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m Abstract

This quantitative study aims to compare the public satisfaction
towards police before and after the implementation of the Modern
Police Stations Project. Data of public satisfaction towards police for
service process, service personnel, and service facilities were collected
by using questionnaires on 12,254 samples who were conveniently
selected in 3 targeted police stations, namely Phasicharoen Police
Station, Bangkaew Police Station, and Mueang Pattaya Police Station
and 3 comparison police stations, namely Laksong Police Station,
Bangsoathong Police Station, and Banglamung Police Station.
Data collection was conducted at two stages, before and after the
implementation of the project.

The results revealed significantly higher level of public satisfaction
towards Bangkaew Police Station and Mueang Pattaya Police Station
after the implementation of the project and in relation to the area
of comparison (Bangsoathong Police Station and Banglamung
Police Station). Meanwhile, the public satisfaction towards police
in Phasicharoen Police Station after the implementation, although
higher, was not significantly different from the before-implementation

period in relation to the area of comparison (Laksong Police
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Station). It should be noted that only
the overall public satisfaction towards
police in only Bangkaew Police Station
had reached the intended goal of the
project (80 percent). Recommendations were
made to improve police work in the field
of service process, service personnel, and
service facilities that had a level public
satisfaction lower than 80 percent in each

police station.

Keywords : Modern Police Station, Public

satisfaction, Police, Service

® Introduction

The Modern Police Stations project is
set in the draft of the Master Plan of National
Justice Administration B.E. 2558 - 2561
in the support of strategies issues No 1
(improving efficiency of serving people)
adopted by Office of Justice Affairs, Ministry
of Justice. Its objectives are: 1) to modernize
to reach international standard and be ready
for ASEAN community 2) to enable people
to have ways to be served and able to
conveniently access to the police stations
and 3) to improve quality of work life for
police officers to be able to work in the
field of crime prevention and to provide
justice with maximum efficiency for people.
Furthermore, Office of Justice Affairs,

Ministry of Justice set the level of 80

percent of public satisfaction as an indicator
of the project’s success.

Also, the Office of Justice Affairs (2559)
previously conducted research in the topic
of “Approaches to the Development of
Modern Policing”, creating the concept of
“Modern Police Station Model” that provided
5 recommended strategies to improve police
stations as follows:

1) physically designing police stations
to prevent crime and improve people’s
confidence

2) developing instruments, tools and
technology for police work

3) developing a crime information
system to share criminal case information
and creating networks for exchanging
information

4) increasing budgets, financial
resources and compensation

5) improving administrative structure
and personnel development system

Later in December B.E. 2558, the Royal
Thai Police had assigned the Royal Police
Cadet Academy (RPCA) to be the responsible
organization in running the Modern Police
Stations project. The RPCA selected three
police stations as experimental areas
consisting of Phasicharoen Police Station
as a representative of police stations in the
metropolitan area, Mueang Pattaya Police
Station, the tourist attraction area and

Bangkaew Police Station, the industrial



area. All of them were allocated budgets
and improved in accordance with the
recommended concepts of modern police
stations mentioned above. Moreover, in
order to assess the operation of Modern
Police Stations project, the RPCA conducted
surveys to examine the level of people’s
satisfaction towards police in 6 dimensions
of police works which are 1) Administration
2) Crime prevention 3) Traffic 4) Investigation
5) Inquiry and 6) Community - police relations.

In general, the police are normally
viewed inefficient by the public and their
performances are not as good as expected
by people in the society. As a result, the
crisis of faith and confidence in the police
happens. People and the society do not
trust the police especially at the police
station level. Surveys of people’ satisfaction
across the country about the overall police
operation of Royal Thai Police during 2012
— 2016 in terms of efficiency of crime
prevention shows that level of satisfaction
lied between 55.77 to 64.20 percent
while satisfaction with efficiency of crime
prevention lied between 55.19 to 65.60
percent. In addition, it was found that the
public satisfaction towards police service
providing in police stations lied between
66.43 to 79.40 percent. Similarly, level of
satisfaction towards police administration
of justice and victims’ confidence in inquiry

officers lied between 65.43 to 79.81 percent
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and the level of satisfaction towards police-
community cooperation lied between 58.17
to 66.60 percent. It can be seen that the
level of people’s satisfaction with police
operation in different aspects is mostly in
a moderate degree and none of the aspect
that people are higher than 80 percent
(Sahapattana et.al. 2555; 2556; 2558;
2559).

All the recommended approaches to
improve services at the police station level
were applied to use for three police stations
in the Modern Police Stations project.
Therefore, in order to assess the success
of the project, this research was aimed
to evaluate people’s satisfaction towards
police in three police stations, participating

in the Modern Police Stations project.

mH Research Objective

To compare the levels of public
satisfaction with police operation before
and after the implementation of the Modern

Police Stations project

m Definitions

Crime prevention section means a section
in a police station responsible for preventing
and suppressing crimes before it occurs

and servicing people.
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Investigation section means a section in
a police station responsible for 1) investigating
cases, 2) gathering information of people,
places and crime patterns used to analyze
investigative approaches, and 3) arresting
offenders.

Traffic section means a section in a
police station responsible for facilitating
people with traffic control and road safety.

Administration section means a section
in a police station that takes charge of
administering processes for police in each
station such salaries, promotion, and
personal records and provide some services
to people such as issuing some documents.

Community-police relations section
means a section in a police station
responsible for solving crime problems and
community disorder by the collaboration
between police and community.

Facilities means the equipment used
by police for servicing people and for
preventing crimes such as the waiting
areas in the police stations, inquiry rooms,
police equipment, and high - tech vehicles etc.

