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10.

11.

12.

13.

149

Adopting training and capacity-building policies for the police staff who directly
deal with the public, in order to train them on public communication skills;
focusing on the public’s psychology, patterns, and characters; building the police’s
capacity by self-discipline and problem-solving/containment.

Conducting a database study/ baseline on police reactions to gender issues\
concepts and the problems they face in dealing with the public according to
the various sectors of society. This is in order to adopt more efficient policies and
interventions to achieve the needs of the citizens and mechanisms of dealing
with each sector according to their needs, conditions, and gender. Furthermore,
the interventions are aimed at modifying police behaviour and developing their
knowledge and awareness to make them more gender-sensitive.

Promoting ongoing monitoring of police behaviour with citizens and their
commitment to their work ethics, human rights, and code of conduct.

Periodic follow-up and evaluation of the types of public complaints to the
grievances department according to the type of complaint, gender, area, and the
unit,and drawing up reports that require corrective and rehabilitative interventions
for police, and follow up with the claimants to measure their satisfaction with the
provided solutions. This is in addition to publishing and distributing these reports
in society through means such as seminars, media, simplified bulletins, etc.

Increasing the employment of female police officers in the service units which
deal with the public, out of consideration for the needs of women who seek the
help of the police; hence, women will be encouraged when they find female police
officers to deal with (in the investigation, traffic, anti-narcotics units. etc.)

Rehabilitating police stations and its facilities in order to meet the needs of
women, men, the elderly, and special needs persons; to maintain a decent level
of humanitarian conditions such as water, sufficient and comfortable seating,
bathrooms and cleanliness, in addition to providing an appealing atmosphere
with a calming effect, such as plants, and decorations.

Ensuring the respect of detainees’ rights especially in regards to decent and
humane treatment and their physical protection; providing them with basic
human services that are guaranteed in international conventions and local laws.

Ratifying the police law and reviewing other laws on the basis of gender-
responsiveness.

The need to adopt a proposal to separate the family protection units from police
stations so citizens can be encouraged to go to them, and in order to maintain the
privacy and confidentiality of citizens and their cases.



Recommendations:

1. To develop an overall concept for the police in terms of its role in providing
security and safety, awareness, and in strengthening the role of the community by
supporting and cooperating with them to assume the role of community police.

2. Boosting citizens’ confidence in the police as their primary reference when
problems arise, through initiating developmental strategies that will encourage
people to turn to the police, especially women. Such strategies include:

+ Reviewing operational procedures in the service units and ensuring that they
are gender sensitive.

« Eliminating complications, bridging procedural gaps and ensuring their
effectiveness and efficiency and strengthening the monitoring of their proper
practice.

- Simplifying the procedures in the service units which deal with the public
through bulletins, simplified information boards and pictures or any other
informative publications suitable for the public, in order to introduce these
services to them.

- Disseminating and promoting the PCP code and of conduct, adherence to it
and introducing it to the public, in addition to developing the brochure about
“Know Your Rights”.

- Wide-scale promotion of the grievances and humanrights department given the
lack of sufficient knowledge about it; the same applies to the family protection
units especially regarding women, among which it should be promoted.

« Conducting meetings with interactive women’s groups\organizations and
development organizations concerned with women’s issues and discussing
the development of motivational policies and mechanisms with them to
encourage women to approach the police; adopting these policies and
mechanisms, abiding by them and both sides promoting them.

+ Building strong relationships and partnerships with the media, especially with
radio and television, to promote and introduce the role of police and highlight
their success stories. Furthermore, the police’s website and Facebook page need
activation and periodic uploading with feedback, awareness messages and
news about the police and its achievements. These sites should also provide a
method of allowing citizens express their opinions about police performance.

3. Developing strategic and operational plans that aim to improve the police’s
image among the public by benefiting from conclusions of the current and
previous studies as a baseline, noting developmental indicators and continuously
monitoring them until they are achieved.

4. Approving and adopting the periodic studies on public satisfaction, especially for
those who interact with the police, based on gender analysis in order to realize
the differences between men and women, and the differences between the
reasons for this satisfaction or dissatisfaction, in order to develop the appropriate
interventions accordingly.

Executive Summary



i. Conclusions regarding the family protection unit:
1.
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Discrimination in the family protection unit runs contrary to the unit’s procedures,
the national referral system for battered women, international human rights
conventions, and the PCP code of conduct. Furthermore, the family protection
unit should provide protection to women; instead, the discrimination against
them makes them feel unsafe and therefore distrust the unit. Women who sought
out these units said they were treated with discrimination in regards to their
gender and case; this means the professional and the personal overlapped, which
is something that should not occur under any circumstances.

