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VICTIMS' SATISFACTION 'WITH POLICE: 
THE RESPONSE FACTOR 

Roger B. Parks 
Workshop in Political Theory and Policy Analysis 

Indiana University 

What are the relationships between the experience of victimiza-

tion and attitudes toward or perceptions of the police? Several 

studies in recent years have concluded that these relationships are 

weak or non-existent. 1 That is, victims, or those who report a 

victimization of another household member, generally rate .their local 

police services about the same as their neighbors who are not victim-

ized do. 

These findings might be explained in two ways. One, citizens 

may not believe that police can alter the probability of their being 

the victim of criminal activity, If this were the case) citizens 

would be less likely to hold the police accountable when such an event 

occurs. Victims' ratings of police services ought to be"on the 

average, no lower than the ratings of non-victims. 

Altenlatively, citizens' ratings of local police service may be 

affected by the experience of individual or household victimization, 

but the ensuing police actions may act to suppress the relationships. 

Satisfactory police response to a victimization might, for instance, 

improve citizens' ratings of local police. An unsatisfactory police 

response may, on the other hand, produce unfavorable ratings. Com-

bining ratings for these two groups could result in the weak or 

negligible relationships reported. 2 

This report explores the interaction between victimization and 

police response. This report also examines the types of police 
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assoc1'ated with citizens' perceptions of a satisactions positively 

factory response. Finally, some police agency characteristics that 

appear to be associated with more favorable police actions are 

represented. 

The St. Louis Study 

d upon data collected during 1972 in a study of This report raws 

law enforcement services in the St. Louis, Missouri, metropolitan area. 

This study was conducted by an Indiana University team directed by 

Elinor Ostrom. 3 Information was collected on the levels of service 

1 · agencies to citizens residing in 44 provided by 29 separate po 1ce 

neighborhoods in both the City of St. Louis and surrounding incorpo

ratedtand unincorporated portions of St. Louis County. A complex 

"most similar systems" research design matched the 44 residential 

neighborhoods on criteria of home ownership and age distribution 

within three restricted ranges of neighborhood wealth.
4 

Specific 

attention was given to the neighborhood racial composition. A final 

stratification took account of the size and type of police agencies 

providing primary police service to the neighborhoods. 

In the St. Louis study, data ,."ere collected from a number of 

sources. focuses on data collected in interviews with This report 

a sample of citizens residing in each of the 44 neighborhoods. The 

h h h Id Rather than sampling unit for these interviews was t e ouse 0 • 

attempt to randomize household respondents through enumeration and 

d t . t rview the first further sampling, fieldworkers were instructe 0 1n e 

adult member of the household with whom they established contact. The 

hour and day of the interviews were controlled to facilitate a 

'1---
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distribution across household members.' The demographics of the 

samples obtained in this fashion closely matched those of the neigh

borhoods as a whole, in most instances. S 

Of the nearly 4,000 citizen respondents in the St. Louis study, 

800 (20 percent) reported that they or a member of their household had 

been a victim of criminal activity in the past 12 months. About six 

percent reported victimizations that occurred outside their own neigh-

borhood; 14 percent reported one or more victimizations within their 

neighborhood. The 20 percent figure is virtually the same as that 

reported for the NaRC national sample in 1967. 6 Other studies finding 

higher levels of victimization tend to include a higher proportion of 

central city or ghetto respondents. 7 In the St. Louis study, the 

seven neighborhoods within the City of St. Louis had somewhat above 

average levels of victimization, but much variation was found among 

neighborhoods within the city and among neighborhoods outside the city. 

Several respondent or household characteristics were associated 

with victimization, particularly victimization in one's own neighborhood. 

