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Executive Summary

This report presents the findings of client feedback analysis of police service delivery across six police
stations in Kampala and Wakiso districts (February -April 2026), with a trend analysis of Kayunga Police
Station (April-June 2026). Feedback was collected from over 1890 respondents through a quantitative,

KoboToolbox-based survey, complemented by thematic analysis of open-ended responses.

Overall client satisfaction across the six police stations averaged 71%, with Kasangati Police Station
performing best (75%) and Wandegeya and Katwe recording the lowest scores (67%) each. At the
departmental level, satisfaction was highest at the Administration/OC Station/DPC office (82%) and
lowest within the Traffic Department (60%). Average waiting time across all stations stood at 35 mins,
with Katwe recording the longest delays (45 mins) and Kabalagala the shortest (24 mins). Kayunga Police
Station, assessed separately due toits differing data collection period (April-June), recorded consistently
higher satisfaction (71-79%) and markedly shorter waiting times (7-18 minutes), with satisfaction rising

from 68% in April to 78% in May before a slight drop to 76% in June.

Regression analysis confirms that satisfaction is shaped by more than speed of service alone. Staff
friendliness emerged as the strongest driver of satisfaction (B =24.514), followed by receiving the expected
help (B = 17.943) and problem resolution (B =10.139). A good service environment and being offered extra
assistance also had positive, significant effects. Conversely, waiting time (B = -0.170), informal payment
requests (B = -7.247), and being shuttled between offices (B = -5.732) significantly eroded satisfaction, all
at p < 0.001.

The recommendations were centred on five priorities: (1) targeted staffing increases in hish-demand
departments, especially Traffic and CID; (2) sustained reduction of waiting times through queue
management and staff reallocation; (3) timely resolution of cases, more consistent case-status
communication, and defined escalation paths, particularly at Katwe and Old Kampala police stations.
(4) stronger accountability measures around informal payments and unnecessary office referrals; and

(5) capacity-building for officers in customer service and communication.
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Introduction

SEMA is a civic Tech Organisation that helps institutions listen better to the people they serve. We
create simple, accessible tools for communities to share their experiences in real time, then turn that
feedback into data and insights that help improve service delivery. Since its establishment in 2018, SEMA
has partnered with several institutions in Uganda, including the Justice, Law and Order Sector (JLOS),
Local Governments, and Kampala Capital City Authority (KCCA), to strengthen service delivery by

systematically collecting and analysing client feedback.

SEMA has engaged more than 349081 clients across 79 public and private service points throughout
Uganda. Through our client feedback platform, we gather real-time feedback from service users,
analyse the data, and generate actionable insights that we share with relevant stakeholders to support

evidence-based decision-making and continuous service improvement.

779 monthly feedback reports have been delivered to police stations, Health centres, and other service
institutions. These reports are shared with the leadership and management teams every month,
providing practical recommendations, securing commitments from station heads, and facilitating
follow-up discussions to assess progress on agreed service improvements. Client feedback is essential
for evaluating police service quality, and this is evidenced by the total number of cases registered
nationwide decreasing from 218,715 in 2024 to 196,405 in 2025, reflecting a positive impact of enhanced
policing strategies, community engagement, and proactive interventions (UPF Annual Crime Report,
2025). Understanding community experiences and satisfaction levels helps police leadership identify

service gaps, strengthen accountability, and build public trust.

This report presents an analysis of community feedback collected over three months, from February
2026 to April 2026, across selected police stations in Kompala and Wakiso districts, as well as a trend
analysis of Kayunga Police Station for three months, from April to June 2026. The analysis examines
trends in client satisfaction across various police departments by analysing key service delivery
indicators, including waiting time, staff professionalism and courtesy, communication effectiveness, the
service environment, and the overall quality of services provided. The findings offer evidence-based
insights into the strengths and areas requiring improvement within police service delivery and provide
practical recommendations to enhance operational efficiency, improve client satisfaction, strengthen

accountability, and promote responsive, community -centred policing.
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Methodology
Study Design

A mixed-methods research approach was
adopted to assess client satisfaction with
services provided at selected police stations. The
approach enabled the collection of standardised
information from the community members
regarding their experiences with police services,
including service efficiency, responsiveness
of officers, waiting time, communication, and

overall satisfaction.