Service providing procedures mean the
ways to serve people in each police section
since the beginning through the end of the
service.

Service providers mean police officers
who work in each police section and provide

services to people.

E Literature Reviews

1) Theories Related to Public
Administration and Work Efficiency

1.1) New Public Management
New Public Management is a good

conceptual framework for managing
governmental organizations and being
currently used in many countries, including
Thailand. Its main objective is to make the
public administration flexible and modern
and to solve problems of governance and
society which are usually complicated and
fluctuated. This could no longer be solved
by traditional bureaucratic methods.
Also, the theoretical foundation of the new public
management principles originates from the
economic theory and private management.
According to the economic theory, when
individuals are viewed reasonable, public
management should emphasize on results,
efficiency and individual units. The private
management influences the new public
management concept in many aspects,
such as planning strategic and business
plans, paying compensation depending on
workings, hiring outsourcing services to
temporarily work, developing information
system for administration and attaching
significance to building good images for
organizations. In early ages, this new public
management aimed at being economical,
equal and effective (Nimpahich, 2550;
Hood, 1991).



Furthermore, the new public
management gives a priority to public
engagement in public administration and
emphasizes on results and decentralization,
which strengthens the local government and
the process of public participation. This new
management decreases authority of central
governments and cuts their activity costs,
but provides more supports for private sectors.
In addition, the public engagement in
administrating governmental organizations is
one of the mechanisms of good governance
which decentralizes authority to people so
that they can participate in the decision
making process like in public hearing
(Nimpahich, 2550).

1.2) Structural contingency theory

Structural contingency theory is the
principle for organizational development,
emerging after the World War II. The traditional
organizational development believes
there was only one best way to solve
the problems. In fact, it could not solve all
the problems especially those derived from
varied and complicated external environment
(Lorsuwan, 2547). The essence of this theory
is that the survival and the efficiency
of organizations depend on how such
organizations could adapt themselves
to the changing situations or environment
(Donaldson, 1995). According to structural

contingency theory, an organization can
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possibly be both a machine and living thing,
depending on each situation. This means
if a situation is stable, organization should
be mechanisms, but if it is unpredictable,
the organization should use the organism
structure.

Factors affect the organizational
structure and survival (or efficiency) of
organizations are environment, technology
and organization sizes. That is when
there is an environmental change; it could
cause some inappropriateness to the
organization. This means that misfit could
make organizations ineffective. For this
reason, the organization needs to adjust
its structure and improves itself to return
to be the fit condition, which could enable
the organization to survive and to improve
efficiency. Consistently, although the Royal
Thai Police (RTP) uses a formal structure
or centralized system, the environment and
situations can swiftly change all the time,
making the RTP to adapt itself and its
structure to be consistent with the current
situations. This helps police to work more
effectively. On the other hand, if the RTP
had used the traditional structure, it would
have made some operations inconsistent
with policies or external situations. The RTP
would be criticized and questioned for not
doing something in accordance with the

changing situations.
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New Public Management, emphasizing
on products or efficiency and effectiveness
in operations of various organizations, is
widely used nowadays. In general, efficiency
in operations also comes along with
effectiveness. This is because without
effectiveness, there would not have been
efficiency, meaning that the operation goals
would not be reached. However, working
effectively does not mean such working will
always be efficient. Therefore, efficiency is
the keyto illustrating success of organizations,
which is important to the survival of such
organizations (Nimpahich, 2550).

The efficiency could demonstrate
accomplishment of goals and is mostly used
to assess effectiveness of performance.
It can enable us to know whether the results
of operations reach the objectives that have
been set or whether there are mistakes
during the operations or not. This could come
up with the question being “are there any
solutions to the problems”, which is
beneficial to administrate and operate plans
for working in the future. At the present,
efficiency in operations becomes an
important factor of new public management,
which focuses on results, efficiency and
units. This new public management
is widely accepted and able to use in public
administration efficiently. Since globalization
in every country tends to freely open in many

aspects, making the economy borderless

and the world competition more severely.
It is necessary for all organizations, both
public and private sectors, improve their
potentials and flexibility in order to satisfy
needs of changed societies (Nimpahich,
2550).

2) Theories Related to Public Satisfaction

Satisfaction is human’s feelings towards
things. The level of satisfied feelings
depends on individuals’ expectation which
stems from the comparison between what
they expect and what they obtain. This could
make humans feel satisfied or not satisfied,
impressed or not impressed at what
they get. Generally, the humans have to
communicate and interact in their societies
in many aspects, such as using service,
being served, or even providing service
depending on roles or social duties of
individuals. The important factor leading
to success of service is to satisfy customers or
clients’ needs. To make them feel satisfied
is to make them reach their expectation,
which is related to the interaction with
service providers playing an important role
in perceiving and responding the needs of
customers. Therefore, the quality of providing
service has a direct effect on satisfaction of
customers. A good quality of service would
fulfill the customers’ expectation which
would lead to a high level of satisfaction.
Nevertheless, the service providers must

have good attitudes and accountability



towards their work, and service their
customers with their willingness and ability,
which would result in a good quality of service
and high level of customers’ satisfaction
(Dechakup, 2549).

The satisfaction of customers could
vary in many levels, depending on internal
and external conditions of each service.
In general, feeling satisfied or not satisfied
of customers will illustrate through positive
or negative feelings towards each service,
resulting from the assessment of the
comparison between what the customers
get and what they expect from such services.
Therefore, assessing people’s satisfaction
towards administration at the police station
level in the Modern Police Stations project
is very important and necessary to bring the
results to analyze and establish the direction
of police development policies. This could
make the policies more effective and
consistent to the context of modern Thai
society.