Black respondents were more likely to indicate that they or a household 

member had been the victim of criminal activity in their own neighborhood 

than were white respondents (21 percent to 13 percent). As the wealth 

of the neighborhood increased, respondents and members of their house-

holds were less likely to have heen victimized (25 percent in the 

lower wealth stratum, 16 percent in the middle stratum, and 10 percent 

in the higher stratum).8 Both race and neighborhood wealth were 

independently related to victimization. In each stratum, black 

respondents were more likely to report being victimized in their own 

neighborhoods than were white respondents (12 percent of blacks in 
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the higher stratum and 10 percent of the whites; 21 percent to 16 

percent in the middle stratum; and 27 percent to 19 percent in the 

lower stratum). 

The respondent's age and education level were also related to 

victimization. But the education relationship virtually disappears 

when the r~spondent's neighborhood wealth is controlled. Better 

educated respondents lived in wealthier neighborhoods where fewer 

victimizations occurred. Similarly, the age relationship disappears, 

with a single exception, when the respondent's race is controlled. 

Approximately 21 percent of the black respondents in any age category 

reported one or more victimizations in their own neighborhood. Twelve 

percent of the white respondents under 18 or between 31 and 64, and 

10 percent of white respondents over 65 reported a victimization in 

their own neighborhood. Curiously, almost as many whites between 19 

and 30 were victimized in their own neighborhood as were blacks (19 

percent for whites in this category to 21 peTcent for blacks overall). 

Why this should be the case is unclear at this point. 

The more than 550 respondents who reported one or more victimi

zations of themselves or another household member in their own 

neighborhood provide a pool of responses from which to examine the 

relationships among police actions, respondents' satisfaction with 

those actions, and respondents' evaluations and perceptions of local 

police services. First, however, the simple relationships between 

victimization and respondents' evaluations and perceptions will be 

discussed. 

, , 
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Victimization, Evaluations, and Perceptions 

A respondent's evaluation of local police service ought to be 

more sensitive to neighborhood happenings than to those which occur 

elsewhere. As the data in Table I show, this does seem to be the 

case. Respondents who indicated that the victimization occurred 

outside their own neighborhood, gave approximately the same evalu

ations of their local police as did their non-victim neighbors. 

Victimization within one's own neighborhood, however, is r~lated 

to lower evaluations of local police. But the relationships are 

generally low or negligible. 9 

Each of the reported relationships is r.egative, indicating 

generally lower evaluations with the experience of victimization. 

That experience appears to be more severe for victimizations inside 

one's own neighborhood. This is clearly the direction to be expected 

if respondents connect victimization and evaluations of police 

service. 

Potentially confounding factos in these relationships are 

respondent race and neighborhood. Whether lower levels of police 

service, abrasive contacts with the police, generaly dissatisfaction 

with one's life chances, excesses of rhetoric on the part of local 

spokesmen, or some combination of these and other factors are the 

cause, blacks and/or residents of less wealthy neighborhoods generally 

evaluate their local police less favorably than do other citizens. 

Since individuals, we have noted, are also more likely to indicate 

that they or another member of their household has been a crime 

victim. The percentages in each evaluation category might thus 

reflect racial and neighborhood wealth variations rather than 
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TABLE 1. Household Victimization and Evaluation of Local Police 

Percentage of Respondents by Evaluative 
Response and Victimization Category Strength 

of 
Respondent V ictimization V ictimization V ictimization Re1ation-

No Vict- Outside Own Once in Own Twice in Own ship Rating of Local 
imization N eighborhood N eighborhood Neighborhood (gamma) Police: 

Po lice Service 
Outstanding 29 28 21 13 -0.21 
Good 49 46 43 44 
Adequate 19 17 25 23 
Inadequate 2 7 7 10 
Very Poor 2 2 S 10 

N ::I (3861)11 (3079) (230) (464) (88) 
-

Police-Community 
Relations 

Outstanding 19 17 11 16 -·0.19 
Good S5 52 51 39 
Adequate 18 22 21 27 
Inadequate 5 6 7 9 
Very Poor 3 3 10 10 

N .. (3179) (2536) (18S) (376) (82) 
,. 

