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STUDY OBJECTIVES
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Objective

 Police Assistance Survey (129) was undertaken by IDRA Research & Consulting along with the cooperation of the Swedish- 
Albanian Project on Community Policing, on behalf of the Ministry of Internal Affairs. 

 This study was conducted in order to acquire necessary information regarding satisfaction and effectiveness of communication 
with the Police structures that provide assistance and service towards callers in need of assistance.  In addition, information 
regarding satisfaction towards State Police, Courts and Prosecution Office has also been gathered.

 This study includes 300 interviews (telephone calls*) with citizens that have contacted the Police (129) requesting assistance 
for a personal issue during the first trimester of 2014 (January to March). All telephone numbers used have been randomly 
selected according to a methodology which includes calls from the three months. All 300 interviews were conducted in March.

Main aspects covered by this study:

 To estimate the level of satisfaction in terms of  communication and how Police Operators handled cases

 Case classification and impact on level of satisfaction

 To estimate the level of satisfaction towards the work done by State Police, Courts and Prosecution Office

 Recommendations on how to improve State Police Work

__________________________________________________________________________________________________________

*All calls have been carried out to cell phone numbers, since almost all the numbers found in the police registers were from calls 
coming from cell phones, since most police station’s telephone systems failed to register calls coming from landlines.
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Sample
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23%

21%

16%

10%

8%

7%

5%

3%

3%

2%

2%

2%

Tiranë

Shkodër

Durrës

Elbasan

Vlorë

Kukës

Fier

Lezhë

Gjirokastër

Korcë

Berat

Dibër

Region

23

20

8

14
77

47

29

68

5

9

63

Nr. Interviews

North Albania=97

Central Albania=144

South Albania=59
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Demographics
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N=300

70%
30%

Gender

Male Female

18%

19%

21%

22%

21%

18-25 y.o

26-35 y.o

36-45 y.o

46-55 y.o

Over 56 y.o

Age

1%

28%

41%

26%

4%

Primary education (4 yrs)

Elementary (9 yrs)

High School

University

Post-graduate

Level of education

47%

2%

29%

7%

2%

3%

9%

Full time employed

Part time employed

Unemployed

Retired

Houseworker

Student

Other

Employment status
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MAIN FINDINGS
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EVALUATION OF COMMUNICATION WITH POLICE OFFICER

 A high level of promptitude by the operating room’s officers was noted during the study. It 
should be emphasized that the majority of calls (85% of cases) towards 129, were made 
possible on the caller’s first attempt and generally cases were solved by the operator himself 
(92% of cases), without having to transfer the call or asking to be contacted back.

 Respondents were asked for the reason why they contacted 129 and from the data gathered 
it can be noted that 1 in 5 phone calls (19%) was related to various conflicts (personal 
conflicts or those of 3rd parties, conflicts about property, etc). Almost 10% of the phone calls 
were made to report a disturbance of the public order, 10% for family conflicts and 10% for 
various forms of theft among others.

 When asked about the level of satisfaction and communication with the operating room’s 
police officer, it can be noted that most of the respondent’s (84%) were satisfied (completely 
satisfied and somewhat satisfied) about the police officer’s way of communication in the 
operating room. It can be noted that the satisfaction after communicating with the officer is 
higher in the central and southern regions of Albania, compared to the Northern ones.
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MAIN FINDINGS
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 According to the respondent expectations on the level of communication by the operating 
room’s police officers, 13% said that communication was worse than expected. In more than 
half of the cases (56%) the phone call was as expected and in 28% of cases communications 
were at a higher level than expected.

 Further on, respondents were asked regarding the proceeding of their case. From the data 
collected it can be seen that 39% of cases were solved over the phone and in half of cases 
(50%) the caller is informed about the proceedings of his case (28% have full information and 
22% have partial information about the proceedings of their case).

