and perceived danger of victimization and crime in the 
community.  

The performance of the police in the dimension of reducing crime and victimization has 
been historically measured through police-reported crimes that are compiled into the 
Uniform Crime Reporting Survey (UCR) in Canada. It has basic information on the type 
of offence committed, the characteristics of the offender (if known), the damage, and the 
victim. Higher rates of reporting crimes to police could potentially mean that victims 
possess higher levels of confidence in the police. However, crimes go unreported for 
many other reasons, such as crimes being dealt with in another way, the crime was not 
important enough to report, or simply that the victim did not want to deal with the law 
enforcement personnel (Moore and Braga, 2003). Further, since not all crime is reported 
to the police (Moore and Braga, 2003), the UCR might not be a perfect measure of crime 
and victimization rates in a community. Victimization surveys, such as the Victimization 
cycle of the GSS in Canada, can be used to complete the portrait of crime in a community 
since they capture the crime that is not reported to the police. Further, even if police 
effectiveness could be accurately measured by the crime rate, a lowering of that rate 
would not necessarily translate into public confidence in police effectiveness since the 
confidence is shaped by other factors along with reducing crime rate.   

2. Call offenders to account. This dimension of police work is related to the first, in that 
they are both achieved through actions of the police with the ultimate goal of controlling 
crime and reducing victimization. However, an important difference between the two is 
that for many members of the community, justice may be seen as served when those who 
are guilty of a crime are brought to justice by being apprehended, fined, and/or jailed.  In 
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other words, the idea here is that criminals need to be punished for their actions. Yet to 
other members of a community, it may seem unjust that individuals are locked up for a 
long time for actions that they may commit in future. It should further be noted that 
modern-day policing strategies may combat crime without necessarily calling offenders 
to account, through reducing criminal opportunities or disrupting criminal enterprises. An 
example of such a strategy includes preventative policing where police educate the 
community to lock their cars and homes or not drive under the influence of drugs or 
alcohol, which in turn, reduces crime and victimization but does not necessarily result in 
additional arrests.  

The dimension of calling offenders to account has usually been measured through the 
direct measure of clearance rates. The measure is supposed to assess how effective the 
police are at dealing with crime by arresting offenders and clearing cases. Aside from the 
methodological troubles associated with clearance rates that are described in the previous 
section, Moore and Braga (2003) point out that oftentimes, it is not enough for the police 
to think that they have solved a crime if the rest of the judicial system – prosecutors, 
courts, and juries – disagrees. In other words, clearance rates may be telling only a part of 
the story with regards to police effectiveness in battling crime and calling offenders to 
account. A more complete picture could arise if one looks into the quality of police 
investigations and arrests (Moore and Braga, 2003: 42), where three factors are taken into 
account: the level of professional expertise with which police conduct investigations and 
make arrests; the degree to which the investigations and arrests can sustain legal scrutiny; 
and the extent to which the work of police can result in actual convictions. Moreover, 
calling offenders to account could also mean issuing a fine or a warning for certain types 
of offences rather than resorting to an arrest.   

While developing such measures of performance is not a straightforward task, there is 
evidence from research done in the U.S. that increasing police’s professional expertise 
and the quality of investigations does translate into higher levels of conviction (Eck, 
1992). Ultimately, it is up to police jurisdictions to make the effort of including such 
performance measures when assessing their performance. They can be included as part of 
their routine evaluation of services, or as case studies of their investigative and arresting 
procedures. 

3. Reduce fear and enhance personal security. This dimension of police work is somewhat 
controversial because it would seem that if police are successful in achieving good results 
on the first two dimensions, common sense would dictate that the fear of crime should 
decline and sense of security should increase in a community. However, past research has 
shown that fear of crime in a community is not necessarily explained by actual rates of 
crime (Moore and Trajanowicz, 1988; Skogan and Hartnett, 1997). Fear of crime can 
result from perceptions of social disorder in neighbourhoods (e.g., public drunkenness, 
open prostitution, and noisy crowds of people). Further, crime images and stories 
portrayed by the media can contribute at least as much to people’s sense of fear regarding 
crime in their communities, as the actual risk of victimization in their neighborhoods.  
Still, reducing fear of crime is an important aspect of police work because if the police 
are only successful in dealing with the crime but leave citizens feeling unsafe, their job 
has only been partially accomplished.  
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Unlike the previous two dimensions of policing, the measurement of reduce fear of crime 
and enhance personal security is not a straightforward process because of the subjective 
nature of this dimension. Fear of crime and sense of personal security are often associated 
with citizens’ subjective perceptions of their environment, which is not something the 
police can always influence or control. Depending on the change in the actual 
surroundings or a change in a person’s perceptions of their surroundings, the sense of fear 
and perception of security can be somewhat of a fluid construct that can change from one 
day to another (Moore and Braga, 2003). Moreover, a sense of fear can be experienced 
differently by two people living in the same neighbourhood.   

Still, it is important to measure the performance of the police in their efforts to reduce the 
fear of crime and enhance personal security. There are numerous examples of surveys 
that already enquire about people’s fear of crime in their neighbourhood, including 
walking alone at night, whether their level of fear has increased or decreased compared to 
last year, etc. Further, some surveys ask questions about citizens’ initiatives to protect 
themselves and improve their security. These measures can act as indirect measures of 
police performance in reducing the fear of crime when, for example, there is a noticeable 
shift from individual strategies of self-defence to the collective efforts of battling crime.     

4. Ensure civility in public spaces. A lot of crime occurs in private spaces, although privacy 
is well-protected by constitutions in the Western world. The police are either invited or 
legally authorized in certain situations, such as calls for domestic violence, assault, or 
vandalism, to enter these spaces to protect citizens and to enforce the law. However, the 
public space is also shared by the citizens of a community who desire to feel safe while 
present in that space. It is the responsibility of the police to ensure the safety and well-
being of citizens in the public space. 

Similar to the measurement of fear of crime and sense of personal security, police 
performance in ensuring citizens’ level of comfort and sense of security in a public space 
needs to be properly measured. A rate of crime that occurs in public spaces and clearance 
rates of such crimes are possible direct measures of this dimension. The levels of 
neighbourhood disorder and situational and observational studies of crimes in public 
spaces, albeit not common, are some possible indirect measures. Finally, citizens’ 
perception of fear of crime and their personal sense of comfort and security in public 
spaces could be measured through surveys.  

5. Use force and authority fairly, efficiently, and effectively. Police officers are given the 
mandate to use force and authority if necessary, to complete the objectives of their jobs.  
However, whether police use force fairly has been a subject of debate for decades. Police 
make efforts to train their officers and implement policies that minimize the use of force 
in the protection of public safety. There is an expectation placed on police to use 
authority and force in a way that is fair and only when absolutely necessary. In Canada, 
an example of such an approach to the use of force can be found in the RCMP’s Incident 
Management/Intervention Model (IMIM), which provides guidance and direction to 
RCMP officers regarding the appropriate use of force in certain situations.  

Moore and Braga (2003) identify four measurable concepts of the dimension of use of 
force and authority fairly, efficiently, and effectively. First, the concept of fair distribution 
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of police protection efforts among all constituents that is based on necessity and not on 
favourability can be measured through a rigorous examination of the ways in which 
police allocate their resources. Second, the degree of distribution of the inconvenience 
caused by police efforts to battle crime can be measured through revisions of police 
service policies with regard to fair distribution of efforts, as well as mechanisms of 
receiving complaints from the public about police. Third, the extent to which police 
actually avoid excessive use of force and authority can be measured though actual public 
complaints about excessive use of force, as well as successful and unsuccessful civic 
lawsuits against the police. Review of the number of unnecessary arrests and the 
frequency of excessive use of force associated with the arrests can be helpful 
measurements too. Further, surveys of citizens who have had contact with the police 
could tease out citizens’ experiences about the levels of use of force and authority.  
Fourth, the concept of overall police legitimacy and support for police among the 
members of the community can be measured through surveys where people are asked 
about their overall support for police, as well as perceptions pertaining to police fairness 
and legitimacy in certain situations. This approach is more useful when appropriate 
controls are included in the analysis, such as whether the respondent had previous contact 
with police or has been a victim of crime. 

In addition to Moore and Braga’s suggestions for measuring the level of police use of 
force, police could record the suspect’s levels of force or violence and the police response 
to it during the interaction. Such information could then be compared against the police 
service’s policies on use of force, operational data, or public complaints against the 
police. While this data could provide some valuable insights into the police performance 
on use of force, there is a danger of inconsistent recording of a suspect’s use of force data 
by the police due to the subjective and perceptional nature of the issue, which would 
introduce potential bias in the analysis. 
 

6. Use financial resources fairly, efficiently, and effectively. This dimension relates 
indirectly to police work in that the public expects the police to do their work in an 
efficient and economically sustainable manner. Just as in any other public or private 
organization, waste of resources within police departments is usually met with public 
disapproval.   

The measurement of police performance in this dimension receives the least amount of 
attention because it is not seen as a primary output of police work. Further, the 
measurements are not straightforward because it can be complicated to set benchmarks 
for what constitutes efficient spending. For example, large police jurisdictions could be 
spending more in all areas of police work because they deal with larger or more complex 
problems. One approach to measure police performance in this area is to look into the 
innovative approaches that police take to spending: new economical ways to train 
officers, use of technology, innovative scheduling methods that reduce the amount of 
overtime payments, etc.4 

                                                 
4 An example of such an approach can be found in Public Safety’s Index of Policing Initiatives, which is a 
database that contains innovative initiatives submitted by police services and governments from across 
Canada. See more at http://www.publicsafety.gc.ca/cnt/cntrng-crm/plcng/cnmcs-plcng/ndx/srch-eng.aspx  

http://www.publicsafety.gc.ca/cnt/cntrng-crm/plcng/cnmcs-plcng/ndx/srch-eng.aspx
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There are various police expenditure surveys as well as administrative surveys performed 
by police and external bodies that track police spending. Further, most, if not all, police 
forces collect data on budget spending and expenses on human resources. Different 
analyses could be performed with such data: money spent per case cleared, money spent 
per call for service, money spent per 100,000 population, etc.  

7. Quality services/customer satisfaction. The last dimension of police work has to do with 
the courtesy with which the police perform their duties. On the one hand, it could be 
argued that it should not be expected of the police to be polite or courteous to the 
criminals they arrest. On the other hand, the public might not grant much legitimacy to 
the police if the latter are known to be abrasive. Further, it is expected of the police to be 
courteous in instances when they perform work other than battling crime and arresting 
criminals such as: helping a homeless person to a shelter; providing first aid to a victim; 
or assisting a confused senior citizen.   

Much like customer satisfaction with the performance of a private business or a 
corporation, the obvious approach to the measurement of this dimension of police work is 
through public opinion surveys. Surveys with those who have had contact with the police 
and asking them questions on their experiences is an important tool to understand 
whether police have been courteous and fair. These measures could further enrich the 
knowledge about the dimension of the use of authority and force. It is important to 
ensure, however, that questions are designed to find out about citizens’ experiences 
during the encounter with the police and not to provide a venue for public complaints 
against the police.  

Other than the above-discussed approaches to the measurement of police performance in Moore 
and Braga’s (2003) seven dimensions of police work, it is possible, and often advisable, to 
supplement them with indirect measures through public opinion surveys. These surveys would 
assess citizens’ favourable views, confidence, and/or trust in the work that police do. 

Police Performance Measurement through  
Public Opinion Polling 
The public’s level of satisfaction with the police is a complex concept that is often difficult to 
quantify and gathering data can be costly (Clarke, 2002; Castle, 2008; Ganjavi, 2000; Gallagher 
et al, 2001; Gomes, 2007; Marx, 1976; Moore and Braga, 2003). Still, it is extremely important 
to capture the public’s perceptions about the performance of the police through surveys and track 
it over time periods. These performance measures can be used on their own in some cases, or they 
can be combined with other direct measures, such as crime and clearance rates (Ganjavi, 2000). 

According to the study described in Ganjavi (2000), the overall quality of police service was rated 
as most important to the public, over other specific measures, such as the level of crime and the 
visibility of police in the neighbourhood. Moreover, there is a symbiotic relationship between the 
public and the police with respect to how effective the police are, or are deemed to be: “police 
depend heavily on the public to provide vital information about criminal or suspicious activities 
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and to serve as witnesses in trials, both of which are predicated upon positive police-community 
relations” (Chow, 2011: 649). 