The way in which the family protection unitinteracts with the women who come to
them and maintaining the confidentiality of the information they provide, are the
fundamentals on which this unit is based. It was noted that positive interactions
with the women relaxed them, made them feel safe and therefore allowed them
to trust the police. A minor percent of the sample said they were angry at the way
they were treated.

Dealing with cases in the family protection unit requires stringent and safe
measures in regards to the confidentiality of the information; women should
be aware of this so they can trust the police even more and therefore entrust
them with their problems. In this regard, 87 % of the women were informed of
the confidentiality clause and said they noticed the efforts made to maintain the
confidentiality of their information. Still, this should be 100 %.

All the procedures that must be followed in the family protection unit -- from
taking women’s testimonies alone, determining the level of danger, informing
her of the danger she faces, conducting a case conference in the presence of the
women’s social worker from the Ministry of Social Affairs, informing the woman of
her rights, alternatives, social and legal support services, her legal status, means
of protection, and other procedures - have been implemented in the family
protection unit at a positive and satisfactory level. However, there is still room for
improvement. (More details on percentages are mentioned in the report).

Despite all the efforts of the family protection unit, the women who said they
would not go back to the unit and would not encourage other women to go
(according to the sample) said it was because their problems were not solved,
that these problems became even more complicated, that they were the victims
of violence again, or because it was not socially acceptable. This was also because
of privacy issues and the inability to provide protection for them, which is one of
the main pillars of the unit; it is unacceptable that there are obstacles that prevent
women from going to the police because of its performance.

One reason why women hesitate to go to the family protection unit is that it is
located within the police station. Separating the family protection unit from
the police station and changing the name of it to a socially-accepted title might
encourage women to seek them out.



of the claimants’ information is considered one of the most important factors in
encouraging women to turn to the police since social and cultural barriers are
what hinder them from going.

d. The results and solutions from interacting with police:

Lengthy procedures, nepotism and favoritism, lack of professionalism from police
officers, inappropriate coordination between police units and insufficient powers for
police officers, were among the reasons why problems were not solved, according to
21% of the sample. Men answered higher than women regarding most of the reasons,
especially nepotism and favoritism.

h. Arrest/detention; how equipped detention centers are, adopted procedures
and detainees’ rights:

1.

According to the law, police must explain to detainees the reasons for their
detention and to show them the arrest warrant in the event of an arrest. However,
this law is breached 92 % of the time according to respondents who experienced
arrest, and only 60 % were shown an arrest warrant. There was also a discriminatory
gap between men and women in explaining the reasons for their arrest, whereby
men were explained to more than women.

In case of detention or arrest, it is required that detainees are informed of and
receive certain rights. However, this also does not always occur. 67 % said they
were informed of the duration of their detention, 55% were informed of their
rights during their detention such as calling a lawyer, family visits, being allowed
personal items (medicine, clothes, etc.), asking whether they have chronic diseases
and the providing any necessary treatment. (Percentages are explained in detail
within the report).

International conventions on human rights call for the provision of appropriate
sanitary conditions in holding and detention centers and to ensure detainees»
basic and physical safety. However, a significant proportion of the sample said
that detention centers were unsuitable in terms of capacity and the provision of
adequate health and living conditions (ventilation, lighting, space, bathrooms,
covers, etc.) and especially for women in regards to capacity, ventilation, and
sufficient lightning. Half of the women from the sample said the bathroom was
acceptable, but that other women'’s needs were not met in the detention centers;
this reflects a lack of concern in terms of women’s needs.

Detainees have the right to decent and humane treatment, physical safety, and
bodily protection in detention facilities. However, these rights were sometimes
violated in detention centers as follows: 24% of the sample said they were
treated disrespectfully; a lower percentage said they were mocked, treated
violently, neglected or endured sleep deprivation. (This is shown in detail within
the report).

Executive Summary



f. Police behavior and treatment:
1.