 Regarding the overall treatment of the case by the police, it can be noted that 2 in 3 callers 
(67%) were satisfied (completely and somewhat satisfied), while 26% were unsatisfied 
(somewhat and completely unsatisfied) with how the police treated their case.
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MAIN FINDINGS

7

EVALUATION OF STATE POLICE

 On a specific module, respondents were asked to evaluate the work of the State Police 
(satisfaction, trust, comparison to the work done over the last year and their expectation for 
the future).

 Overall, the respondent’s evaluation on the work of the State Police over the last 4-6 months 
is positive (good and very good) in 60% of cases. Meanwhile, the rest of the respondents are 
neutral on their evaluation (20%) and another 20% gave a negative evaluation (bad and very 
bad).

 Respondents were asked to express their trust towards the State Police on a scale of 1 
through 10, where 1 means “do not trust at all” and 10 means “Completely Trust”. Further 
on, respondents on the trust levels of 1-4 are categorized as “Not trusting”, while those at 
the levels of 7-10 are categorized as “Trusting” towards the State Police. Only 17% of the 
respondents do not trust the State Police.

 A positive feeling exists towards the work State Police compared to the work done over the 
last year, as well as in terms of expectation for future improvement. It can be gathered from 
the data that 2 in 3 respondents (66%) think that State Police work has improved over the 
last year and same level of respondents (67%) also thinks that the work State Police will 
improve in the future.
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MAIN FINDINGS
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 When asked about any suggestions that they would give in order for the State Police to 
improve its work, it can be observed that the main areas mentioned by the respondents are 
Professionalism/qualifications of police officers (28%) and the increase of 
readiness/presence in community(23%). Other suggested areas open to improvement are 
obeying the law/equal treatment (15%), keeping up the current work (13%), fighting crime 
(11%) and ensure order and public safety (4%).

EVALUATION OF COURTS AND PROSECUTION OFFICE

 Respondents were asked for their assessment of the work of Courts and the Prosecution 
Office respectively. According to the data gathered, the situation differs compared to the 
respondents’ evaluation of the work of the State Police. A considerable part of respondents 
(≈43%) do not give any evaluation for the Courts and Prosecution Office. The level of 
respondents with a positive or negative opinion regarding the Prosecutors Office is balanced 
(21% in both cases). Meanwhile, regarding Courts, there are more respondents with a 
negative assessment (25%) compared to the ones with a positive one (20%).
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CONTACT WITH THE POLICE OFFICER 
(OPERATOR)

Results
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B3. How many attempts did it take in order to talk to the operator?

10

85%

9%

5%

1%

I talked to the operator on the first
attempt

I talked to the operator on the
second attempt

I talked to the operator on the third
attempt

I had to make 4 or more attempts

Attempts to connect

N=300
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B4. What was the gender of the police operator ?
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95%

5%

Male

Female

Gender of the operator

N=300
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92%

5%

2%

1%

Personally dealt with it

Transfered the call to someone else

Did not make any effort to address
my issue

Gave you another number for you to
call

Put the call on hold

Asked you to call later

Said that he/she will call you later

Operator's response

N=300

B6. After you gave details of your issue to the operator, what did the operator do?

12

None of the operators put the call on hold

None of the operators said he/she will call 
later

None of the operators asked the respondent 
to call later
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B5. For what reason did you have to contact the Police telephone line? 
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19%

10%

10%

9%

7%

6%

5%

5%

5%

4%

4%

3%

2%

1%

1%

10%

Various conflicts (personal, 3rd parties, etc)

Disturbance of the public order

Family conflicts

Theft of various items

Burglary (houses, apartments)

Accidents

Vehicle circulation/parking issues

Conflicts related to property

Burglary (shops, bars, etc)

Damage of property

Fire

Intimidation/threats

Required assistance

Missing person

Refuse

Other

Reasons for conctacting 129

N=300
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49%

5% 3%

35%

8%

Satisfied Neither satisfied, nor
unsatisfied

Unsatisfied

Satisfaction with the level of communication
N=300

B7. In relation to your last contact with the Police operator, how satisfied are you with the 
Communication level of the operator?