Sampling Technique

A random sampling technique was used
to ensure adequate representation across
police departments, age groups, genders, and
nationalities. Eligible clients were randomly
selected immediately after receiving services
at the respective police stations and invited to

participate in the study
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Data Collection

Data was collected using a semi-structured
digital questionnaire designed through the
KoboToolbox platform. Each interview lasted
approximately 5-10 minutes and consisted of
15-20 questions covering key dimensions of
service delivery, including waiting time, staff
courtesy and professionalism, communication,
accessibility, service environment, and overall

client satisfaction.

Study Population

The target population consisted of community
members who accessed services at selected

police stations during the study period.

Feedback was collected from over 1890
respondents across six police stations within
Kampala, Wakiso, and Kayunga districts.
The selected police stations included:
Kampala District

Old Kampala Police Station

Wandegeya Police Station

Kabalagala Police Station

Katwe Police Station

Wakiso District
Kajjansi Police Station

Kasangati Police Station

Kayunga District

Kayunga Police Station



Quantitative Data

Quantitative data was  exported  from
KoboToolbox in Excel format and uploaded to
STATA, SPSS, and Google Sheets for analysis.
Descriptive statistics, including frequencies,
percentages, averages, and mean satisfaction
scores, were used to summarize the findings.
Inferential  statistical techniques, including
regression analysis, were applied to examine
relationships between variables and identify key

indicators of client satisfaction.
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Limitations

Limitations
Potential non-response and selection bias. Some eligible clients declined to participate, failing to be

available after receiving services.

Unweighted satisfaction averages: Satisfaction scores were calculated using simple averages across
stations rather than weighting by the number of respondents. This means stations with different sample

sizes contributed equally, which may affect the overall representativeness of the findings.

Different data collection periods: Kayunga Police Station was excluded from comparative analysis
because data were collected during a different timeframe (April-June 2026) compared to other stations
(February-April 2026). This difference may have affected comparability, as variations in operational
context, client experiences, satisfaction levels, and waiting times could be influenced by the timing of

data collection.

From feedback to better policing 5



Findings

Community Interviews & Device Presses

Across seven police stations

Community interviews Device presses Police stations Presses per 100 interviews

2,192 1,575 7 72

Station-level reach ® Interviewed @ Device presses
Community interviews and device presses are shown on the same scale.
0 250 500
Kabalagala D 333

G 331

Kajjansi ) 252
G 310

Kasangati D 352
S 143
Katwe D 338

S 196

Old Kampala » 306
GEE— 69

Wandegeya D 310
- 33

Kayunga 301

. 493

Highest interview reach Most device presses Device-press gap

Kasangati — 352 Kayunga — 493 Wandegeya — 33

KEY INSIGHT

Interviews are evenly distributed across stations, while device presses are concentrated in Kayunga.
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1. Statistics of Respondents

Community members reported positive experiences across all police stations, with the majority rating
the services they received as either “good” or “very good.” However, variations were observed across

gender, age, nationality, police station, and department visited.

Experience Rating by Gender — Crosstabulation
.|

Full distribution of ratings, showing counts, rating-level gender shares and sample shares:
On a scale of very good to very bad, how would you rate your latest experience

Gender Measure Bad Good Okay Very bad Very good Total
Female Count 66 425 103 10 219 823