3) Theories Related to Public Services

Service is not concrete but processes or
activities occurring from interactions
between those who want to use service
(customers/clients) and those who provide
service (entrepreneur/service staffs/service
administration system). In turn, both of
them just merely interact to reach their goals
(Dechakup, 2549). Similar to Chawprasert
(B.E. 2549), service is the activity of
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transferring goods which is abstract to
clients and such goods has to satisfy the
clients’ needs to make them feel satisfied.

Providing good and high-quality services
derives from individuals, which needs
techniques, strategies and skills to win the
heart of clients (Kityanyong, B.E. 25486).
Service could be provided both before and
after a contact and a good service is the tool
which could help people and police officers
to have good relationships and faith with
each other. Also, providing service should
emphasize on the quality of experience and
reliability; therefore, personnel development
is essential to service-providing work and
could increase police officers’ potentials in
various tasks. To be a good service provider,
police officers should be trained regarding
service-providing work for many topics, such
as service mind, work-related knowledge,
observation skills, sense of enthusiasm and
calmness, good manners, creativity, emotional

control, service attitude, and responsibility

= Methodology

This quantitative research was a
comparison of people’s satisfaction with
police operations before and after running
the Modern Police Stations project. Surveys
were employed to ask people’s satisfaction
with each task of police officers in the

studied police stations. To answer the
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objective of this research, data was
collected two times (before and after) to
compare between areas in which the police
stations were experimented and pairwise
comparison areas. At the beginning,
the researchers collected the data as database
during May B.E. 2560 and collected again
in August B.E. 2560. There were six police
stations involved in this project, namely
Phasi Charoen, Bangkaew, Mueang Pattaya,
Laksong, Bangsaothong and Banglamung.
The first three police stations were the
experimental areas and the latter three
police stations were the comparison areas.
Surveys were employed to ask people’s
satisfaction before and after the project and
the number of respondents was shown
in Table 1. The samples for evaluating public
satisfaction toward each police section were
selected from people who received some
kinds of police services of each section

by employing the convenient sampling method

and the number of sample for each police
section was different depending on the
number of customers in each section.
Regarding the research instrument,
six questionnaires were created, using
the same framework but different in
questions for each part depending upon the
responsibility of each police section, and
used to collect data from the respondents;
each of them was used to gather data from
the sample for each police section. Each
questionnaire was sent to three scholars for
the validity check and before administering
the questionnaires, they were used for a
try-out and reliability test where the Cronbach’s
alpha for each questionnaire was found
to be greaterthan 0.7. For statistical analyses,
the t-test was used to compare the levels
of people’s satisfaction with police between
before and after implementation and also
between after implementation and pairwise

comparison.
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Table 1 The number of respondents.

Phasi Bangkaew Mueang Total
Charoen Pattaya

Investigation Before 106 105 100 3
After 106 106 100 312
Pairwise comparison 100 103 100 303
Inquiry Before 330 330 380 1,040
After 314 330 357 1,001
Pairwise comparison 330 330 370 1,030
Crime prevention Before 405 401 397 1,203
After 389 405 380 1,174
Pairwise comparison 400 405 400 1,205
Traffic Before 400 400 410 1,210
After 400 400 400 1,200
Pairwise comparison 400 400 400 1,200
Community-police Before 400 400 400 1,200
relations After 400 400 400 1,200
Pairwise comparison 400 400 400 1,200
Administration Before 367 208 209 784
After 356 307 390 1,053
Pairwise comparison 344 350 284 978
Total Before 2,008 1,844 1,896 5,748
After 1,965 1,948 2,027 5,940
Pairwise comparison 1,974 1,988 1,954 5,916

E Limitations of the study

There were some limitations in the
current study that should be mentioned.
First, there was no the pairwise comparison
in the before-implementation period due to
the limited budget and time in the beginning
of the project. The evaluation plan of the

project was not clearly established therefore

it was unable to include the pairwise
comparison in the before-implementation
period. Second, the number of samples for
some police sections may not represent the
whole population due to the limited access
to the list of people who came for services
in the sections such as Investigation section,
Inquiry section, and Administration section.

Third, conveniently selecting respondents
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may not get the representativeness of the
whole population since it was unable to
control the characteristics of the samples
to represent the population. Lastly, the
budget management and implementation
process were up to the head of each police
station, which was out of the research

team’s control.

H Results

The comparison of people’s satisfaction
with police operations before and after
running the Modern Police Stations project,
as a part of the evaluation study of the
project, was consistent with the assessment
framework of the Office of Justice Affair,
Ministry of Justice, which divides public
satisfaction into three aspects.

1. People’s satisfaction with the service
providing procedures

2. People’s satisfaction with service
providers

3. People’s satisfaction with facilities.

Overall, public satisfaction with police
was found to be significantly higher for
all six police sections in Bangkaew Police
Station after the implementation of the
project. Meanwhile, some aspects of public
satisfaction with police for some police
sections in Phasi Charoen Police Station
and Muang Pattaya Police Station were not

significantly higher after the implementation

of the project. The assessment results
of people’s satisfaction towards police
operations were categorized into each
police station and discussed as followed:
1) Phasi Charoen Police Station