Police are Honest 
Strongly Agree 20 20 17 16 -0.14 
Agree 74 70 71 66 
Disagree 5 8 9 13 
Strongly Disagree 1 2 3 5 

(3201) (2548) (189) (384) (80) N • -. 

Police Are Courteous 
Strongly Agree 26 30 23 2S -0.07 
Agree 70 64 69 63 
Disagree 4 5 5 11 
Strongly Disagree 1 2 2 1 

N " (3331') (2649) (197) (405) (80) 
.. 

." 

Police Treat 
All Equally 

Strongly Agree 14 16 14 16 -0.14 
Agree 70 62 62 46 
t)lugree 12 16 17 25 
Strongly UisaRr eo 4 5 8 13 

N .. (313L) (2499) (184) (372) (76) 
,-. 

*Number of respondents answering question. Some respondents were not asked, or 
did not answer, some of these questions. 

, 

. 

I 
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victimization. ' 

But controlling for race and neighborhood wealth provides evidence 

that this is not the case. Por four of the five evaluation variables, 

the relationships between evaluation and victimization remain about 

the same for both blacks and whites considered separately, and for 

each wealth category taken separately. The single exception is the 

overall evaluation of police service variables. Here the relationship 

between increasing victimization and decreasing evalu~tion~ is 

stronger for blacks (gamma = -.31) than for whites (gamma = -.17). 

A similar differential effect is also found with neighborhood wealth 

for this relationship (gamma = -.28 in the lower stratum, -.20 in the 

middle, and -.11 in the higher stratum), but much of this can be 

attributed to racial differences in the strata. The stronger rela

tionship among blacks than among whites reflects the generally lower 

levels of satisfaction with police response found among black respon

dents. 

Victimization outside one's own neighborhood does appear related 

to perceptions of neighborhood crime and general pOlice response. 

Respondents who reported a victimization were more likely (Table 2) 

to respond that crime was increasing in their neighborhood (gamma = +.35), 

and less likely to respond that the police came very rapidly when 

called to the neighborhood (gamma = -.15). There is little variation 

in the re1at~onship between victimization and perception of neighbor-

hood crime trends across racial or wealth categories, but the re1ation-

ship between victimi zntion and perception of response rate does show 

some sensitivity to racial differences (gamma = -.21 among blacks and 

-.12 among whites). Black respondents consistently indicated longer 
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police response times than did whites when a specific victimization 

occurred and the police were called. This finding would explain the 

difference in strength of relationships found here. That is, if black 

victims do receive a slower response when they call the police than do 

whites, this may account for the more strongly negative relationships 

between victimization and perception of police response rate among 

blacks than among whites. lO 

Victims' Satisfaction with Police Response and Their Evaluations 
and Perceptions 

;. 

If evaluations and perceptions are only weakly related to the 

experience of victimization, which of the two explanations posed 

earlier should be entertained? Is there no connection in people's 

minds between police activity and their experience of victimization, 

or does the police response to a reported victimization mask or alter 

any such connection? 

Tables 3 and 4 provide evidence bearing on this question. Here. 

the analysis is limited to those cases where respondents or other 

household members were victimized in their own neighborhood, and who 

indicated that the police were called to report the victimization. The 

findings are striking. Respondents who were satisfied by the police 

res~nse to the report of victimization iave virtually the same 

responses as did those who reported either no.victimization or a 

victimization which occurred outside their own neighborhood. Only 

in their perception of neighborhood crime rate do they differ from 

their non~victim neighbors. 

On the other hand, !espondents who indicated dissatisfaction with 

the police response when called are much more negative in their 

f 

1 

9 

TABLE 2. ftousehol~ Victimization and Re~porident Perceptions 

Percentage of Respendent5 by Perception 
Response and Victimization Category Strength 

Respondent Victimization Victimization 
of 

Perception of: No Vict- Outside Own 
Victimization Relation-

Once in Own Twice in Own ship imitation Neighborhood Neighborhood Neighborhood (gamma) 
Neighborhood 

.. 