% within experience rating

(gender share in each rating) 34.0% 46.5% 38.3% 21.7% 46.8% 43.5%
% of total sample 3.5% 22.5% 5.4% 0.5% 11.6% 43.5%
Male Count 128 489 166 36 249 1,068
% within experience rating
(gender share in each rating) 66.0% 53.5% 61.7% 78.3% 53.2% 56.5%
% of total sample 6.8% 259% 8.8% 19% 13.2% 56.5%
Total Count 194 914 269 46 468 1,891
% within experience rating
. } 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
(gender share in each rating)
% of total sample 10.3% 48.3% 14.2% 2.4% 24.7% 100.0%
Sample composition Most common rating
Female 43.5% - Male 56.5% Good — 48.3% of all responses
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Experience Rating by Approximate Age

Complete crosstabulation: counts, rating-level shares and total sample shares:
On a scale of very good to very bad, how would you rate your latest experience

Approximate age Measure
Between 30-50 Count

Share within experience rating
(group share in each rating)

% of total sample
Over 50 Count

Share within experience rating
(group share in each rating)

% of total sample
Under 30 Count

Share within experience rating
(group share in each rating)

% of total sample
Total Count

Share within experience rating

(group share in each rating)

% of total sample

Sample size

1,891 respondents

KEY INSIGHT:

Bad Good
132 534
68.0% 58.4%
7.0% 28.2%
15 58
77% 6.3%
0.8% 31%
47 322
24.2% 35.2%
2.5% 17.0%
194 914
100.0% 100.0%
10.3% 48.3%

Most common rating
Good — 48.3% of total

Okay

170

63.2%

9.0%

1.5%

0.2%

35.3%

5.0%

269

100.0%

14.2%

Very bad Very good Total
31 268 1135
67.4% 57.3% 60.0%
1.6% 14.2% 60.0%
o] 24 101
0.0% 51% 5.3%
0.0% 13% 53%
15 176 655
32.6% 37.6% 34.6%
0.8% 9.3% 34.6%
46 468 1,891
100.0% 100.0% 100.0%
2.4% 24.7% 100.0%

Table reading
Orange highlights key totals

Respondents aged 30-50 years generally provided the most positive ratings, followed

by those under 30, while those aged over 50 years recorded the least favorable ratings,

particularly in terms of “bad” ratings.
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Experience Rating by Nationality

Complete crosstabulation: counts, rating-level shares and total sample shares:
On a scale of very good to very bad, how would you rate your latest experience

Nationality Measure Bad Good
Non-Ugandan Count 2 34
Share within experience rating o o
(group share in each rating) 1.0% 3.7%
% of total sample 01% 1.8%
Ugandan Count 192 880
Share within experience rating o o
(group share in each rating) 99.0% 96.3%
% of total sample 10.2% 46.5%
Total Count 194 914
Share within experience rating
. 100.0% 100.0%
(group share in each rating)
% of total sample 10.3% 48.3%
Sample size Most common rating
1,891 respondents Good — 48.3% of total

KEY INSIGHT:

Okay

16

59%

0.8%

253

941%

13.4%

269

100.0%

14.2%

Very bad

0

0.0%

0.0%

46

100.0%

2.4%

46

100.0%

2.4%

Table reading
Orange highlights key totals

Very good

29

6.2%

1.5%

439

93.8%

23.2%

100.0%

24.7%

Ugandan respondents consistently reported more favorable experiences than

Non-Ugandan respondents.

Total

4.3%

4.3%

1,810

95.7%

95.7%

1,891

100.0%

100.0%
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Interview location

Kabalagala Police
Station

Kajjansi Police
Station

Kasangati Police
Station

Katwe Police Station

Old Kampala Police
Station

Wandegeya Police
Station

Total

Across police stations, Kasangati and Kabalagala Police Stations recorded the most favorable ratings, while

Measure

Count

Share within experience rating
(group share in each rating)

% of total sample

Count

Share within experience rating
(group share in each rating)

% of total sample

Count

Share within experience rating

(group share in each rating)

% of total sample

Count

Share within experience rating
(group share in each rating)

% of total sample

Count

Share within experience rating
(group share in each rating)

% of total sample

Count

Share within experience rating

(group share in each rating)

% of total sample

Count

Share within experience rating

(group share in each rating)