1.1 People’s satisfaction with the
service providing procedures

The evaluation results of people’s
satisfaction with police operation in relation
to the service providing procedures of Phasi
Charoen Police Station as seen in the Table
2 showed that people were significantly
more satisfied with the police operation in
terms of the service providing procedures
handled by police officers in Investigation,
Traffic, and Community-police relations
sections after the Modern Police Stations
project was implemented with a statistical
significance level of 0.001. Meanwhile,
people were significantly less satisfied with
police operation of the Crime prevention
section in terms of service providing
process after the implementation of the
project. Moreover, it was found no significant
difference of people’s satisfaction between
before and after the project was implemented
in the operation of Inquiry and Administration
sections. Statistically, overall people’s
satisfaction with the operation of the
process of service providing of Phasi
Charoen Police Station before and after the
Modern Police Stations was implemented

was not different. Compared to Lak Song



Police Station, it was found that people
were more satisfied with the operation of
Investigation, Traffic, and Administration
sections of Phasi Charoen Police Station
than that of Lak Song Police Station with
a statistical significance, but no statistically
significant difference was found in Crime
prevention and Community-police relations

sections of both police stations. Inthe meantime,
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the level of public satisfaction with
Inquiry section of Phasi Charoen Police
Station was significantly less than that of Lak
Song Police Station with a statistical
significance level of 0.001. Overall people
were satisfied with the process of service
providing of Phasi Charoen and Lak Song
Police Stations without any statistically

significant difference.

Table 2 The comparison results of people’s satisfaction with the operation of police officers

in terms of the service providing procedures at Phasi Charoen Police Station

Before-project

After-project Pairwise comparison

implementation implementation (Lak Song Police Station)
Section Mean S.D. Percent Mean S.D. Percent  Mean S.D. Percent

Crime prevention 3.81 0.90  76.37*** 3.35 1.01 67.07 3.37 0.97 67.57
Investigation 3.66 0.59  73.20*** 3.95 0.50 79.00 3.55 0.77 71.00%**
Inquiry 3.66 0.86 73.20 3.63 0.57 72.60 3.92 0.75  78.40%**
Traffic 3.53 0.56  70.60%** 3.81 0.71 76.20 3.56 0.91  71.20%**
Administration 3.65 1.02 74.03 3.7 0.76 74.11 3.38 0.72 67.67***
Community-police 3.30 0.62 3.48 0.73 3.82 0.60 76.44
relations 66.00*** 69.60

Total 3.60 0.76 72.23 3.66 0.71 73.10 3.60 0.79 72.05

*** Significantly different at p < 0.001 as compared to the after implementation period

1.2 People’s satisfaction with
service providers

The evaluation results of people’s
satisfaction with police officer operation in
relation to service providers at Phasi Charoen
Police Station as seen in the Table 3 showed
that people were more satisfied with the
operation of police officers in terms of service

providing of the Investigation, Traffic, and

Administration sections after the Modern
Police Stations project was implemented
than before the project was implemented
with a statistical significance level of 0.05.
No difference of people’s satisfaction
between before and after the project was
implemented was found with Crime prevention
and Community - police relations sections.

Meanwhile, people were less satisfied with
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Inquiry section after the Modern Police
Stations project was implemented than
before the project was implemented with
a statistical significance level of 0.01.
Statistically, overall people’s satisfaction
with police officers of Phasi Charoen Police
Station who provided services before
and after the project was implemented
was not different. Compared to Lak Song
Police Station, it was found that people
were significantly more satisfied with the
operation of Investigation, Traffic, and

Administration sections of Phasi Charoen

Police Station than that of Lak Song Police
Station, but no statistically significant
difference was found in Community-police
relations section of both police stations.
Interestingly, people were significantly less
satisfied with Crime prevention and Inquiry
sections of Phasi Charoen Police Station
than those of Lak Song Police Station.
Overall public satisfaction with police
officers who provided services at Phasi
Charoen and Lak Song Police Stations was

not significantly different.

Table 3 The comparison results of people’s satisfaction with the operation of service

providers at Phasi Charoen Police Station.

Before-project

After-project implementation

Pairwise comparison

implementation (Lak Song Police Station)
Section Mean S.D. Percent Mean S.D. Percent Mean S.D. Percent
Crime prevention 3.99 1.00 79.95  3.55 0.81 71.05 3.95 0.67 79.10""
Investigation 3.64 0.67 72.80°" 4.05 0.59 81.00 3.53 0.77 70.60""
Inquiry 4.02 0.78 80.40" 3.86 0.59 77.30 4.02 0.70 80.30"
Traffic 3.53 0.61 70.60°" 3.87 0.70 77.40 3.56 0.95 71207
Administration 3.69 0.83 75.29"  3.83 1.02 76.69  3.49 0.70 68.43"
Community-police 3.28 0.74 65.60 3.55 0.82 71.00 3.82 0.75 76.37
relations
Total 3.69 0.77 74.11 3.79 0.76 75.74 3.73 0.76 74.33

)} Significantly different at p < 0.05 as compared to the after implementation period

" Significantly different at p < 0.01 as compared to the after implementation period

Significantly different at p < 0.001 as compared to the after implementation period



1.3 People’s satisfaction with
facilities.

The evaluation results of people’s
satisfaction with police officer operation
in relation to facilities provided at Phasi
Charoen Police Station as seen in the Table 4
showed that people were significantly more
satisfied with the operation in terms of facilities
of Investigation, Traffic, Community-police
relations, and Administration sections after
the Modern Police Stations project was
implemented than before the project was
implemented with a statistical significance
level of 0.001. Meanwhile, the level of
people’s satisfaction with the operation of
Crime prevention and Inquiry sections after
the project was implemented was lower than
before the project was implemented with a

statistical significance level of 0.05.
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Statistically, overall people were indifferently
satisfied with facilities provided at Phasi
Charoen Police Station before and after the
project was implemented. Compared to
Lak Song Police Station, it was found that
people were significantly more satisfied
with the operation of Investigation, Traffic,
and Administration sections of Phasi Charoen
Police Station than that of Lak Song Police
Station but no statistically significant
difference was found in Crime prevention
and Community-police relations sections of
both police stations. In the meantime,
the level of people’s satisfaction with Inquiry
section of Phasi Charoen Police Station was
significantly lower than that of Lak Song
Police Station. Overall people’s satisfaction
with facilities provided at Phasi Charoen and

Lak Song Police Stations was not different.