153

Professionalism in police officers’behavior and treatment of citizens are considered
a gauge for creating the police’s image; it reflects the police’s commitment to their
code of conduct, and right to decent and humane treatment for those who come
to them.The sample showed that 90 % were treated with respect, while 5.1 % were
mocked or ridiculed; 3.1% faced shouting, and 1.5% was mistreated (violence).
Nevertheless, 100% of respondents agreed that the anti-narcotics and family
protection units treated them with respect. Due to cultural and social sensitivities
regarding females, women were treated with more respect, less mockery, less
shouting, and did not get abused (violence). This shows that the police exercise
control when dealing with women. Police officers draw strength from their
positions and because they are men, which gives them a sense of being tough and
allowing them to be violent when dealing with other men. The fact that women
are treated with respect is one of the factors that encourage these women to go
to the police. The use of mockery or ridicule should be stopped towards both men
and women, something that is enshrined in both the professional code of conduct
and human rights charters and international conventions on human rights, local
laws, and the police code of conduct.

Specialized police work requires listening attentively to the complaints, and
giving the complainants enough time to explain their grievances; it also that the
officers respect their feelings throughout and do not treat them discriminatively.
According to respondents, this was no always the case. An acceptable percentage,
two-thirds, said that they were given ample time to explain their claims and they
were listened to attentively. However, the extent to which their emotions such
as anger, tears, stress, etc. were understood was very low; 19 % of the sample felt
discriminated against for various reasons such as gender, family, their job, their
case, etc. which occurred in the specialized units with both men and women.
Women'’s problems were more listened to than men, but they were given less time,
and were similar with men in terms of having their feelings respected and in being
discriminated against. This is despite the fact that the family protection unit was
established to solve women'’s problems. Even though the police listen attentively
to their problems (100%,) not giving them ample time and disrespecting their
feelings is unacceptable. The study showed that 60% of women said they were
given enough time while only 20 % said that their feelings were respected by the
police. Meanwhile, women said they were discriminated in the family protection
units by 100 %, based on their family, jobs or cases, which is deplorable. It should
be noted that discrimination against women is still present in police stations,
where they need to be more gender-sensitive.

Preserving the confidentiality and privacy of the claimants’ information is a
professional line that should not be breached and a right for the claimants. Among
therespondentsample, 15.4 % said that some units did not maintain confidentiality
and privacy such as: the investigation and traffic units. However, 100% of the
respondents in the sample said the anti-narcotics and family protection units
maintained confidentiality and privacy. Maintaining confidentiality and privacy



to them. According to the respondents, all the above-mentioned was provided
except for a sufficient number of seats and special waiting areas for women (in
light of a society that does not prefer the mixing of sexes.) A considerable portion
of the respondents was not satisfied with the sanitation at the stations and the
common bathrooms for men and women. Women'’s dissatisfaction with this was
higher than that of men.

Having signs inside police stations makes it easier for people to know what
to do and where to go. Also, the division of police stations in a way that takes
(audiovisual) privacy into consideration is essential to both the work of the police
and to citizens' rights. Two-thirds of respondents agreed that signs should be
available in police stations, with women noticing signs more than men. One-third
of the sample said that the subdivisions in police stations do not take audio-visual
privacy into consideration, whereby men and women had nearly similar opinions
in this regard. Hence, the police establishment must pay attention to this and
work on rehabilitating the stations in a way that takes into account this privacy.

e. Reception procedures at police stations and the subject matter experts:

1.

The more police procedures are smooth, uncomplicated, and quick, the higher
the satisfaction of the people who come to them. Two-thirds of respondents
from the sample considered the procedures quick and smooth, while one-third
considered them slow and complicated, especially in the investigations and traffic
departments. The percentage of those who considered the procedures expensive
was low. Women'’s assessment of the procedures as quick and smooth was lower
than men and higher in their assessment that they were slow and complicated.
It is therefore imperative that procedures are expedited, especially for women, in
order to encourage them to go to the police, thereby taking into consideration
their roles (reproductive and productive roles) especially since the number of
women who went to the police was higher among working women).

The method of reception and direction to the specialized unit was deemed
acceptable among respondents, with an average of 21.6 minutes, with no
discrepancy between men and women. Furthermore, the procedures for defining
the applied rights and laws to those dealing with the police, were said to be
exercised 82 % of the time, according to the sample, and was higher among males
than females. The family protection and anti-narcotics units’ rate of introducing
the applicable rights and laws was 100 %; however, this was not the case in the
investigation and traffic units.

According to the followed procedures, affidavits must be read before signed.
These procedures are not followed much of the time, differing from one unit to
another. Around 21 % of respondents said that their affidavit was not read back to
them. Most of those who said the affidavit was read to them said it matched their
statements. The best instances of affidavits matching their statements were in the
anti-narcotics unit with a 100 % rate.

