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ABSTRACT

CRIME VICTIM EVALUATION
OF POLICE INVESTIGATIVE PERFORMANCE

0 By
\ Steven G. Brandl

The purpose of this study was to assess police
investigative performance by analysis of crime victim
satisfaction with post-crime investigative activities. The
data were derived from self-administered questionnaires
returned by a stratified random sample of crime victims in
Oshkosh, Wisconsin; of the 685 mailed questionnaires, there
were 436 usable responses (64%). Bivariate analyses were
conducted on three categories of crime victims: "personal"”
victims, "property serious" victims, and "property less
serious" victims.

The major findings of this study are as follows...

* The expectation of response time significantly (p <

.05) affected "personal"” and "property serious" crime

victims' satisfaction with police performance.

* The officers' degree of professionalism during the

initial investigation significantly affected

satisfaction in all crime categories.

* The officers' investigative effort significantly

affected satisfaction in the "property serious" and

"property less serious" categories.

* A recontact with the investigative status

significantly affected satisfaction only in the

"property serious" category.

These findings are discussed with regard to policy

changes which may improve police-crime victim

relationships.
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CHAPTER I

INTRODUCTION

Chapter I contains a general introduction to the
research. The problem and purpose of the study are
discussed and the definitions used in the study are
presented. Chapter I concludes with an overview of the

thesis.

The Problem

The Police Mission

The mission of the police in modern society is broad
and complex. Although a simplification, the police mission
can be conceptually organized in terms of "order
maintenance," "service," and "law enforcement" functions.

The "order maintenance" function involves the
prevention of "behavior that either disturbs or threatens
to disturb the public peace" (Cole, 1986:166). In such
instances the police must use discretion in determining if
a law has been violated. "A noisy drunk, loud music in the
night, [and] a panhandler soliciting in the street are
examples of disorder that may require the peacekeeping

efforts of the police" (Cole, 1986:166).



The "service" function can be defined as the provision
of assistance to the public and typically concerns matters
unrelated to crime (Cole, 1986). Such "service" activities
would include "providing first aid, rescuing animals, and
extending social welfare" (p. 168).

The "law enforcement" or "crime related" function of
the police involves the "[control of] crime by intervening
in situations in which it is clear that the law has been
violated and only the identity of the guilty needs to be
determined"™ (Cole, 1986:167). Holden (1986) explains that
law enforcement "is a process of coercing individuals into
compliance with the legal codes through the use or threat
of using formal legal sanctions" (p. 32).

Although research has shown that "police work involves
little actual contact with criminals and certainly few
arrests" (Manning, 1977:348), the police claim the law
enforcement function as their own and therefore, it is this
aspect of the police mission which gives legitimacy to the
police organization (Manning, 1977). Similarly, since
"dealing with crime" is the one aspect which the police
organization has in common with the other criminal justice
system components, it could be argued that the "crime
related"™ aspect of the police mission constitutes the

primary domain, or territory, of the police organization.

Support for the Police
According to Pfeffer and Salancik (1978) and Thompson

(1967), for an organization to be effective in its mission



it must depend, to a degree, on support from its
environment because the environment supplies the resources
the organization needs to survive. As stated by Thompson
(1967), "organizations must transact with other elements in
their environment to acquire needed resources.... Because
organizations import resources from their environments,
they depend on their environments" (p. 2; p. 9).

For the police organization to be effective in carrying
out its mission, it is dependent upon support from the
public (Holden, 1986) because the public supplies the
police with critical resources -- namely, financial
(Trojanowicz, 1986) and informational (Skogan and Antunes,
1979). Therefore, "anything [police] personnel can do to
build public trust and confidence in the police is
worthwhile. Any action or policy that causes the public to
mistrust or dislike the police is detrimental to the
mission of the agency and should be changed" (Holden,

1986:118-19).

Support for the Police Research

Given the criticality of public support for the police,
it is surprising that researchers and police administrators
have only recently realized the importance of measuring
public support for the police. It was not until the
turbulent and riotous 1960s that a need for research to
better understand public support for the police emerged.
At this time, support for the police was measured by

examining public attitudes toward the police.



These studies consist of general evaluative questions
which measure the respondent's level of "diffuse" support
(Easton, 1965) for the police or support for the
ideological foundation of the police institution (Dennis,
1976). Such studies have been severely criticized for
their limited usefulness in informing policy decisions
(Mastrofski, 1984; White and Menke, 1982; Charles, 1980).
"Public attitude" studies require the respondents to
express an opinion toward the police even if they have
little or no experience with or direct knowledge of the
police on which to base their opinions. Therefore, in
assessing such research it is difficult to determine which
factors led to the positive or negative attitudes toward
the police and why. As Charles (1980) explains, "it is
very difficult to develop policy without specific input"
(p. 300).

In part because of the disaffection with "public
attitude" studies, and in part because of the realization
that surveys could be used to obtain more specific
evaluations of police performance, "citizen evaluation of
the police" studies emerged. "Citizen evaluation" studies
measure the respondent's level of "specific" support
(Easton, 1965) for the police or support for particular
role incumbents (Dennis, 1976). To do so, the survey
questions require the respondent to refer to a particular
incident which involved an actual contact with the police

and to render evaluations on the basis of that incident.



Mastrofski (1984) explains that, unlike "public
attitude" studies, "citizen evaluation" studies can inform
policy decision making.

Survey research which focuses on the clients'
perceptions and evaluations of specific
encounters can provide more comprehensive,
accurate, and interpretable data about the
quality of police performance in these
encounters than can survey research that asks
citizens to render evaluations on all past
encounters or impressions of entire programs
or routine operations (p. 112).

However, a primary problem which reduces the usefulness
of "citizen evaluation" studies is that these studies tend
to group all citizens (or "clients") together and, as a
result, ignore potentially important differences between
the needs and expectations of different types of
"clients." For example, the "client" who calls to request
the police to coax his/her cat from a tree may have
different needs and expectations and thus, a different
basis on which to judge the performance of the police than
a "client" who calls to report that his/her house has been
burglarized. Or, for another example, the "client" who is
the actual victim of a crime may have different needs and
expectations of the police than the "client" who simply
reports a crime. A study which neglects to make a
distinction between "clients" (victims - non-victims) may
not be able to highlight the potential differences between
"victims" and "non-victims."

The third and final category of research, "crime victim

evaluation of police investigative performance," also






measures "specific" support for the police as it requires
the victim to evaluate police performance on the basis of a
response to a criminal offense. Two factors have
contributed to the emergence of this type of research and
differentiate it from "citizen evaluation" studies.

First, this type of study has developed in response to
the limitations of the "citizen evaluation" studies.
Unlike "citizen evaluation" studies, "victim evaluation”
studies focus on a distinct group of clientele (crime
victims) who may possess similar needs and expectations of
the police and who therefore base evaluations on similar
factors. Hence, such studies provide specific input into
policy decisions in order to improve police investigative
performance and enhance crime victim support for the
police.

Second, "victim evaluation" studies serve as an
indicator of police performance in their "crime related"
mission. Traditionally, such performance has been measured
through arrest, clearance, and crime rate indicators
(Mastrofski, 1984). By employing a "victim satisfaction"
indicator, along with other indicators, a more complete
assessment of police "crime related" performance can be
obtained.

There are however, two major problems with the current
state of "crime victim evaluation" research. First, there
is a paucity of research on the subject. Three studies

(Shapland, 1983; Percy, 1980; and Poister and McDavid,






1978) constitute the totality of "victim evaluation"
research. Due to this scant empirical research,
conclusions cannot be comfortably made.

Second, none of the available studies distinguished
between degrees of crime seriousness. As a result, the
authors of the previous studies generalize their findings
to all crime victims and ignore the possibility that
victims of different crime seriousness degrees may have
different needs and expectations of the police. For
example, a victim of a serious crime, such as rape, may
have different needs and expectations and thus, a different
basis on which to judge the performance of the police than
a victim of a less serious crime, such as larceny theft. A
study which does not consider such distinctions may not be
able to highlight potential differences between victims.

Because of these problems, there is a need to extend
and elaborate on "crime victim evaluation" research. The
driving force behind the present study is to £ill this

need.

The Purpose of the Study
The purpose of this study is to assess police
investigative performance by analysis of crime victim
satisfaction with the "police investigative response"
(discussed below). In reaching this end, the attributes of
victims, police officers, and police - victim contacts,

which may contribute to the victims' satisfaction (or






dissatisfaction) with the police, are identified and
analyzed. 1In addition, the study discusses how the
findings can be used by police administrators to improve
crime victim satisfaction with the police investigative
response and hence, increase crime victim support for the

police.

The Police Investigative Response Defined
From the victims' point of view, the "investigative
response," can be organized into four sequential stages:
initial discovery and notification, response time, initial
investigation, and the follow-up investigation. Each of

these stages is discussed below.

Initial Discovery and Notification

In order for there to be an "investigative response"
the police must discover that a crime has taken place and
then notify the victim, or the victim (or witness) must
discover that a crime has occurred and notify the police.
In the vast majority of cases it is the victim who first
discovers that a crime occurred and who contacts the police

(Greenwood et al., 1977).

Response Time
Typically, the victim notifies the police of the
incident with a telephone call to the police department

(Spelman and Brown, 1984). Then, in most cases, a patrol






officer is dispatched to the scene of the crime or the
location of the victim. The time which elapses between
when the victim calls the police until the patrol officer
arrives at the desired location is referred to as the
"response time." In a few cases "response time" may not be
a relevant aspect of the police investigative response
because the victim may actually go to the police department
and provide all the information concerning the incident;
the police may take all of the information about the crime
over the phone; or, as mentioned previously, the police may

be the first to discover the crime.

Initial Investigation

The "initial investigation"™ consists of the immediate
post-crime activities of the patrol officer who arrives at
the crime scene. Upon arrival, the patrol officer may
proceed to gather information concerning the crime by
questioning the victim and/or witness(es), searching the
crime scene, and examining evidence. All of the
information related to the crime would then be placed in an
official complainant report completed by the investigating
officer.

Even if an officer did not respond to the crime scene,
an initial investigation can still occur. However, in such
relatively rare cases, the post-crime activities of the
"initial investigation" (other than gathering information
concerning the crime from the victim) may occur in the

absence of the victim.



Besides the patrol officer's immediate investigative
activities, an equally important aspect of the "initial
investigation," for purposes of victim satisfaction, may be
the conduct of the officer during the investigation (e.qg.

competent, understanding, courteous, concerned).

Follow-up Investigation

In some of the more unique or serious crimes, a
"follow-up investigation"” may be conducted. A "follow-up
investigation" occurs after the case is assigned to a
detective and consists most often of the responsible
detective recontacting and re-interviewing the victim, and
possibly witness(es), for additional information regarding

the crime (Greenwood et al., 1977).

At any time during the "investigative response" the
perpetrator of the crime may be arrested by the police. If
this occurs, the police may contact the victim and inform
him/her of the development. At this point, in the view of
the victim, primary responsibility for the disposition of
the case may shift from the police department to the
prosecutor's (district attorney's) office. The "police
investigative response" would, in effect, terminate with
the arrest of the perpetrator and the notification of the
victim. If the perpetrator is not identified and/or
arrested after a certain length of time, the police may
still contact the victim and inform him/her of the status

of the investigation.
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Definition of Terms
The following are definitions of terms used in this
study.
Crime: A crime is "a specific act of commission or

omission in violation of the law for which punishment is

prescribed” (Cole, 1986:27). More specifically, this study

will focus on the crimes of aggravated battery, burglary,

forcible rape, larceny-theft, non-aggravated battery, other

sexual assault, and robbery.

"Aggravated battery" is defined as an attack with a
weapon, irrespective of whether or not there was
injury, or an attack without a weapon resulting in
serious injury (e.g., broken bones, loss of teeth,
internal injuries, loss of consciousness, etc.).
Attempted assault with a weapon is also included.

"Burglary" is defined as an unlawful or forcible entry
into a residence or business establishment, usually,
but not necessarily, attended by theft. Attempted
burglary is also included.

"Forcible rape" is defined as carnal knowledge through
the use of force or threat of force, including
attempts.

"Larceny-theft" is defined as the theft or attempted
theft of property or cash without force.

"Motor vehicle theft" is defined as the stealing or
unauthorized taking of a motor vehicle, including
attempts.

"Non-aggravated battery" is defined as an attack
without a weapon resulting in minor injury (e.g.,
bruises, black eyes, cuts, scratches, swelling, etc.).
Attempted assaults without a weapon are also included.

"Other sexual assault" is defined as sexual contact
through the use of force or the threat of force,
exclusive of carnal knowledge. Attempts are also
included.

"Robbery" is defined as completed or attempted theft,

directly from a person, of property or cash by force or
threat of force, with or without a weapon.

41



(Except for the inclusion of 'other sexual assaults'
and crimes against businesses, the definitions used in
this study are parallel to those used by the National
Crime Survey.)

Detective: A detective holds a specialized position
within the police organization -- he/she is concerned
primarily with the "law enforcement" function of the police
mission. Typically, a detective becomes involved in a
criminal investigation only after the initial investigation
has been completed by a patrol officer.