Table 4 The comparison results of people’s satisfaction with police officer operation in

terms of facilities provided at Phasi Charoen Police Station.

Before-project implementation After-project implementation Pairwise comparison

(Lak Song Police Station)

Section Mean S.D. Percent Mean S.D. Percent  Mean S.D. Percent
Crime prevention 3.73 1.05 74.60%%* 3,52 0.98 70.44  3.55 1.07 71.08
Investigation 3.17 0.65 63.40°77 4.05 0.58 81.00 3.64 0.72 72.80°"
Inquiry 3.40 0.72 67.90" 3.20 0.52 64.00 3.65 0.69 72.90°""
Traffic 3.46 0.72 69.20°7 3.79 0.81 75.80  3.55 1.01 71.00""
Administration 2.66 0.87 53.247" 3.37 0.71 67.47 3.26 0.70 60.43"
Community-police 3.18 0.72 63.60°7" 3.42 0.86 68.40  3.80 0.78 76.08
relations

Total 3.27 0.79 65.32 3.56 0.74 71.19 3.58 0.83 70.72

’ Significantly different at p < 0.05 as compared to the after implementation period
Significantly different at p < 0.001 as compared to the after implementation period
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2) Bangkaew Police Station

2.1 People’s satisfaction with the
service providing procedures

The evaluation results of people’s
satisfaction with the operation of police
officers in relations to the service providing
procedures of Bangkaew Police Station as
seen in the Table 5 showed that people
were significantly more satisfied with the
operation in the service providing procedures
of police officers in Crime prevention,
Investigation, Traffic, and Community-police
relations sections after the Modern Police
Stations project was implemented than
before the project was implemented with
a statistical significance level of 0.001.
Meanwhile, people were less satisfied with
the operation of the Inquiry section that

after the Modern Police Stations project was

implemented than before the project was
implemented with a statistical significance
level of 0.001. Statistically, overall people
were more satisfied with the process of
service providing of Bangkaew Police Station
after the project was implemented than
before the project was implemented with
a statistical significance level of 0.05.
Compared to Bang Sao Thong Police Station,
it was found that people were significantly
more satisfied with the operation of all sections
in Bangkaew Police Station than that of Bang
Sao Thong Police Station. Similarly, overall
people were significantly more satisfied
with the process of service providing of
Bangkaew Police Station than that of Bang
Sao Thong Police Station with a statistical

significance level of 0.05.

Table 5 The comparison results of people’s satisfaction with the operation of police

officers in relation to the service providing procedures of Bangkaew Police Station

Before-project

After-project implementation

Pairwise comparison

implementation (Lak Song Police Station)
Section Mean S.D. Percent Mean S.D. Percent Mean S.D. Percent
Crime prevention 3.40 0.99 68.07"" 4.77 0.44 95.45  4.32 1.00 86.45"""
Investigation 3.68 0.78 73.60°" 4.0t 0.45 80.20  3.38 0.71 67.60""
Inquiry 4.06 0.89 81.30°" 3.7 0.735  74.30 3.58 0.58 71.60""
Traffic 3.37 0.66 67.407" 4.29 .59 85.80  3.17 .79 63.40""
Administration 3.72 0.75 74507 3.95 0.78 79.05  3.85 0.67 76.97""
Community-police 3.24 0.82 64.80°" 4.74 0.29 94.83  3.01 0.85 60.20""
relations
Total 3.58 0.82 71.61°  4.25 0.55 84.94  3.55 0.77 71.04°

) Significantly different at p < 0.01 as compared to the after implementation period

i Significantly different at p < 0.05 as compared to the after implementation period

Significantly different at p < 0.001 as compared to the after implementation period



2.2 People’s satisfaction with service
providers

The evaluation results of people’s
satisfaction with the operation in relation
to service providers at Bangkaew Police
Station as seen in the Table 6 indicated
that people were significantly more satisfied
with the operation regarding to services
providing of police officers in Investigation,
Traffic, Administration, Crime prevention,
and Community-police relations sections
after the Modern Police Stations project was
implemented than before the project was
implemented with a statistical significance
level of 0.001. Meanwhile, it was found
that there was no significant difference of

people’s satisfaction with Inquiry section,
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before and after the project was implemented.
However, overall people were more sighificantly
satisfied with service providers at Bangkaew
Police Station after the project was
implemented than before the project was
implemented with a statistical significance
level of 0.01. Compared to Bang Sao Thong
Police Station, it was found that people were
significantly more satisfied with the operation
of all sections in Bangkaew Police Station
thanthat of Bang Sao Thong Police Station with
a statistical significance level of 0.001.
Consistently, overall people were significantly
more satisfied with service providers at
Bangkaew Police Station than those of Bang
Sao Thong Police Station with a statistical

significance level of 0.01.

Table 6 The comparison results of people’s satisfaction with the operation in relation

to service providers at Bangkaew Police Station.