Crime Trend 
Increasing 24 34 48 62 +0.35 Staying Same 58 53 41 28 Decreasing 9 8 7 7 No Crime 9 6 4 3 

N .. (3673) (2931) (217) (436) (89) 

Police Response 
Rate in Neigh-
borhood 

Very Rapid 52 46 49 32 ~O.lS Quickly Enough 41 41 34 32 Slowly 6 10 12 14 Very Slowly 2 4 6 8 

N • (3591) (2835) (223) (445) (88) 

--------~------------....... ------------------~---------



10 

evaluations and perceptions. All of the relationships between satis~ .. . 
faction (or the lack thereof) and evaluations are substantial, as ~s 

the relationship between satisfaction and per~eived police response 

time. The relationship with perception of neighborhood crime trend 

is only moderate. Perhaps this indicates that while the police can 

take actions to restore victims' confidence in the police force, they 

cannot do as much to restore a previous sense of security in the 

neighborhood. 

Approximately 100 respondents did not report a victimization to 

police are not included in these tables. Generally speaking, their 

range of responses were quite similar to those who were satisfied 

with police action. Most of those who stated that the incident was 

not brought to police attention indicated that it was not a very 

serious matter and/or that they did not want to bother the police. 

If satisfaction with the police response to a report of victi-

mization is an important determinant of victim attitudes toward the 

police, an important question is what police actions lead to citizen 

satisfaction with the police response? One thing noted in a number 

of studies is the quickness of police response to calls. lVhile a 

particular incident may not seem of grave importance to a veteran 

police officer, to the victim it is likely to be a very unexpected 

and most disheartening shock. In cases where there is a long wait 

for a police response, the wait alone may so alienate the victim 

that any further police activity will have little effect on resulting 

satisfaction. A very rapid response on the other hand, might convince 

the victim that the police care about the problem, even if they can 

do little. 

. ; 
if 

U 

11 

. 
TABLE 3 • Satisfaction with Police Response and Evaluation 

Victimization in Own Neighborhood to Local Police: 

Percentage of Respondents by Evaluative 
Response and Satisfaction with Police Response Strength 

Respondent Satisfied with 
of 

Rating of Local Police Response 
Not Satisfied Re1ation-

Police: 
with Police Response ship 

(gamm~) 

Police Service 
Outstanding 26 0 +0.75 
Good 48 27 
Adequate 20 33 
Inadequate 4 22 
Very Poor 3 17 

N :11 (428) (329) (99) 

Police-Community 
Relations 

Outstanding 16 2 +0.62 
Good 5S 29 
Ad_quate 19 29 
Inadequate 6 11 
Very Poor 4 28 

N ID (353) (271) (82) 

Police are Honest 
Strongly A8Tee 20 6 +0.66 
Agree 74 62 
Disagree 5 
Strongly Disagree I 

22 I 9 

N D (449) (364) (85) 

Police are Courteous 
Strongly Agree 30 6 +0.78 
Agree 67 67 
Disagree 2 22 
Strongly Disagree 1 6 

N a (382) (294) (88) 

Police Treat 
All Bqually 

Strongly Agree 19 4 +0.67 
ARree 6S 42 
Disagree 12 32 
StronglY Disagree 4 23 

N • 
(351) (267) (84) 



TABLE 4. Satisfaction with Police Response and Respondent Perceptions: 
Victimization in Own Ne:J.ghborhood 

Percentage of Respondents by Perception 
Resp~se and Satisfaction with Police RospoDse 

Re~pondent Satisfied with Not Satisfied 
Perception of: Police Response with Police Response 

Neighborhood 
Crime Trend 

Increasing 45 63 
Staying Same 43 31 
Decreasing 7 6 
No Crime 5 0 

N • (406) (312) (94) 

Police Response 
Rate in Neigh-
borhood 

Very Rapid 58 17 
Quickly Enough 32 37 
Slowly 7 29 
Very Slowly :5 17 

N ,. (417) (31S) (102) 

~tr6J'lgth 
of 

Re la.t ion-
!,hip 

(gamina) 

-0.33 

+0.69 

i 
't' 

I' , 
, ' 
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Perceived speed of response when called to the Scene of the 

victimization has a substantial association with resulting citizen 

satisfaction. Table 5 shows a marked drop-off in satisfaction with 

police response to a reported victimization as the length of time 

taken to respond increases. 