Official complainant records: Official complainant
records are reports produced by the patrol officers which
detail the nature of the police - citizen contact and are
filed within the police department.

Patrol officer: A patrol officer has broad and diverse
responsibilities within the police organization. He/she is
concerned with the order maintenance, service, and law
enforcement functions of the police mission. In the case
of a criminal incident, typically a patrol officer responds
to the scene of the crime (and/or the location of the
victim) and is responsible for conducting the initial
investigation.

Personal crime: A personal crime involves the victim
directly -- the crime is an attack on the individual.
Because there is a possibility of greater emotional and
physical harm to the victim, a personal crime is viewed as
more serious than a property crime (Fattah, 1981). For

purposes of this study, the "personal"” crime category

12



consists of the following criminal offenses: aggravated
battery, forcible rape, robbery, non-aggravated battery and
other sexual assaults. The legal offense used in this
study was dependent on the responding patrol officer's
interpretation of the offense (as defined in the "police
report").

Property crime: A property crime is directed toward a
victim's property and hence, is an indirect attack on the
individual. Because there is a possibility of less
emotional and physical harm to the victim, a property crime
is viewed as less serious than a personal crime (Fattah,
1981). For purposes of this study, this category is
divided into "serious property crimes" (burglary and motor
vehicle theft) and "less serious property crimes"”
(larceny-theft). The distinction between "serious property
crimes" and "less serious property crimes" is based on the
legislative maximum sentence (Wisconsin Department of
Justice, 1981-82) an individual could receive for
committing the crime.

Victim: For the purposes of this study, a victim is an
individual, 18 years old or over, who is the object of a
criminal act (listed above) and suffers injuries and/or

material losses as a result of the act.

Overview of the Study

In Chapter II, the previous empirical research on

public support for the police is examined. 1In Chapter III,

13



the community in which the study took place is described,
the design and methodology of the study is discussed, and
the research questions are presented. 1In Chapter IV, the
results of the study are presented and analyzed. Finally,

Chapter V contains the discussion and conclusions.

14



CHAPTER II

LITERATURE REVIEW

Chapter II provides a review of previous survey
research on public support of the police. Methodologies
and pertinent findings of the prior studies are discussed

and analyzed.

Previous Research

Previous survey research on public support of the
police can generally be viewed as fitting into three
categories -- public attitudes toward the police, citizen
evaluation of police performance, and victim evaluation of

police investigative performance.

Public Attitudes Toward the Police

The studies in the first category examine what effect
becoming a crime victim has on the respondent's general
attitude toward the police, and examine other variables as
being contributors to the nature of the respondent's
attitude toward the police as well (Koenig, 1980; Thomas
and Hyman, 1977; Smith and Hawkins, 1973. Also see Decker,
1981 and Charles, 1980 for a more inclusive summary of

"citizen attitudes toward the police" studies).

15



As mentioned in the previous chapter, the studies which
focus on general attitudes toward the police measure what
White and Menke (1982) refer to as "general" or "diffuse"
support. As explained by Dennis (1976), questions of a
general nature, which require the respondent to express
general attitudes toward an institution, measure support
for the ideological foundation of that institution. White
and Menke (1982) explain that "values such as order,
justice, fairness in procedure, protection under the law,
[and] duly constituted authority," form the basis of the
police institution ideology (p. 226). According to White
and Menke (1982), "one may suggest that there exists a
reservoir of support and goodwill for the police as part of

the criminal justice institution" (p. 226).

In a study by Koenig (1980), a random sample of 1,242
adults was taken from the voter registration list of
British Columbia. The author's findings are based on the
907 questionnaires which were returned (a 73% response
rate).

Attitude toward the police, the dependent variable, was
measured by asking "Would you say that in general the
police in your area (or neighborhood) are doing a very good
job, a good job, a bad job, or a very bad job?" (p. 248).
Approximately ninety-three (93) percent of the respondents
stated the police were doing a very good or good job while
approximately seven (7) percent stated the police were

doing a bad or very bad job.

16






Koenig (1980) included in the study the variables of
respondent age, income, formal education, sex, marital
status, religious preference, ethnicity, and labor union
membership. Of these variables, age was found to have the
strongest relationship with attitude toward the police, yet
the association was only slight. That is, younger
respondents were less likely to have favorable attitudes
toward the police than older respondents (r = .20). Koenig
(1980) also found that respondents who stated their
household had been victimized within the past year
expressed less favorable attitudes toward the police than
did respondents whose households were not victimized (G =

-.21).

Thomas and Hyman (1977) also conducted a study which
focused on general attitudes toward the police. 1In their
study a systematic sample of 9,178 non-business listings
was drawn from the Chesapeake, Norfolk, Portsmouth, and
Virginia Beach, Virginia telephone directories, and a
questionnaire was sent to each address. Of this initial
sample, approximately twenty-one (21) percent could not be
reached through the addresses obtained. Of the respondents
who were reached, 3,334 (or 46.12%) returned a completed
questionnaire.

Thomas and Hyman (1977) used four items to
operationalize "attitude toward the police".l The

authors found that the vast majority of the respondents had

17



favorable attitudes toward the police. For example, in
response to the statement "The police in our city are doing
an effective job and deserve our thanks," seventy-eight
(78) percent of the respondents agreed, while thirty-five
(35) percent disagreed or were undecided.

Thomas and Hyman (1977) included in their analysis the
variables of respondent ethnicity, sex, age, total family
income, education, occupational prestige, and place of
residence. Of these variables, ethnicity and age were
found to have the strongest association with attitudes
toward the police. That is, blacks expressed more negative
attitudes toward the police than whites and younger
respondents expressed more negative attitudes than older
respondents. Thomas and Hyman (1977) also found that an
actual victimization experience was weakly related to the

respondent's general attitude toward the police.

The Smith and Hawkins (1973) study was "designed as a
community survey of criminal victimization and attitudes
toward the police" (p. 136). The data for the study were
derived from interviews with a random sample of 1,411
citizens whose names and addresses were obtained from the
Seattle, Washington city directory.

The dependent variable in the study, attitude toward
the police, was operationalized by five itemsz which were

designed to indicate opinion of police fairness, selective

18



law enforcement, and general feelings about the police.
For the analysis, the scores of the five items were
combined into an index which had four values -- "most
favorable," "more favorable," "less favorable," or "least
favorable." The authors found that seventy-two (72)
percent of the respondents expressed "most favorable" or
"more favorable" attitudes toward the police.

Smith and Hawkins (1973) included in their study the
variables of respondent age, income, level of education,
occupation, sex, and race. Of these variables, the authors
found only age and race to significantly affect citizen
attitudes toward the police. That is, younger respondents
were more likely to express more negative attitudes toward
the police than older respondents and non-whites were more
likely to express more negative attitudes toward the police
than whites. Smith and Hawkins (1973) found that a
victimization experience did not alter citizen attitudes

toward the police.

In sum, the citizen attitudes toward the police studies
reviewed here have generally found that: 1) the
respondent's age and race have an influence on the attitude
toward the police; 2) an actual victimization experience
does not have an influence on attitude toward the police;
and 3) the vast majority of respondents express positive
attitudes toward the police. These present findings

reflect what has been found in the majority of public

19



attitudes toward the police studies (see Decker, 1981;

Charles, 1980).

Citizen Evaluation of Police Performance

Studies in this category include evaluations from
persons who have had any type of contact with the police
(Carlson and Sutton, 1979; Kansas City Police Department,
1978; Furstenberg and Wellford, 1973). The development of
the 'client satisfaction' goal for police organizations and
the realization that police departments can obtain feedback
from the community on its level of effectiveness in
reaching this goal has encouraged the development of
"citizen evaluation" research (Parks, 1975).

Whereas studies of a general nature measure support for
the ideological foundation of the organization (such as the
studies in the previous category), the studies which focus
on specific evaluations of the police (such as the studies
in this category and the next), measure what Dennis (1976)
refers to as "specific" support. In this evaluative type
of study, support for the particular role incumbents,
rather than the ideological foundation of the institution,
is measured. Questions which measure "specific" support
are specific in character. That is, the questions require
the respondent to refer to a particular incident and
require judgments about particular role incumbents. As
stated by White and Menke (1982) "measures which are

specific in character are more likely to assess the

20



public's judgments regarding the adequacy of performance of
particular role incumbents in the police role" and "require
judgments about the performances or expected performances"

of the incumbents (p. 227).

In a study conducted by Carlson and Sutton (1979), a
random sample of 217 citizens who initiated contact with
the police were asked, via a telephone survey, for their
evaluation of how the police officer handled the "call for
service."” The sample was drawn from the police log books
of three unspecified communities and the respondents were
interviewed approximately two weeks after the police
contact.

"A service call was defined as a call for help from
victims of crimes or people in distress" (p. 586; underline
added). Even though Carlson and Sutton (1979) realized
that they obtained evaluations from people in situations
other than criminal incidents, they proceeded to categorize
all of the "calls for service" into either "crimes against
the person" or "crimes against property."” "Crimes against
the person" included incidents of "assault, domestic
disputes, annoying or threatening phone calls, prowlers,
threats by gun or knife, loud parties, neighborhood
disturbances and fights, bomb threats, etc." and "crimes
against property" included "burglary, commercial burglary,
theft, vehicle burglary, stolen vehicles, vandalism,

shoplifting, malicious mischief, etc." (p. 586).
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A seven question "citizen evaluation scale" was used to
measure the police officer's interpersonal qualities of
"involvement," "perceived success," and "rapport" (the
independent variables), along with citizen satisfaction
with police performance (the dependent variable). The last
question of the interview was open-ended to allow the
respondents to describe in their own words the quality of
the intervention.

A pertinent finding of the Carlson and Sutton (1979)
study was that officers who expressed concern about the
citizen's problem tended to receive more positive
evaluations. As stated by Carlson and Sutton (1979), "if
an officer showed concern and took the time to explain
necessary police procedures, then the citizen tended to

form a favorable opinion of the officer" (p. 590).

A study conducted by the Kansas City (MO) Police
Department (1978) examined police response time and its
relationship with incident outcomes such as arrest, witness
availability, frequency and severity of citizen injury, and
citizen satisfaction with police response time. Separate
analyses were conducted on Part I, Part II (F.B.I. U.C.R.
definitions), and non-crime incidents.

The study examined citizen satisfaction with police
response time rather than overall satisfaction with police

performance. Accordingly, the most pertinent findings to
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be discussed in this literature review are those which
relate to satisfaction with police response time.

Data for the study were collected via three methods
over a ten month time period. First, observers rode with
patrol officers and collected data on police "travel time"
(the time which elapsed from when an officer received a
call from the communications unit to when the officer
arrived at the scene). Second, tape recordings of citizen
calls to the police department (communications unit) were
reviewed and "dispatch time" (the time from when a call was
received by a dispatcher to when a car was dispatched) was
determined. Third, follow-up interviews were conducted
with citizens who requested police assistance.

In the interviews, citizens were asked how much time
elapsed from when they were actually free to call the
police until they actually called ("reporting time").
Social characteristics of the citizens were also
obtained.3 Citizens were asked about their expectations
and perceptions of police response time, their perception
of how important it was for the police to respond rapidly
to their call (the preceding were independent variables),
and their satisfaction with response time (an outcome, or
dependent variable).

Expectation of response time was measured by asking:
"About how long did you expect it to take the police to
arrive after the call was made?" The answers were in terms

of actual minutes. Perception of response time was
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measured by asking: "About how long did it take the police
to arrive after the call was made?" Again, answers were in
minutes. Perception of response time importance was
measured by asking: "If the police had arrived more quickly
do you think it would have made a difference in the outcome
of the incident?" The possible answers were yes or no.

The dependent variable, citizen satisfaction with
response time, was measured by asking: "How satisfied were
you with the time it took the police officer to arrive
after you called?" The possible answers were: very
satisfied, moderately satisfied, slightly satisfied,
slightly dissatisfied, moderately dissatisfied, or very
dissatisfied.

The Part I crime analysis consisted of 949 incidents
which were reported to the police. Out of this figure
however, interview data were available in 826 of the cases.
In the Part I crime analysis, approximately eighty-seven
(87) percent of the respondents expressed some degree of
satisfaction with police response time. It was found that
the strongest predictor of citizen satisfaction with police
response time was the difference between perceived and
expected response time. If a citizen perceived the
response to take longer than expected, the citizen was more
likely to be dissatisfied with police response time. The
second most influential factor was the citizen's perception
of response time importance. If the citizen felt that a

faster response time could have improved the outcome of the
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incident (an arrest could have been made, for example), the
citizen was more likely to be dissatisfied. Dispatch and
travel times were also found to be related to response time
satisfaction. Longer delays in police arrival led to
greater dissatisfaction. Finally, it was found that people
who reported a burglary were more likely to be dissatisfied
with police response time.

| In the Part II crime analysis 211 out of 359 eligible
crimes were available for response time satisfaction
analysis. The findings of the Part II crime analysis are
similar to those of the Part I analysis.