Before-project After-project implementation Pairwise comparison

implementation (Lak Song Police Station)

Section Mean S.D. Percent Mean S.D. Percent Mean S.D. Percent
Crime prevention 3.59 0.99 71.85"7 4.8 0.44 96.20 3.85 1.01 77.05""
Investigation 3.83 0.66 76.60°" 4.08 0.4 81.60 3.57 0.78 71.40"""
Inquiry 4.05 0.78 81.00  4.07 0.75 81.40 3.68 0.591 73.60°"
Traffic 3.33 0.70 66.60° " 4.18 0.61 83.60 3.14 0.85 62.80""
Administration 3.69 0.84 73.89"" 3.93 0.80 78.50  3.82 0.64 76.37°""
Community-police 3.18 0.88 63.6 478 0.30 95.51 2.98 0.93 59.59""
relations

” Significantly different at p < 0.01 as compared to the after implementation period
Significantly different at p < 0.001 as compared to the after implementation period
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2.3 People’s satisfaction with
facilities.

The evaluation results of people’s
satisfaction with the operation of police
officers in relation to facilities provided
at Bangkaew Police Station as seen
in the Table 7 indicated that people were
significantly more satisfied with the operation
in relation to facilities of Investigation,
Traffic, Administration, Crime prevention,
and Community - police relations sections
after the Modern Police Stations project
was implemented than before the project
was implemented with a statistical significance
level of 0.001. No statistically significant
difference of people’s satisfaction with

Inquiry section before and after the project

was implemented was found. However,
overall people were significantly more
satisfied with facilities at Bangkaew
Provincial Police Station after the project was
implemented than before the project was
implemented with a statistical significance
level of 0.001. Compared to Bang Sao Thong
Police Station, it was found that people were
significantly more satisfied with the operation
of all sections in Bangkaew Police Station
that that of Bang Sao Thong Police Station
with a statistical significance level of 0.001.
Therefore, in general people were significantly
more satisfied with facilities provided by
Bangkaew Police Station than that of
Bang Sao Thong Police Station with a

statistical significance level of 0.01.

Table 7 The comparison results of people’s satisfaction with the operation of police

officers in relation to facilities provided at Bangkaew Police Station.

Before-project

After-project implementation

Pairwise comparison

implementation (Lak Song Police Station)
Section Mean S.D. Percent Mean S.D. Percent Mean S.D. Percent
Crime prevention 3.46 1.01 69.20" 4.72 0.45 94.40 3.75 0.97 75.16""
Investigation 3.76 0.70 75.20"" 4.08 0.33 81.60 3.24 0.74 64.80""
Inquiry 3.87 0.68 77.50 3.79 0.57 75.80  3.56 0.54 71207
Traffic 3.33 0.81 66.60°" 4.13 0.69 82.60  3.14 0.92 62.80""
Administration 3.73 0.71 7454 3.94 0.76 78.58  3.74 0.61 74.89""
Community-police 3.08 0.91 61.60°" 4.75 0.30 94.96  2.92 1.04
relations 58.33""
Total 3.54 0.80 70777 4.24 0.52 84.66 3.39 0.80 67.86"

B Significantly different at p < 0.01 as compared to the after implementation period

Significantly different at p < 0.001 as compared to the after implementation period



3) Mueang Pattaya Police Station

3.1 People’s satisfaction with the
service providing procedures

Evaluation results of people’s
satisfaction with the operation of police
officers in relation to the service providing
procedures of Mueang Pattaya Police
Station as seen in the Table 8 indicated
that people were significantly more satisfied
with the operation in relation to the process
of service providing of all police sections
after the Modern Police Stations project was
implemented than before the project was
implemented with a statistical significance
level of 0.001. Consistently, overall people

were also significantly more satisfied
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with the process of service providing of
Mueang Pattaya Police Station after the
project was implemented with a statistical
significance level of 0.05. Compared to
Bang Lamung Police Station, it was found
that people were significantly more satisfied
with the operation of all police sections of
Mueang Pattaya Police Station than that
of Bang Lamung Police Station, except the
Administration section that no significant
difference was found. In general people
were significantly more satisfied with the
process of service providing of Mueang
Pattaya Police Station than that of Bang
Lamung Police Station with a statistical

significance level of 0.05.

Table 8 The comparison results of people’s satisfaction with the operation of police

officers in relation to the the service providing procedures of Mueang Pattaya

Police Station.

Before-project implementation

After-project implementation

Pairwise comparison
(Lak Song Police Station)

Section Mean S.D. Percent Mean S.D. Percent  Mean S.D. Percent
Crime prevention 3.69 0.95 73.85°° 3.95 1.03 79.05  3.65 0.89 73.05""
Investigation 3.52 0.58 70.40°"  3.97 0.26 79.40  3.53 0.61 70.60""
Inquiry 3.31 0.529  66.20°" 4.00 0.50 80.0 3.87 0.52 77.4""
Traffic 2.20 0.59 44,007  3.99 0.63 79.80 274 0.80 54.80"""
Administration 3.44 0.66 68.79"" 3.53 0.65 70.59  3.47 0.91 69.41
Community-police 3.00 0.90 59.97° 3.63 0.61 72.66  3.74 0.64 74.79°""
relations
Total 3.19 0.70 63.87" 3.85 0.61 76.92  3.50 0.73 70.01°

’ Significantly different at p < 0.05 as compared to the after implementation period
” Significantly different at p < 0.01 as compared to the after implementation period
Significantly different at p < 0.001 as compared to the after implementation period
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3.2 People’s satisfaction with service
providers

The evaluation results of people’s
satisfaction with the operation of service
providers at Mueang Pattaya Police Station
as seen in the Table 9 showed that people
were significantly more satisfied with the
operation of police officers of all sections
who provide services after the Modern
Police Stations project was implemented
than before the project was implemented
with a statistical significance level of 0.001.
Overall, people were significantly more
satisfied with service providers at Mueang

Pattaya Police Station after the project was

implemented than before the project was
implemented with a statistical significance
level of 0.05. Compared to Bang Lamung
Police Station, it was found that people were
significantly more satisfied with the operation
of Investigation, Traffic, Administration,
and Crime prevention sections of Mueang
Pattaya Police Station than that of Bang
Lamung Police Station, except Inquiry and
Community-police relations sections that no
significant difference of people’s satisfaction
was found. In general people had indifferent
satisfaction with service providers at Mueang
Pattaya Police Station and Bang Lamung

Police Station.