% of total sample

Good

140

15.3%

7.4%

120

131%

6.3%

176

19.3%

9.3%

147

161%

7.8%

154

16.8%

81%

177

19.4%

9.4%

914

100.0%

48.3%

Okay

48

17.8%

2.5%

17.8%

2.5%

13.0%

19%

23.8%

3.4%

12.6%

1.8%

14.9%

21%

269

100.0%

14.2%

Experience Rating by Interview Location

Complete crosstabulation: counts, rating-level shares and total sample shares:
At which location is the interview being conducted? On a scale of very good to very bad, how would you rate your latest experience

Very bad

10.9%

0.3%

6.5%

0.2%

10

21.7%

0.5%

13

28.3%

0.7%

17.4%

0.4%

15.2%

0.4%

46

100.0%

2.4%

Very good

103

22.0%

5.4%

13.2%

3.3%

107

229%

57%

76

16.2%

4.0%

77

16.5%

41%

74

9.2%

2.3%

468

100.0%

24.7%

Wandegeya Police Station and Katwe Police Station recorded the least favourable ratings.
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Experience Rating by Department Visited
|

Complete crosstabulation: counts, rating-level shares and total sample shares:
What department were you visiting? On a scale of very good to very bad, how would you rate your latest experience

Department visited Measure Bad Good Okay Very bad Very good Total
Administration OC Count 12 142 16 1 130 301
Station DPC

Share within experience rating

e Cesh G 6.2% 15.5% 59% 2.2% 27.8% 15.9%
% of total sample 0.6% 7.5% 0.8% 01% 6.9% 15.9%
Charge Office Count 40 207 69 16 109 aa
reporting cases and
suspects
Share within experience rating
20.6% 22.6% 25.7% 34.8% 23.3% 23.3%
(group share in each rating)
% of total sample 21% 10.9% 3.6% 0.8% 5.8% 23.3%
Child and Family Count 16 17 31 1 54 219
Protection Unit
Share within experience rating
8.2% 12.8% 1.5% 2.2% 1.5% 1.6%
(group share in each rating)
% of total sample 0.8% 6.2% 1.6% 01% 29% 11.6%
Community Liaison Count 15 83 19 3 47 167
Office
Share within experience rating
. 77% 91% 71% 6.5% 10.0% 8.8%
(group share in each rating)
% of total sample 0.8% 4.4% 1.0% 0.2% 2.5% 8.8%
Criminal Investigation Count 46 205 61 9 68 389
Department CID
Share within experience rating
. 23.7% 22.4% 22.7% 19.6% 14.5% 20.6%
(group share in each rating)
% of total sample 2.4% 10.8% 3.2% 0.5% 3.6% 20.6%
Other Count 12 33 n 0 20 76
Share within experience rating
. 6.2% 3.6% 41% 0.0% 4.3% 4.0%
(group share in each rating)
% of total sample 0.6% 17% 0.6% 0.0% 11% 4.0%
Traffic Count 53 127 62 16 40 298
Share within experience rating
. 27.3% 13.9% 23.0% 34.8% 8.5% 15.8%
(group share in each rating)
% of total sample 2.8% 6.7% 3.3% 0.8% 21% 15.8%
Total Count 194 914 269 46 468 1,891
Share within experience rating
100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
(group share in each rating)
% of total sample 10.3% 48.3% 14.2% 2.4% 24.7% 100.0%

At the departmental level, the Administration/OC Station/DPC and Child and Family Protection Unit received the
most favorable ratings, whereas the Traffic Department, Criminal Investigation Department (CID), and Charge
Office consistently recorded the least favorable client experience ratings.
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2. Client satisfaction

Overall Client Satisfaction Across across different police stations

100

HIGHEST

80 7 7 72 72 75
67 67
60
40
20
0 o° 46°. o0 RN
o . ot o o NO¥ X g
e o o o e 855 65505
N R “.oo\\ce N OQO\.\(,z 0 N Qo\\c
Highest reported Lowest reported Measure
Kasangati Police Station — 75% Wandegeya Police Station — 67% Average satisfaction — 71%

The overall average client satisfaction across all the assessed police stations was 71%; Kasangati Police

Station recorded the highest average client satisfaction at 75%.