In Part II crime analysis, approximately eighty-eight
(88) percent of the respondents expressed some degree of
satisfaction with police response time. The strongest
predictor of citizen satisfaction with police response time
was, again, the difference between expected and perceived
response time. The second strongest predictor was whether
citizens thought a faster response time could have improved
the outcome of the incident. The third factor which had an
affect on satisfaction with police response time was the
reporting time. Citizens who took longer to report the
crime were more likely to be satisfied with police response
time.

The final analyses were conducted on non-crime related
calls for service. Included in this category were reports
of prowlers, suspicious activities, disturbance calls,
traffic accidents, etc. Of the 5,793 non-crime calls for

service, completed data were available for 1,104.
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Approximately eighty-seven (87) percent 6f the
respondents who reported a "non-crime related" incident
expressed some degree of satisfaction with police response
time. As with the previous analyses, the most important
factor affecting citizen satisfaction with response time
was the difference in expectations and perceptions of
response time. Citizens were most likely to be satisfied
when they perceived the police to arrive sooner than they
expected. Again, the second most important factor in
explaining satisfaction with police response time was
whether or not citizens thought a faster response could
have made a difference in the outcome of the incident.
Finally, it was found that citizens were less satisfied
with response time in confrontation disturbances and
involvement traffic accidents than in any other type of

call.

The Furstenberg and Wellford (1973) study is described
as an attempt to develop a method of evaluating police
performance. A systematic sample of all calls received by
the Baltimore Police Department during a one month time
period was selected for inclusion in the study. The sample
was stratified to give equal representation to blacks and
whites, and to persons reporting serious and non-serious
incidents. The sample members were then interviewed by
either a trained civilian or a police officer. The
interview itself focused on the respondent's description

and evaluation of the police response to their call for
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assistance. A total of 819 interviews was completed, which
) represented a response rate of approximately sixty-seven
(67) percent.

Furstenberg and Wellford (1973) operationalized their
measure of satisfaction, the dependent variable, by
employing two indicators. The first was a single question
designed to measure overall satisfaction with police
performance; the second was a performance index constructed
from questions designed to examine police courtesy,
understanding, capability, and concern with the problem of
the respondent. Seventy-five (75) percent of the
respondents were very satisfied with overall police
performance and only twelve (12) percent indicated a low
level of satisfaction (the first indicator). Seventy-five
(75) percent of the respondents also gave the police the
highest possible rating on the "performance" index (the
second indicator).

Furstenberg and Wellford (1973) included the variable
of respondent "race" in examining patterns of citizen
satisfaction with police performance. The authors found
that blacks were more critical of police services and
tended to be less satisfied with police performance even
though the services they received were comparable to those
provided to whites. Although not tested conclusively,
Furstenberg and Wellford (1973) explain that "blacks may
have more negative feelings toward the police because they

have experienced racial discrimination in the past,
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suffered higher rates of crime in their neighborhoods, or
witnessed abuses of police authority" (p. 400).

Furstenberg and Wellford (1973) found "the time it
takes a police car to respond to a call for assistance" to
be related to overall satisfaction with police
performance. That is, the longer the response time, the
less satisfied the citizen was with police performance.
The authors also found "that when the police took the time
to explain what they were doing or what they would do to
handle the complaint, respondents were generally more
satisfied with the job the police did" (p. 402). Finally,
Furstenberg and Wellford (1973) found that "when the police
followed up the complaint by some further action (either by
a second call or an investigation) respondents were more
pleased with the service they received" (p. 402).

All of the findings and conclusions presented by
Furstenburg and Wellford (1973) were based on comparisons
of categorical frequencies and percentages -- no
significance tests were used to interpret the data.
Therefore, in assessing the validity and usefulness of
their conclusions, the lack of statistical significance

needs to be considered.

Crime Victim Evaluation of Police Investigative Performance
Research in the final category focuses on crime
victims' evaluation of how the police handled a criminal

incident (Shapland, 1983; Percy, 1980; Poister and
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McDavid,1978). The research in this final category most

closely relates to the present study.

The Shapland (1983) study involved a series of
interviews with 287 victims of violent crime from two
unspecified towns in England as they progressed through the
criminal justice system. The first interview was conducted
approximately two weeks after the initial contact with the
police ("the first time victims encountered the police").
At this stage, over seventy (70) percent of the victims
were satisfied or very satisfied with how the police
handled the incident (method of operationalizing
'satisfaction" was unspecified).

Shapland (1983) found that "the major determinant of
satisfaction was not so much the performance of the police
but their attitude toward the victim. Those police
officers who appeared to be interested in what the victim
said, took the time to listen to them and seemed to take
them seriously, promoted feelings of satisfaction in the
victims"™ (p. 235). As the investigation progressed
"victims were becoming dissatisfied with their lack of
information about the progress of their cases" (p. 235).
Shapland (1983) continues to explain that "during the
police investigation [the victims] were not in general
critical of the procedures in which they participated, nor
dissatisfied if the police did not catch the offender,
unless they perceived the police as uninterested in the

case" (p. 235).
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The study by Percy (1980) is also an examination of
victims' evaluation of police performance. However, the
study is limited in scope in that it focuses primarily on
the influence of response time on evaluation of the police.

The data for the study were obtained from two separate
data sets - responses to certain questions in a community
survey and responses in interviews with a group of crime
victims who had recent contact with the police. A separate
analysis was conducted on each data set.

The community survey contained questions concerning
general perceptions of the police in the community as well
as a series of questions regarding whether or not anyone in
the tespondent's household was a victim of a crime within
the past twelve months. The survey sample consisted of
12,000 random telephone interviews in three metropolitan
areas -- Rochester, Tampa - St. Petersburg, and St. Louis.
About 5,000 victimization incidents were reported to the
interviewers and 2,100 out of the 5,000 victimization
incidents were reported to the police and could be used in
the analysis. The respondents who reported the incident to
the police were asked about the nature of the victimization
incident, their satisfaction with the performance of the
police, how long it took for the police to arrive, and
whether this was faster, slower, or about the same as
expected.

The victim's overall satisfaction, the dependent

variable, was measured by asking: "How satisfied were you
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with what the police did?" The possible answers were: very
satisfied, satisfied, neutral, dissatisfied, or very
dissatisfied. Sixty-two (62) percent of the respondents
were satisfied or very satisfied with what the police did,
eleven (11) percent were neutral, and twenty-four (24)
percent were dissatisfied or very dissatisfied.

Percy (1980) included in the study the variables of
victim race, sex, education, age, and family income. Of
these variables, it was found that age, and to a lesser
extent, race and sex were associated with the victim's
evaluation of the police. That is, the author found that
older respondents tended to be more satisfied with the
police than younger respondents, whites more satisfied than
non-whites, and females more satisfied than males.

In regard to "response time," thirty (30) percent of
the respondents stated that the police arrived faster than
expected, sixteen (16) percent slower than expected, and
fifty-two (52) percent stated that the police arrived about
the same as expected. Percy (1980) found that the
expectation of response time had a strong influence on
overall evaluation of police performance. Respondents who
reported a slower than expected response time rated the
police less favorably than those who reported a same as
expected response time. Additionally, victims who stated
that the police arrived faster than expected were more
satisfied with the police than those who reported a same as

expected response time.
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The second data set used by Percy (1980) consisted of
responses to telephone interviews with crime victims who
had a recent contact with the police. The names of 474
victims were obtained from dispatch and patrol records and
were contacted a few days after their contact with the
police.

As in the first data set, Percy (1980) found that the
variables of victim age, sex, and race were associated with
victim evaluation of police performance. Again,
expectation of response time had a strong influence on
overall satisfaction with police performance. Respondents
who reported a slower than expected response time evaluated
the police less favorably than those who stated that the
response time was about the same as expected. Respondents
who reported a faster than expected response time evaluated
the police more favorably than those who stated that the
response time was about the same as expected.

Finally, it was found that if, during the contact with
the victim, the officer arrested someone, provided crime
prevention information, or comforted or reassured someone,
the victim evaluated the police more favorably than if
these activities did not take place. The officer
activities of taking a report, searching the area,
providing physical assistance, or questioning persons at
the scene did not have an impact on satisfaction with the

police.
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Poister and McDavid (1978) also focused exclusively on
victims' evaluation of police performance. In their study,
personal interviews were conducted with a random sample of
423 households in Harrisburg, Pennsylvania.4 Of the 154
victimization incidents reported by the respondents, 111
were reported to the police. The analysis presented by
Poister and McDavid (1978) is based on these 111 incidents
that actually involved interactions between the police and
the victim.

Overall satisfaction, the dependent variable, was
measured by a single question -- respondents were asked:
"Overall, were you satisfied with what the police d4id?"

The possible responses were: yes, no, or uncertain.
Forty-six (46) percent of all the respondents reported
being satisfied, forty-four (44) percent dissatisfied, and
ten (10) percent reported being uncertain.

Poister and McDavid (1978) included in their study the
variables of victim sex, race, position in household,
number of years in neighborhood, age, marital status, level
of education, housing structure, housing tenure, number of
persons in household, family income, number of household
members between the ages five and eighteen, number less
than five years o0ld, number of licensed drivers, and number
of automobiles owned by the household members.5 Of these
variables, only 'total family income' was found to
significantly influence victims' evaluations of the police,

but the association was weak. That is, "the proportion of
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respondents expressing overall satisfaction with the police
handling of victimization incidents declined with higher
levels of income". Poister and McDavid (1978) state that
this finding may be explained in part by the fact that "the
lower income group reported quicker response times and
greater frequency of follow-up investigations" (p. 141).
The authors continue to explain however, that an
alternative reason for the lower income groups expressing
more favorable evaluations of the police is that upper
income respondents may have greater expectations as to what
the police performance should be.

Poister and McDavid (1978) also included in their study
the variables of: type of crime, perceived response time
(in minutes), substance of the initial investigation,
existence of follow-up investigation, knowledge of an
arrest or arrests related to the incident, and knowledge of
a court conviction if an arrest was made.

Poister and McDavid (1978) found that respondents who
reported being a victim of a Part I person crime (assault,
rape, and robbery) were significantly more likely to be
satisfied with police performance than those respondents
who were victims of other types of crimes. They explain
that a probable reason for this finding is that police
expend more effort with more serious crimes and this may
have an affect on the respondent's overall satisfaction
with police performance. Perceived response time was also

found to have a significant influence on overall
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satisfaction with police performance. That is, the longer
the response time, the less satisfied the respondent was
with police performance.

What the police do upon arrival (substance of initial
investigation), the existence of a follow-up investigation,
and the knowledge of an arrest or arrests related to the
incident were found to be modestly associated with overall
satisfaction; however, none of the associations were
significant. Only a slight association was found between
overall satisfaction and whether or not the respondent knew

that a suspect had been convicted of the crime.

There is too little research on crime victim evaluation
of police investigative performance to draw valid
conclusions. Therefore, an integrated discussion of the
"victim evaluation"” studies is presented below.

The Shapland (1983), Percy (1980), and Poister and
McDavid (1978) studies, which constitute the totality of
"victim evaluation" studies, found respectively that
seventy (70) percent, sixty-two (62) percent, and forty-six
(46) percent of the responding victims expressed overall
satisfaction with police performance. While differences in
methodology, operationalization, and study site may account
for some of the variation in satisfaction levels found by
these studies, one could also argue that the degree of
variability reflects the potential for critical evaluations

from crime victims. It follows then that the levels of
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satisfaction expressed by victims are indeed indicative of
the quality of "services" provided to them.

Percy (1980) found 'age,' 'race,' and 'sex' of the
victim to be associated with evaluations of police
performance, while Poister and McDavid (1978) found that
only 'total family income' was associated with evaluations
of the police. These inconsistent findings highlight the
need for further examination of background variables in
"victim evaluation" research.

Poister and McDavid (1978) found that the seriousness
of the reported crime had a significant influence on
overall satisfaction with police investigative
performance. This is a critical finding because it
suggests that there may be other important differences
between victims of different crime seriousness types.

Poister and McDavid (1978) found that response time of
the police had a significant influence on victim
satisfaction with police performance. Percy (1980)
however, found that the victim's expectation of police
response time had a significant influence on victim
satisfaction with police performance. Since there are
validity problems with accurate estimations of actual
response time (Schneider, 1978), and since expectations of
response time have been found to be more important in
determining overall satisfaction than actual response time

(Kansas City Police Department, 1977; Pate et al., 1976),
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expectation of response time seems to be the most
appropriate measurement for victim evaluation studies.

In regard to the activities of the police officer
during the initial investigation, Poister and McDavid
(1978) found that the substance of the initial
investigation did not have a significant impact on crime
victim satisfaction levels. Percy (1980) found that some
activities of the initial investigation had an impact on
satisfaction (making an arrest, comforting someone,
providing crime prevention information) while others did
not (questioning witnesses, making out a report). Again
the literature is faced with inconsistent findings.

Shapland (1982) examined the effect of a variable not
included by any of the other "victim evaluation" research -
the attitude of the police officer conducting the initial
investigation. Shapland (1982) found that police officer
attitude did have an impact on the victim's degree of
satisfaction.