Chow’s study, which focussed on the perceptions of police by adolescents, recommended more 
research on a wider population beyond adolescents in one Canadian city. It was further 
recommended that more variables, such as “neighbourhood quality” and fear of crime, be 
included and a longitudinal design be adapted to ascertain causality between positive views of the 
police and citizen cooperation with the police.  Interviews or focus groups might also 
qualitatively explore factors affecting the public’s opinion of the police (Chow, 2011). These 
actions might help to determine which public opinion indicators would best measure police 
performance. 

In a 2005 study, a series of variables was used to measure Chinese immigrants’ perceptions of the 
Toronto Police Service (Chu and Huey-Long Song, 2008). Dependent variables such as perceived 
police prejudice, police effectiveness and level of respect for police were measured against 
independent variables, such as fear of crime and previous contact with police, and control 
variables, such as age, gender and household income. The authors concluded that generalization 
about the relationship among these variables is limited, based on sampling size, and that more 
research would be required.  

In O’Connor (2008), data from the Canadian 1999 General Social Survey were analysed with 
respect to victimization, personal safety, attitudes toward the criminal justice system, as well as 
how well the police do their work (e.g., enforcing the laws, promptly responding to calls, being 
approachable, and ensuring citizen safety). The study’s author found that people’s perception of 
the police was mediated by whether or not they themselves had been victims of crime and 
whether or not they felt safe.  If they had been victimized, they gave less favourable assessments 
of police. Conversely, if they felt safe, they thought more highly of the police. Appropriate 
weighting techniques and data path analysis were used to understand the relationship between 
socio-demographic and non-socio-demographic variables and attitude, toward the police. The 
author noted the importance of developing “ratio level measures (or in the case of satisfaction 
with safety, better measures) of these concepts in order to better determine the mediating effects 
of these variables” (O’Connor, 2008: 592).  Also, the author contended that there is a need for “a 
more reliable measure of police contact, that would be able to distinguish between positive and 
negative police contact to allow a better understanding of police contact’s role in determining 
citizen attitudes toward the police” (O’Connor, 2008: 592). Other findings from this study were 
that no demographic variables were predictive of overall satisfaction with the police.    

A 1976 U.S. study complements these findings (Marx, 1976) by highlighting the importance of 
correlating citizen behaviour, perceptions of personal safety, levels of victimization and reported 
crime levels in order to achieve a true measure of police effectiveness. On a related note, Marx 
suggests that measures of the level of citizen cooperation could be developed from data such as 
information about serious crimes generated by the general public; damage to police property; the 
number of false alarms; the number of attacks on police; the number of instances where citizens 
assist officers; and how many people are out on the street at night. Data could be gathered by 
police supervisors and interviews with citizens. 

These and numerous other studies point towards the importance of measuring the public 
perceptions of police. Knowing how the public feels about the police can help maintain public 
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order, increase community-police cooperation, develop appropriate policing policies and 
practices, as well as concentrate police efforts where they are needed the most (Ashcroft et al, 
2003).   

General Questions on Police Performance 
The most popular police performance measure that assesses the public’s overall satisfaction with 
the police comes from a pool of survey questions that ask respondents whether they hold 
“favourable views” of the police; “approve of” the police; “respect” the police; are “satisfied 
with” the police; have “confidence in” the police; or “trust” the local, community, municipal, 
provincial/state police. In practice, asking these kinds of generalized questions is supposed to be 
the simplest and quickest way to measure the overall level of satisfaction of citizens with the 
police. These questions may be classified as general because they are not aimed at evaluating any 
of the specific aspects of a police services’ complex array of work.   

Before discussing the shortfalls of these generalized questions, however, it is important to 
mention that they hold some added value for at least three reasons. First, the generalized 
measures provide a quick indicator for the overall support for police among the citizens. If 
standardized (i.e., asked in the same way with same categories for answers), these measures can 
be used to compare the overall rating of police across time periods as well as in different 
communities (Gallagher et al, 2001). Second, the overall assessment of police in a community 
carries implications for the support constituents will give to police work, such as organizing 
neighbourhood watch programs, aiding the police with information and various cooperative 
initiatives, or support of the public for the funding of the police services. A lower assessment of 
police in a community could further increase the chances of public complaints and lawsuits 
against the police, lack of cooperation or, in some extreme cases, a rebellion against the police, 
and negative reflections in the media (Gallagher et al, 2001). Lastly, past research has shown that 
a decrease in the perceived legitimacy of the police could potentially lead to non-compliance with 
the authority of the police and increased crime rates (LaFree, 1998; Tyler, 1990). 

 
 
 

While questions on the overall assessment of police provide some value to measuring police 
performance, their major shortfall is that they are too general to tease out specific information  
on what it is that citizens favour about the police services. More importantly, it is impossible to 
tease out that about which citizens are unhappy. When prompted about their overall satisfaction 
with the police, the respondents, in their mind, may be referring to police courtesy, effectiveness 
with battling crime, use of force, or any aspect of police work (Gallagher et al, 2001; Jackson  
and Bradford, 2010a). Respondents may further be referring to issues that may only indirectly 
relate to police efforts, such as social disorder in their neighbourhoods or their general fear of 
crime. Evidently, none of these aspects could be captured by the general question on the level of 
satisfaction with police. This information is necessary for the police and their regulators| to 
understand so that they can make necessary adjustments to their activities or organizational 
structure.   

Best Practice: A general question on police performance should be asked because such a 
question provides an overall idea of public’s sentiment when it comes to the police. 
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There are several other methodological challenges associated with general questions on the levels 
of satisfaction with police that should be addressed. First, the wording of survey questions and 
their response options are extremely important and need to be selected very carefully. Past 
research in the U.S., for example, has showed that a slight change in the response options in two 
different surveys will produce significantly different results. In 1981, the CBS News and the New 
York Times asked American residents about the level of confidence in the police in their 
community. The response options were “a great deal,” “quite a lot,” “some,” “very little,” and “no 
opinion.” According to the results, 53% of respondents said they had “a great deal” or “quite a 
lot” of confidence in the police in their community. The survey was repeated eight months later in 
1982 by the Gallup Corporation, but the response categories changed to “a great deal,” “quite a 
lot,” “not very much,” “none at all,” and “no opinion”. This time around, 76% of respondents 
indicated they had “a great deal” or “quite a lot” of confidence in the police in their community 
(Gallagher et al, 2001). It would be wrong to conclude that based on these results, confidence in 
local police in the U.S. increased by 23% in the period of eight months. The more likely reason 
for the shift is the change in response categories; the responses to “some” category in the first poll 
were probably shifted upwards in the second poll because “not very much” and “not at all” were 
perceived as being more than “some” or “very little.”   

In the previous example, both polls featured a four-point response scale with two different 
response options, plus the “no opinion” response option at the end. Some questions enquiring 
about respondents’ favourable views of their police would feature a five-point response scale that 
includes a mid-point, usually considered to be a neutral category. In many cases, this category 
would be “neither favourable, nor unfavourable,” reflecting the true neutrality of the response 
option. However, some questions on confidence in police would feature “some confidence” as a 
mid-point response option. Worse yet, some survey questions could feature “some confidence” as 
a response option in a four-point response as an upper tier response option. The interpretation of 
the answers to the category “some confidence” as a mid-point or as an upper tier response option 
is somewhat cumbersome since it is not a true neutral response option. Neither could it be 
considered as an upper tier response option. Does the fact that that a certain, often sizeable 
proportion of citizens have “some confidence” in their police indicates their pessimistic or 
optimistic opinion of the police? More importantly, would police leaders be encouraged to report 
that citizens have “some confidence” in their police? 
 
 
 
 
 
 
 
 
 

Yet another methodological challenge is found in the wording of the questions that are being 
asked on surveys. Questions on favourable opinions or views of the police, for example, have 
been shown to produce consistently higher levels of satisfaction with police than questions on the 
levels of confidence in the police (Gallagher et al, 2001). Much theoretical work still needs to be 
done to understand the nature of this disparity. Some possible explanations of the phenomenon 
may be found in the conceptual nature of the two notions. These two notions are undoubtedly 
interconnected, yet they are somewhat distinct. The notion of “favourableness” may be tied to 

Best Practice: Answers to questions that have a different response scales cannot be 
compared to each other.  Where possible, response scales should be standardized. 
 
Best Practice: The mid-point in an odd-number response scale should be truly neutral.  
When analyzing responses to a question with a neutral mid-point, treat the mid-point in a 
neutral manner (i.e., do not attribute the response to the mid-point to the upper or lower 
tier). 
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persons’ subjective beliefs with regards to the police, which could include a broad scope of 
attributes of the police such as their intentions and efforts. On the other hand, the notion of 
“confidence” might be steering persons responding to the question towards assessing the more 
objective actual police actions. In a similar vein, a patient could have a favourable impression of a 
doctor because of their polite manners and plausible approach, but have little confidence that the 
doctor will be able to cure a complicated illness (Gallagher et al, 2001).   

Another important notion that is frequently featured in the wording of public opinion questions on 
satisfaction with police is that of “trust” of, or in, one’s police. While there is no agreement 
among social scientists on a common definition of trust, some prominent thinkers, like Niklas 
Luhman, have attempted to operationalize the concept, making it practically applicable in social 
research.  For Luhman, the concept of “trust” is a mode of interaction among various social 
systems, institutions, and individuals (Luhman, 1979; 1988); it is a hopeful acceptance of reality 
during some sort of a vulnerable situation with a perceived positive resolution of a situation.   

Trust carries an important function of decreasing complexity in a society in that by placing trust 
in individuals or institutions, people’s decision-making processes and the ensuing actions become 
much simpler (Pearson et al, 2001). If someone, for example, has trust in the police to ensure 
safety in public places, it would make it easier to take a stroll at night. An individual’s decision to 
trust something or someone is based on both past experience in a similar situation and perceived 
dangers of accepting the situation (Luhman, 1979). In other words, knowing their experiences 
from the past, trust allows individuals to act in a manner in which perceived dangers are 
precluded from occurring (Jackson, 2009). 

Luhman further makes an important distinction between the concepts of “trust” and “confidence.” 
The two concepts are inter-related in that they both refer to beliefs in outcomes which might 
prove unsatisfactory or even upsetting. However, the mechanism of “trust” involves a 
consideration of dangers associated with a certain circumstance (Luhman, 1988). When an 
individual pursues an action, despite the perceived risks and despite the possible negative 
outcome and subsequent disappointment, it may be said that the individual trusted.  
“Confidence,” on the other hand, is a mechanism through which we may act based on our beliefs 
only and not engage with the perceived possible dangers (Luhman, 1988). In the case of “trust,” 
the blame for a disappointment is attributed internally since we should know better what or who 
to trust; in the case of “confidence,” this blame is placed on external circumstances  
(Meyer and Ward, 2009). 

Comparing the concepts of “confidence” and “trust” in the field of measurement of levels of 
satisfaction with police, it may then be argued that “confidence” summarizes people’s sentiments 
or attitudes towards the police to perform the duties assigned to them. It is something people have 
towards the police as a societal institution. Alternatively, people “trust” their police, and it is 
something they do rather than have (Bradford and Jackson, 2010; Jackson 2009; Stanko et al, 
2012). In other words, whereas “confidence” is largely “a passive regard of the police by the 
public,” (Stanko et al, 2012: 321) trust may be understood as something that “is embedded in the 
relationship between [the police and the public], and is grounded in the interpersonal relationships 
people have (or imagine they have) with the police” (Stanko et al, 2012: 321).  

In research on police performance measurement, “trust” is often mistakenly used as a substitute 
for the “favourable views of” and “confidence in” police.  Often, these three concepts are used 
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interchangeably, all referring to sentiments of satisfaction with police, police legitimacy, 
confidence and trust in police, etc. (Jackson, 2009). While related to favourable views of and 
confidence in police, it must be underlined that trust is a much more powerful concept that 
measures somewhat different perceptions and attitudes. It is an active, not passive, mechanism 
through which people regard their police. To build upon the previous example of a patient-doctor 
relationship, a patient could have a favourable impression of a doctor because of their plausible 
approach. The patient may also have some level of confidence that the doctor will be able to look 
into and cure the patient’s illness. But if matters come to a surgical intervention, the patient may 
not trust their life to the same doctor because of past experiences they may have had and the risks 
associated with a complicated surgery. 

It is possible to speculate, then, that due to the more active and powerful nature of the concept of 
“trust,” responses to questions featuring “trust” in the police would generate even lower ratings 
for satisfaction with police than responses to questions on “favourable views” of and 
“confidence” in the police. However, more research is needed to confirm such a hypothesis. 