Table 9 The comparison results of people’s satisfaction with the operation of service

providers at Mueang Pattaya Police Station.

Before-project

After-project implementation

Pairwise comparison

implementation (Lak Song Police Station)
Section Mean S.D. Percent Mean S.D. Percent Mean S.D. Percent
Crime prevention 3.78 0.85 75.60p 4.05 0.84 81.00 3.74 1.02 74.80""
Investigation 3.66 0.62 73.20"" 4.05 0.30 81.00 3.52 0.57 70.40"""
Inquiry 3.35 0.44 67.00"" 4.03 0.44 80.60  4.06 0.52 81.20
Traffic 2.23 0.61 4460 3.97 0.63 79.40  2.70 0.82 54.00"
Administration 3.46 0.67 69.23"" 3.62 0.56 72.38  3.50 0.77 69.99"
Community-police 2.83 1.02 56.61  3.62 0.74 72.48 3.69 0.81 73.73
relations
Total 3.22 0.70 64.37°  3.89 0.59 77.81 3.54 0.75 70.69

) Significantly different at p < 0.05 as compared to the after implementation period

" Significantly different at p < 0.001 as compared to the after implementation period



3.3 People’s satisfaction with facilities.

The evaluation results of people’s
satisfaction with the operation in relation to
facilities of Mueang Pattaya Police Station
as seen in the Table 10 showed that people
were significantly more satisfied with facilities
in Investigation, Traffic, Administration, and
Community-police relations sections after
the Modern Police Stations project was
implemented with a statistical significance
level of 0.001. No significant difference of
people’s satisfaction with facilities of Inquiry
and Crime prevention sections before and
after the project was implemented was found.
Overall, people were significantly more
satisfied with facilities at Mueang Pattaya
Police Station after the project was

implemented than before the project was

Journal of Thai Justice System Vol.3 September - December 2019

implemented with a statistical significance
level of 0.05. Compared to Bang Lamung
Police Station, it was found that people were
significantly more satisfied with facilities
of Investigation, Traffic, Administration,
and Community-police relations sections
at Mueang Pattaya Police Station than that of
Bang Lamung Police Station, except Crime
prevention section where no significant
difference of people’s satisfaction was found
and Inquiry section of Mueang Pattaya Police
Station where the level of public satisfaction
was significantly lower than Bang Lamung
Police Station. Statistically, level of people’s
satisfaction with facilities of Mueang Pattaya
Police Station in general was not significantly
higher than that of Bang Lamung Police
Station.

Table 10 The comparison results of people’s satisfaction with the operation in relation

to facilities of Mueang Pattaya Police Station.

Before-project

After-project implementation

Pairwise comparison

implementation (Lak Song Police Station)

Section Mean S.D. Percent Mean S.D. Percent Mean S.D. Percent
Crime prevention 3.58 3.94 71.60 3.94 0.91 78.80 3.61 1.08 72.20
Investigation 3.55 0.64 71.00 3.61 0.60 72.20  3.42 0.65 68.40°
Inquiry 3.15 0.34 63.007" 3.32 0.45 66.50 3.73 0.493 74.60"
Traffic 2.24 0.61 44.80°" 3.85 0.75 77.00  2.72 0.86 54.40"
Administration 3.26 0.47 65.29"" 3.55 0.36 70.98 3.4 0.81 68.13"
Community-police 2.89 1.04 57.70"" 3.69 0.75 73.70 3.62 0.83 72.43"
relations
Total 3.1 1.17 62.23"  3.66 0.64 73.20 3.42 0.79 68.36

) Significantly different at p < 0.05 as compared to the after implementation period

” Significantly different at p < 0.01 as compared to the after implementation period

" Significantly different at p < 0.001 as compared to the after implementation period
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B Conclusions and Recom-

mendations

After the implementation of the Modern
Police Station Project, all six police sections
of Bangkaew Police Station were found to
have significant improvement in all three
aspects (service procedures, personnel
characteristics, and facilities) and overall
public satisfaction with police was higher
than the intended goal of 80 percent.
However, only some police sections
of Phasi Charoen Police Station and Mueang
Pattaya Police Station had significant
improvement. Meanwhile, some sections
were found to have no improvement after
the project implementation and overall
public satisfaction toward police in Phasi
Charoen Police Station and Mueang Pattaya
Police Station did not reach the intended
goal of 80 percent.

Bangkaew Police Station appeared to be
the most improved police station among the
three studied police stations. This might be
because it is in an industrial area where
the populations and environments are more
controllable, different from Phasicharoen
Police Station as a representative of police
stations in the metropolitan area, and
Mueang Pattaya Police Station as a

representative of police stations in the

tourist attraction area where the populations
are more diverse and different, which makes
it hard to control and respond to what they
are looking for from the police. In addition,
the implementation plan of Bangkaew Police
Station was well set; all police sections
received treatment as they requested in the
plan, except Inquiry section where the online
system for criminal case management was
not ready to use in the implementation period.
Meanwhile, the implementation plans of
the other two police stations were not
carried out well as intended. Some orders
of tools necessary for police services and
operations were cancelled or finished on time.
This resulted in a less improvement level
in Phasicharoen Police Station and Mueang
Pattaya Police Station as compared to
Bangkaew Police Station.