Poister and McDavid (1978) was the only study which
examined the influence a follow-up investigation had on
victim satisfaction. This study found that a follow-up
investigation did not have an impact on satisfaction levels
of crime victims.

Concerning feedback to the victim on the investigation,
Poister and McDavid (1978) found that the victim's
knowledge of an arrest in relation to the incident did not

have a significant impact on crime victim satisfaction.
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Shapland (1982) found that the receipt of feedback from the
police on the status of the case did have an impact on
satisfaction levels of violent (personal) crime victims.
Once again, the inconsistency of the previous research

findings is illustrated.

Gaps in "Crime Victim Evaluation" Research

As mentioned in Chapter One, there are two major
problems with the current state of "victim evaluation"
research., First, there is a general lack of empirical
inquiry into the assessment of police investigative
performance through analysis of crime victim satisfaction.
As illustrated above, it seems that there are many
inconsistent and incomplete findings in the previous
research. Hence, conclusions concerning the subject cannot
be comfortably made.

More specifically, the influence of background
variables (such as age, sex, ethnicity, education, and
family income) on crime victim satisfaction has not yet
been empirically validated or explained. As discussed
earlier in this chapter, it seems that these "subgroup”
distinctions should be included in the analysis because
these "subgroups" may have different needs, expectations,
experiences, and thds, evaluations of the police. The
findings which result from the inclusion of these variables
may provide valuable input into policy which may enhance

crime victim support of the police. In addition, none of
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the previous studies have examined crimes against business
establishments. In this study, crimes against businesses
are included. Businesses are an integral part of the
community and provide indispensable political support to
the police department. Therefore, the police may find it
beneficial to monitor and improve their performance in
serving the businesses of the community.

Additionally, the few studies which have focused on
victim evaluations of the police have generally neglected
to include and analyze a complete and systematic set of
variables which reflect the entirety of the "police
response” to the criminal incident. The "police response"
variables included in this study, but not in any of the
previous studies are: the manner in which the crime was
reported and the police officer's conduct during the
initial investigation.

The second major problem with the current state of
"victim evaluation" research is that the available studies
have neglected to consider that the seriousness of the
crime may affect the victim's needs and expectations of the
police. As a result, the previous studies generalize their
findings to all crime victims, regardless of the crime's
severity. 1In order to make distinctions between crime
victims in this study, victims are stratified into three
"crime type" samples which reflect varying degrees of crime
seriousness. A separate analysis is then conducted on each

crime type sample. By filling these identified research

39



gaps, a more complete assessment of crime victim evaluation
of police investigative performance can be undertaken and
the current state of knowledge in "victim evaluation"

research can be enhanced.

An Integration of Diffuse and Specific Support

Studies which examine public attitudes toward the
police, citizen evaluation of police performance, and
victim evaluation of police investigative performance have
been presented as the three categories of previous survey
research on "public support of the police."™ It was
explained that the studies in the first category, "public
attitudes toward the police," measure "diffuse" support, or
support for the ideological foundation of the police
organization. The studies in the two remaining categories,
"citizen evaluation of police performance" and "victim
evaluation of police investigative performance," measure
"specific" support, or support for the particular role
incumbents in the police organization.

In general, evidence from this review of the literature
supports the claim by White and Menke (1982) that studies
which measure "diffuse"” support reflect the public as quite
positive toward the police, while studies which measure
"specific" support reflect the "public" as more negative
toward the police. White and Menke (1982) explain that the
disparity in support levels is evident because of the

degree of specificity in the questions which measure
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support. Simply stated, general questions indicate higher
support levels while specific questions indicate lower
support levels. However, the disparity in support levels
may also be explained in part by the fact that the
questions are directed toward different "publics." One
"public" had contact with the police ("specific" support)
while the other public may not have had contact with the
police ("diffuse" support). Thus, each "public" has a
different basis on which to judge the "performance" of the
police.

Even though there is a disparity between support
levels, it seems possible that in some instances "diffuse"
suppdrt may influence "specific" support. For example,
"public attitudes"™ studies have generally found that
non-white and younger respondents express lower levels of
"diffuse" support for the police than white and older
respondents. A possible explanation for this finding is
that non-whites and younger respondents may be more
critical of authority or have experienced some form of
police discrimination in the past. So, when rendering an
evaluation of police performance in reference to a specific
incident, this critical "diffuse" sentiment may manifest
itself in the respondent's expressed level of "specific"
support for the police. Although this proposition may seem
plausible, the paucity of "specific" support research has
contributed to the lack of an emergent theoretical
framework in which to confirm or deny the validity of the

proposition.
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The proposition that "diffuse" support may influence
specific support has important implications for the police
department that wishes to improve crime victim satisfaction
with police performance. If, for example, it is found that
younger respondents are less satisfied with the performance
of the police ("specific" support) than older respondents,
it may not imply that in some way police performance is
deficient. Rather, the finding may indicate a more deeply
rooted problem between the police and the younger
population. The police department may not be able to
improve satisfaction with police performance ("specific"
support) without first addressing the issue of general

sentiment ("diffuse" support) toward the police.

Summary

In this chapter an overview of the previous empirical
research on public support of the police has been
presented. Public attitudes toward the police, citizen
evaluations of police performance, and victim evaluation of
police investigative performance were outlined as the three
categories of survey research on the topic. The gaps in
victim evaluation of police performance research, which
this present study will attempt to £ill, were then
highlighted and discussed. Finally, "diffuse" and
"specific" support were defined as two distinct forms of
support for the police and their possible relationship with

one another was discussed.
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FOOTNOTES - CHAPTER II

The four items used by Thomas and Hyman (1977) to

operationalize "attitude toward the police" were as

follows:

For each

1.) The police in our city are doing an
effective job and deserve our thanks.

2.) The police in my community are guilty of
discrimination against people like the poor and
minority groups.

3.) The police don't show proper respect for
citizens.

4.) The police here are too willing to use
force and violence.

of these statements the respondent was to indicate

strongly agree, agree, undecided, disagree, or strongly

disagree

2 m

operatio

e five items used by Smith and Hawkins (1973) to
nalize "attitude toward the police" were:

1.) People who know the ropes and have money to
afford good lawyers don't really have anything
to worry about from the police.

2.) Generally speaking, all people are treated
the same by the police regardless of race or
color.

3.) Negroes tend to get harder treatment from
the police than most other people get.

4.) Policemen try to give teenagers an even
break in most cases.

5.) The way you are treated by the police
depends pretty much on who you are and who you
know.

The respondents were asked if they strongly agreed, agreed,

disagree
Uncertai

coded as

d, or strongly disagreed with each item.
nty or neutrality on the part of the respondent was

"undecided" by the interviewer.
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3The social characteristic variables included in the

Kansas City Police Department (1978) study were: length of
residency in Kansas City, length of time at current
address, population of the community in which the citizen
lived most of his or her life, stability of the citizen's
living arrangements, socioeconomic status, education,
income, age, marital status, position in household, race,

and sex.

4 Harrisburg, Pennsylvania, the research site in the
Poister and McDavid (1978) study, has a population of
approximately 50,000 people. Harrisburg then, is similar
in size to Oshkosh, Wisconsin, the research site for the
present study.

> The inclusion of the numerous "demographic"
variables in the Poister and McDavid (1978) study was a
result of the study evolving from a more comprehensive

community survey.
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CHAPTER III

METHODOLOGY

Chapter III contains a description of the study site,
research design, and methodological procedures. The
chapter concludes with a discussion of the variables
included in the study and a presentation of the research

questions to be addressed.

The Study Site

The City of Oshkosh is located on 16 square miles of
land in east-central Wisconsin. The city is administered
by a council-manager form of government. In 1985 the City
of Oshkosh had a population of 50,889. Not included in
this figure is the University of Wisconsin-Oshkosh which
has an approximate enrollment of 12,000 students. Oshkosh
is largely a racially homogeneous community -- 98.4% of the
population is white. The median age of the population is
29, According to the 1985 census there are 18,766
households in the City.

Oshkosh is primarily a manufacturing and industrial
city. The major employers in the area are Oshkosh Truck
Company, Leach Company (both of which are heavy truck

manufacturing and assembly plants), and Oshkosh B'Gosh
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Company (clothing manufacturing).

The Oshkosh Police Department currently employs 84
full-time sworn officers, 7 Community Service Officers, 5
civilian clerks, and 23 crossing guards. Of the 84 sworn
officers, 54 are patrol officers and 9 are detectives. The
budget for the police department in 1986 was $2.8 million.
The divisions within the police department are: motorized
patrol, detective, crime prevention, training, and central
services (see Appendix A for the organizational chart of

the police department).

Data and Sample

The data for this study came from responses to
self-administered questionnaires mailed to crime victims
whose names were obtained from official complainant records
of the Oshkosh, Wisconsin Police Department. Complainant
records which identified: 1) an aggravated battery,
burglary, forcible rape, larceny-theft, motor vehicle
theft, non-aggravated battery, other sexual assault, or
robbery; 2) the victim as being 18 years old or over at the
time of the offense; and 3) the crime as having occurred
between June 6, 1986 and June 6, 1987 were included in the
population.

Crimes against businesses and organizations are
included in this study with two exceptions. First, since
this study is incident-specific and a few select retail

stores account for the vast majority of the approximate 600
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"shoplifting" complaints, "shoplifting" crimes (a type of
larceny-theft) are excluded. Second, a robbery or assault
of a person in the course of his/her work is viewed
primarily as an attack on the individual, rather than on
the victim's property, because the physical security of the
individual is directly threatened. Accordingly, such
crimes are not viewed as crimes against property, but
rather crimes against the person. In cases where a crime
was directed toward a business, the identified manager or
owner of the business was viewed as the victim and the
questionnaire was sent to this individual (in nearly all of
the cases the owner or manager was the reporting person).

Victims who were under the age of 18 at the time of the
offense had to be excluded from the population so as to not
violate the confidentiality standard of the police
department. The categories of sexual assault and
larceny-theft had the greatest proportions of victims under
the age of 18. Criminal incidents which occurred between
June 6, 1986 and June 6, 1987 were used for analysis in
this study because the twelve month time frame balanced the
need for adequate frequencies with reliable respondent
memory recall of the police response.

Because the amount of effort the police expend on
investigating a crime depends on the seriousness of the
offense and since greater effort may affect victim
satisfaction with police performance (Poister and McDavid,

1978:139), it was seen as necessary to employ "crime
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categories" in the collection and analysis of data. The
categories used in this study are: "personal" (aggravated
battery, non-aggravated battery, other sexual assault,
rape, and robbery,); "property serious" (burglary, motor
vehicle theft); and "property less serious"
(larceny-theft). The sample was stratified on the basis of

these three crime categories.

Sampling Procedure

Complainant records maintained within the detective
bureau were used as the source of information for the
sample selection and mailings. Complainant records were
filed by type of crime and were in chronological order
within this filing system.

The sample selection procedure consisted of six steps.
The first step in the process was to gather all of the
records which identified an aggravated battery, burglary,
larceny-theft, motor vehicle theft, non-aggravated battery,
other sexual assault, rape, or a robbery as having occurred
between June 6, 1986 and June 6, 1987. There were 29
aggravated battery reports, 442 burglary reports, 2,515
larceny-theft reports, 90 motor vehicle theft reports, 129
non-aggravated battery reports, 32 other sexual assault
reports, 7 rape reports, and 17 robbery reports. The total
number of reports gathered was 3,261.

Second, all of the reports which identified the victim

as being under 18 years of age were excluded from each of
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the files. As there were no aggravated battery, burglary,
or motor vehicle theft victims under the age of 18, no
reports in these categories had to be excluded. However,
579 larceny-theft reports, 41 non-aggravated battery
reports, 28 other sexual assault reports, and 3 robbery
reports had to be excluded because of the age requirement.
The total number of reports excluded as a result of the
victim being under 18 years of age was 651.

Third, as explained in Chapter I, the reports were
grouped into either "personal" (aggravated battery,
non-aggravated battery, other sexual assault, rape, and
robbery), "property serious" (burglary and motor vehicle
theft), or "property less serious" (larceny-theft) crime
categories.

Fourth, a mailing identification card (see Appendix B)
was completed for each of the "personal” crimes (aggravated
battery, non-aggravated battery, other sexual assault,
rape, and robbery). In this category there were 142 crimes
which met the age and date requirements for sampling. Due
to the relatively small number of "personal” crimes
available, the entire population (N = 142) was included in
the initial sample.

Fifth, a mailing identification card was completed on
every second "property serious" crime (burglary and motor
vehicle theft) in the sampling frame. This systematic
sampling procedure resulted in a sample of 266 crimes out

of the possible 532 which met the age and date requirements
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of the study. The selection of every other crime in this
category insured adequate frequencies for statistical
analysis yet was considerate of the resource constraints on
this project.

Finally, all of the 551 "shoplifting" crimes were
excluded from the "property less serious" (larceny theft)
crime category. A mailing identification card was then
completed on every fifth larceny-theft crime. This
systematic sampling procedure resulted in a sample of 277
crimes out of the possible 1,385 which met the age and date
requirements of the study. Again, as with the "property
serious"” sample, the selection of every fifth "property
less serious” crime insured adequate frequencies for
analysis, but yet was considerate of the limited resources
of this project.