 
 
 
 
 
 
 
 
 
 
The final methodological challenge of asking the public about their level of favourable views, 
confidence or trust in the police is the idea of “forcing” the respondent to state their opinion on a 
matter with which they might have little familiarity, thorough understanding, or simply no 
opinion. Although this methodological limitation is a recurrent issue in the field of public opinion 
research, its effects might be amplified with the more serious nature of the topic of confidence or 
trust in the police. Respondents might provide opinions that are not a true reflection of their real 
opinion when they are “pressured” to respond. One of the ways suggested in the literature to 
remedy this limitation is to replace the standard “no opinion” response option with a softer, more 
inviting “…or haven’t you thought about this recently?” (Gallagher et al, 2001). Another option is 
to introduce a screening question enquiring how much, and to what extent, the respondent has 
thought lately about police performance. Asking such a question before inquiring about the 
respondent’s opinion on confidence or trust in the police will allow the researcher to better 
classify the opinions of respondents during the analysis of the poll results (Gallagher et al, 2001). 
 
 
 
 
 
 
  

Best Practice:  The concepts of “satisfaction,” “confidence,” and “trust” are 
interrelated, but distinct. They should not be used interchangeably. The same term should 
be used (i.e., standardized) over time and space, for comparison purposes.  
 
Best Practice: The concept of “trust” in police is the most powerful concept among all 
others available. Arguably, it should provide the most real assessment of the public’s 
sentiment about the police. When possible, use “trust” instead of “confidence” or 
“satisfaction.” 

Best Practice:  Use softer wording such as “…or haven’t you thought about this 
recently?” instead of “no opinion” and offer it as a category instead of not mentioning it 
and coding respondent’s comments. 
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Towards Specific Questions on Police Performance 
It is clear that general questions on police performance will provide nothing more than vague 
ideas regarding how citizens feel about the police. The more general the question, the more 
positive responses tend to be (Gallagher et al, 2001), as shown in the example of “favourable 
views of” and “confidence in” the police. What is mainly lacking in the general questions, 
however, is the understanding of specifically why citizens are happy or unhappy when it comes to 
police performance. 

There are many examples of specific performance questions that are being asked of police in 
contemporary public opinion surveys in Canada and the Western World (see the Appendix for 
examples of questions). All examples, to a certain degree, measure police performance in the 
seven dimension of police work.  Unfortunately, research in the area of validity and reliability of 
public opinion questions on police performance is lacking (Maguire and Johnson, 2010). This 
perhaps should not come as a surprise given the fact that police performance is habitually 
measured using mostly traditional performance measures of crime and clearance rates, number of 
arrests and response time, occasionally supplementing them with generic questions on confidence 
in the police (Coleman, 2012). It is only in the last two decades that researchers have begun 
looking into more specific police performance measures through public opinion surveys.  
However, groundwork on the meaning of the questions, whether they measure what they are 
supposed to measure, and how well they measure it, is largely absent from the literature. 

There are three notable studies that attempt to conceptualize and test specific measures of police 
performance measured through public opinion polling: Maguire and Johnson (2010) in the U.S. 
who derived questions from theoretical constructs and tested them against Mastrofski’s six 
dimensions of policing as a service industry;5 Coleman (2012) in Canada who consulted policing 
stakeholders in order to derive and test the factors that may constitute police performance; and 
Jackson et al (2011) in the U.K. and Europe who derived, tested and implemented European 
indicators of trust in judicial systems.   

Deriving Questions from Theoretical Constructs 
According to Maguire and Johnson (2010), research on the measurement of citizen perception of 
police performance takes roots in four areas: 1) service quality; 2) justice; 3) the concept of the 
public’s overall satisfaction with their government, agencies, and public service; and 4) the 
legitimacy.  

Researchers from the first area, service quality, developed standardised measurements that assess 
the quality of services across traditional service industries (Parasuraman et al., 1988). Some 
researchers applied these measures to the policing sector in an attempt to measure the 
performance of the police (Donnelly et al., 2006; Reisig and Chandek, 2001; Webb, 1998).  
While the police sector shares some characteristics with certain aspects of purely customer 
service industries, it is different in many ways. Unlike most customer service industries, police 
have: government-sanctioned permission to use force, including lethal force; a monopoly of the 
market in which their “business” is conducted; and deal with involuntary “customers.” Still, 

                                                 
5 Mastrofski’s (1999) six dimensions that describe the service characteristics of policing are: attentiveness, 
reliability, responsiveness, competence, manners, and fairness. 
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measuring the quality of service that citizens receive from the police could prove to be a helpful 
indicator of police performance.  

The second area from which the research on perceptions of police performance originates is that 
of justice. Greenberg (1987), a notable justice theorist, divided the notion of justice into three 
measurable categories: 1) procedural justice – which describes whether the citizens perceive a 
just and fair process of justice leading to a particular outcome; 2) interactional justice – which 
describes whether the interaction between a citizen and a representative of justice is just and fair; 
and 3) distributive justice – which is whether the outcome of the process of justice is just and fair 
(Maguire and Johnson, 2010). Since police play a key role in the administration of justice in 
society, it would be important to measure their performance in this area. A few notable research 
studies have examined the effects that perceptions of justice have on obedience to the law and 
compliance with legal authorities (Reisig and Lloyd, 2009; Reisig et al, 2007; Sunshine and 
Tyler, 2003; Tyler and Huo, 2002). 

The third source of origins for research on perceptions of police performance comes from the 
field of citizens’ satisfaction with government, its agencies, and public service. Research in this 
area is distinct from the two other areas in that it looks into the overall diffuse notion of citizens’ 
satisfaction, taking into account the fact that many, if not most, citizens do not have contact with 
the government or its agencies, including police services (Maguire and Johnson, 2010). It, 
therefore, assesses the generalised feelings that citizens have about the authorities or symbolic 
images associated with institutions. In comparison, the areas of service quality and justice usually 
study the feelings of citizens that have had prior direct contact with a particular service industry 
or agency of justice. Numerous questions, in different formats, regarding satisfaction with 
government and police are already being asked in various public opinion surveys (Gallagher et al, 
2001).  

Finally, the area of legitimacy of police is the fourth source of origin for research on perceptions 
on police performance. Legitimacy may be seen as a characteristic of a social institution that will 
either encourage or discourage the public to obey its authority (Tyler and Huo, 2002). When it 
comes to police, Skogan and Frydl (2004) point out that the legitimacy of the police may be 
constructed or damaged by the conduct of the police. When the police lose legitimacy in the eyes 
of the public, non-compliance with the law and opposition to police authority, and even hostility, 
are likely to occur. If this is true, it would be very important to measure the public’s perception of 
the legitimacy of the police. Questions on citizens’ opinions regarding obeying the law, their 
scepticism about the moral authority of the government agencies and the police to act, and their 
overall support for these institutions are aimed at measuring the concept of legitimacy (Maguire 
and Johnson, 2010).   

Maguire and Johnson (2010) attempted to combine the theory and research from the four 
backgrounds and create unique indicators of citizens’ perceptions of police. They combined the 
four backgrounds with a purpose to test Mastrofski’s (1999) six-dimensional model of the service 
aspects of policing, resulting in 27 indicators of service quality of, and satisfaction with, the 
police6. The survey was then administered through mail to a small suburban community in 
Virginia, U.S. A total of 374 questionnaires were sent out, and 138 were returned completed. A 
method of confirmatory factor analysis was applied to the data with a goal of determining 
                                                 
6 For the complete list of indicators, see Maguire and Johnson (2010). 
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whether Mastrofski’s six dimensions were supported by unique factors; results indicated that they 
were not. Maguire and Johnson speculated that the unique factors were not supported for three 
reasons. First, the community where the questionnaires were administered was fairly well-off and 
homogenous, with low rates of crime and disorder. Second, the level of citizen-police contact that 
respondents indicated on surveys was not frequent and was of low intensity; this could potentially 
skew the depth of opinions that citizens have about the police. Third, the sampling strategy that 
was used in the study was of a hybrid nature, where the authors tried to capture recent contacts 
with the police; however, broad questions that surpass the recent contact with police were asked, 
which might have taken away from the specificity sought by the authors. Despite the lack of 
support for unique factors, however, this research is one of the very few examples of scholarly 
work attempting to empirically test indicators of citizens’ perceptions of police against a 
theoretical model. 

Deriving Questions through Engagement with Policing Stakeholders  
While the work of Maguire and Johnson (2010) focused on deriving police performance measures 
from a solid theoretical foundation, the approach taken by Coleman (2012) focused on exploring 
the views of policing stakeholders on the measurement of police performance. By policing 
stakeholders, Coleman is referring to “police leaders, elected persons of municipal governments, 
members of police governance authorities, senior public servants of municipal and provincial 
governments, and members of the public” (Coleman, 2012: 81). With an objective to contribute 
to a largely absent academic work on the design and implementation of contemporary police 
performance measurement, Coleman’s work intended to explore and build a unified model for 
subsequent studies that would look into police performance measurement.  

Taking a deductive quantitative approach, whereby a few measurable factors are created from 
multiple theoretical constructs, Coleman (2012) designed an exploratory survey consisting of 21 
questions and multiple sub-questions that were derived from the literature. A total of 4,285 
identified policing stakeholders were invited to complete the questionnaire online in Canada and 
560 responses were received. The responses were analysed using a method of exploratory factor 
analysis and principal component analysis, as well as other methods that tend to be used when a 
researcher wants to create factors or composite indices, such as parallel analysis and reliability-
internal consistency analysis.   

The results of Coleman’s analysis revealed seven factors of police performance measurement (in 
order of relevance of factors):  

1. Legitimacy of the Local Police Agency; 
2. Leadership and Management of the Local Police Agency; 
3. Enforcement by the Local Police Agency; 
4. The Community’s Feeling of Safety; 
5. Crime and Social Disorder in the Community;  
6. Misconduct of Local Police Personnel; and, 
7. Mutually Beneficial Police/Community Relationships.   

Coleman’s (2012) work is instrumental in helping police leaders set up and improve the existing 
police performance frameworks in Canada and around the world.  It was not Coleman’s intent to 
construct actual survey questions on police performance. Neither was the goal of the work to 
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assess the views of the general public, but rather that of a group of law enforcement experts and 
representatives of various levels of government. Nevertheless, his work is an important 
contribution to the pool of knowledge of police performance measured through public opinion.  
The factors identified in the analysis could potentially form a solid basis for the construction of 
questions that could be posed to the general public on public opinion surveys. 

Deriving Questions through Engagement of Multidisciplinary Panel of Experts 
Taking a slightly different conceptual approach, Jonathan Jackson and his colleagues’ work in the 
U.K. and Europe was instrumental in the creation and application of round five of the European 
Social Survey (ESS) (Jackson et al, 2011). This round was constructed by the authors and 
implemented across Europe with a goal to collect standardized and comparable data on social 
indicators of trust in the judicial system, including the police, across Europe. 

Jackson and colleagues’ conceptual model behind the creation of the indicators is rooted in the 
notions of trust and legitimacy. Trust in police and the wider justice system, the authors argued, is 
a concrete and measurable notion. They deconstructed the notion of trust from the general idea, 
such as the hopeful acceptance of some sort of a vulnerable circumstance with a perceived 
positive resolution of this circumstance, to a narrowed notion that the societal belief that the 
police have the right understanding and intentions towards the citizens they are policing, and that 
they “are competent to act in specific ways in specific situations” (Jackson et al, 2011: 270).  
Specifying further, “trust in the police means believing that officers have appropriate motives and 
are technically competent (in the roles assigned to them within social relationships and systems) 
to carry out their fiduciary obligations (that is, in certain situations place the interests of others 
above their own)” (Jackson et al, 2011: 270). 

Jackson and colleagues continued deconstructing the notion of trust after the implementation of 
round five of the ESS. Inspired by the work of Tyler and Hou (2002) on motive-based trust, and 
by Stoutland’s (2001: 233) qualitative research on trust in police among residents of Boston, MA, 
Jackson and colleagues go further and dissect the concept of trust into four distinct dimensions: 
(1) Trust 1: priorities; (2) Trust 2: competence; (3) Trust 3: dependability; and (4) Trust 4: 
respectfulness (Stanko et al, 2012: 321-322): 

• Trust 1: Do they (current or potential allies) share our priorities or motives?  Can we trust 
the police to share our priorities? Can we trust them to care about our concerns as they 
plan and implement policies to control crime in our neighbourhood? 

• Trust 2: Are they competent? Do they have the knowledge and skills to play the roles 
required of them? Do they understand the issues? Can we trust the police to have the 
knowledge and skills to effectively and consistently enforce the law, control crime and 
maintain high levels of safety? 

