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*Correspondence Address: aspect of law enforcement efficacy. Utilizing
marzukimsil974@gmail.com a mixed-methods approach, the research

integrates quantitative data from structured
surveys and qualitative insights from in-
depth interviews to assess the impact of
service quality, transparency, and
accountability on public perceptions. The
findings indicate that improvements in
service quality, particularly through the
implementation  of  online  services,
significantly enhance public satisfaction,
which in turn bolsters trust in the police.
Additionally, the study wunderscores the
importance of transparency and
accountability in  maintaining public
confidence, suggesting that continued efforts
in these areas are essential for sustaining trust
and satisfaction. These insights provide a
foundation for policy recommendations
aimed at further improving the performance
of Polda Aceh and similar law enforcement
agencies.

INTRODUCTION

The evaluation of police performance is a critical area of study, particularly in the
context of its impact on public trust and satisfaction. Public trust in law enforcement is
essential for maintaining social order, ensuring compliance with the law, and fostering
cooperative relationships between the police and the community. In regions like Aceh,
where historical, cultural, and socio-political factors influence public perceptions,
understanding how police performance can enhance trust and satisfaction is crucial. This
introduction explores the various dimensions of police performance evaluation, drawing
on international studies to provide a comprehensive framework for assessing the efforts
of Polda Aceh in improving public trust and satisfaction levels.

Public trust in the police is often considered a cornerstone of effective law

enforcement. Without trust, police efforts to enforce the law and maintain public safety
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can be significantly hampered (Mourtgos et al., 2020). The legitimacy of the police, which
is inherently linked to public trust, is critical for ensuring that communities view law
enforcement actions as just and appropriate. Studies have shown that public trust in the
police is influenced by various factors, including the quality of police-community
interactions, the perceived fairness of police procedures, and the overall effectiveness of
police operations (Melkamu & Teshome, 2023).

The concept of public satisfaction with police services is closely related to trust, yet
distinct in its emphasis on the specific experiences individuals have with the police.
Satisfaction is often measured by how well the police respond to incidents, the speed and
efficiency of their actions, and the outcomes of their interventions. Research indicates
that improving public satisfaction requires a focus on both the procedural aspects of
policing, such as fairness and transparency, and the substantive outcomes, such as crime
reduction and community safety (Larsen & Blair, 2009).

In the context of Aceh, Polda Aceh's efforts to improve public trust and satisfaction
are particularly important given the region's unique historical and social landscape. The
police in Aceh have been tasked not only with enforcing the law but also with contributing
to the region's broader peacebuilding and development goals. As such, evaluating Polda
Aceh's performance involves examining how well the police have managed to build trust
within communities that may have experienced historical grievances or conflict (Olutola
& Bello, 2016).

Several studies have highlighted the importance of community-oriented policing
strategies in enhancing public trust and satisfaction. These strategies often involve
engaging with community members, understanding their concerns, and being visible and
approachable in everyday interactions. The presence of police officers in community
settings, and their ability to interact positively with citizens, has been shown to
significantly increase public confidence in law enforcement (Rosenbaum et al., 2017).

Moreover, the effectiveness of police communication strategies plays a pivotal role
in shaping public perceptions. Effective communication can mitigate negative
perceptions and enhance the public's understanding of police actions, thereby increasing
satisfaction and trust (Pryce & Time, 2023). In Polda Aceh, communication strategies
that emphasize transparency, responsiveness, and accountability are likely to be crucial

in building and maintaining public trust.
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The procedural fairness model suggests that the way police treat citizens during
encounters can significantly influence public trust and satisfaction. This model posits that
when police officers are perceived as fair, respectful, and transparent in their actions,
citizens are more likely to trust the police and express satisfaction with their services (Nix
et al.,, 2015). In regions like Aceh, where societal trust in public institutions may be
fragile, ensuring that police interactions are perceived as procedurally fair is essential for
improving overall satisfaction.

Evaluations of police performance must also consider the role of internal police
practices, such as officer training, accountability mechanisms, and the internal culture of
the police force. Research has shown that when police officers are well-trained and
operate within a culture that values ethical behavior and community service, public trust
and satisfaction are more likely to be high (Mizrahi et al., 2010).

In addition to these internal factors, external influences such as media portrayals of
the police, socio-political dynamics, and broader public attitudes towards government
institutions also play a significant role in shaping public trust and satisfaction.
Understanding these external factors is crucial for developing comprehensive strategies
to enhance police performance and public trust (Wu et al., 2012).

The integration of community feedback into police performance evaluations is
another critical aspect of enhancing public trust and satisfaction. By actively seeking and
incorporating the views and experiences of community members, police forces can
identify areas for improvement and make adjustments that are responsive to public needs
(Cheurprakobkit & Bartsch, 2001).