Kajjansi Police Station and Kabalagala Police Station also performed relatively well, each recording an

average satisfaction score of 72%, while Old Kompala Police Station achieved a satisfaction score of 71%.

The services are very good because the OC has given them to me
freely and has also advised me to be careful about my essential

b personal property. Respondent at Kajjansi Police Station

Wandegeya Police Station and Katwe Police Station recorded the lowest average client satisfaction
at 67% each. Most clients expressed concerns about delays in receiving services, prolonged follow-up

processes, and slow resolution of their cases, which negatively affected their overall experience.

| am unhappy because the staff delayed the service, ignored my
concerns, and failed to explain procedures clearly.

Respondent at Katwe Police Station

| 1 |
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Overall Client Satisfaction by Department

100
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Highest reported Lowest reported Measure
Administration — 82% Traffic — 60% Average satisfaction — 71%

Overall client satisfaction across police departments was 71%, indicating generally satisfactory
service delivery.

Administration/OC Station/DPC recorded the highest satisfaction rating at 82%. Clients
particularly valued respectful, helpful support.

Child and Family Protection Unit (74%) and Community Licison Office (73%) also performed
strongly.

Charge Office and Other departments each scored 70%, slightly below the overall average but
still satisfactory.

CID scored 68%; clients highlischted delays in case investigations and follow-up.

Traffic recorded the lowest satisfaction rating at 60%. Long waiting times, slow service, and

difficulty obtaining timely assistance were the main concerns.

My car was hit by a speeding Taxi near Mulago Hospital, and they ran
away. So | came here to report and even gave them the number plate,
and they have promised to look for the car, and after getting it, they will
be calling me. The procedure is very long, which | didn't like. Respondent
visiting the Traffic Department at Wandegeya Police Station
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Factors affecting client satisfaction across different Police stations

Asked to pay something outside of the

regular fees to be helped
Kabalagala Police Station recorded the highest
proportion of clients who reported being asked
to pay something outside the regular fees (17%),
followed by Kajjansi Police Station (16%) and
Wandegeya Police Station(15%). Old Kampala
Police Station recorded the lowest proportion
(7%), followed by Kasangati Police Station (11%)

and Katwe Police Station (12%).

Client offering the officer anything before or

after receiving services
Kabalagala Police Station recorded the highest
proportion of clients who reported offering
something to police officers before or after
receiving services (23%), followed by Kajjansi
Police Station (21%) and Katwe Police Station
(19%). Kasangati Police Station and Old Kampala
Police Station recorded the lowest proportions

(9% each), and Wandegeya Police Station (11%).

Person receiving the expected help

reported receiving the help they expected (98%),
followed by Kasangati Police Station (94%),
followed by Kabalagala Police Station and Old
Kampala Police Station (91%). Wandegeya Police
Station recorded the lowest proportion (85%),

followed by Katwe Police Station (90%)
Problem resolved
Kajjansi Police Station recorded the highest

proportion of clients whose problems were

resolved (69%), followed by Wandegeya Police

From feedback to better policing

Station (62%). Katwe Police Station and Old
Kampala Police Station recorded the lowest
proportion (54% each), while Kasangati Police

Station recorded 58%.

Friendly staff

Kajjansi Police Station recorded the highest
proportion of clients who reported that staff
were friendly (98%), followed by Kasangati Police
Station (95%) and Katwe Police Station(93%).
Wandegeya Police Station recorded the lowest
proportion (86%), while Kabalagala Police Station
and Old Kampala Police Station each recorded
88%.

Good environment, waiting areq, and office

the environment, waiting area, and offices as
good (98%), followed by Kasangati Police Station
(95%). Wandegeya Police Station recorded the
lowest proportion (86%), while Kabalagala Police
Station and Old Kampala Police Station each
recorded 88%.