• Trust 3: Are they dependable in fulfilling their responsibilities? Even if they have the best 
of motives, do they have the necessary resources to follow through on their promises? 
Can we trust the police to have sufficient resources to maintain low levels of crime and 
high levels of safety? 

• Trust 4: Are they respectful? Can we trust the police to be respectful, courteous and fair 
in their interactions with us?’ 
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Referring back to their work on creating European indicators on trust and legitimacy, Jackson and 
colleagues deconstructed the notion of legitimacy as well. In general terms, they defined the 
notion of legitimacy as an institution’s “right to govern and the recognition by the governed of 
that right” (Jackson et al, 2011: 271; see also Jackson and Bradford, 2010b). Narrowing down to 
the legitimacy of the judicial system and the police, legitimacy is rooted in citizens’ 
acknowledgement “of the criminal justice system’s right to exist, and in the justification of its 
authority in determining the law, governing through the use of coercive force, and punishing 
those who act illegally” (Jackson et al, 2011: 271; see also Jackson and Bradford, 2010b). It may 
be said that police are seen as legitimate in the eyes of the citizens when: (a) they feel obliged to 
follow police authority and the law; (b) they feel the police shares their morals; and (c) they feel 
that the police (and the judicial system) abides by its own rules. 

Following much of the theoretical and conceptual effort, Jackson and colleagues (2011) defined 
trust as “the belief that the police and courts have the right intentions and are competent to do 
what citizens trust them to do” (Jackson et al, 2011: 273). They defined legitimacy as “(a) 
expressed consent, (b) normative justifiability of power and (c) legality of action” (Jackson et al, 
2011: 273). The rather complex and cumbersome process of turning these conceptual definitions 
into actual questions on the ESS entailed thirteen stages. Some of the stages included: cognitive 
interviews; proposals for questions from experts in the relevant fields; a review of questions by a 
panel of multi-disciplinary panel of experts; assessments of questions using software called 
Survey Quality Predictor Program (SQP) and aimed at assessing the validity and reliability of the 
questions; and another revision of the questions by the designers. The stages were then repeated 
once again to ensure the iterative approach to designing new items for questionnaire design. Once 
the wording of the questions was settled, they were tested in two pilot surveys administered to a 
sample of respondents in the U.K. and Bulgaria. Results of the pilot tests were thoroughly 
analysed for non-response items, the extent of scalability, the structure of factors, correlations, 
etc. The results of the analysis were once again referred to the panel of experts for final revisions. 

The process of development, testing, and implementation of questions by Jackson and colleagues 
is a good example of how to turn theoretical constructs into measurable indicators of the public’s 
perception of police performance, or, put simply, how to develop good survey questions. The 
items that ended up on the ESS are valid and reliable measures, assuring the researchers who are 
using the data gathered from the survey that it measures what it is supposed to measure (validity), 
and measures it well (reliability). Because the indicators were developed with a purpose to 
compare citizens’ perceptions of the judicial systems in European countries, with some of the 
Eastern European countries that may still have corrupted or unreliable judicial systems, not all the 
questions are applicable in the Canadian context. For example, it is probably not very useful to 
ask questions on police corruption in Canada, such as “The decisions and actions of the police are 
unduly influenced by pressure from political parties and politicians” (agreement scale) or “How 
often would you say that the police in [country] take bribes?” However, questions on police 
legitimacy such as “To what extent is it your duty to… (1) back the decisions made by the police 
even when you disagree with them? (2) do what the police tell you even if you don’t understand 
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or agree with the reasons? (3) do what the police tell you to do, even if you don’t like how they 
treat you?” could be applied in Canada.7  

 
 
 
 
 
 
 
 
 
 
 

Public Opinion Polling on Police Performance in Canada 
Statistics Canada conducts the GSS on an annual basis, with cycles repeated every five years.  Six 
questions on satisfaction with police in Canada are already asked on the Victimization cycle of 
the GSS8 and repeated every five years, making them comparable across time. While these six 
questions provide a valuable and much needed standardized measure of Canadians’ perception of 
the performance of their local police, they do not and cannot measure the performance of the 
police in all of the dimensions of police work. These six questions are currently the only 
comparable tool that provides an assessment of the public’s perception of police performance in 
Canada. 

Other than the six questions on the GSS, the majority of municipal police services commission 
their own annual or bi-annual public opinion community surveys that include numerous general 
and specific police performance questions. Questions asked on surveys on multiple municipal 
police forces in Canada were reviewed at the time of writing this paper and can be viewed in the 
Appendix. Even a quick overview of the questions reveals that most of the questions that are 
supposed to measure similar concepts have different wording of the questions and the 
categorization, as well as different scales for responses (i.e., four- versus five-point scales). 

For example, consider the general questions that are being asked on the overall satisfaction with 
police in seven Canadian cities, one provincial police service, and the RCMP.9 These questions 
are measuring the same concept of general satisfaction with police. They all feature a word 
“satisfaction” or, in some rare cases, “confidence” in the question, but the wording is different for 
all of them. The wording of the categorization of responses and their scale are different as well, 
ranging from three to five response categories. It is simply impossible to compare the answers to 
these questions because of different wording and categorizations. In other words, the level of 

                                                 
7 The actual questions that were developed and tested could be seen in Jackson et al (2010), or online: 
http://papers.ssrn.com/sol3/papers.cfm?abstract_id=1717924. The questions can also be seen in the 
appendix. 
8 For wording of the questions please see the Appendix, or 
http://www23.statcan.gc.ca/imdb/p3Instr.pl?Function=assembleInstr&lang=en&Item_Id=54684#qb82501 
9 For the complete list of questions please see the Appendix. 

Best Practice: Where possible, a method of factor analysis should be applied to group 
multiple concepts into factors from which questions can be designed.   
 
Best Practice: When turning concepts or factors into measurable indicators in a form of a 
question, use appropriate methods to test the questions for validity and reliability.  Designing 
new questions should involve a panel of experts and/or stakeholders, as well as extensive 
revisions. Software like SQP can be used to test the questions for validity and reliability. The 
questions should be tested in pilot studies and referred back to experts for final revisions. 
 

http://papers.ssrn.com/sol3/papers.cfm?abstract_id=1717924
http://www23.statcan.gc.ca/imdb/p3Instr.pl?Function=assembleInstr&lang=en&Item_Id=54684#qb82501
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general satisfaction with police cannot be compared in areas covered by these police services 
based on the responses to these questions. 

This circumstance becomes even more complicated when it comes to specific questions on police 
performance because the concepts that need to be measured are numerous and more complex.  
Much like in the example on the general question of satisfaction with police, a lot of specific 
questions are similar to each other in that they all measure similar concepts. However, the 
wording of the questions and the response categories, as well as the scale of the response 
categories, are different across all of the questions, making them incomparable to each other and 
to the national average. For example, in one case the response category “somewhat [well]” is 
treated as a mid-point, whereas in other cases “somewhat [satisfied] [confident]” is treated as an 
upper-tier response category. Further, while some odd-numbered scale questions have a true mid-
point in the “neither…nor” style, a mid-point in some other cases is treated as “don’t know” 
category and is only recorded if such response is prompted by the respondent. 

 

 

 

 

 
The word “confidence” rarely appears in the wording of the general police performance questions 
in Canadian surveys. Instead, the questions concentrate around the notion of “satisfaction” with 
police. When it comes to specific questions, the wording of most questions enquires about either 
the level of “satisfaction with,” or prompts a level of agreement or disagreement to specific 
statements describing the activities of police work. A few questions ask the respondents whether 
they think their police are doing a “good job” or “bad job” in certain areas of police work. The 
concept of “trust” only appears once in the question asked by the RCMP, where it is used 
interchangeably with “confidence.”10 

Practically all the police jurisdictions in Canada ask their own specific questions on perceptions 
of police performance. The questions could have been designed by the employees of the police 
services or by the polling firms responsible for the survey. There is a great deal of discrepancy 
among the specific police performance questions that are currently being asked; all the questions 
reviewed have different wording and categorizations. Interestingly, only two Canadian police 
services among those reviewed – Regina Police Service and Edmonton Police Service – asked the 
same block of questions on satisfaction with police service that are asked on a national survey 
administered every five years by Statistics Canada, the victimization cycle of the GSS. This 
allowed researchers responsible for the survey to compare the perceptions of residents of Regina 
and Edmonton of their local police to the national figures. No other comparisons can be made 
because of the disparity in the questions and the response categories. 

  
                                                 
10 The question reads “I have trust and confidence in the RCMP.” 

Best Practice: In an odd-numbered scale, the mid-point should be truly neutral and 
offered to the respondent as an option.  “Somewhat” should not be considered a neutral 
response. For neutral responses, use “neither…nor” or “neutral” as wording to reflect 
the true neutral nature of the category. 
 
Best Practice: A five point scale is preferred to a three point scale, as it provides richer 
data. A four point scale should not be used, as a true neutral response cannot be included. 
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Suggestions for Further Research 
Over a decade ago, a thorough overview of the public image of police in the U.S. was conducted 
by a group of academics (Gallagher et al, 2001).  In it, the authors called for the development of a 
national standardized research instrument called Uniform Public Opinion Poll on Policing 
(UPOPP). The process of development for such an instrument would cover the U.S. using 
standardized questions on public opinion of police that would be comparable across states and 
over time. Unfortunately, the project never materialized due to funding issues. However, if the 
project was to be implemented, the process of developing indicators to be used on the survey 
would have probably gone through a similar rigorous process of consultations and validations, 
such as the one undertaken by Jackson and colleagues in Europe (2011). 

Since fielding public opinion surveys tends to be expensive, with each additional question adding 
to the overall cost of the survey, a good cost-efficient approach would be to use fewer but more 
precise measures. Single measures of public perceptions of police performance, such as the ones 
discussed by Maguire and Johnson (2010) or developed by Johnson and colleagues (2011), are 
good examples of such an approach. To derive these measures, confirmatory factor analysis could 
be applied to the existing data gathered by police services. The data would need to consist of 
multiple specific questions that, at least on the surface, measure similar concepts. Similar to the 
approach taken by Maguire and Johnson (2010), confirmatory factor analysis would then be used 
to group the specific questions into factors, which would aid the researcher in deriving the single 
measures that would be applied. 

 
 
 
 
 
 
Another, more involved approach to developing and testing indicators of police performance 
measured through polling could be the one proposed by Gallagher et al. (2001) or the one 
undertaken by Jackson et al (2011). It might begin with focus groups that would ask citizens in a 
community what satisfaction, confidence, or trust in the police mean to them. Rich data from 
these focus groups could then be reviewed by a panel of experts from law enforcement agencies, 

Best Practice: Use the words “confidence” and” trust” in the wording of the questions 
instead of “satisfaction with.” The concept of “confidence” is more powerful than the 
concept of “satisfaction with,” and the concept of “trust” is even more powerful than 
“confidence.” More powerful concepts will provide a truer and more real portrait of what 
the public thinks of the police.  
 
Best Practice: Standardized questions with the same response categories should be asked on 
police performance public opinion surveys. This will make the responses to questions 
comparable across time and place, as well as to the national average.  
 

Best Practice: It is better to ask fewer but more precise police performance questions.  
Single measures of public perceptions of police performance, such as the ones discussed by 
Maguire and Johnson (2010) or developed by Johnson and colleagues (2011), are good 
examples of such an approach. 
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academia, and/or government with a goal of constructing specific questions on police 
performance. It should be noted that this consultative practice exists among some police 
jurisdictions in Canada; some jurisdictions, in their attempts to set up or improve their existing 
performance measurement framework, consult their peers through ad hoc peer-to-peer 
committees within the policing community (Kiedrowski et al, 2013). 

Alternatively, existing questions (examples of which are found in the Appendix) might be 
referred to the panel for revisions and recommendations. What could follow is a process similar 
to the one undertaken by Jackson et al (2011). Such a project could involve testing the questions 
with SQP software for validity and reliability and referring them back to a panel of experts for 
further revisions. Once established, the questions could then be tested in a pilot study, the results 
of which could be thoroughly analysed for non-response items, the extent of scalability, the 
structure of factors, correlations, etc. The results of the analysis could then be referred back to a 
panel of experts for final revisions, following which the final questions could be constructed.   

Following all the iterative steps, the indicators could become part of a national survey in Canada; 
one option of an existing survey where these questions could be asked is the General Social 
Survey (GSS) administered by Statistics Canada.11 Alternatively, a polling research protocol 
could be established for policing partners, which could lead to subsequent syntheses or meta-
analyses of findings to be undertaken. Individual police jurisdictions would also have a pool of 
valid and reliable questions that they could use on their own community surveys. This would 
allow them to get better measures of how their constituents feel about their police. While this 
could be a lengthy and costly process, it would result in solid, standardized, and comparable 
police performance indicators measured through the surveys of Canadians.   