Finally, it is important to recognize that public trust and satisfaction are not static;
they are dynamic and can change in response to both positive and negative experiences
with the police. Continuous monitoring and evaluation of police performance, combined
with ongoing efforts to engage with and respond to community concerns, are essential for
sustaining and improving public trust and satisfaction levels (Goldsmith, 2005).

In conclusion, the evaluation of Polda Aceh's performance in improving public trust
and satisfaction requires a multifaceted approach that considers both internal and external
factors. By drawing on international research and best practices, Polda Aceh can develop
strategies that not only enhance the effectiveness of their operations but also strengthen

their relationship with the communities they serve. As such, this study aims to provide a
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comprehensive assessment of Polda Aceh's efforts to improve public trust and
satisfaction, with the goal of identifying areas for further improvement and development.

This study seeks to fill a critical gap in the existing literature by providing a
comprehensive evaluation of Polda Aceh’s performance in enhancing public trust and
satisfaction, specifically within the unique socio-political and historical context of Aceh
Province. While numerous studies have explored the factors that influence public trust
and satisfaction with law enforcement in various global contexts, there is a significant
lack of research focusing on regions with complex historical legacies and ongoing
peacebuilding efforts, such as Aceh. This research will be the first to systematically assess
how Polda Aceh's performance, including its community policing strategies,
communication practices, and procedural fairness, contributes to public trust and
satisfaction in a post-conflict setting.

The novelty of this study lies in its integration of both internal police practices, such
as officer training and accountability, with external influences like media portrayals,
socio-political dynamics, and public perceptions of government institutions. By
examining these factors together, the study offers a holistic approach to understanding the
multi-dimensional nature of public trust and satisfaction in law enforcement.
Additionally, this research will introduce a localized perspective to the broader discourse
on police performance evaluation, incorporating community feedback from Aceh to
identify culturally relevant and context-specific strategies that can enhance police-
community relations.

Furthermore, the study will extend the application of the procedural fairness model
within the Aceh context, exploring how perceptions of fairness, transparency, and respect
during police interactions impact public trust in a region with distinct socio-cultural
dynamics. The insights gained from this research will not only contribute to the academic
understanding of police performance in post-conflict regions but will also provide
practical recommendations for Polda Aceh to improve its strategies in building and
maintaining public trust and satisfaction. This study’s findings could serve as a blueprint
for other regions facing similar challenges, thereby offering broader implications for

enhancing police legitimacy and public trust in diverse socio-political environments.
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RESEARCH METHODS

This section outlines the methodology used to evaluate the performance of Polda

Aceh in improving public trust and satisfaction levels. The research employed a mixed-

methods approach, combining both quantitative and qualitative data collection techniques

to provide a comprehensive assessment.

1.

Research Design

The study adopted a cross-sectional design, utilizing surveys and interviews to gather
data from a representative sample of the public who have interacted with Polda Aceh
services. The mixed-methods approach allowed for the integration of quantitative
data from structured surveys with qualitative insights obtained through in-depth
interviews. This combination provided a robust framework for understanding the
factors influencing public trust and satisfaction with Polda Aceh.

Sampling Strategy

Quantitative Data: A stratified random sampling method was used to select
participants for the survey. The population included residents of Aceh who had
interacted with Polda Aceh services within the last year. The sample size was
determined using the Slovin formula, ensuring a 95% confidence level with a 5%
margin of error. A total of 500 respondents were surveyed, ensuring representation
across different demographics such as age, gender, and socioeconomic status.
Qualitative Data: For the qualitative component, purposive sampling was employed
to select 20 participants who had varied experiences with Polda Aceh. These
participants included those who had expressed both high and low levels of satisfaction
in the survey. This approach ensured a diversity of perspectives and allowed for
deeper exploration of the reasons behind their satisfaction or dissatisfaction.

Data Collection

Surveys: A structured questionnaire was developed based on existing literature on
public trust and satisfaction in law enforcement services. The questionnaire included
sections on demographic information, service quality, perceptions of transparency
and accountability, and overall satisfaction with Polda Aceh. Likert scales were used
to measure respondents' perceptions and satisfaction levels, allowing for quantitative
analysis.

Interviews: Semi-structured interviews were conducted with the purposively selected
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participants. The interview guide focused on understanding participants' personal
experiences with Polda Aceh, their expectations, and the factors influencing their trust
in the police. Interviews were conducted in Bahasa Indonesia and later transcribed
and translated for analysis.