14

Completely 
satisfied

Somewhat 
satisfied

Completely

Somewhat
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B7. In relation to your last contact with the Police operator, how satisfied are you with the 
Communication level of the operator?
*Breakdown by regions

15

29%

56%

66%

48%

33%

20%

8%

3%

2%

5%

1%

5%

9%

8%

7%

North
Albania

Central
Albania

South
Albania

Satisfaction with the level of communication

Completely satisfied Somewhat satisfied

Neither satisfied, nor unsatisfied Somewhat unsatisfied

Completely unsatisfied

N=144

N=97

N=59

N=144

N=97

N=59
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B8. In relation to your last contact with the Police operator, would you say that the level of
Communication level was:

16

28%

56%

13%

2%
Better than expected Same as expected Worse than expected Don’t know

Excpectation with the level of communication

N=300
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B8. In relation to your last contact with the Police operator, would you say that the level of
Communication level was:
*Breakdown by regions

17

25%

28%

36%

58%

58%

51%

18%

10%

14%

5%

North
Albania

Central
Albania

South
Albania

Excpectation with the level of communication

Better than expected Same as expected

Worse than expected Don’t know

N=144

N=97

N=59

N=144

N=97

N=59
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B9. How much information do you have about the following proceedings of your case ?

18

39%

28%

22%

11%

Following proceedings of the case

The case was solved on the phone, no need for further proceedings

I have full information about the proceedings of my case

I have partial information about the proceedings of my case

I do not have information about my case

N=300
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B9. How much information do you have about the following proceedings of your case ?
*Breakdown by case

19

53%

45%

39%

35%

34%

22%

21%

48%

26%

26%

37%

23%

12%

7%

26%

26%

17%

40%

15%

9%

13%

13%

15%

Vehicle circulation/parking issues

Family conflicts

Fire

Disturbance of the public order

Various conflicts (personal, 3rd
parties, etc)

Burglary

Following proceedings of the case

The case was solved on the phone, no need for further proceedings
I have full information about the proceedings of my case
I have partial information about the proceedings of my case
I do not have information about my case

N=34

N=31

N=29

N=23

N=71

N=60
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40%

4%
9%

3%

27%

17%

Satisfied Neither satisfied, nor
unsatisfied

Unsatisfied N/A

Satisfaction with the OVERALL treatment of the case

N=300

B10. In relation to your last contact with the Police operator, how satisfied are you with the 
OVERALL treatment the Police operator has done to your case?

20

Completely

Somewhat

Completely

Somewhat
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B10. In relation to your last contact with the Police operator, how satisfied are you with the 
overall treatment the Police operator has done to your case?
*Breakdown by case

21

59%

57%

42%

41%

39%

23%

24%

26%

19%

29%

35%

20%

3%

3%

3%

10%

3%

6%

6%

6%

17%

10%

9%

26%

15%

15%

28%

9%

3%

9%

1%

2%

Family conflicts

Damage of property/fire

Disturbance of the public
order

Vehicle circulation/parking
issues

Various conflicts

Burglary

Satisfaction with the OVERALL treatment of the case

Completely satisfied Somewhat satisfied

Neither satisfied, nor unsatisfied Somewhat unsatisfied

Completely unsatisfied N/A

N=23

N=31

N=29

N=34

N=71

N=60
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B10. In relation to your last contact with the Police operator, how satisfied are you with the 
overall treatment the Police operator has done to your case?
*Breakdown by regions

22

25%

47%

46%

36%

22%

25%

5%

3%

7%

12%

6%

10%

21%

18%

10%

1%

5%

2%

North
Albania

Central
Albania

South
Albania

Satisfaction with the OVERALL treatment of the case

Completely satisfied Somewhat satisfied

Neither satisfied, nor unsatisfied Somewhat unsatisfied

Completely unsatisfied N/A

N=144

N=97

N=59

N=144

N=97

N=59
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STATE POLICE

Results
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24%
19% 16%

1%

36%

4%

Good Neither good, nor bad Bad Don't know

State Police work evaluation

N=300

E1. Considering the expected duty or service of the State Police has to do, how would you
evaluate the work the State Police has done in the past 4-6 months? 