Executive Summary



b. Encouraging factors for resorting to the police:

1. The cultural and social set up and family and clan (tribal) systems for resolving
disputes are factors that limit people’s tendency to turn to the police. However, it
was noted that two-thirds of the sample said they were encouraged to go to the
police, with the rate higher among women than men. In this context, women were
100 % encouraged to go to the police, especially to the family protection unit; this
percentage decreased in regards to other units such as investigations and traffic.
This is an indication that the family protection unit has a good reputation
and is trusted, which should be invested in and developed.

2. When a person seeks any service from the police, it is based in expectations.
Among the recipients’ expectations, 47 % said they expected the PCP to respond
quickly; the same percentage said they expected to be treated with respect;
45 % expected the police to listen to their complaints while a lower percentage
expected them to provide security\protection, explain their rights, explain the
procedures followed, and for them to be fair. In this sense, the expectations
were not high for most of the sample, even though the questions were revolved
around the procedures that should be followed by the police. Contrastingly, the
percentage of those who interacted and were satisfied with the PCP was more
than expected. This shows that actual interaction and the subsequent positive
experience modifies any previous stereotypes. Therefore, this requires that police
must deal fairly with citizens and follow adequate procedures to further boost
citizens’ positive experiences with them.

c. The grievance (complaints) system:

In spite of the existence of a grievances and human rights department that looks
into citizens’ and police officers’ complaints in cases where citizens are mistreated
in police stations, still more than half of the sample was unaware of the existence of
this department; 72 % of women did not know about it and only 54 % of males knew.
Knowledge of this department was mostly from friends and others, which indicates
the weak promotion of this department. Also, the absence of such a department in
the districts might be another reason. The importance of promoting the grievances
and human rights department and raising women's awareness of it would encourage
women to go to the police to secure their rights and trust that they will be protected
should any violation have occurred inside the police station. Consequently spreading
awareness among women of these departments will encourage women to go to the
police in general as well as to the complaints and human rights department specifically.

d. The physical and human preparedness of police stations:

1. Theextentto which police stations and their facilities cater to human needs reflects
how much police are concerned with these needs and the discrepancies between
males and females, special needs persons and boys and girls; this also reflects how
gender-sensitive the police are. The availability of sufficient and comfortable seats
in the reception area and a special section for women, the elderly people and
special needs persons, separate bathrooms, clean facilities and drinkable water
are all sources of satisfaction and comfort to citizens and naturally draw people
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positive factor was how itimproved its relationship with society, which contributed
to boosting the confidence and satisfaction of citizens in a way that differs from
other security services and legal institutions followed in previous studies. 80 %
said they were satisfied with the services they experienced during the period
of the study. The efforts could prove to be the positive driving force prompting
women to seek police services.

Despite the literature and interviews with department officials and the recipients
indicating to the importance of female police and the added value of their
existence, the gap is still present; Palestinian police women still only constitute a
mere 3.3 % of the force.

In general, we can say that the various police departments (with the exception
of the family protection units) have general procedures for all citizens, with no
special procedures for women; this may contribute to provoking them to go to
the police, as there are only women police through certain procedures such as
through the investigations and arrests.

The police encourage media involvement and promotion of its services through
its public relations and media units; however, these efforts are insufficient and
undiversified and do not address all citizens, including women. Furthermore, the
media is complementary inimproving the police’simage among citizens; however,
it this role clearly needs to be developed.

Conclusions based on the field results:

a. Access to the Police:

1.

Providing police stations close to citizens and having low-cost transportation
are among the factors that encourage going to the police, especially for women.
However, the sample showed that not all areas had police stations. It was also
noted that one-third of the sample said the police stations in their area were
far, with women saying they were very far. The majority of the sample said that
transportation costs were between cheap and average, while some of the women
said they were high. The percentage of women that use public transportation to
go to the police was higher than men.

The lack of police stations in women'’s residential areas and the inability to afford
transportation costs in a society that restricts and monitors women’s movement may
be among the reasons why women do not seek police help.

2.

Despite the fact that women’s problems and interactions with the police are far
less than men - with most of their problems related to private matters - still the
study showed that the women who did have interactions with the police were
mostly complainants (81.87 %). This means that women with problems report to
the police. It also shows that women are encouraged to file complaints especially
since 82.9% of the sample’s respondents said they would go to the police again
if needed and would encourage other women to do the same. This means that
women trust the police and their services, are somewhat satisfied, and
consider it a place to turn to when problems arise.

Executive Summary



5. What are suggestions for developing and strengthening the ability to meet
citizens'needs (men and women) in order to overcome these difficulties and gaps?