Conclusion 
Police are responsible for, and involved in, many activities, only a minority of which deal with 
serious crime (Marx, 1976; Statistics Canada, 2014). In fact, public calls to police show that the 
majority of calls do not relate to crime at all, but rather to order maintenance, information and 
service-related activities (Ericson, 1982). Police services have increasingly been asked to be more 
accountable and reliable, which in turn, has created the need for quantifiable performance 
measures (Nuchia, 1993). A good and reliable framework for the measurement of police 
performance could aid in the overall assessment of the quality and effectiveness of public 
policing as it would both assess the community’s needs and priorities, as well as the performance 
of the police in satisfying these needs. Such a performance measurement framework would 
enable: citizens to evaluate the police service; police managers to better able to guide their 
organizations to provide maximum value to citizens; and police officers to know what is expected 
of them (Moore, 2002). 

This report focuses on one area of police performance measurement – public opinion polling. It is 
argued that measuring citizens’ perceptions of police performance is very important and is not a 
straightforward task. In as much as police work is complex and multi-dimensional, so is its 

                                                 
11 Six questions on police performance are already being asked in the GSS.   
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performance measurement in the eyes of the public. Simply put, there is no one-size-fits-all, off-
the-shelf performance measurement tool or framework (Castle, 2008; Coleman, 2012). While 
somewhat valuable, the general questions on “favourable views,” “confidence,” or “trust” provide 
nothing more than a general sense of the public’s satisfaction with the police. More specific 
questions need to be asked in order to understand what it is that the citizens are satisfied or 
dissatisfied with when it comes to the police service. 

A large number of specific police performance questions are already being asked in numerous 
public opinion surveys. However, the validity and reliability of these questions, for the most part, 
have not been tested and are of questionable value. Moreover, the existing questions are not 
standardized, making them impossible to compare across time and place. In Canada, for example, 
only two police jurisdictions are asking the same questions that are asked on GSS, making them 
comparable to each other and to the national average, as well as across time periods. The rest of 
the public opinion surveys on satisfaction with police in Canadian municipalities, found online 
and included in this study, had varying questions that are not comparable between different police 
jurisdictions or to the national average. 

More research into either testing the existing questions or creating new standardized questions is 
required to improve the measurement of public satisfaction with the services provided by the 
police in Canada. A project similar to the creation of European indicators of trust in justice 
(Jackson et al, 2011) or the UPOPP (Gallagher et al, 2001) is one way to provide solid data for 
police performance measurement.  Such an initiative could provide much needed standardized 
indicators of perceptions of the police and justice. While this might represent a significant 
investment of resources, these indicators could finally be proven as valid and reliable, as well as 
comparable across the Canadian municipalities and provinces and across time periods 
(Lithopoulos and Rigakos, 2005). In the absence of standardized indicators, police services and 
policy makers will continue to ask different questions that are not comparable across place and 
time. Such an inconsistent measurement of police performance runs the risk of evaluating the 
performance or police and policing policies and practices rather poorly across Canada, leading to 
inefficient and ineffective policing and ultimately compromising the public safety of Canadians. 

http://www.emeraldinsight.com/search.htm?ct=all&st1=Savvas+Lithopoulos&fd1=aut&PHPSESSID=fuitgifsmvhrooan2cj7v7g0g5
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Appendix: Selected Questions on Police Performance 
Asked on Public Opinion Polls 
This table represents some of the questions on police performance that are asked on public 
opinion polls. It is not meant to be exhaustive, but to provide the reader with the idea on wording 
and categorization used by the polls. In some instances, the exact categorization of response items 
is not publically available.    

General Police Performance Questions 
Question Source 

• How much confidence do you have in the police? Is it: 
 

o a great deal of confidence? 
o quite a lot of confidence? 
o not very much confidence? 
o no confidence at all? 

General Social Survey, Victimization 
cycle, Statistics Canada. Available at 
http://www23.statcan.gc.ca/imdb/p3I
nstr.pl?Function=assembleInstr&lan
g=en&Item_Id=54684#qb82501 
(accessed on December 12, 2013) 

• To begin with, would you say you strongly agree, somewhat 
agree, somewhat disagree, or strongly disagree that “Calgary 
is a safe city to live in?” 

 

o Strongly agree 
o Somewhat agree 
o Somewhat disagree 
o Strongly disagree 
o Don’t know 

2013 Citizen Survey, Data Report, 
Calgary Police Commission 
(September 2013). Illumina Research 
Partners. Available at 
https://www.calgarypolicecommissio
n.ca/index.php?q=content/calgary-
police-commission-citizen-surveys 
(accessed on November 29, 2013) 

• Overall, how satisfied are you with the services provided by 
the Calgary police? 
 

o Very satisfied 
o Satisfied  
o Dissatisfied  
o Very dissatisfied  
o Don’t know 

• How confident are you that the Calgary Police Service can 
deliver the service needed to make sure Calgary is a safe place 
to live? 
o Very confident 
o Somewhat confident 
o Not very confident 
o Not at all confident 
o Don’t know 

http://www23.statcan.gc.ca/imdb/p3Instr.pl?Function=assembleInstr&lang=en&Item_Id=54684#qb82501
http://www23.statcan.gc.ca/imdb/p3Instr.pl?Function=assembleInstr&lang=en&Item_Id=54684#qb82501
http://www23.statcan.gc.ca/imdb/p3Instr.pl?Function=assembleInstr&lang=en&Item_Id=54684#qb82501
https://www.calgarypolicecommission.ca/index.php?q=content/calgary-police-commission-citizen-surveys
https://www.calgarypolicecommission.ca/index.php?q=content/calgary-police-commission-citizen-surveys
https://www.calgarypolicecommission.ca/index.php?q=content/calgary-police-commission-citizen-surveys
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• Taking into consideration all the different aspects of the Police 
and the services provided, how would you rate the Calgary 
Police overall using a scale of 1 to 10, where 1 is “poor” and 
10 is “excellent”? 

 

o 1 … Poor 
o … 
o … 
o 10 Excellent 
o Don’t know 

• Overall, how satisfied are you with the quality of the service 
provided by the Ottawa Police? 
o Satisfied 
o Neither  
o Dissatisfied 
o Don’t know 

2012 Public Survey on Policing 
Services, Ottawa Police Service. 
Leger Marketing. Available at 
http://ottawa.ca/calendar/ottawa/cityc
ouncil/opsb/2012/05-28/item4.htm 
(accessed on November 29, 2013) 

• Has the quality of police service in Ottawa improved, stayed 
the same or deteriorated in the last 3 years?  
o Improved 
o Stayed the same 
o Deteriorated  
o Don’t know 

• What level of confidence do you have in the Ottawa Police 
Service?  
o Utmost 
o High 
o Moderate 
o Little  
o None 
o Don’t know 

• How important is the RCMP's contribution to a safe and 
secure Canada? Is it...  
o Very important 
o Somewhat important 
o Neither important nor unimportant 
o Somewhat unimportant 
o Very unimportant 
o (DO NOT READ) Don't know / no answer 

 

• How satisfied are you with the RCMP's contribution to a safe 
and secure Canada? 
o Very satisfied 
o Somewhat satisfied 
o Neither satisfied nor dissatisfied 
o Somewhat dissatisfied 
o Very dissatisfied  
o (DO NOT READ) Don't know / no answer 

Core Surveys 2012: National Level 
Results, RCMP. Available at 
http://www.rcmp-grc.gc.ca/surveys-
sondages/2012/result-nat12-eng.htm 
(accessed on November 29, 2013).  
The questionnaire that was used in 
the survey was obtained directly 
from the RCMP. 

http://ottawa.ca/calendar/ottawa/citycouncil/opsb/2012/05-28/item4.htm
http://ottawa.ca/calendar/ottawa/citycouncil/opsb/2012/05-28/item4.htm
http://www.rcmp-grc.gc.ca/surveys-sondages/2012/result-nat12-eng.htm
http://www.rcmp-grc.gc.ca/surveys-sondages/2012/result-nat12-eng.htm
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• Drawing from your own personal experience or knowledge 

you have gained from media, family, etc., please indicate 
whether you strongly disagree, disagree, neither agree nor 
disagree, agree or strongly agree with each of the following 
statements about the RCMP’s performance, starting with... 
 

• The RCMP's services are important for Canada. 
• I have trust and confidence in the RCMP. 

• Now some questions about the police in [country]. Taking into 
account all the things the police are expected to do, would you 
say they are doing a good job or a bad job? 
 

o Very good job 
o Good job 
o Neither good nor bad 
o Bad job 
o Very bad job 

Jackson et al (2011) European 
indicators of trust in justice.  
Available at 
http://papers.ssrn.com/sol3/papers.cf
m?abstract_id=1717924 (accessed on 
November 26, 2013) 

• Overall, how satisfied are you with the quality of police 
service provided by the OPP? 
 
o Very satisfied 
o Satisfied 
o Dissatisfied 
o Very Dissatisfied 
o Don’t Know/No response [Do not read] 

OPP Community Satisfaction 
Survey, Provincial Survey, 
November 2012. Results are 
available at 
http://www.opp.ca/media/2013-
provincial-css-report-24jun2013-
en.pdf (accessed on November 29, 
2013). The questionnaire that was 
used in the survey was obtained 
directly from the OPP. 

• On a scale from 1 to 5, where 1 is “Poor” and 5 is “Excellent”, 
please indicate how you rate the overall quality of service 
provided by the Regina Police Service. 

 

o Poor  
o 2  
o 3  
o 4  
o Excellent  
o Don‘t know / not applicable  
o Prefer not to say  

Community Perceptions of Regina 
Police Service, November 2011. Full 
Report and survey instrument is 
available at 
http://www.reginapolice.ca/resource/
communitysurvey2012.pdf  
(accessed on November 29, 2013). 

• On a scale from 1 to 5, where 1 is “very unsatisfied” and 5 is 
“very satisfied,” please indicate your overall level of 
satisfaction with the service provided by the Regina Police 
Service. 

 

o Very unsatisfied  
o 2  
o 3  
o 4  
o Very satisfied  
o Don‘t know  
o Refused to answer  

http://papers.ssrn.com/sol3/papers.cfm?abstract_id=1717924
http://papers.ssrn.com/sol3/papers.cfm?abstract_id=1717924
http://www.opp.ca/media/2013-provincial-css-report-24jun2013-en.pdf
http://www.opp.ca/media/2013-provincial-css-report-24jun2013-en.pdf
http://www.opp.ca/media/2013-provincial-css-report-24jun2013-en.pdf
http://www.reginapolice.ca/resource/communitysurvey2012.pdf
http://www.reginapolice.ca/resource/communitysurvey2012.pdf
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• Overall, how satisfied are you with the service provided by the 
Vancouver Police Department? Would you say you are very 
satisfied, somewhat satisfied, somewhat dissatisfied or very 
dissatisfied? 

 

o Very dissatisfied 
o Somewhat dissatisfied 
o Somewhat satisfied 
o Very satisfied 
o Don’t know 

Vancouver Police Community 
Policing Assessment Report 
Residential Survey Results, NRG 
Research Group, 2012. Full Report 
and survey instrument is available at 
http://vancouver.ca/police/policeboar
d/agenda/2013/0416/1304V11.pdf 
(accessed on November 29, 2013). 

• I will read a statement, and please tell me if you strongly 
disagree, somewhat disagree, somewhat agree, or strongly 
agree. “I have a lot of confidence in the Edmonton Police 
Service.” [Do not read] 

 

o Strongly disagree 
o Somewhat disagree 
o Somewhat agree 
o Strongly agree 
o Don’t know 
o No response 

Edmonton Police Service 
2011 Citizen Survey, May 2012.  
Full Report and survey instrument is 
available at 
http://www.edmontonpolicecommiss
ion.com/pdfs/reports/EPS_2011_Citi
zenSurvey_FINAL.pdf  (accessed on 
November 29, 2013). 

• Overall, regardless of your own use, how satisfied are you 
with the service provided by the Edmonton Police Service? 
Would you say you are …? (READ LIST) 

 

o Very satisfied  
o Somewhat satisfied 
o Neither satisfied nor dissatisfied 
o Somewhat dissatisfied 
o Very dissatisfied 
o [Do not read] Don’t know 
o [Do not read] No response 

• I am going to read a list of programs and services provided to 
you by the City of Saint John. Please tell me how important 
each one is to you and how satisfied you are with the job the 
City is doing in providing that program or service.  
 