24

Very 
good

Good

Very bad

Bad
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E1. Considering the expected duty or service of the State Police has to do, how would you
evaluate the work the State Police has done in the past 4-6 months? 
*Breakdown by region

25

11%

30%

32%

43%

41%

39%

27%

16%

15%

13%

9%

8%

4%

3%

3%

1%

1%

2%

North
Albania

Central
Albania

South
Albania

State Police work evaluation

Very good Good

Neither good, nor bad Bad

Very bad Don't know

N=144

N=97

N=59

N=144

N=97

N=59
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E1. What are the reasons of your evaluation ?

26

45%

25%

19%

11%

Good work/increase
of lawfulness

High
readiness/mobility

Professionalism

Improvement of
public order and

security

Reasons for positive evaluations

N=159

41%

36%

10%

10%

Not enough effort/neglectful

Non professional

High crime rate/High
unlawfulness

Corruption

Reasons for negative evaluation

N=59
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21% 19%

8% 5%

45%

2%

Improved Has not changed Worsened Don't know

Comparison to the work of the State Police 1 year before

N=300

E2. Considering the work that the State Police has done in the last 4-6 months and comparing
it with the work from 1 year before, you would say that the State Police work has:

27

Considerably

Somewhat

Considerably

Somewhat



Police Assistance Survey (129) March 2014 IDRA

E2. Considering the work that the State Police has done in the last 4-6 months and comparing
it with the work from 1 year before, you would say that the State Police work has:
*Breakdown by region

28

9%

26%

29%

44%

45%

47%

29%

16%

12%

9%

7%

8%

4%

0%

2%

4%

6%

2%

North
Albania

Central
Albania

South
Albania

Comparison to the work of the State Police 1 year before

Improved considerably Improved somewhat

Has not changed Worsened somewhat

Worsened sonsiderably Don't know

N=144

N=97

N=59

N=144

N=97

N=59
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24%

13%
3%

15%

44%

1%

Will improve Will not change Will worsen Don't know

Expectation for the future

N=300

E3. According to your opinion, how will the State Police work will be in next months ?

29

Considerably

Somewhat

Considerably
Somewhat
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E3. According to your opinion, how will the work of State Police will be in next months ?
*Breakdown by region

30

10%

33%

22%

39%

42%

58%

18%

11%

8%

5%

1%

3%

1%

1%

0%

27%

10%

8%

North
Albania

Central
Albania

South
Albania

Expectation for the future

Will improve considerably Will improve somewhat

Will not change Will worsen somewhat

Will worsen considerably Don’t Know

N=144

N=97

N=59

N=144

N=97

N=59
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PROSECUTION AND COURTS

Results
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F2. How would you evaluate the work of the COURTS during this period ?
*Breakdown by region

39

3%

3%

5%

9%

22%

12%

11%

11%

15%

15%

13%

15%

3%

11%

24%

58%

40%

29%

North
Albania

Central
Albania

South
Albania

Courts’ work evaluation

Very good Good

Neither good, nor bad Bad

Very bad Don't know

N=144

N=97

N=59

N=144

N=97

N=59
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ANNEX
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B7. In relation to your last contact with the Police operator, how satisfied are you with the 
Communication level of the operator?
*Breakdown by age group

41

54%

47%

44%

27%

42%

38%

5%

2%

8%

6%

1%

2%

8%

8%

8%

18-35 y.o

36-55 y.o

56-74 y.o

Satisfaction with the level of communication

Completely satisfied Somewhat satisfied

Neither satisfied, nor unsatisfied Somewhat unsatisfied

Completely unsatisfied

N=144

N=97

N=59

N=144

N=97

N=59

N=144

N=97

N=59

N=126

N=61

N=112



Police Assistance Survey (129) March 2014 IDRA

B8. In relation to your last contact with the Police operator, would you say that the level of
Communication level was:
*Breakdown by age group