To improve and develop police operations
in the Modern Police Stations project, some
potential recommendations derived from the
principles of New Public Management theory
and Structural Contingency theory, both
of which suggest the organization (Police)
should be flexible and adaptable to the
changing environment in the modern
society, are worth discussing. This could
lead to efficiency in working and to making
people to feel more satisfied with police
operations. The recommendations for each
police station participating in the project

were discussed as followed:



Phasi Charoen Police Station

1) This police station should improve its
work in Community-police relations task to
be more effective and efficient. Although the
people’s satisfaction level after the project
implemented was higher than before the
project was ran, their satisfaction towards
facilities (68.4%) process of services
(69.6%) and service providers (70.1%) was
still lower than the intended level. This could
be improved by having more access to the
public and enabling them to participate in
police work and probably by making use of
modern technology, especially online social
networks, to support public relations.
Community-police relations work plays
an important role in creating public
participation in police operations, including
making people to perceive and understand
the police work. This could make them feel
satisfied and confident in the police because
both their satisfaction and confidence is
a result of good communication (Dechakup,
2549).

2) This police station also should
improve operational approaches of Crime
prevention section to make people see
what the police have concretely done and
enable them to perceive the efficiency in
improving safety for people in the area.
It is essential to provide enough equipment

for patrol police officers to be ready for
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responding to the public calls for service,
such as, body equipment for patrol police
officers, modern police patrol cars, and a
readily accessible information system that
could be used anywhere and anytime.
This is because people’s satisfaction level
towards the crime prevention task after
the implementation of the project was not
high enough. It was found that the levels
of satisfaction with facilities, processes
of service and service providers were 70.4%,
67% and 70.1%, respectively.

3) The quality of inquiry official work
should be improved by making use of
modern technology which could make
service processes for crime victims more
convenient. For example, creating notification
system and reporting the process results
for the crime victims periodically through
mobile phones or social media could help
people feel satisfied because the survey
results showed that the satisfaction levels
of facilities and service processes after the
implementation of the Modern Police Stations
project were still not high enough, with 64%
and 72.6%, respectively.

4) Administration section should be
improved in terms of area management and
facilities of the police station. For example,
increasing parking lots, providing water and
clean restrooms should be well prepared for
people coming to contact district offices.

This is because people felt not quite
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satisfied with this management despite
having more satisfaction level after the
implementation of the project (67.4%).
Mueang Pattaya Police Station

1) This station should improve facilities
for crime victims who made reports to the
police by making use of modern technology
which could create a notification system
and reporting the process results for the
crime victims, including improving areas to be
more appropriate for the crime victims
making reports to inquiry officials. This is
because the satisfaction of crime victims
towards this task was not quite good in spite
of slight increase after the implementation
of the project (66.4%).

2) Administration section should be
also improved in terms of service processes,
service providers and facilities. For instance,
parking lots, providing water and clean
restrooms should be well prepared for
people oming to use services at the police
station because the results showed that
people felt quite not satisfied with service
processes (70.6%), service providers (72.4%)
and facilities (70.1%). Despite the increase,
the satisfaction level still was not good.

3) This police station should improve
Community-police relations task as people
felt more satisfied after implementing this
project but the satisfaction levels of facilities
(73.8%), service processes (72.6%) and

service providers (72.4%) were not quite

high. This could be done by, for example,
increasing the public access to police
operations, which could take advantage
of modern technology helping for public
relations in order to make people understand
the police work. This could lead to a higher
level of public satisfaction, derived from
good communication.
Bangkaew Police Station

This police station should improve the
inquiry task to meet the equal standard
compared to the other police tasks because
it was found that people felt not satisfied
with this task still lower than the others.
Satisfaction levels of service processes and
facilities of this task were 74.2% and 75.8,
respectively. This could be done by, for
example, establishing a better notification
system and reporting the process results
for the sufferers periodically through mobile
phones or social media. This is because
satisfaction could result from a good

communication (Dechakup, 2549).
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= Abstract

The research on “Model of the justice
community development system of the
Ministry of Justice” aimed to develop
out Model of the justice community
development system of the Ministry of
Justice through a mixed method research —
qualitative and quantitative research. In the
qualitative research, the researcher had

organized the in-depth interviews with

experts and specialists in 5 branches which
totally of 24 persons, namely as follow ; Policy
Management for Community Justice,
Community Justice officers, Provincial
Community Justice Officers, Community
Justice Experts, Criminal justice officers
concerning to Community Justice and those
involved in community Justice. In terms of
quantitative research, a questionnaire had
been prepared as a tool to collect data from
population of 320 of nationwide Community
Justice Committee. Findings from the
quantitative and qualitative, the researcher
had been synthesized in order to figure out
Model of the justice community development
system of the Ministry of Justice The
researcher had put it in a model, called
“LEADERSHIP MODEL” which comprised
the following: Leader referred to community
leaders must be accessible to people
who could be a leader in formulating their
Community policies ; Equity referred to
establishment of fairness and equality in
the work of the Community Justice Center;
Approach referred to the assessment to
information for the operational benefits of
the Community Justice Center; Development
referred to the development of knowledge
and skills in organization information
database; Empowerment referred to
empower the community to run for justice;
Restoration referred to local reconciliation;

Stability referred to building a sustainable



security based on the friendship tocreate
a network that covers all areas. High
Responsibility referred to encourage the
peoplein the area to be responsible and
focus on the community justice; Integration
referred to the Integration, resolving problems
in justice by collaborating with government
organizations in the area and People
referred to make the community as a major
part of the Community Justice Work.

Keywords development, System,
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