The stratified, disproportionate sampling procedure

resulted in the selection of 685 cases (N = 685).

Mailings

Three mailings were conducted for this study. The
first consisted of a letter of introduction from the Chief
of Police and the author (see Appendix C), a questionnaire,
and a self-addressed, postage paid return envelope. The
second mailing consisted of a reminder letter (see Appendix
D), another questionnaire, and a postage paid return
envelope. The final mailing once again consisted of a

reminder letter (see Appendix E), a questionnaire, and a
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postage paid return envelope. Police department letterhead
and envelopes were used for each mailing. The mailings
were spaced approximately three weeks apart and each
mailing was addressed and sent to the individual who was
identified as the victim in the complainant record. The
return envelope included in each mailing was addressed to a
post office box in East Lansing, Michigan in care of the
project director (the author).

Each mailed questionnaire had a mailing identification
number printed on it which corresponded to the mailing
identification card that identified the type of crime
reported, the police department's complaint number, the
victim's name, address, age, sex, and ethnicity, and
whether or not the reporting victim represented a
business. The mailing identification number was also used
to monitor the returns and identify the non-responding
individuals for the follow-up mailings. The second and

final mailings were sent only to the non-respondents.

Response Rates

As a result of the first mailing, 256 (37.4%) of the
685 questionnaires were returned and were usable. Six more
questionnaires were returned but were not usable because
either they were not filled out or the victim was under the
age of 18 (the victim was inadvertently included in the
initial sample). Additionally, 66 of the original 685
questionnaires could not be delivered by the U.S. Post

Office.
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The second mailing consisted of 357 questionnaires sent
to those victims who were not yet accounted for. Of the
357 questionnaires sent, 127 were returned and were
usable. Eight more questionnaires were returned but were
not usable and 13 questionnaires could not be delivered by
the Post Office. The 127 questionnaires which were
returned accounted for an 18.5% increase in the response
rate.

The third and final mailing consisted of 209
questionnaires sent to those victims who were not yet
accounted for. This mailing resulted in 53 usable
questionnaires being returned. 1In addition, four
questionnaires were returned but were not usable and two
could not be delivered by the Post Office. The 53 usable
questionnaires which were returned accounted for a 7.7%
increase in the response rate.

Overall, 436 usable questionnaires were returned. This
figure represents a "usable response rate" of 63.64%. As a
result of the three mailings, 539 of the initial 685
sampled victims were accounted for (their questionnaires
were either returned as usable, not usable, or not
deliverable). This figure represents an "overall response

rate" of 78.68%.

Crime Category Response Rates

In the "personal® crime sample, 79 of the 142

questionnaires were returned and were usable (a 55.6%
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response rate). In the "property serious" crime sample,
165 out of 266 questionnaires were returned and usable (a
62.03% response rate). Finally, 192 of the 277 "property
less serious" questionnaires were returned and usable (a

69.3% response rate).

Questionnaire Construction

The questionnaire used in this study was developed
after an extensive review of citizens' and crime victims'
evaluation of police performance research. After several
drafts of the instrument were made, a pretest was conducted
to highlight any ambiguous instructions or wording, or any
problems with the substance of the questionnaire. This
pretest sample consisted of sixteen people (three of whom
were police officers) whose ages ranged from twenty-two
years to sixty-eight years and years of education from
eight to eighteen. Based on the comments of the pretest
sample changes in the questionnaire were made. The
questionnaire was then pretested again with a different
sample of twelve people (one of whom was a police
officer). This sample ranged from fifteen to sixty years
of age and from ten to sixteen years of education. No
problems or difficulties were encountered by the pretest
sample in completing the questionnaire. The questionnaire

was then drafted into its final form (see Appendix F).
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Variables

The primary dependent variable in this study is a
single measure of overall satisfaction with the police
response to the particular victimization incident -- the
respondent was asked, "Overall, how satisfied were you with
how the police officer(s) handled the incident?" The
answer choices were: "very satisfied", "satisfied",
"uncertain", "dissatisfied", and "very dissatisfied". The
data for this variable were initially collected in the
Likert scale format; however, for the statistical analysis
the variable was dichotomized into "not satisfied"™ (the
'uncertain,' 'dissatisfied,' and 'very dissatisfied'
responses combined) and "satisfied" (the 'satisfied' and
'very satisfied' responses combined). The "uncertain”
responses were grouped into the "not satisfied" category
because, based on an examination of the victim comments
(see Appendix G) it seemed that "uncertain" victims had a
tendency to express more negative (not satisfied) comments
than positive (satisfied) comments as to the performance of
the police.

As explained in the previous chapter, the variables of
victim age, race, gender, education, total family income,
and type of victim (individual or business) were included
in this study. The variable of total family income was
initially collected on the basis of six standard U.S.
census data income categories, ranging from "less than

$5,000" to "$25,000 or more"; however, for analysis
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purposes these categories were collapsed into "lower
income" ($14,999 or less), "middle income" ($15,000 -
$24,999), and "higher income" ($25,000 or more). Although
this classification scheme may appear to be rather
compressed (i.e. the "lower income" limit may seem high,
and the "higher income" limit may seem low), these
divisions seem appropriate for three reasons. First, since
these figures represent total family income rather than
just the victim's income and since total family income may
be expected to be greater, the "lower income" limit may not
seem as skewed as at first thought. Second, since Oshkosh
is a very homogenous community, there are relatively few
citizens who are "poor"™ or "rich." The three category
scheme reflects this consideration. Finally, and possibly
most importantly, these divisions insured adequate
frequencies throughout the analysis.

The variable of 'victim education' was initially
collected in four standard categories, ranging from "less
than high school™ to "college graduate"; however, this
variable was dichotomized into "high school or less" and
"some college or more" distinctions for the analysis. The
variable of victim ethnicity was collected and analyzed in
the "white - non-white" dichotomy. Finally, the variable
of victim age was initially collected as interval level
data but was dichotomized into "young" (24 years of age or
less) and "old" (25 years old or over) for the analysis.

As explained in Chapter II, this study includes a
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systematic set of variables which reflect consideration of
the entire "police investigative response."” The variables
in this set are: the manner in which the crime was
reported, expected response time, professionalism of the
police officer conducting the initial investigation,
investigative effort of the police officer conducting the
initial investigation, existence of a re-contact for
further questioning, and the existence of a contact to
inform the victim of the status of the investigation.

The manner in which the crime was reported was
initially coded on the basis of four categories: "police
were called and responded to the victim's location," "all
of the information concerning the crime was taken over the
phone," "victim went directly to the police department,"
and "police discovered the crime." Then, for the analysis,
these categories were divided first into "victim initiated”
(police were called and responded, phone report, and victim
went to police department) vs. "police initiated" (police
discovered the crime). Second, the initial categories were
divided into "face-to-face contact" (police were called and
responded, victim went directly to police department, and
police discovered the crime) and "no face-to-face contact"”
(all of the information concerning the crime was taken over
the phone).

The rationale for the "victim vs. police initiated"
dichotomy stems from the assumption that when the police

discover that a crime occurred, the corresponding victim
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may have the perception that the capability and
omnipresence of the police is much greater than the victim
who must request the "attention" of the police. This
perception may, in turn, influence evaluation of the
police. The rationale for the second dichotomy,
"face-to-face contact vs. no face-to-face contact," stems
from the aséumption that the victim may perceive that
he/she is receiving more attention and effort from the
police and may view the police as taking the incident more
seriously if there is actual "face-to-face" contact between
the police and the victim. Again, it may be expected that
this perception may influence evaluations of the police.
Expected response time was collected and analyzed on
the basis of three categories: "slower than expected,"
"about the same as expected," or "faster than expected."
The professionalism of the police officer(s) conducting the
initial investigation and the investigative effort of the
police officer(s) conducting the initial investigation were
indexes -- the construction of which are explained below.
The existence of a recontact for further questioning was
initially categorized by the responses of: "yes," "no," or
"uncertain;" however, for the analysis the "uncertain"
responses were excluded because "uncertain," in this
context, seemed to imply "I can't remember." The existence
of a contact to inform the victim of the status in the
investigation was also collected in the "yes, no,

uncertain" format. As with the previous variable, the
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"uncertain® responses were excluded from the analysis
because "uncertain®™ in this context seemed to connote "I
can't remember."

Since the amount of effort the police expend on
investigating a crime may depend on the seriousness of the
offense, and since greater effort may affect victim
satisfaction with police performance (Poister and McDavid,
1978:139), in this study the variable "type of crime
reported"” was viewed as an independent variable on which
the samples for the study were based. The "crime type"
samples consisted of "personal," "property serious," and
"property less serious."

The index which represented the professionalism of the
police officer(s) who conducted the initial investigation
was created through the combination of four items which
examined the police officer(s)' attitude and competence.
The respondents were asked to respond either "yes," "no,"
or "uncertain®™ as to whether the police officer(s) were
cour teous, understanding, concerned, and competent. In
creating the index, the "no" and "uncertain" responses to
each item were grouped together while the "yes" responses
were unchanged. The "uncertain" responses were combined
with the "no" responses because, in this context, an
"uncertain® response seemed to imply that the victim was
unable to ascertain (or was undecided as to the degree of)
the police officer(s)' competence or attitude. This manner

of response seems then to indicate a more negative than
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positive evaluation of the police officer(s). If the
respondent failed to complete any of the four
"professionalism” items, the entire index was coded as
"missing."”

The scoring of the index was arranged so that a score
of one (1) indicated that for all four of the "profession-
alism™ items, the victim responded negatively ("no" or
"uncertain") to each. A score of two (2) indicated one
positive ("yes") response and three negative responses. A
score of three (3) indicated two positive and two negative
responses. A score of four (4) indicated three positive
and one negative response. Finally, a score of five (5)
indiéated that the victim responded positively to all four
of the "professionalism" items.

For the analysis the "professionalism" variable was
dichotomized into "not professional” and "professional.”
The "not professional" category consisted of the scores of
one (1), two (2), and three (3), while the "professional"
category consisted of the scores of four (4) and five (5).
In other words, in order for the officer to be
"professional”™ the victim had to respond affirmatively to a
majority of the index items. The combination of the
categories into a simple dichotomy insured adequate
frequencies for statistical tests.

The index which represents the investigative effort of
the police officer(s) who conducted the initial

investigation was created through the combination of four

59






items which examined the investigative activities of the
police officers who conducted the initial investigation.
The respondents were asked to respond either "yes," "no,"
or "uncertain" as to whether the police officer(s) searched
or looked around the crime scene, examined any evidence,
attempted to locate and/or question witnesses, or made out
a report =-- all of which could be conducted in
investigating any criminal occurrence. In creating the
index, the "no" and "uncertain" responses for each item
were grouped together while the "yes" responses remained
unchanged. The "uncertain" responses were grouped with the
"no" responses because, in this context, an "uncertain"
response seemed to imply that the victim was unsure if the
police officer (s) performed the activity because he/she was
not informed that the police conducted the activity. It is
argued that if the victim was unaware of a police
officer(s)' activities, then, from the victim's viewpoint,
it is as if the activity was not done.

As with the "professionalism" index, the scoring of the
"investigative effort" index was arranged so that a score
of one (1) indicated that all four of the "investigative
effort" items, the victim responded negatively ("no" or
"uncertain") to each. A score of two (2) indicated one
affirmative ("yes") and three negative responses. A score
of three (3) indicated two affirmative and two negative
responses. A score of four (4) indicated three affirmative

and one negative responses. Finally, a score of five (5)
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indicated that the victim responded affirmatively to all
four of the "investigative effort" items.

For the analysis the "investigative effort" variable
was dichotomized into "much investigative effort" and
"little investigative effort." The "little effort"
category consisted of the scores of one (1), two (2), and
three (3), while the "much effort" category consisted of
the scores of four (4) and five (5). In other words, the
victim had to indicate affirmatively to a majority of the
index items in order for the police officer to be viewed as
exhibiting "much investigative effort." The combination of
categories into a simple dichotomy insured adequate
frequencies for statistical techniques.

The formation and use of the "professionalism" and
"investigative effort" indexes served an important
methodological purpose. Unlike a single indicator, the
indexes were able to measure complex concepts such as
"professionalism" and "investigative effort." By
considering several data items, the indexes were more
likely to provide a comprehensive and accurate indication

of the concepts under inquiry.

Research Questions
The general question addressed in this study is
as follows:
What variables contribute to victims' overall
satisfaction with the police investigative response?
(This question, and the more specific questions

presented below, are addressed in the following
chapter.)
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Specifically, the study addresses the following

questions:

1.) Is the type of victim (individual or business) or
any of the background variables of the victim (age,
gender, education, income, race) associated with
overall satisfaction with the police investigative
response?

2,) Does the type of crime reported (personal, property
serious, or property less serious) influence overall
satisfaction with the police investigative response?

3.) Does the manner in which the crime was reported
influence overall satisfaction with the police
investigative response?

4.) Does the victim's expectation of response time
influence overall satisfaction with the police
investigative response?