Wesley Skogan· .suggests that the lower evaluations of police 

services found among hlack respondents may be partly explained by 

a slower police response to reports of victimizations from blacks 

than to such reports from whites .11 In St. Louis, blacks who 

reported a victimization tended to indicate that the police took 

longer to get to the scene when called. Although only 17 percent 

of whites reported Over 20 minute response times in such situations, 

more than a thJLrd (36 percent) of blacks reported that police took 

at least 20 minutes to arrive. The statistical relationship between 

longer response times and a respondent's race (in this case, being 

hlack) is a moderate one (gamma = +.38). Taken together with the 

findings relating response time to satisfaction with response, and 

those linking satisfaction with eVAluations of police service, these 

data provide some support for Skogan's suggestion. 

In addition to rapdi response, it seems likely that what the 

police do after their arrival ,,,ould be related to citizen satisfac-

tion. Negligible or perfunctory action once on the scene could 

easily negate any favorable effect of a rapid response. Data 

in the lower portion of Table 5 address this point. 

When police do something, satisfaction increases. Filling out 

a report satisfies 80 percent of the respondents. Further actions, 

such as questioning a suspect, checking the premises, or recovering 



TABLE S. satisfaction With Police Response When Notified, Speed of Police Response, 
5nd Actions Taken by Police: Victimization in Own Neighborhood. 

Percentage of Respondents.Who Report 
Satisfaction by Speed of Police Response 

o to 4 5 to 10 11 to 20 OVer 20 
Minutes Minutes Minutes Minutes 

90 87 7S . 43 

(57)"" (173) (68) (83) 

Percentage of Respondents Who Report 
Satisfaction by Action Taken by the Police 

Recovered Checked Questioned Took Questioned Took No 
Property Premises Suspect Report Complainant Action 

100 91 88 80 S6 13 

(27) (100) (26) (148) (:K) (30) 

*Number of Respondents 

TABLE 6. Police Response to Reported Vi~timizations by Size of Police Agency 

Percentage of Respondents Served by Agency 
Size of Number Who Indicated That the Police Arrived In: 
Police of 
Agency Respondents o to 4 S to 10 11 to 20 Over 20 

Minutes P-finutes Minutes Minutes 

o to 10 Sworn 
106 15 47 21 17 Officers 

11 to 7S Sworn 186 17 Officers 51 16 17 

Over 400 Sworn 100 11 34 21 34 Officers 

Percentage of Respondents Served by Agency 
Size of Number Who Indicated That the Police: 
Police of 

1 

Strength of 
Relationship 

(gamma) 

I 
-, 

-0.61 

. 
Strength of 
Relationship 

(gamma) 

-0.72 

Strength of 
Relationship 

(gamma) 

+0.17 , 

. 

, 

Strength of 
Relationship 

Agency Respondents Recovered Checked Questioned Took Questioned Took No (gaJPlIla ) 
Pro"'p'ert....l. Premises Su~ect Report l!:oll!Plainant Action 

o to 10 Sworn 
105 9 24 Officers 11 37 13 7 +0.04 

11 to 75 Sworn 177 Officers 6 32 7 40 9 6 

Over 400 Sworn 99 8 23 Officers 4 44 6 14 

~-

I-' 
Ul 

I-' 
~ 
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stolen property, where relevant, result in even higher percentages 

of satisfied respondents. On the other hand, merely questioning 

the complainant about the incident without filling out a report 

satisfies only about half of those so treated, and no perceived 

police action dissatisfies 87 percent . 