The first one is [INSERT ITEM – RANDOMIZE]. How 
important is this program or service? Our scale is very 
important, somewhat important not very important, or not at 
all important. And how important is/are [INSERT ITEM – 
RANDOMIZE]? (READ SCALE AS NEEDED)  

• … 
• Police services 
• … 
 

o Very important  
o Somewhat important  
o Not very important  

City of Saint John 2011 Citizen 
Survey, Ipsos Reid.  Full Report and 
survey instrument is available at 
http://www.saintjohn.ca/site/media/S
aintJohn/CSJ%20Citizen%20Survey
%20Jan%2016%20FINAL%20Engli
sh.pdf (accessed on November 29, 
2013). 

http://vancouver.ca/police/policeboard/agenda/2013/0416/1304V11.pdf
http://vancouver.ca/police/policeboard/agenda/2013/0416/1304V11.pdf
http://www.edmontonpolicecommission.com/pdfs/reports/EPS_2011_CitizenSurvey_FINAL.pdf
http://www.edmontonpolicecommission.com/pdfs/reports/EPS_2011_CitizenSurvey_FINAL.pdf
http://www.edmontonpolicecommission.com/pdfs/reports/EPS_2011_CitizenSurvey_FINAL.pdf
http://www.saintjohn.ca/site/media/SaintJohn/CSJ%20Citizen%20Survey%20Jan%2016%20FINAL%20English.pdf
http://www.saintjohn.ca/site/media/SaintJohn/CSJ%20Citizen%20Survey%20Jan%2016%20FINAL%20English.pdf
http://www.saintjohn.ca/site/media/SaintJohn/CSJ%20Citizen%20Survey%20Jan%2016%20FINAL%20English.pdf
http://www.saintjohn.ca/site/media/SaintJohn/CSJ%20Citizen%20Survey%20Jan%2016%20FINAL%20English.pdf
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o Not at all important 
• And how satisfied are you with the job the City is doing in 

providing this program or service? This time, our scale is very 
satisfied, somewhat satisfied, not very satisfied, or not at all 
satisfied.  
 
And how satisfied are you with? (READ SCALE AS 
NEEDED)  

• … 
• Police services 
• … 
 

o Very satisfied  
o Somewhat satisfied  
o Not very satisfied  
o Not at all satisfied 

• Overall, how satisfied are you with the quality of policing 
provided in your community? 

 

o Completely satisfied 
o Mostly satisfied 
o Mostly dissatisfied 
o Completely Dissatisfied 

2012 Citizen Satisfaction Survey, 
Halifax, NS, Nova Insights. Survey 
instrument is available at 
http://www.halifax.ca/citizensurvey/
documents/2012HRMCitizenSurvey
Final.pdf (accessed on November 29, 
2013. 

• Generally speaking, how safe do you feel overall in the City of 
Windsor? Do you feel … 
 

o Very safe  
o Safe  
o Unsafe or  
o Very unsafe  
o Unsure / Don’t Know (VOLUNTEERED) 

Community Satisfaction and 
Assessment Survey, September 
2013, Windsor, ON, Intell Pulse. 
Available at 
http://www.police.windsor.on.ca/abo
ut/publications/Documents/WPS%20
2013%20Community%20Assessmen
t%20Report.pdf  (accessed on 
December 12, 2013). 

• Overall how much confidence do you have in the Windsor 
Police Service? Would you say you have …?  
 

o A lot of confidence  
o Some confidence 
o Neutral, don’t know (VOLUNTEERED) 
o Very little confidence or  
o No confidence 

• In general, how effective do you believe the Windsor Police is 
in providing services to the community…?  
 

o Very Effective 
o Somewhat Effective 
o Not Effective  
o Don’t Know (VOLUNTEERED) 

 

http://www.halifax.ca/citizensurvey/documents/2012HRMCitizenSurveyFinal.pdf
http://www.halifax.ca/citizensurvey/documents/2012HRMCitizenSurveyFinal.pdf
http://www.halifax.ca/citizensurvey/documents/2012HRMCitizenSurveyFinal.pdf
http://www.police.windsor.on.ca/about/publications/Documents/WPS%202013%20Community%20Assessment%20Report.pdf
http://www.police.windsor.on.ca/about/publications/Documents/WPS%202013%20Community%20Assessment%20Report.pdf
http://www.police.windsor.on.ca/about/publications/Documents/WPS%202013%20Community%20Assessment%20Report.pdf
http://www.police.windsor.on.ca/about/publications/Documents/WPS%202013%20Community%20Assessment%20Report.pdf
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Specific Police Performance Questions 
Question Source 
• The next questions deal with your perceptions about the work 

that is being carried out by your local police force.  
• Do you think your local police force does a good job, an 

average job or a poor job? 
o Good job 
o Average job 
o Poor job 

 
a) ... of enforcing the laws? 
b) ... of promptly responding to calls? 
c) ... of being approachable and easy to talk to? 
d) ... of supplying information to the public on ways to 

reduce crime? 
e) ... of ensuring the safety of the citizens in your area? 
f) ... of treating people fairly? 

General Social Survey, Victimization 
cycle, Statistics Canada.  Available 
at 
http://www23.statcan.gc.ca/imdb/p3I
nstr.pl?Function=assembleInstr&lan
g=en&Item_Id=54684#qb82501 
(accessed on December 12, 2013). 

• Based on your experience or just your general impressions, 
please tell us whether you agree or disagree with the following 
statements.  Please use a scale where 1 is “strongly disagree” 
and 10 is “strongly agree”. 
 

o 1 … Strongly agree 
o … 
o … 
o 10 Strongly disagree 
o Don’t know 

 

• The Calgary Police Service … 
 

a) Responds quickly when needed 
b) Is dedicated to reducing levels of crime 
c) Supports the community 
d) Is friendly 
e) Has the capacity to fully enforce the law 
f) Demonstrates the appropriate level of care and concern 
g) Is adequately staffed 
h) Uses crime prevention measures and programs effectively 
i) Meets my expectations as a police service 

2013 Citizen Survey, Data Report, 
Calgary Police Commission 
(September 2013). Illumina Research 
Partners. Available at 
https://www.calgarypolicecommissio
n.ca/index.php?q=content/calgary-
police-commission-citizen-surveys 
(accessed on November 29, 2013). 

http://www23.statcan.gc.ca/imdb/p3Instr.pl?Function=assembleInstr&lang=en&Item_Id=54684#qb82501
http://www23.statcan.gc.ca/imdb/p3Instr.pl?Function=assembleInstr&lang=en&Item_Id=54684#qb82501
http://www23.statcan.gc.ca/imdb/p3Instr.pl?Function=assembleInstr&lang=en&Item_Id=54684#qb82501
https://www.calgarypolicecommission.ca/index.php?q=content/calgary-police-commission-citizen-surveys
https://www.calgarypolicecommission.ca/index.php?q=content/calgary-police-commission-citizen-surveys
https://www.calgarypolicecommission.ca/index.php?q=content/calgary-police-commission-citizen-surveys
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• Next, I am going to read you a number of statements that may 
describe the Calgary Police. Using a scale of 1 to 10, where 1 
is “strongly disagree” and 10 is “strongly agree”, please rate 
your level of agreement with the following statements. Please 
rate based on your experience or just your general 
impressions, and “Don’t Know” is a legitimate response if you 
truly cannot provide a rating. First, to what extent do you 
agree or disagree that the community police facilities make it 
easy to access police services… 

o 1 … Strongly agree 
o … 
o … 
o 10 Strongly disagree 
o Don’t know 

 
• To what extent do you agree or disagree that the Calgary 

Police Service… 
 

a) Provides an adequate amount or level of service to the 
public 

b) Uses its authority and force appropriately 
c) Responds in a fair way when dealing with all segments of 

the Calgary community 
d) Maintains appropriate visibility in the community 
e) Adequately communicates crime issues and trends to the 

community  
f) Officers are ethical 
g) Officers are respectful 
h) Officers clearly understand my safety needs and concerns 
i) Officers are competent in their duties 
j) Officers are there when I need them 

• How do you rate the performance of the Ottawa Police Service 
on each of the following?  
o Very good 
o Good 
o … 
o … 
o Don’t know 

 
a) Providing services in both French and English  
b) Responding promptly to emergency calls  
c) Ensuring public safety and security at public 

demonstrations  
 

d) Ensuring public safety and security at public 
demonstrations  
 

e) Working with residents in your neighbourhood to solve 

2012 Public Survey on Policing 
Services, Ottawa Police Service. 
Leger Marketing.  Available at 
http://ottawa.ca/calendar/ottawa/cityc
ouncil/opsb/2012/05-28/item4.htm 
(accessed on November 29, 2013). 

http://ottawa.ca/calendar/ottawa/citycouncil/opsb/2012/05-28/item4.htm
http://ottawa.ca/calendar/ottawa/citycouncil/opsb/2012/05-28/item4.htm
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local crime  
 

f) Dealing with problems that really concern people in your 
neighbourhood  
 

g) Educating the public on how and why police do the 
things they do  
 

h) Police presence on foot or bicycle  
 

• Drawing from your own personal experience or knowledge 
you have gained from media, family, etc., please indicate 
whether you strongly disagree, disagree, neither agree nor 
disagree, agree or strongly agree with each of the following 
statements about the RCMP’s performance, starting with... 
 

• The RCMP demonstrates professionalism in its work? 

• The RCMP is an organization with integrity? 

• The RCMP personnel are honest? 

• The RCMP personnel demonstrate compassion? 

• The RCMP is an accountable organization? 

• The RCMP personnel demonstrate respect? 

• The RCMP has strong, reliable leaders? 

• The RCMP places an emphasis on providing quality 
service to the public? 

• The RCMP places emphasis on providing services in the 
language of my choice, English or French? 

• The RCMP investigates public complaints appropriately 
and with transparency? 

• The RCMP fulfills the commitments they have made to 
Canadians? 

• The RCMP is sensitive to the needs of different cultures 
and groups? 

• The RCMP is contributing to safer and healthier 
Aboriginal communities? 

• The RCMP is sensitive to needs of women? 
• The RCMP is preventing and reducing youth 

involvement in crime as victims and offenders? 
• The RCMP plays a valuable role in reducing organized 

crime? 
• The RCMP is reducing the threat and impact of serious 

crime? 
• The RCMP plays a valuable role in reducing the threat of 

terrorist criminal activity in Canada? 
• The RCMP is effectively responding to threats to the 

security of Canada? 
• The RCMP is reducing the impact of economic crime? 

Core Surveys 2012: National Level 
Results, RCMP. Available at 
http://www.rcmp-grc.gc.ca/surveys-
sondages/2012/result-nat12-eng.htm 
(accessed on November 29, 2013). 
The questionnaire that was used in 
the survey was obtained directly 
from the RCMP. 

http://www.rcmp-grc.gc.ca/surveys-sondages/2012/result-nat12-eng.htm
http://www.rcmp-grc.gc.ca/surveys-sondages/2012/result-nat12-eng.htm
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• The RCMP communicates openly to Canadians? 
• The RCMP provides Canadians with adequate 

information about its work? 
• It is easy to find information about RCMP's work when I 

am looking for it? 
• The RCMP website provides Canadians with useful 

information about its programs and services? 
• I am satisfied with the information the RCMP provides to 

Canadians? 
• RCMP takes every measure to ensure the safety and 

security of government led summits and other high 
profile events and visits? 

• RCMP personnel are responsive to the needs in my 
community/province//territory? 

• RCMP personnel have a visible presence in my 
community/province/territory? 

• RCMP personnel are involved in my community's 
activities? 

• I highly value the RCMP's collaboration and work in my 
community/province/territory? 

 
• Regarding your contact(s) with the RCMP during 2011, please 

indicate whether you strongly disagree, disagree, neither agree 
nor disagree, agree or strongly agree with each of the 
following statements about the RCMP’s performance, starting 
with... 
 