5.) Does the responding police officer's exhibited
degree of professionalism influence overall
satisfaction with the police investigative response?

6.) Does the responding police officer's exhibited
degree of investigative effort influence overall
satisfaction with the police investigative response?

7.) Does the existence of a follow-up investigation
influence overall satisfaction with the police
investigative response?

8.) Does a contact to inform the victim of the status

of the investigation influence overall satisfaction
with the police investigative response?

* k%
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CHAPTER IV

ANALYSIS OF DATA

In this chapter the data are analyzed as they apply to
the research questions presented in Chapter III. The
results of the study are organized and presented in two
sections -- characteristics and responses of the crime
victims and bivariate analysis of the research questions.

Separate analyses are presented for each of the three
crime type samples. The first sample consists of
"personal" crimes (N = 79). The second sample consists of
"property serious" crimes (N = 165). The third sample
consists of "property less serious" crimes (N = 192).
Again, a proportionate sampling procedure was not employed
in obtaining these three samples. Therefore, it is
methodologically necessary to conduct separate analyses on

each of the crime types (Hagen, 1982).

Characteristics and Responses of the Crime Victims
A description of the characteristics of the "personal,"
"property serious," and "property less serious" crime

victim respondents is presented in Table 4.1.1
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TABLE 4.1

Characteristics of the Respondents
in each of the Crime Type Samples

"PERSONAL" "PROPERTY SERIOUS" "PROPERTY LESS
VARIABLES VICTIMS VICTIMS SERIOUS® VICTIMS
b4 ] £ ] £ ]

Type of Victin?

Individual 79 100.0 118 71.5 181 94.3

Business - - 47 28.5 11 5.7
Sex of Victim

Male 44 55.7 105 63.6 110 57.3

Pemale 35 44.3 60 36.4 82 42.7
Race of Victil’

White 78 98.7 163 98.8 186 96.9

Non-white 1 1.3 2 1.2 6 3.1
Age of Victim

Young 36 45.6 24 14.5 40 20.8

old 43 S4.4 141 85.5 152 79.2
Bducation of Victim

High Schl / less 41 56.2 76 48.1 77 42.3

Sm College / more 32 43.8 82 51.9 105 57.7
Income of Pamily :

Lower Income 33 $9.9 43 34.7 49 31.4

Middle Income 12 20.7 21 16.9 39 25.0

Higher Income 13 22.4 60 48.4 68 43.6

A (#) sign beside a variable in Table 4.1 indicates

that the frequency for a value of that variable is not

large enough to accommodate bivariate statistical

analyses.

Although, as explained in Chapter II, for

theoretical reasons these variables should be included in

an assessment of crime victim satisfaction with the police
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response, in certain instances of this study these
variables simply cannot be included. For example, due to
the absence of businesses in the "personal" crime sample
and the relatively small number of businesses in the
"property less serious" crime sample, the "business -
individual”®™ distinction ("type of victim" variable) can
only be made in the "property serious" crime type sample
analysis.

Similarly, since less than three (3) percent (N = 9) of
the respondents in the three samples combined were
"non-white," and since meaningful statistical analysis
cannot be conducted on such a small N, the distinction
betwéen "white" and "non-white" respondents cannot be made
in the analyses. For purposes of this study, the "white"
and "non-white” respondents are grouped together so as to
provide the greatest frequency throughout the entire
analysis.

The responses of the "personal," "property serious,"
and "property less serious” crime victim respondents are

illustrated in Table 4.2.
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TABLE 4.2

Respongses of the Crime Victins
to the Police Investigative Response Variables
for each Crime Type Sample

"PERSONAL" "PROPERTY SERIOUS" "PROPERTY LESS
VARIABLES VICTIMS VICTIMS SERIOUS" VICTIMS
£ ] £ ] £ ]
Crime Repo:t'
Victim Initiated 65 94.2 152 96.8 186 98.4
Police Initiated 4 5.8 L] 3.2 3 1.6
Pace-to-face 69 100.0 155 98.7 172 91.0
No Pace-to-face 0 0.0 2 1.3 17 9.0
Bxpectation
of Response Time
Slower 9 17.0 20 13.6 17 11.3
Same 32 60.4 99 67.3 96 63.6
Paster 12 22.6 28 19.0 38 25.2
Professionalism
Not Professional 28 35.9 43 26.5 44 23.2
Professional S0 64.1 119 73.5% 146 76.8
Investigative Bffort
Little 48 62.3 75 46.6 134 71.3
Much 29 37.7 86 53.4 54 28.7
Recontacted
for Questions
No 46 60.5 93 $9.2 150 8l.1
Yes 30 39.5 64 40.8 35 18.9

Recontacted with

Status of Investigation
No 57 75.0 121 77.6 155 84.2
Yes 19 25.0 35 22.4 29 15.8

In Table 4.2 it is seen that the "crime report"
variable also had to be excluded from the analysis due to
the lack of sufficient variation in the variable. The
overwhelming majority of victims initiated the crime report
in each of the three crime type samples (N = 403), and the

vast majority of the victims had face-to-face contact with
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the police officer (N = 396). Again, there was not enough
variation in the "crime report" variable to render

meaningful statistical results.

Analysis of the Research Questions

In this section of the chapter the research questions
are addressed and through the use of bivariate statistical
techniques (Chi Square, X2, for statistical significance
and Gamma, G, for measures of associationz) responses to
the questions are presented. For purposes of this study, a
relationship is considered significant if it attains a
probability level of .05 or less.

As explained in Chapter III, due to the dispropor-
tionate stratified sampling procedure used in this study,
each "crime type" is treated as an independent and separate
sample in the analysis. Accordingly, the research
questions are addressed to each crime type sample
separately. 1In addition, the crime type samples are not
large enough to accommodate the introduction of control
variables into the analysis. Finally, the order in which
the research questions are presented reflects the same
order in which the stages of the "police investigative
response" occur (except for the first two questions which
are not concerned with the "police response").

Research Question #1:

Is the type of victim (individual or business) or any

of the background variables of the victim (age, sex,

education, income, race) associated with overall
satisfaction with the police investigative response?
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The bivariate relationships between victim
characteristics and overall satisfaction with the police
investigative response are presented in Tables 4.3 through
4.5 for each of the crime type samples. The results of the
analysis for the "personal” crime type sample are presented

in Table 4.3.

TABLE 4.3

Victim Characteristics
by Overall Satisfaction with the Police Response
for the Personal Crime Type Sample

x2 G N Not Satisfied Satisfied

Victim Sex 3.000 .39

Male 44 47.7% 52.3%

Female 35 28.6% 71.4%
Victim Age .163 .09

Young 36 41.7% 58.3%

0ld 43 37.2% 62.8%
Victim
Education 2,512 -.37

H Schl/less 41 31.7% 68.3%

Some Col/more 32 50.0% 50.0%
Family Income .467 -.04

Lower Income 33 39.4% 60.6%

Middle Income 12 50.0% 50.0%

Higher Income 13 38.5% 61.5%

Apparent from these data is the absence of statistical
significance between the characteristics of the personal
crime type sample members and overall satisfaction with the
police investigative response.

The results of the analysis for the "property serious"

crime type sample are presented in Table 4.4.3
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TABLE 4.4

Victim Characteristics
by Overall Satisfaction with the Police Response
for the Property Serious Crime Type Sample

2

X G N Not Satisfied Satisfied
Victim Type 1.545 -.23
Business 47 25.5% 74.5%
Individual 118 35.6% 64.4%
Victim Sex .016 -.02
Male 105 32.4% 67.6%
Female 60 33.3% 66.7%
Victim Age®  4.779 .48
Young 24 54.2% 45.8%
o1d 141 29.1% 70.9%
Victim
Education 2.382 -.26
H Schl/less 76 26.3% 73.7%
Some Col/more 82 37.8% 62.2%
Family Income 2.420 .03
Lower Income 43 30.2% 69.8%
Middle Income 21 47.6% 52.4%
Higher Income 60 30.0% 70.0%
*
p<.05

As observed from Table 4.4, the only victim
characteristic in the "property serious" crime type sample
which attained statistical significance was that of victim
age (p < .05). That is, "o0ld" victims were significantly
more likely to be satisfied with the police response than
"young" victims. The strength of the relationship between
age and overall satisfaction is fair (G = .48).

The results of the analysis for the "property less

serious" crime type sample are presented in Table 4.5.
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TABLE 4.5

Victim Characteristics
by Overall Satisfaction with the Police Response
for the Property Less Serious Crime Type Sample

x2 G N Not Satisfied Satisfied

Victim Sex .046 -.04

Male 110 25.5% 74.5%

Female 82 26.8% 73.2%
Victim Age 1.094 .20

Young 40 32.5% 67.5%

o1ld 152 24.3% 75.7%
Victim .
Education .198 -.08

H Schl/less 77 24.7% 75.3%

Some Col/more 105 27.6% 72.4%
Family Income 2.794 .25

Lower Income g 49 32.7% 67.3%

Middle Income 39 25.6% 74.4%

Higher Income 68 19.1% 80.9%

As with the "personal” crime type sample, none of the
victim characteristic variables in the "property less
serious" crime type sample attained statistical
significance with overall satisfaction.

In sum, the only victim characteristic which is
associated with overall satisfaction with the police
investigative response is 'age,' and this variable is only
significant in the "property serious" crime type sample.
In the "property serious" sample "o0ld" victims were
significantly more likely to be satisfied with the police

response than "young" victims (p < .05; G = .48).
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Research Question #2:

Does the type of crime reported influence overall
satisfaction with the police investigative response?

The bivariate relationships between the "personal,"
"property serious," and "property less serious" crime types
and overall satisfaction with the police response are

presented in Table 4.6.

TABLE 4.6

Type of Crime
by Overall Satisfaction with the Police Response

Xz G N Not Satisfied Satisfied
Type of Crime 4.948 -.19
Prop Less Ser 192 26.0% 74.0%
Prop Serious 165 32.7% 67.3%
Personal 79 39.2% 60.8%

This cross-tabulation does not display statistical

significance and the relationship is weak (G = -.19).

Research Question #3:

Does the manner in which the crime was reported

influence overall satisfaction with the police

investigative response?

As mentioned previously, due to lack of variation in
the "police vs. victim initiated crime report" and
"face-to-face vs. no face-to-face contact during the crime

report® distinctions, this question could not be addressed

in this research study.
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Research Question #4:

Does the victim's expectation of response time
influence overall satisfaction with the police
investigative response?

The bivariate relationships between expectation of
response time and overall satisfaction with the police
response are presented in Tables 4.7, 4.8, and 4.9 for each
of the crime type samples. The results of the analysis for

the "personal” crime type sample are presented in Table

4.7.4

TABLE 4.7

Expectation of Response Time
by Overall Satisfaction with the Police Response
for the Personal Crime Type Sample

x2 G N Not Satisfied Satisfied

Exp'n

of R Time =~ 13.624 .88
Slower 9 77.8% 22.2%
Same 32 37.5% 62.5%
Faster 12 00.0% 100.0%
%* %
p<.01

As displayed in Table 4.7, a strong and significant
relationship is found between expectation of response time
and overall satisfaction with the police investigative
response for the "personal” crime type sample (G = .88; p <
.01). Victims of a personal crime who reported a faster
than expected response time were most likely to be

satisfied with the police response while victims who
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reported a slower than expected response time were least
likely to be satisfied.
The results of the analysis for the "property serious"”

crime type sample are presented in Table 4.8.

TABLE 4.8

Expectation of Response Time
by Overall Satisfaction with the Police Response
for the Property Serious Crime Type Sample

x2 G N Not Satisfied Satisfied

Exp'n *

of R Time " **24.676 .76
Slower 20 75.0% 25.0%
Same 99 31.3% 68.72
Faster 28 7.1% 92.9%
*kkk
p<.0001

Similar to the "personal"” crime type sample, a moderate
and significant relationship was found between the
expectation of response time and overall satisfaction with
the police response for the "property serious"™ crime type
sample (G = .76; p < .0001). Again, victims who reported a
faster than expected response time were most likely to be
satisfied with the police response while victims who
reported a slower than expected response time were the
least likely to be satisfied with the police response.

The bivariate relationship between expectation of
response time and overall satisfaction with the police
response for the "property less serious" crime type sample

is presented in Table 4.9.
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TABLE 4.9

Expectation of Response Time
by Overall Satisfaction with the Police Response
for the Property Less Serious Crime Type Sample

X2 G N Not Satisfied Satisfied

Exp'n

of R Time 4.609 .37
Slower 17 29.4% 70.6%
Same 96 27.1% 72.9%
Faster 38 10.5% 89.5%

Apparent from Table 4.9 is the lack of statistical
significance between expectation of response time and the
expressed level of overall satisfaction for the "property
less serious" sample.