In contras~ to the response time findings, there is little 

difference in the distribution of actions taken hy the police after 

arrival when controls for race of respondent are made. Blacks were 

slightly more likely to indicate that the police did nothing (12 per-

cent versus seven percent for whites). but were also slighly more 

likelY to have their property recovered (10 percent versus seven 

percent for whites). Although the police response may have been 

slower where the victim was black, officers were even-handed in 

taking positive (or negative) actions after arriving. 

For all respondents who indicated that the police were called 

when they or another member of their household was victimized in 

their own neighborhood, the relationship between respondent satisfac-

tion and the action taken by the officers after arrival is slightly 

stronger than the relationship between satisfaction and the speed of 

response (gamma = ~.61 with increasing response times; gamma = -.72 

with decreasing levels of action). This difference in strength is 

not significant, either statisticaliy or substantively. With the 

limited number of cases available, only preliminary investigation can 

be made of the relationship of response time to satisfaction control-

ling for subsequent actions; or of the relationship of actions taken 

after arrival to satisfaction) controlling for speed of response. 

Examining the satisfaction-police action relationship while 
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controlling for speed of response, shows hardly any difference 

in the strength of relationship between police actions and satisfac

tion expect when the response time was more than 20 minutes. There, 

the strength of the relationship increases considerably, indicating 

that if the police are very late in arriving, they had better be sure 

to take positive actions to satisfy the complainant. Examining the 

satisfaction-speed of response relationship while controlling for 

the actions taken after arrival also provides some interosting find

ings. As the degree of favorability of the action taken increases 

that is, as the actions taken change from doing nothing through 

questioning, report taking, questioning suspects, checking premises, 

and recovering property -- the relationship between satisfaction and 

speed of response diminishes in strength quite markedly. This supports 

the notion that favorable actions after arrival can ameliorate the 

negative effects of a slower response. Both sets of controlled 

relationships are based on relatively small numbers of cases, however, 

and thus should not be given too much weight. In order to investigate 

these and other relationships resulting from direct police-citizen 

encounters, it will be necessary to sample from a population which is 

knowll to have had such encounters, rather than from the general public. 

Our present Police Services study is collecting and analyzing such 

information. 

The findings reported here have prescriptive value in that they 

indicate significant payoffs in terms of citizen satisfaction for 

relatively little additional commitment of police time. If officers 

responding to reported victimizations are willing to make some 

additional effort to show the complainant they are seriously concerned 

1 
• I' 
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about the incident, evaluations and percep~ions of the local police ought 

to be considerably higher, at least among this class of the citizenry. 

Once can specualte that those who have had a direct experience with 

the local police in an instance of victimization may be more attentive 

to police matters in the future, and more or less supportive of the 

police dependent upon their experience. If this is so, some extra 

effort while responding could be well rewarded. 

Police Agency Characteristics and Police Response 

What are the relationships between police agencies' characteristics 

and their officers' ability to respond rapidly to reported victimiza

tions, and to take favorable actions after arrival? With the limi tl:ld 

number of cases available for analysis, only preliminary analyses 

of these questions can be made. But the relationships of two 

important characteristics -- agency size and the proportion of an 

agency's officers who have some higher education to the speed of 

response and action taken -- can be explored. 12 

Table 6 displays the relationships of police agency size to the 

speed of response provided by the agency, and to the type of actions 

taken by the agency's officers after arrival. Agency size is broken 

into three categories. The first is that of departments having 10 or 

fewer full-time sworn officers, a size often argued to be too small 

to provide effective pOlicing. 13 The second category is that of 

medium-sized agencies, those employing between 11 and 75 full-time 

sworn officers. The third category consists of the lar.ger departments, 

in this case the St. Louis County Police Department with 426 sworn 

officers and the St. Louis Hetl'opolitan Police Department with 2,220 
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sworn officers. 