• RCMP personnel treated me fairly? 
• RCMP personnel demonstrated professionalism? 
• RCMP personnel were courteous and respectful? 
• RCMP personnel were knowledgeable and competent? 
• RCMP personnel delivered the service in a timely fashion? 
• RCMP personnel went the 'extra mile' to provide good 

service? 
• RCMP personnel gave me all the information that I 

needed for the situation? 
• For each of the following, please indicate how confident you 

are (on a scale of 1 to 5, where 1 is very confident, 3 is neutral, 
and 5 is not at all confident) in the overall ability of the 
Toronto Police Service to: 

 

• Plan and prepare for a major event 
• Successfully deal with a major event 
• Plan and prepare for an emergency situation 
• Successfully deal with an emergency situation 

Survey Results – Working with the 
Community, Have Your Say June 
2013, Toronto Police Service.  
Available at 
http://www.torontopolice.on.ca/surve
ys/results.php?name=Emergency_Pr
eparedness (accessed on November 
29, 2013). 

http://www.torontopolice.on.ca/surveys/results.php?name=Emergency_Preparedness
http://www.torontopolice.on.ca/surveys/results.php?name=Emergency_Preparedness
http://www.torontopolice.on.ca/surveys/results.php?name=Emergency_Preparedness
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• Please indicate how well, in your opinion, the Toronto Police 
Service addressed each of the following priorities during 2011: 

  o Very well  
o Reasonably well 
o Not very well 
o Not at all well 
 
a) Focusing on child and youth safety 
 

b) Focusing on violence against women 
 

c) Focusing on people with distinct needs (e.g. seniors, 
Aboriginal people, newcomers to Toronto, homeless 
people, those with mental illness, etc.) 

 

d) Targeting violence, organized crime and gangs 
 

e) Delivering inclusive police services (e.g. police 
professionalism) 

 

f) Addressing community safety issues (e.g. emergency 
management, technology based crime, promoting an 
understanding of actual levels of crime and safety) 

 

g) Ensuring pedestrian and traffic safety 

Survey Results – Working with the 
Community, Have Your Say March 
19 – April 10, 2012, Toronto Police 
Service. Available at 
http://www.torontopolice.on.ca/surve
ys/results.php?name=cpn0095  
(accessed on November 29, 2013). 

• In general, how well do you think the Toronto Police Service 
does in policing major events in the city? 

 

o Very well 
o Fairly well 
o Not very well 
o Not at all well 

Survey Results – Working with the 
Community, Have Your Say August 
7 – August 19, 2007, Toronto Police 
Service. Available at 
http://www.torontopolice.on.ca/surve
ys/results.php?name=cpn0004  
(accessed on November 29, 2013) 

• Now some questions about whether or not the police in 
[country] treat victims of crime equally. Please answer based 
on what you have heard or your own experience. 

 

• When victims report crimes, do you think the police treat rich 
people worse, poor people worse, or are rich and poor treated 
equally? 

 

o Rich people treated worse 
o Poor people treated worse 
o Rich and poor treated equally 

 

• And when victims report crimes, do you think the police treat 
some people worse because of their race or ethnic group or is 
everyone treated equally? 

 

o People from a different race or ethnic group than most 
[country] people treated worse  

 

o People from the same race or ethnic group as most 
[country] people treated worse 

 

Jackson et al (2011) European 
indicators of trust in justice.  
Available at 
http://papers.ssrn.com/sol3/papers.cf
m?abstract_id=1717924 (accessed on 
November 26, 2013) 

http://www.torontopolice.on.ca/surveys/results.php?name=cpn0095
http://www.torontopolice.on.ca/surveys/results.php?name=cpn0095
http://www.torontopolice.on.ca/surveys/results.php?name=cpn0004
http://www.torontopolice.on.ca/surveys/results.php?name=cpn0004
http://papers.ssrn.com/sol3/papers.cfm?abstract_id=1717924
http://papers.ssrn.com/sol3/papers.cfm?abstract_id=1717924
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o Everyone treated equally regardless of their race or ethnic 
group.  

• Based on what you have heard or your own experience, how 
successful do you think the police are at preventing crimes in 
[country] where violence is used or threatened? Choose your 
answer from this card, where 0 is extremely unsuccessful and 
10 is extremely successful. 

 

• And how successful do you think the police are at catching 
people who commit house burglaries in [country]? Use the 
same card. 

 

• If a violent crime were to occur near to where you live and the 
police were called, how slowly or quickly do you think they 
would arrive at the scene? Choose your answer from this card, 
where 0 is extremely slowly and 10 is extremely quickly. 

• Now some questions about when the police deal with crimes 
like house burglary and physical assault. 

 

• Based on what you have heard or your own experience, how 
often would you say the police generally treat people in 
[country] with respect? 

 

o Not at all often 
o Not very often 
o Often 
o Very often 

 

• About how often would you say that the police make fair, 
impartial decisions in the cases they deal with? 

 

o Not at all often 
o Not very often 
o Often 
o Very often 

 

• And when dealing with people in [country], how often would 
you say the police generally explain their decisions and actions 
when asked to do so? 

 

o Not at all often 
o Not very often 
o Often 
o Very often 
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• Now some questions about your duty towards the police in 
[country]. To what extent is it your duty to… 
 

• Back the decisions made by the police even when you disagree 
with them? 
 

• Do what the police tell you even if you don’t understand or 
agree with the reasons? 

 

• Do what the police tell you to do, even if you don’t like how 
they treat you? 

 
o Use this card where 0 is not at all your duty and 10 is 

completely your duty. 
 

• Please say to what extent you agree or disagree with each of 
the following statements about the police in [country]: 

 

• The police generally have the same sense of right and 
wrong as I do. 

 

• The police stand up for values that are important to people 
like me. 

 

• I generally support how the police usually act. 
 

o Agree strongly 
o Agree  
o Neither agree nor disagree 
o Disagree 
o Disagree strongly 

• The decisions and actions of the police are unduly influenced 
by pressure from political parties and politicians. 

 

o Agree strongly 
o Agree  
o Neither agree nor disagree 
o Disagree 
o Disagree strongly 

 

• How often would you say that the police in [country] take 
bribes? 

 

o Choose your answer from this card where 0 is never and 
10 is always. 



 

MEASURING THE PERFORMANCE OF THE POLICE  PUBLIC SAFETY CANADA      50 
 

• How satisfied are you with the OPP's handling of crimes for 
the following areas? 
 
• OPP response time to violent crimes 
• Charging people who have committed a property crime  
• Charging people who have committed a violent crime 
• Sensitivity of the OPP towards victims of violent crime 

 

o Very satisfied 
o Satisfied 
o Dissatisfied 
o Very Dissatisfied 
o Don’t Know/No response [Do not read] 

OPP Community Satisfaction 
Survey, Provincial Survey, 
November 2012. Results are 
available at 
http://www.opp.ca/media/2013-
provincial-css-report-24jun2013-
en.pdf (accessed on November 29, 
2013). The questionnaire that was 
used in the survey was obtained 
directly from the OPP. 

• How satisfied are you with the following OPP traffic 
enforcement activities/initiatives? 
 
• Enforcing aggressive driving laws, for example, speeders 

or improper lane changes 
 

• Enforcing drunk driving laws 
 

o Very satisfied 
o Satisfied 
o Dissatisfied 
o Very Dissatisfied 
o Don’t Know/No response [Do not read] 

• Thinking about your most recent contact with the OPP, how 
satisfied were you with that contact? 
 

o Very satisfied 
o Satisfied 
o Dissatisfied 
o Very Dissatisfied 
o Don’t Know/No response [Do not read] 

• How confident are you in the OPP's ability to handle major 
occurrences such as large scale demonstrations, natural 
disasters, homicides, missing persons’ occurrences or major 
transportation incidents? 
 

o Very Confident 
o Confident 
o Not Confident 
o Not at all Confident 
o Don’t Know/No response [Do not read] 

• Using the same 5 point scale, to what extent do you agree or 
disagree with the following statements: 
 

• The Regina Police Service demonstrates professionalism 

Community Perceptions of Regina 
Police Service, November 2011. Full 
Report and survey instrument is 

http://www.opp.ca/media/2013-provincial-css-report-24jun2013-en.pdf
http://www.opp.ca/media/2013-provincial-css-report-24jun2013-en.pdf
http://www.opp.ca/media/2013-provincial-css-report-24jun2013-en.pdf


 

MEASURING THE PERFORMANCE OF THE POLICE  PUBLIC SAFETY CANADA      51 
 

in its work. 
• The Regina Police Service is an organization with 

integrity and honesty. 
 

• The Regina Police Service is sensitive to the needs of MY 
ethnic group. 
 

• I would have confidence in calling 911 if I were in an 
emergency situation requiring police assistance. 

 

• Regina Police officers understand the issues that affect this 
community. 

 

o Strongly disagree  
o Somewhat disagree  
o Neither agree nor disagree  
o Somewhat agree  
o Strongly agree  
o Don’t know/not applicable  
o Prefer not to say  

 

available at 
http://www.reginapolice.ca/resource/
communitysurvey2012.pdf  
(accessed on November 29, 2013).  

• On a scale from 1 – 5, where 1 is “very unsatisfied” and 5 is 
“very satisfied,” please indicate your level of satisfaction with 
the service you received on your last contact with the police 
service. 

 

o Very Unsatisfied  
o 2  
o 3  
o 4  
o Very Satisfied  
o Don‘t know / not applicable  
o Prefer not to say  

 
• On a scale from 1 – 5, where 1 is “very unsafe” and 5 is “very 

safe,” please indicate how safe you consider Regina to be 
overall. 

 

o 1 – very unsafe  
o 2  
o 3  
o 4  
o 5 – very safe  
o Don‘t know / not applicable  
o Prefer not to say  

http://www.reginapolice.ca/resource/communitysurvey2012.pdf
http://www.reginapolice.ca/resource/communitysurvey2012.pdf
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• During the past two years, would you say there has been an 
increase or decrease in the level of crime in your 
neighbourhood, or has it stayed the same? 

 

o Increased  
o Stayed the Same  
o Decreased  
o Don‘t Know / Not Applicable  
o Refused to Answer 

  
• How safe do you feel from crime when you walk alone in your 

neighbourhood after dark? 
 

o Very safe  
o Reasonably safe  
o Somewhat unsafe  
o Very unsafe  
o Does not walk alone  
o Don’t Know  
o Not Stated 

  
• Using the 5 point agreement scale, to what extent do you agree 

or disagree with the following statement: The possibility of 
crime keeps me from doing things I’d like to do (e.g. walking 
my dog, doing home renovations, etc.) 

 

o Strongly disagree  
o Somewhat disagree  
o Neither agree nor disagree  
o Somewhat agree  
o Strongly agree  
o Don’t know/not applicable  
o Prefer not to say  
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• Please tell me if the following situations are a very big 
problem, fairly big problem, not a very big problem, or not a 
problem at all in your neighbourhood. 

 

a) Noisy neighbours or loud parties  
b) People hanging around on the streets  
c) People sleeping on the streets or in public places  
d) Garbage or litter lying around  
e) Vandalism, graffiti and other deliberate damage to 

property or vehicles  
 

f) People being attacked because of their skin colour, ethnic 
origin, or religion  

 

g) People using or dealing drugs  
h) People being drunk or rowdy in public places  
i) Prostitution  

 
o Very big problem  
o Fairly big problem  
o Not a very big problem  
o Not a problem at all  
o Don‘t know / not applicable  
o Prefer not to say  

• Do you think the Regina Police Service does a good job, an 
average job, or a poor job of: 

 

a) enforcing the laws?  
b) promptly responding to calls?  
c) being approachable and easy to talk to?  
d) supplying information to the public on ways to reduce 

crime?  
e) ensuring the safety of citizens in your area?  
f) treating people fairly?  
g) cooperating with the public to address their concerns?  

 
o Good job  
o Average job  
o Poor job  
o Don‘t know/ not applicable  
o Prefer not to say  

 

• On a scale from 1 to 5, where 1 is “Poor” and 5 is “Excellent,” 
please indicate how you would rate the Regina Police 
Service’s handling of major community events such as 
concerts, sporting events or festivals such as Mosaic? 

 

o Poor  
o 2  
o 3  
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o 4  
o Excellent  
o Don‘t know / not applicable  
o Prefer not to say 

 

• The following is a list of ways that the Vancouver Police 
Department serves the community. Using a scale of one to five 
where 5 is excellent – you are completely satisfied with how 
the police are doing in this area and 1 is poor – you are 
completely dissatisfied with how police are doing, how do you 
rate the Vancouver Police Department in terms of… 

 

a) Responding to emergency situations quickly 
b) Meeting your business community’s safety needs 
c) Addressing street disorder 

 

Vancouver Police Community 
Policing Assessment Report 
Residential Survey Results, NRG 
Research Group, 2012. Full Report 
and survey instrument is available at 
http://vancouver.ca/police/policeboar
d/agenda/2013/0416/1304V11.pdf 
(accessed on November 29, 2013). 