In sum, expectation of response time does seem to
influence overall satisfaction with the police
investigative response in the "personal™ and "property
serious" crime type samples. Victims who reported a faster
than expected response time were most likely to be
satisfied with the police response while victims who
reported a slower than expected response time were the
least likely to be satisfied. The correlation between the
two variables was stronger in the "personal" crime type
sample (G = .88) than in the "property serious" crime type
sample (G = .76). Although the same pattern that was found
in the "personal" and "property serious" crime type samples
was found in the "property less serious" sample, the

relationship was slight (G = .37) and non-significant.
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Research Question #5:

Does the responding police officer's exhibited degree
of professionalism influence overall satisfaction with
the police investigative response?

The bivariate relationships between the police
officer's exhibited degree of professionalism and the
victim's overall satisfaction with the police response are
presented in Tables 4.10, 4.11, and 4.12 for each of the
crime type samples. The results of the analysis conducted

on the "personal” crime type sample are presented in Table

4.10.

TABLE 4.10

Professionalism of the Police Officer (s)
by Overall Satisfaction with the Police Response
for the Personal Crime Type Sample

x2 G N Not Satisfied Satisfied
L XX &4
Prof'lism 32.789 .92
Not Prof'l 28 82.1% 17.9%
Prof'l 50 16.0% 84.0%
hkkk
p<.0001

Based on the results presented in Table 4.10 it is
apparent that there is a strong and significant
relationship between the perceived professionalism of the
responding police officer(s) and overall satisfaction with
the police response for the "personal® crime type sample (G
= ,92; p < .0001). That is, victims of a "personal”™ crime

who perceive the police officer(s) to be "professional"™ are
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significantly more likely to be satisfied with the police
response than victims who perceive the police officer(s) to
not be professional.

The results of the analysis for the "property serious”

crime type sample are displayed in Table 4.11.

TABLE 4.11

Professionalism of the Police Officer(s)
by Overall Satisfaction with the Police Response
for the Property Serious Crime Type Sample

2

X G N Not Satisfied Satisfied
[ X L X ]
Prof'lism 73.196 .95
Not Prof'l 43 86.0% 14.0%
Prof'l 119 14.3% 85.7%
khkkk
p<.0001

As with the "personal” crime type sample, the
relationship between professionalism of the responding
police officer(s) and overall satisfaction for the
"property serious" crime type sample appears to be strong
and significant (G = .95; p < .0001). Victims of a
"property serious" crime who perceive the police officer (s)
as "professional™ are significantly more likely to be
satisfied &ith the police response than those victims who
perceive the police officer(s) to not be professional.

The bivariate relationship between professionalism of
the police officer(s) and overall satisfaction with the
police response for the "property less serious"™ crime type

sample is presented in Table 4.12.
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TABLE 4.12

Professionalism of the Police Officer (s)
by Overall Satisfaction with the Police Response
for the Property Less Serious Crime Type Sample

2

X G N Not Satisfied Satisfied
L X 2 2 1
Prof'lism 42,855 .82
Not Prof'l 44 63.6% 36.4%
Prof'l 146 14.4% 85.6%
L X 2 X
p<.0001

No different than the "personal" and "property serious"
crime type samples, the "property less serious" crime type
sample also displays a strong and significant relationship
between "professionalism™ and overall satisfaction (G =
.82; p < .0001). Victims of a "property less serious"
crime who perceive the police officers as "professional"”
are once again significantly more likely to be satisfied
with the police response than those victims who perceive
the police officer(s) to not be professional.

In sum, in each of the crime types it appears that the
police officer(s)' exhibited degree of professionalism has
an influence on the victim's overall satisfaction with the
police investigative response. For each of the crime type
samples, there was a strong and significant relationship
between the professionalism and satisfaction variables.
Victims who perceive the police officer(s) as professional
were more likely to be satisfied with the police
investigative response than victims who perceive the police

officer(s) as not professional.
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Research Question #6:

Does the responding police officer(s)' exhibited degree
of investigative effort influence overall satisfaction

with the police investigative response?
The bivariate relationships between the police

officer (s)' exhibited degree of investigative effort and

the victim's overall satisfaction with the police response

are presented in Tables 4.13, 4.14, and 4.15 for each of
the crime type samples. The results of the analysis for

the "personal” crime type sample are presented in Table

4.13.
TABLE 4.13
Investigative Effort of the Police Officer(s)
by Overall Satisfaction with the Police Response
for the Personal Crime Type Sample
x2 G N Not Satisfied Satisfied

Investigative
Effort 2,531 .38

Little Effort 48 45.8% 54.2%

Much Effort 29 27.6% 72.4%

Apparent from Table 4.13 is the lack of statistical

significance between the degree of investigative effort and

overall satisfaction with the police response for the

"personal” crime type sample. It is also interesting to
note that none of the comments from the "personal" crime
victims mention anything to do with the police officer(s)"

amount of investigative effort (Appendix G).
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The results of the analysis for the "property serious"

crime type sample are displayed in Table 4.14.

TABLE 4.14

Investigative Effort of the Police Officer(s)
by Overall Satisfaction with the Police Response
for the Property Serious Crime Type Sample

x2 G N Not Satisfied Satisfied

Investigative
Effort**+* 28.113 .74
Little Effort 75 54.7% 45.3%
Much Effort 86 15.1% 84.9%
kkkk
p<.0001

Based on the results presented in Table 4.14, it is
apparent that there is a moderate and significant
relationship between the exhibited degree of investigative
effort and overall satisfaction with the police response
for the "property serious" crime type sample (G = .74; p <
.0001). Victims of a "property serious" crime who perceive
the responding police officer(s) as exhibiting "much
investigative effort"™ are significantly more likely to be
satisfied with the police response than victims who
perceive "little investigative effort" by the police
officer(s). It is interesting to note the frequency of
"property serious" crime victims mentioning that they
thought fingerprints should have been taken by the
responding police officer(s) (Appendix G).

The bivariate relationship between the exhibited degree

of investigative effort and overall satisfaction with the
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police response‘for the "property less serious" crime type

sample is presented in Table 4.15.

TABLE 4.15

Investigative Effort of the Police Officer(s)
by Overall Satisfaction with the Police Response
for the Property Less Serious Crime Type Sample

x2 G N Not Satisfied Satisfied

Investigative
Effort * 6.295 .49
Little Effort 134 30.6% 69.43%
Much Effort 54 13.0% 87.0%
*
p<.05;

A éignificant and fair relationship appears between the
investigative effort of the police officer(s) and overall
satisfaction with the police response for the "property
less serious" crime type sample (p < .05; G = .49).

Victims of a "property less serious”™ crime who perceive the
responding police officer(s) as exhibiting "much
investigative effort" are significantly more likely to be
satisfied with the police response than victims who
perceive "little investigative effort" by the police
officer(s).

In sum, the perceived investigative effort does seem to
have an affect on overall satisfaction with the police
investigative response for the "property serious" and
"property less serious" crime type samples. More
specifically, victims of a "property serious" or a

"property less serious" crime who reported "much
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investigative effort" from the responding officer(s) were
significantly more satisfied with the police response than
victims who reported "little investigative effort."” The
relationship was stronger in the "property serious" crime
type sample (G = .74; p < .0001) than in the "property less
serious" sample (G = .49; p < .05). Although the same
pattern that was found in the "property serious" and
"property less serious" crime type samples was also found
in the "personal" crime sample, the relationship in this
sample was slight (G = .38) and non-significant.

Before proceeding to the next research question it is
important to note that it was realized that the
"professionalism" and "investigative effort" indexes may
measure the same thing and therefore, be strongly related
to one another. To test this assumption, Pearson's r was
used to test the strength of the relationship between the
indexes (in interval form). It was found that the indexes
were only slightly related to one another (r = .33).
Therefore, the indexes were viewed as distinct measures of

two separate concepts.

Research Question #7:
Does the existence of a recontact for further
questioning influence overall satisfaction with the
police investigative response?
The bivariate relationships between a contact for
further questioning and overall satisfaction with the

police investigative response are presented in Tables 4.16,
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4,17, and 4.18 for each of the crime type samples. The
results of the analysis for the "personal” crime type

sample are presented in Table 4.16.

TABLE 4.16

Victim Recontacted for Further Questions
by Overall Satisfaction with the Police Response
for the Personal Crime Type Sample

xz G N Not Satisfied Satisfied

Recontacted

for Questions 3.403 .43
No 46 47.8% 52.2%
Yes 30 26.7% 73.3%

Apparent from Table 4.16 is the lack of statistical
significance between "further questioning" and overall
satisfaction for the "personal®™ crime type sample. The
relationship between the variables is fair (G = .43).

The results of the analysis for the "property serious"”

crime type sample are displayed in Table 4.17.

TABLE 4.17

Victim Recontacted for Further Questions
by Overall Satisfaction with the Police Response
for the Property Serious Crime Type Sample

2

X G N Not Satisfied Satisfied
Recontacted
for Questions 3.706 .33
No 93 39.8% 60.2%
Yes 64 25.0% 75.0%
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As with the "personal"” sample, a greater proportion of
"property serious" victims who were recontacted for further
questions were satisfied with the police response than
those who were not recontacted. However, again there is a
lack of statistical significance between further
questioning and overall satisfaction and the relationship
is only slight (G = .33).

The bivariate relationship between further questioning
and overall satisfaction with the police response for the
"property less serious" crime type sample is presented in

Table 4.18.°

TABLE 4.18

Victim Recontacted for Further Questions
by Overall Satisfaction with the Police Response
for the Property Less Serious Crime Type Sample

x> G N Not Satisfied Satisfied

Recontacted

for Questions .458 .20
No 150 27.3% 72.7%
Yes 35 20.0% 80.0%

Like the "personal" and "property serious"™ crime type
samples, the "property less serious" sample does not
display statistical significance between further
questioning and overall satisfaction. Additionally, the
relationship between the two variables is slight (G = .20).

In sum, there is a lack of statistical significance

between further questioning and overall satisfaction with
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the police investigative response in each of the crime type
samples. However, in each of the samples it appears that
victims who reported a recontact for further questions had
higher levels of satisfaction with the police response than

did victims who reported that they were not re-contacted.

Research Question #8:

Does a contact to inform the victim of the status of
the investigation influence overall satisfaction with
the police investigative response?

The bivariate relationships between the contact to
inform the victim of the status of the investigation and
overall satisfaction with the police response are presented
in Tables 4.19, 4.20, and 4.21 for each of the crime type

samples. The results of the analysis for the "personal"

crime type sample are presented in Table 4.19.

TABLE 4.19

Victim Recontacted with the Status of the Investigation
by Overall Satisfaction with the Police Response
for the Personal Crime Type Sample

x2 G N Not Satisfied Satisfied

Recontacted /

Status .911 .34
No 57 42,.1% 57.9%
Yes 19 26.3% 73.7%

As displayed in 4.19, the cross—-tabulation between the
contact to inform the victim of the status of the

investigation and overall satisfaction with the police
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response did not attain a standard level of significance.
Additionally, the strength of the correlation is slight (G
= ,34).

The results of the analysis for the "property serious"

crime type sample are displayed in Table 4.20.

TABLE 4.20

Victim Recontacted with the Status of the Investigation
by Overall Satisfaction with the Police Response
for the Property Serious Crime Type Sample

x2 G N Not Satisfied Satisfied

Recontacted /

Status * 5.699 .51
No 121 38.8% 61.2%
Yes 35 17.1% 82.9%
*
p<.05

The relationship between a contact to inform the victim
of the status of the investigation and overall satisfaction
with the police response for the "property serious" crime
type sample is significant and fair (p < .05; G = .51).
Victims of a "property serious" crime who were recontacted
and informed of the status of the investigation were
significantly more likely to be satisfied with the police
response than those victims who were not recontacted and
informed of the status of the investigation.

The bivariate relationship between the existence of a
contact to inform the victim of the status of the

investigation and overall satisfaction with the police
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response for the "property less serious”™ crime type sample

is presented in Table 4.21.

TABLE 4.21

Victim Recontacted with Status of the Investigation
by Overall Satisfaction with the Police Response
for the Property Less Serious Crime Type Sample

x2 G N Not Satisfied Satisfied

Recontacted /

Status .905 .30
No 155 27.7% 72.3%
Yes 29 17.2% 82.8%

Based on the results presented in Table 4.21, it is
appafent that there is a lack of statistical significance
between the existence of a contact to inform the victim of
the status of the investigation and overall satisfaction
with the police response for the "property less serious"
crimé type sample. Not only does the relationship lack
statistical significance, but the strength of the
correlation is slight (G = .30).

In sum, for each of the crime type samples, victims who
reported that they were recontacted about the status of the
investigation expressed a higher level of satisfaction with
the police investigative response than victims who were not
recontacted about the status of the investigation.
However, the relationship was significant only in the
"property serious" crime type sample (p < .05; G = ,51).

That is, victims of a "property serious" crime
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were more likely to be satisfied with the police
investigative response if they were recontacted about the

status of the investigation.

Summary

The major findings are listed below.

1) The only victim characteristic which has a
significant relationship with overall satisfaction is age,
and this variable is significant only in the "property
serious” crime type sample (p < .05; G = .48). That is,
"young" victims (those under 25 years of age) of a
"property serious" crime are less likely to be satisfied
with the police response than "o0ld" victims of a "property
serious" crime.