Small and medium-sized agencies re'!;ponded somewhat more rapidly 

than did the two large agencies. More than a third of the responses 

by the largest agencies took at least 20 minutes, and more than 

one-half required more than 10 minutes. In contrast, approximately 

two-thirds of the responses by small and medium-sized agencies took 

10 minutes or less. While the relationship between size and response 

time is only a low one (gamma = +.17), it does indicate that on this 

measure of effectiveness, the small and medium-sized agencies are 

more than able to hold their own. 

There is a negligible relationship between size of agency and 

the actions taken by the agency's officers after arrival on the scene 

of a victimization. Officers from police agencies in each size range 

were about equally likely to take comparable actions. 

It has been argued that better educated police officers will 

provide higher levels of police service than those with lesser 

education. 14 College education in particular is often seen as a 

broadening or libernl:i.zing influence on police officers that will 

enable them to be more compassionate in their dealings with citizens. 

Others argue that the nature of the jobs assigned to the police are 

such that college education is unlikely to be related to better job 

performance. IS Examining this argument with the St. Louis data, 

some relationship between college education and police response to a 

reported victimization does appear. Police agencies are categorized 

here by whether SO percent or more of their officers had received 

some college education or not~ An officer was"cod~d as 'having "some" 

college education if he or she had attended only one or more courses, 
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so this criterion is not overly strict. 

Police agencies having a higher percentage of officers with 

some college education were more likely to respond rapidly than were 

those with a lower proportion of officers with some college. This 

relationship (Table 7) is moderate. It is unlikely that college 

education enables officers to drive more rapidly. Rather, departments 

that have adopted a "service" orientation, emphasizing rapid response 

as an important service component, also tend to emphasize college 

education for their officers. Officers in departments where a 

f ff ' have some college education also tend higher percentage 0 0 lcers 

to take more favorable actions after arrival on the scene. The 

relationship is weak but suggests that officers having some college 

experience may be more willing to satisfy the victim with additional 

actionS. 

None of the data reported here are clearcut enough to enable 

one to make strong recommendations regarding police agency organiza

tion or officer qualifications. It is interesting that the findings 

on agency size do not support the dominant recommendations regarding 

police organization, that is, increase departmental size to increase 

effectiveness. As Elinor Ostrom has argued, those recommendations 

16 f' d' are based almost exclusively on untested assumptions. The ln lngs 

here are one more case for marshalling evidence rather than assumptions 

prior to instituting organizational reforms. 

Summary and Conclusions 

In this report the relationships between the experience of 

victimization -- either personally or that of a household member 
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and citizen evaluations and perceptions of the police service which 

they receive have been explored. Although the simple relationships 

were quite weak, further analysis indbated that the police response 

to a reported victimization acts to mask a stronger relationship. 

In cases ,,,here the police response satisfied citizens, evaluations 

and perceptions were unrelated to the victimization experience. 

Citizens who were unsatisfied with the police response.were, on the 

other hand, much more likely to evaluate local police unfavorably. 

The police response to a reported victimization -- both the 

speed of response ,.,hen called and the actions taken after arrival 

• - was found to be sabstantially related to citizen satisfaction. 

Some preliminary exploration, limited by the low number of cases 

available, indicated that favorable actions taken after arrival 

may overcome ill feelings caused by a longer response time. 

Small and medium-sized depal~ments responded somewhat faster 

than the largest departments. The proportion of a department's 

officers having some college education was positively but weakly 

associated ,'lith faster response times and with more favorable actions 

taken after arrival. 

These findings suggest that the substance of police activity 

is recognized by the public. What police do is important. These 

findings also suggest, as have a number of other recent empirical 

studies, that the dominant organizational reform recommendation may 

not lead to better service. Before such reforms are adopted, further 

exploration of the likely effects ought to be undertaken. 
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