4. Data Analysis
Quantitative Analysis: The survey data were analyzed using descriptive and
inferential statistics. Descriptive statistics provided an overview of the general trends
in public satisfaction and trust levels. Inferential statistics, including Structural
Equation Modeling (SEM), were used to examine the relationships between service
quality, organizational performance, and public satisfaction. SEM was chosen due to
its ability to assess complex relationships between multiple variables simultaneously.
Qualitative Analysis: The interview data were analyzed using thematic analysis. This
method involved coding the data to identify recurring themes and patterns related to
public trust and satisfaction. Thematic analysis allowed for the exploration of deeper
insights into the specific factors that influence public perceptions of Polda Aceh.

5. Validity and Reliability
To ensure the validity and reliability of the findings, several steps were taken:

o Pilot Testing: The survey questionnaire was pilot tested with 50 respondents to
ensure clarity and relevance of the questions. Feedback from the pilot test was
used to refine the questionnaire.

o Triangulation: Data triangulation was employed by comparing the survey results
with interview findings to validate the results.

o Reliability Analysis: Cronbach's alpha was used to assess the internal
consistency of the survey instrument, with a threshold of 0.7 set for acceptable
reliability.

6. Ethical Considerations
Ethical approval was obtained from the relevant institutional review board before data
collection commenced. Informed consent was obtained from all participants, ensuring
that they were fully aware of the purpose of the study and their right to withdraw at
any time. Confidentiality and anonymity were maintained throughout the research

process, with data securely stored and only accessible to the research team.
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RESULTS AND DISCUSSION
To effectively present the findings of the performance evaluation of Polda Aceh in
improving public trust and satisfaction levels, the results are displayed using tables and charts.

These visuals help illustrate the key trends and outcomes related to public perceptions and

police performance.

1. Public Trust Levels

Table 1: Public Trust Levels in Polda Aceh Before and After the Evaluation

Period
Year Trust Level (Mean Score) Percentage Change (%)
2020 32
2021 3.5 +9.4%
2022 3.8 +8.6%
2023 4.1 +7.9%

Figure 1: Public Trust Levels Over Time
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Figure 1: This figure shows the steady increase in public trust levels in Polda
Aceh from 2020 to 2023.
This table and chart highlight the positive trend in public trust towards Polda Aceh,
indicating a consistent improvement over the past four years. The percentage increase year over
year suggests that the efforts to enhance transparency, community engagement, and police

responsiveness have been effective in building trust.
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2. Public Satisfaction with Police Services

Table 2: Public Satisfaction with Different Aspects of Police Services

Satisfaction Score Satisfaction Score Percentage Change
Service Aspect (2020) (2023) (%)
Response Time 34 40 +17.6%
Fairness in Treatment 3.3 41 +24.2%
Communication 35 42 +20.0%
Effectiveness
Crime Resolution Rate 3.2 40 +25.0%

Figure 2: Improvement in Public Satisfaction Scores by Service Aspect
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Figure 2: This chart displays the improvement in public satisfaction scores
for various aspects of police services from 2020 to 2023.
This table and graph illustrate the significant improvements in public satisfaction
across various service aspects. The highest improvements were noted in fairness in
treatment and crime resolution rate, suggesting that Polda Aceh's initiatives in these

areas were particularly well-received by the public.
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3. Comparison of Public Trust and Satisfaction

Table 3: Correlation Between Public Trust and Satisfaction Levels

Year Trust Level (Mean Score) Satisfaction Level (Mean Score) Correlation (r)
2020 32 34 0.78
2021 35 37 0.81
2022 3.8 40 0.85
2023 4.1 42 0.89

Figure 3: Correlation Between Public Trust and Satisfaction Levels
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Figure 3: The figure illustrates the strong correlation between public trust and
satisfaction levels over the evaluation period.
This table and chart demonstrate the strong correlation between public trust and
satisfaction levels in Polda Aceh. The correlation coefficient (r) shows an increasing
strength of the relationship over time, indicating that as satisfaction with police services

improves, public trust also grows.
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4. Areas for Improvement

Table 4: Public Feedback on Areas Needing Improvement

Area of Concern Percentage of Respondents Citing It
Increased Transparency 35%
More Community Engagement 30%
Better Handling of Complaints 25%
Faster Response to Emergencies 10%

Figure 4: Public Feedback on Areas for Improvement
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Figure 4: This chart shows the distribution of public feedback on areas where Polda
Aceh can improve its services.
This table and graph summarize the key areas where the public feels Polda Aceh could
further improve. The most frequently mentioned areas are increased transparency and

more community engagement, indicating where future efforts should be focused.

CONCLUSION
The results of this evaluation demonstrate that Polda Aceh’s efforts to improve
service quality, particularly through the implementation of online services, have positively
impacted public satisfaction and trust. Additionally, the role of transparency and accountability
in strengthening public trust cannot be overstated. The findings underscore the need for ongoing
improvements in service delivery and communication to ensure that public trust in Polda Aceh
continues to grow. Future initiatives should focus on further enhancing service quality and

transparency to sustain and build upon the gains achieved.
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