Sub-questions: There are 11 questions which address the factors that encouraged
beneficiaries to go to the PCP; their opinions regarding the procedures they went
through, from their reception all the way to the specific units; the level of confidentiality
and privacy; the preparedness of police centers and its facilities; the accessibility of basic
humanitarian needs; police behavior towards citizens; knowledge of the complaints
system and how to use it and their satisfaction regarding the results; their evaluation
of the detention centers and treatment mechanisms; whether they faced any kind of
discrimination; and the extent to which family protection units meet the needs of women.

Hence, the study was based on a descriptive and analytical research methodology,
which monitored and analyzed the situation based on data obtained from recipients
who were selected from case files received by police stations in 2016. The quantitative
research method was used in a questionnaire designed to include a range of sections
and questions that reflect the required answers in the main and sub questions of
the study. The questionnaire was collected in the field through randomly sampled
interviews taken from police department files and completed by the field research
team. While the sample was supposed to include 460 males and females, the actual
number of collected questionnaire was 445, with a return rate of 97.6 % where 18.4%
were females.

To get an general idea of the procedures and policies followed that take gender into
consideration and enhance women'’s access to the police and its units, and to address
the gaps and challenges in police work, the quantitative research method using semi-
structured interviews was used with the four service units of the police in addition to
supporting departments and the gender unit. These are: the grievances (complaints)
and human rights department; planning, research, and studies department. There
were also visits to the Ramallah police directorate to conduct interviews as a case
sample to identify the police facilities in the directorate, its functions, and its structure.

Basedontheabove, thefollowing conclusionsandrecommendations
were reached:

General conclusions about the Palestinian Civil Police:

1. The ongoing occupation, the limited powers of the security services (including
the police) and their political and security control over geographic areas (A, B and
C) are some of the main difficulties facing police work, and also pose difficulties for
those living in these areas, especially women.

2. Despite the internal and external difficulties and gaps (lack of staff, equipment
and facilities; an incomplete secondary police system; the obsolescence of some
police systems), the PCP was still able to overcome many obstacles by repairing,
developing, and planning operations in its procedures and facilities, and by
establishing units that enhance gender, grievances, and human rights; another
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Executive Summary:

This study was conducted as part of the project “Enhancing Women'’s Access to Security
and Social Accountability in Palestine”. It was implemented by The Palestinian Initiative
for the Promotion of Global Dialogue and Democracy (MIFTAH) and supported by
(UNDP/ PAPP). The study aimed at measuring and analyzing Palestinian Civil Police
(PCP) services and procedures in the West Bank from the public’s point of view and the
gender perspective. In addition, it sought to identify the challenges and obstacles that
face the PCP in order to produce recommendations that will contribute in developing
work mechanisms and procedures that meet the security needs of citizens, with the
gender perspective taken into consideration. The significance of this study is that it is
the first to be conducted on this topic; it is also unique in that it is from the perspective
of citizens who interacted with the PCP departments and received services from them.
The study delves into PCP procedures in several PCP units such as the: traffic police unit,
anti-narcotics unit, family protection unit, investigation units and detention centers.
As a result, the study was able to uncover the extent to which these measures and
procedures motivate women to approach the PCP’s services. The results of the study are
highly significantin that they showcase the positive aspects in addition to the areas that
require further development vis-a-vis the measures and procedures that meet citizens'’
needs. They also take into consideration the differences in security needs between men
and women and the satisfaction level from these procedures and measures. The study
also highlighted the obstacles faced by the PCP in meeting every security requirement,
due to reasons both within its control and others beyond it, in addition to the need to
increase efforts in this regard. The study predicts that the results will lead to developing
policies that aim to make the procedures and services more fair and gender-sensitive,
including women'’s security needs. The results and recommendations of this study are
significant in that they are beneficial to both the PCP in terms of develop its work, and
to civil society institutions (i.e.Miftah) in supporting the development of the PCP and
directing donors to support the development of programs for the police, such as the
United Nations Development Fund/ Office of the Palestinian People’s Aid and other
donors interested in the security sector/ PCP.

In order to achieve the objectives of the study, main and sub-
questions were put forth as follows:

1. To what extent do the PCP units, structure, and services meet the citizens’ needs
and to what extent does it take gender into consideration?

2. What is the citizen’s evaluation of the PCP service, and how satisfied were they
with it?

3. What are the procedures employed by the police to encourage women to seek
police services?

4. What are the difficulties and gaps in the PCP’s work and in meeting citizens’ needs
(men and women)?
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