42

29%

29%

26%

55%

56%

57%

14%

11%

15%

2%

3%

2%

18-35 y.o

36-55 y.o

56-74 y.o

Expectation with the level of communication

Better than expected Same as expected

Worse than expected Don’t know

N=144

N=97

N=59

N=144

N=97

N=59

N=144

N=97

N=59

N=126

N=61

N=112
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B10. In relation to your last contact with the Police operator, how satisfied are you with the 
overall treatment the Police operator has done to your case?
*Breakdown by age group

43

38%

45%

31%

26%

25%

34%

4%

5%

5%

6%

11%

8%

22%

12%

18%

4%

2%

3%

18-35 y.o

36-55 y.o

56-74 y.o

Satisfaction with the overall treatment of the case

Completely satisfied Somewhat satisfied

Neither satisfied, nor unsatisfied Somewhat unsatisfied

Completely unsatisfied N/A

N=144

N=97

N=59

N=144

N=97

N=59

N=144

N=97

N=59

N=126

N=61

N=112
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E1. Considering the expected duty or service of the State Police has to do, how would you
evaluate the work the State Police has done in the past 4-6 months? 
*Breakdown by age group

44

19%

26%

30%

44%

41%

38%

21%

19%

18%

10%

10%

11%

4%

3%

3%

3%18-35 y.o

36-55 y.o

56-74 y.o

State Police work evaluation

Very good Good

Neither good, nor bad Bad

Very bad Don't know

N=144

N=97

N=59

N=144

N=97

N=59

N=144

N=97

N=59

N=126

N=61

N=112
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E2. Considering the work that the State Police has done in the last 4-6 months and comparing
it with the work from 1 year before, you would say that the State Police work has:
*Breakdown by age group

45

17%

23%

23%

51%

41%

44%

18%

21%

18%

8%

7%

10%

2%

2%

2%

4%

6%

3%

18-35 y.o

36-55 y.o

56-74 y.o

State Police work compared to one year before

Improved considerably Improved somewhat

Has not changed Worsened somewhat

Worsened sonsiderably Don't know

N=144

N=97

N=59

N=144

N=97

N=59

N=144

N=97

N=59

N=126

N=61

N=112
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E3. According to your opinion, how will the work of State Police will be in next months ?
*Breakdown by age group

46

24%

21%

28%

40%

50%

41%

13%

11%

16%

4%

2%

3%

2%

2%

20%

14%

10%

18-35 y.o

36-55 y.o

56-74 y.o

Expectation for the future

Will improve considerably Will improve somewhat

Will not change Will worsen somewhat

Will worsen considerably Don’t Know

N=144

N=97

N=59

N=144

N=97

N=59

N=144

N=97

N=59

N=126

N=61

N=112
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F1. How would you evaluate the work of the PROSECUTION during this period ?
*Breakdown by age group

47

5%

2%

8%

16%

17%

16%

15%

15%

10%

13%

13%

21%

11%

5%

7%

40%

48%

38%

18-35 y.o

36-55 y.o

56-74 y.o

Prosecution’s work evaluation

Very good Good

Neither good, nor bad Bad

Very bad Don't know

N=144

N=97

N=59

N=144

N=97

N=59

N=126

N=61

N=112
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F2. How would you evaluate the work of the COURTS during this period ?
*Breakdown by age group

48

4%

3%

5%

20%

14%

11%

13%

13%

8%

12%

13%

21%

16%

6%

11%

37%

50%

43%

18-35 y.o

36-55 y.o

56-74 y.o

Courts’ work evaluation

Very good Good

Neither good, nor bad Bad

Very bad Don't know

N=144

N=97

N=59

N=126

N=61

N=112
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