2) The expectation of response time has an influence on
overall satisfaction in the "personal®™ crime type sample (G
= ,88; p < .01) and in the "property serious" sample (G =
.76; p < .0001) but not in the "property less serious”
sample. Victims of a "personal" or "property serious"
crime who reported a faster than expected response time
were the most likely to be satisfied with the police
investigative response, while victims who reported a slower
than expected response time were least likely to be
satisfied.

3) The police officer(s)' exhibited degree of
professionalism during the initial contact has a strong

influence on overall satisfaction in the "personal" (p <
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.0001; G = .92), "property serious" (p < .0001; G = ,.,95),
and "property less serious" (p < .0001; G = .82) crime type
samples. Victims, no matter the crime type, who perceive
the police officer to be "professional," are significantly
more likely to be satisfied with the police investigative
response than victims who perceive the police officer as
"not professional."

4) The "investigative effort"™ of the responding police
officer has an influence on overall satisfaction in the
"property serious" crime'type category (G = .74; p < .0001)
and in the "property less serious”" crime type category ( G
= ,49; p < .05). Victims in these two samples who indicate
that.the police officer exhibited "much investigative
effort" are significantly more likely to be satisfied with
the police response than those victims who indicated that
the police officer did not exhibit "much investigative
effort."

5) The existence of a recontact for further questioning
does not appear to have an influence on the satisfaction
levels of any crime victims, regardless of the crime type.

6) A recontact to inform the victim of the status of
the investigation has an influence on overall satisfaction
only in the "property serious" crime type category (G =
.51; p < .05). Victims of a "property serious" crime are
more likely to be satisfied with the police investigative
response if they were recontacted with the status of the

investigation.

* %%k
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FOOTNOTES -- CHAPTER FOUR

1 Missing data are excluded from all of the tables in
this chapter. As a result, in Tables 4.1 through 4.5, the
N for each variable may be may not be the same.

2 Chi Square (x2) is used in inferential statistics
as a basis for a test of significance called the
"chi-square test." By applying the chi square test to a
cross-tabulation, a measure of the independence between the
expected and observed scores can be obtained. (See
Andefson and Zelditch, 1968 for an excellent discussion of
the Chi Square statistic.)

Gamma (G) is a measure of association for ordinal data
which always has fixed limits (-1.00 to +1.00) where 1
indicates perfect association. The value of fixed limits
lies in the fact that the resulting levels of association
can be validly compared no matter of the size of the N.

Fur thermore, Gamma is appropriate for any size table.
Finally, the meaning of a perfect association for Gamma is
less restrictive than in some other measures of
association. (See Loether and McTavish, 1974 for a more
inclusive discussion of Gamma and other measures of

association.)
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For purposes of this study the following scale is used
in referring to the strength of a given association

(positive as well as negative):

.8 - 1.00 = strong relationship
.6 - .79 = moderate relationship
.4 - .59 = fair relationship

«2 - .39 = slight relationship
.0 - .19 = weak relationship

3 The Chi Square value for victim age in Table 4.4

has been determined by the Yates Correction formula -- a
formula used when expected frequencies are less than ten in
a 2 x 2 table.

4 It is realized that applying the Chi Square
statistic to such a small distribution violates certain
rules of the Chi Square Test. Therefore, the reader is
advised to interpret the validity of the statistic with
caution. Nevertheless, a strong relationship does appear
between expectation of response time and overall
satisfaction.

3 The Yates Correction formula has been used in

Tables 4.18, 4.19, and 4.21.

%* % %
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CHAPTER V

DISCUSSION

This final chapter contains a discussion based on the
results of the study. The discussion is divided into three
sections -- satisfaction in context, victim characteristics
and satisfaction, and the police response and
satisfaction. The policy implications for the police
department are also discussed. Chapter V closes with a
discussion of the study's limitations and recommendations

for future research.

Satisfaction in Context

A judgment as to the quality of police "crime related"”
performance, as measured through crime victim satisfaction
with the police investigative response, is dependent upon
some standard of comparison. As explained by Davis (1971),
"something is judged good or bad relative to some standard
of good or bad. Change the standard of comparison and the
evaluation of the phenomenon is also likely to change" (p.
321). A pragmatic evaluation standard involves a
comparison between "phenomena of the same logical type" (p.
321). Since the present study measures crime victims'
"specific" support for the police, an appropriate standard

of comparison is the level of "specific" support from crime
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victims as reported by previous research. Although
variations in methodology, operationalization, and study
site preclude an exact comparison of support levels between
studies, prior research can provide a general context in
which to interpret the current findings.

Recall that Shapland (1983) found that 70% of victims
reported being satisfied or very satisfied with police
performance; Percy (1980) found 62% percent to be satisfied
or very satisfied; and Poister and McDavid (1978) found 46%
of the victims to be satisfied with police performance.

The present study found that satisfaction levels (victims
who reported being satisfied or very satisfied) varied from
60.8% to 67.3% to 74.0% for the personal, property serious,
and property less serious samples, respectively. 1In
general, therefore, the level of satisfaction found here is
somewhat higher than that reported by previous "victim
evaluation™ research.

On the other hand, it is to be noted that the level of
support in this study is generally lower than that reported
in "diffuse®™ support studies (Koenig, 1980 [93%]; Thomas
and Hyman, 1977 [78%]; and Smith and Hawkins, 1973 [72%]).
Accordingly, these results seem to support the claim of
White and Menke (1978) that "specific" support studies
reflect the public as more negative toward the police than

"diffuse" support studies.
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Victim Characteristics and Satisfaction

This study found that young victims were less likely to
be satisfied with the police investigative response than
were older victims. This was true, however, only in the
"property serious™ crime category. Unfortunately, since
control variables could not be introduced into the
analysis, this finding remains largely unexplained.
Additionally, evidence to support or deny the proposition
(outlined in Chapter II) that diffuse support may influence

specific support cannot be provided.

The Police Investigative Response and Satisfaction

Ih an assessment of the important aspects of the police
investigative response, there seems to be a lack of
consistency across the crime types. That is, in satisfying
"personal,” "property serious,"™ and "property less serious”
crime victims, different sets of factors may need to be
considered. This study is the first to look for such

differences and find evidence to support the above claim.

Expectation of Response Time

It was found that the victims' expectation of police
response time has an impact on the victims' evaluation of
police performance in the "personal”™ and "property serious”
crime type sample, but not the "property less serious"
sample. Percy (1980), the only other "victim evaluation"

study which examined expectation of response time, did not
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look at distinctions in crime seriousness and concluded
that the expectation of response time had an ["across the
board"] influence on overall satisfaction.

It is not surprising that expectation of response time
would have an impact on satisfaction levels of "personal"”
crime victims because the incident may literally involve a
"life or death” matter -- and the police may have been
called to provide immediate "life-saving" assistance.
Similarly, common sense would suggest that expectation of
response time would not have an impact on satisfaction
levels of "property less serious" crime victims because the
crime does not usually occur in a context of exigent
circumstances. For the "property serious" crimes, however,
the victim apparently suffers an emotionally traumatic
experience and as a result, may feel a need for immediate

police attention.

Professionalism

The responding police officer(s)' exhibited degree of
professionalism is the one aspect of the police response
which, no matter the crime type, seems to exert a great
deal of influence on the victims' level of satisfaction.
(Recall that "professionalism"™ was made up of indicators
which measured police officer attitude and competence.) It
appears as though, at a minimum, all crime victims expect
"proper conduct" (i.e. courtesy, understanding, concern,

and competency) from the responding police officer(s).
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This conclusion is consistent with, and supplementary to,
the research of Shapland (1983), which indicates that the
attitude of the responding police officers has an impact on
violent crime victims' degree of satisfaction with police
performance.

It is not surprising that the police officer(s)'
exhibited degree of "professionalism" exerts a great deal
of influence on victims' level of overall satisfaction with
the police response. Because the police department is an
agency designed to "serve the public," victims apparently

expect "proper conduct" from the police.

Investigative Effort

In this study it was found that the "investigative
effort”™ of the responding police officer(s) had an impact
on victims' evaluation of police "crime related”
performance in the "property serious" and the "property
less serious" crime type samples, but not the "personal”
crime type sample. These results are somewhat at odds with
previous research (Percy, 1980; Poister and McDavid, 1978)
which found that the "investigative effort"™ of the
responding police officer(s) did not make a difference on
crime victims' evaluation of police performance.

"Investigative effort" may not have made a difference
for the "personal” crime victims because there is likely to
be little physical evidence left behind at the crime scene

(even from the victim's viewpoint) and it is this kind of
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evidence a victim is most likely to expect the police to
gather (see Appendix G). A robbery, for example, takes
only seconds to complete and usually the only "evidence"
available is a victim's (or witness's) description of the
perpetrator (Skogan and Antunes, 1979). Apparently, from
the victim's viewpoint, there is little a patrol officer
can do at the crime scene to increase the probability of
apprehending the perpetrator.

Another possible reason for the finding that
"investigative effort" does not make a difference on
satisfaction levels of "personal" crime victims is that the
offenéer is often known by the victim. For example,
numefous crimes in the "personal®™ crime category occurred
between boyfr}end and girlfriend or husband and wife. 1In
such incidents there may be little need for "investigative
effort"” (which would lead to the identification of the
perpetrator) because the identity of the perpetrator has
been already provided by the victim.

"Investigative effort" did have an effect on
satisfaction levels of the "property serious™ and, to a
lesser extent, "property less serious" crime victims.
Although, in reality, there is often little the police can
do to solve such crimes (Wilson, 1968), victims seem to
"expect the police to take an intense interest in the
incident... and employ all the techniques that citizens
have come to associate with [police] work" (Goldstein,

1977:57). It is noteworthy to draw attention to the
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frequency of comments by "property serious™ and "property
less serious”™ crime victims concerning the amount of
exhibited investigative effort and the victim's
desire/expectation for increased effort. Particularly
striking is the frequency of comments by "property serious"”
crime victims concerning the neglect of fingerprint
gathering (Appendix G). Given the influence of
investigative effort on crime victim satisfaction with the
police investigative response, one could argue that the
entertainment media creates unrealistic expectations of
police investigative capabilities. And this, in turn,
influences victim perceptions of appropriate police

behavior (see Garofalo, 1981).

Recontact for Questions .

A recontact by the police to ask further questions of
the victim was the one aspect of the police response which,
no matter the crime category, did not seem to influence the
victim's level of overall satisfaction with the police
response. This finding is consistent with, and
supplementary to, the research of Poister and McDavid
(1978), the only other crime victim evaluation study to
examine the effect of further questioning on level of
satisfaction. They concluded that a recontact for
questioning was an insignificant factor in explaining crime
victim satisfaction. However, these researchers did not
examine the differences in satisfaction levels between

categories of crime seriousness.
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The finding that a recontact for further questioning
did not affect satisfaction levels of victims in any of the
crime categories is difficult to explain. One possibility
which cannot be discounted is that it is a result of a
deficiency in this present study as well as in the study by
Poister and McDavid (1978). Both studies inquired only to
the extent of asking the victim whether or not a recontact
for questioning occurred. Neither study attempted to
measure the "quality" of the recontact. Although the mere
occurrence of a recontact for further questions does not
have an influence on satisfaction levels, the quality of
the recontact may. As one dissatisfied victim explained,
"My dissatisfaction occurred not with the officer who
initially came to my home, but with the detective who
followed-up on the case." Apparently, in this case a
recontact was made but the quality of the recontact was

lacking.

Recontact with Status

Shapland (1983) has suggested that when the police
recontact a victim of a violent crime as to the status of
the investigation, the victim is more likely to be
satisfied with police performance. This study provides
contrary as well as supplementary evidence to the Shapland
(1983) study. In the present study, it was demonstrated
that a recontact to inform the victim of the

investigation's status did not have an influence on the
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"personal” or "property less serious" crime victims, but
did on the "property serious" crime victims.

The fact that a "recontact with status" did not affect
satisfaction levels of the "personal" crime victims could
possibly be explained as an indirect result of the common
familiarity between the victim and offender in such
crimes. That is, the victim often knows who committed the
crime and is often able to provide the name of the
perpetrator. As a result, in such crimes, there may be
little need or desire for the police to recontact the
victim with the status of the investigation.

For the "property less serious" crime type sample,
evidence was provided to suggest that, unlike the findings
concerning "investigative effort" and satisfaction, a
recontact with the status of the investigation does not
affect satisfaction levels. Since the crime usually
involves a minor infringement on the victim's privacy and a
small dollar loss, the emotional trauma experienced by the
victim may subside after a relatively short period of
time. Accordingly, many "property less serious" victims
apparently do not expect the police to expend effort on
recontacting him/her as to the status of the investigation.

A different picture emerges from the "property serious"
crime type sample however. This study suggests that a
recontact with the status of the investigation has an
influence on "property serious" crime victims' degree of

satisfaction with the police response. Apparently, not
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only do "property serious" victims expect "much
investigative effort" from the officer conducting the
initial investigation they also expect to be contacted and
informed of the status of the investigation. These victims
may hold such expectations because the crime is a serious
one which often results in great emotional trauma.
Additionally, from the victims' perspective, there is
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