• How well do the following qualities best describe the 
Vancouver Police Department? Using a scale of one to five 
where 5 is ‘excellent – you agree completely that this quality 
describes the Vancouver Police Department ‘ and 1 is ‘poor- 
you completely disagree that this quality describes that 
Vancouver Police Department’, (RANDOMIZE) 

 

a) Fair 
b) Professional 
c) Knowledgeable 
d) Trustworthy 
e) Visible 
f) Respectful 
g) Accountable 

 

• Now we would like your impression of how safe you feel your 
business’ neighbourhood is compared to other 
neighbourhoods in the City. Using a scale of one to five, 
where ‘5’ means you feel that your neighbourhood is one of 
the safest in the City and a ‘1’ means that you feel your 
neighbourhood is one of the most dangerous in the City, how 
safe do you feel your neighbourhood is? 
 

• Thinking about your neighbourhood… 
 

a) In the past 12 months, would you say the level of violent 
crime in your business’ neighbourhood has: (READ LIST 
IN ORDER) 
 

b) In the past 12 months, would you say the level of property 
crime in your business’ neighbourhood has: (READ LIST 
IN ORDER) 

 

o Increased Significantly 
o Increased somewhat 
o Stayed about the same 

http://vancouver.ca/police/policeboard/agenda/2013/0416/1304V11.pdf
http://vancouver.ca/police/policeboard/agenda/2013/0416/1304V11.pdf
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o Decreased somewhat 
o Decreased significantly 
o DO NOT READ: DON’T KNOW OR HAS NOT 

OPERATED IN NEIGHBOURHOOD LONG ENOUGH 
TO FORM OPINION 

o REFUSED 
 

• Thinking about the City of Vancouver… 
 

a) In the past 12 months, would you say the level of violent 
crime in the City of Vancouver has: (READ LIST IN 
ORDER) [IF NECESSARY, PROVIDE DEFINITION OF 
VIOLENT CRIME] 

b) In the past 12 months, would you say the level of property 
crime in the City of Vancouver has: (READ LIST IN 
ORDER) [IF NECESSARY, PROVIDE DEFINITION OF 
PROPERTY CRIME] 

 

o Increased Significantly 
o Increased somewhat 
o Stayed about the same 
o Decreased somewhat 
o Decreased significantly 
o DO NOT READ: DON’T KNOW OR HAS NOT 

OPERATED IN NEIGHBOURHOOD LONG ENOUGH 
TO FORM OPINION 

 

o REFUSED 

• On a scale of 1 to 5, where five is excellent and one is poor, 
how would you rate the job of the Vancouver Police 
Department at generating news stories informing the public 
about: 

 

a) Major arrests? 
b) Crime reduction projects? 
c) Drug crackdowns? 
d) Crime prevention programs? 

• Still thinking about your most recent phone call to the 
Edmonton Police Service, how satisfied were you with the 
way your call was handled? Were you… 

 

o Very satisfied 
o Somewhat satisfied 
o Somewhat dissatisfied 
o Very dissatisfied 
o [Do not read] Don’t know  
o [Do not read] No response  

Edmonton Police Service 
2011 Citizen Survey, May 2012. Full 
Report and survey instrument is 
available at 
http://www.edmontonpolicecommissi
on.com/pdfs/reports/EPS_2011_Citize
nSurvey_FINAL.pdf  (accessed on 
November 29, 2013). 

http://www.edmontonpolicecommission.com/pdfs/reports/EPS_2011_CitizenSurvey_FINAL.pdf
http://www.edmontonpolicecommission.com/pdfs/reports/EPS_2011_CitizenSurvey_FINAL.pdf
http://www.edmontonpolicecommission.com/pdfs/reports/EPS_2011_CitizenSurvey_FINAL.pdf
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• Between the time the call was made and the responding officer 
arrived on scene, would you say the wait was … [read] 

 

o Longer than you expected 
o About the amount of time you expected, or 
o Less time than you expected? 
o [Do not read] Don’t know 
o [Do not read] No response 

 

• Still thinking about the last time police were dispatched to 
your home or business, how satisfied were you with the way 
the responding officer handled the matter when they arrived? 
Were you … [read] 

 

o Very satisfied 
o Somewhat satisfied 
o Somewhat dissatisfied 
o Very dissatisfied 
o [Do not read] Don’t know 
o [Do not read] No response 

• Still thinking about your most recent visit to a police station, 
how satisfied were you with the way police handled your 
concern or issue? Were you… [read] 

 

o Very satisfied 
o Somewhat satisfied 
o Somewhat dissatisfied 
o Very dissatisfied 
o [Do not read] Don’t know 
o [Do not read] No response 

• [Use this preface ONLY if police made more than one contact 
with respondent: Thinking about your most recent contact,] 
How satisfied were you with the way the police handled the 
matter? Were you… [read] 

 

o Very satisfied 
o Somewhat satisfied 
o Somewhat dissatisfied 
o Very dissatisfied 
o [Do not read] Don’t know (Go to Section 2) 
o [Do not read] No response (Go to Section 2) 
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• In your opinion, over the past 12 months, do you think that 
crime in your neighborhood has ... [read] 

 

o Increased 
o Decreased, or 
o Stayed about the same 
o [Do not read] Don’t know 
o [Do not read] No response 

 
• How safe do you feel from crime when walking alone in your 

neighborhood after dark? Do you feel … [read] 
 

o Very safe  
o Reasonably safe  
o Somewhat unsafe, or 
o Very unsafe 
o [Do not read] Respondent does not walk alone after dark  
o [Do not read] Don’t Know  
o [Do not read] No response  

 

• Now I’m going to read a list of things that you may think are 
problems in your neighborhood. After I read each one, please 
tell me whether you think it’s a big problem, some problem, or 
no problem in your neighborhood. (Time reference is now. 
Randomize and read) 

 
a) Noisy neighbors, loud music, late parties. Is that … 
b) People breaking in or sneaking into homes to steal things 
c) Suspicious people hanging out in the streets 
d) People being attacked or robbed 
e) Sale or use of drugs in public places 
f) Drinking or drunkenness in public places 
g) Speeding and careless driving 
h) Panhandling or being asked for money 
i) Graffiti, that is writing or painting on walls or buildings 
j) Vandalism, other than graffiti 
k) Gang activity  

 
o No problem 
o Some problem 
o A big problem 
o [Do not read] Don’t know 
o [Do not read] No response 
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• Generally speaking, compared to other cities in Canada, do 
you think that Edmonton has a higher amount of crime, about 
the same or a lower amount of crime? [Do not read] 

 

o Higher 
o About the same 
o Lower 
o Don’t know 
o No response 

• The next questions deal with your perceptions of the work that 
is being carried out by the Edmonton Police Service. Do you 
think the Edmonton Police Service does a good job, an 
average job, or a poor job of … (Randomize and read)  

 

a) enforcing the laws?  
b) promptly responding to calls?  
c) being approachable and easy to talk to?  
d) supplying information to the public on ways to reduce 

crime?  
e) ensuring the safety of citizens in your area?  
f) treating people fairly?  

 

o Good job  
o Average job  
o Poor job  
o Don‘t know 
o No response 

• How satisfied are you with the peace and order in your local 
neighbourhood? 

 

o Completely satisfied 
o Mostly satisfied 
o Mostly dissatisfied 
o Completely Dissatisfied 

2012 Citizen Satisfaction Survey, 
Halifax, NS, Nova Insights.  Survey 
instrument is available at 
http://www.halifax.ca/citizensurvey/
documents/2012HRMCitizenSurvey
Final.pdf (accessed on November 29, 
2013). 

• In general, how safe do you feel in the community where you 
live? Do you feel: 
 

o Completely safe 
o Very safe 
o Not very safe 
o Not at all safe 

• How safe do you feel in the local areas you go for shopping, 
recreation, and work? 

 

o Completely safe 
o Very safe 
o Not very safe 
o Not at all safe 

http://www.halifax.ca/citizensurvey/documents/2012HRMCitizenSurveyFinal.pdf
http://www.halifax.ca/citizensurvey/documents/2012HRMCitizenSurveyFinal.pdf
http://www.halifax.ca/citizensurvey/documents/2012HRMCitizenSurveyFinal.pdf
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• Overall, how satisfied are you with the police visibility or 
presence in your community? 

 

o Completely satisfied 
o Mostly satisfied 
o Mostly dissatisfied 
o Completely dissatisfied 

• How confident are you in the ability of the police to respond to 
emergency calls in a timely and efficient manner? 

 

o Completely confident 
o Somewhat confident 
o Not very confident 
o Not at all confident 

• For each of the following, please use the scale of 1 to 5 where 
1 means you feel very unsafe and 5 means you feel very safe. 
How safe do you feel during the daylight hours in Windsor 
…?  

 

a) In shopping areas  
b) In your residence  
c) At your place of work  
d) In your neighbourhood 
e) Your neighbourhood park  
f) While driving 
g) In public buildings 

Community Satisfaction and 
Assessment Survey, September 
2013, Windsor, ON, Intell Pulse. 
Available at 
http://www.police.windsor.on.ca/abo
ut/publications/Documents/WPS%20
2013%20Community%20Assessmen
t%20Report.pdf  (accessed on 
December 12, 2013). 

• Using the same 1 to 5 scale where 1 means you feel very 
unsafe and 5 means very safe, how safe do you feel at night 
in Windsor …?  
 

a) In shopping areas  
b) In your residence  
c) At your place of work  
d) In your neighbourhood 
e) Your neighbourhood park  
f) While driving 
g) In public buildings 

• During the past three years, do you think that the level of 
crime in Windsor has ….?  
 

o Increased 
o Remained the same 
o Decreased 
o Don’t know (VOLUNTEERED) 

http://www.police.windsor.on.ca/about/publications/Documents/WPS%202013%20Community%20Assessment%20Report.pdf
http://www.police.windsor.on.ca/about/publications/Documents/WPS%202013%20Community%20Assessment%20Report.pdf
http://www.police.windsor.on.ca/about/publications/Documents/WPS%202013%20Community%20Assessment%20Report.pdf
http://www.police.windsor.on.ca/about/publications/Documents/WPS%202013%20Community%20Assessment%20Report.pdf
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• During the past three years, do you think that the level of 
crime in your neighbourhood has ….?  
 

o Increased 
o Remained the same 
o Decreased 
o Don’t know (VOLUNTEERED) 

• How satisfied are you with Windsor police performance in 
each of the following areas? The first one is ...? Are you very 
satisfied, satisfied, dissatisfied, or very dissatisfied? 

 

a) Investigate crime  
b) Respond to community problems  
c) Address crime prevention  
d) Respond to calls  
e) Provide a visible presence  
f) Protect property  
g) Deal with neighbour disputes  
h) Deal with nuisance complaints  
i) Help victims of crime  
j) Deal with traffic safety  
 
o Very satisfied 
o satisfied 
o Neutral, don’t know (VOLUNTEERED) 
o Dissatisfied or  
o Very dissatisfied 

• How well do members of the Windsor Police Service exhibit 
the following qualities? The first one is … 

 

a) Fair 
b) Courteous 
c) Honest 
d) Knowledgeable 
e) Concerned for the public 
f) Professional 
g) Approachable 
h) Visible in the community 
i) Works effectively with people of different cultures 

 

o Very well 
o Somewhat well 
o Not at all well 
o Unsure/Don’t know (VOLUNTEERED) 



 

MEASURING THE PERFORMANCE OF THE POLICE  PUBLIC SAFETY CANADA      61 
 

• For each of the following statements about the Windsor Police 
Service please tell me whether you strongly agree, agree, 
disagree, or strongly disagree. The first one is …? 

 
a) Has a good working relationship with the community 
b) Is making an effort to become more involved with the  

community 
c) Use authority and force appropriately  
d) Is a professional police service 
e) Is committed to public safety  
f) Is ethical  
g) Responds in a fair way when dealing with diverse 

communities such as racial and ethnic groups, religious 
groups, LGBT (IF ASKED: lesbian, gay, bisexual, 
transsexual) community, persons with a disability or a 
mental health condition 

 

h) Is accountable to the public  
 

o Strongly agree 
o Agree 
o Neutral, don’t know (VOLUNTEERED) 
o Disagree 
o Strongly disagree 

• Did you or someone in your household contact the police?  
 

• Did you or they feel that … 
 

a) The call or enquiry was answered promptly  
b) The Switchboard/911 (READ AS NINE ONE ONE) 

operator  
c) or police officer was helpful 
d) Police response was effective  
e) The police building or service provided was accessible for  
f) persons with a disability 
g) Communication with the police service member was 

effective  
h) Police accommodated your needs  

 
o Yes 
o No 
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