Clients sent from office to office

Katwe Police Station and Wandegeya Police
Station recorded the highest proportion of
clients who reported being sent from one office
to another (16% each), followed by Kajjansi
Police Station (15%). Kasangati Police Station
recorded the lowest proportion (7%), followed by

Kabalagala Police Station (11%).

14



Factors Affecting Client Satisfaction Across Police Stations

Asked to pay anything outside of
office

Client offering officer anything before
service

Person
helped

Problem
resolved

Friendly
staff

Good environment
waiting area

Client sent from office to
office

Strongest result

Kajjansi — 98%

Kabalagala

Kajjansi Kasangati Katwe Old Kampala Wandegeya
17% 16% 1% 12% 7% 15%
23% 21% 9% 19% 9% 1%
52% 69% 58% 54% 54% 62%

1% 15% 7% 16% 12% 16%

LOWER

Cell colour shows the reported percentage for each factor and station.

HIGHER

Priority gap Reading guide

Asked to pay / referral patterns Darker orange = higher percentage
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3. Waiting time

Overall average waiting time across all the police stations

0

Kabalagala Police Station Kajjansi Police Station

Katwe Police — 45 mins

Kasangati Police Station Katwe Police Station

value

Kabalagala Police — 24 mins

Old Kampala Police Station Wandegeya Police Station Overall

Waiting time — 36 mins

The overall average waiting time across assessed police stations was 35 minutes.

Katwe Police Station had the longest average wait at 45 minutes, indicating comparatively

greater service delays.

Kajjansi and Old Kampala Police Stations each recorded 36 minutes, slishtly above the overall

average.

Kabalagala Police Station had the shortest average waiting time at 24 minutes, reflecting faster

service delivery.

Kasangati (33 minutes) and Wandegeya (34 minutes) also performed below the overall average,

indicating relatively shorter client waits
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El™

10

0

Administration Charge Office

Peak value

Traffic - 42 mins

Overall Waiting Time by Department

35 36
. .
Child & Family Community Laisn

Lowest value

Administration - 29 mins

Criminal Investigations Other Traffic

Trend
Waiting time - 35 mins

The overall average waiting time across police departments was 35 minutes.

Administration/OC Station/DPC had the shortest waiting time at 29 minutes, followed by the

Charge Office at 31 minutes.

CFPU and CID each matched the overall average at 35 minutes.

The Community Licison Office recorded a slightly longer wait of 36 minutes.

The longest waiting times were reported in Other departments (40 minutes) and the Traffic

Department (42 minutes).

Traffic and Other departments should be prioritised for staffing and workflow improvements to

reduce delays and strengthen client satisfaction.
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Effect of waiting time on average client satisfaction

Waiting Time vs Client Satisfaction — Police Stations

Average satisfaction [ ] Average waiting time
100

X N a0 S L @ X
i) S O % o® \ 0C. ot
P S .,o“:exo“ % R
N o N . 5 OV (c®
<© @ <© £ o
B Q

Highest reported Lowest reported Measure
Kasangati Police Station— 75% Katwe Police Station— 67% Average satisfaction — 35%

Overall, clients waited an average of 35 minutes and reported an average satisfaction score of
71%.

Kasangati Police Station achieved the highest satisfaction rating (75%) with a relatively short
waiting time of 33 minutes.

Kabalagala Police Station combined the shortest waiting time (24 minutes) with high satisfaction
(72%).

Kajjansi (72%) and Old Kampala (71%) maintained average or above-average satisfaction despite
waiting times of around 36 minutes, suggesting that service quality and case handling can offset
moderate delays.

Katwe Police Station had the longest waiting time (45 minutes) and one of the lowest satisfaction
scores (67%), indicating that extended delays may reduce client satisfaction.

Wandegeya Police Station also recorded low satisfaction (67%) despite a near-average wait time
(34 minutes), showing that satisfaction is shaped by more than waiting time alone.

Helpful staff, problem resolution, communication, and a clean service environment remain

important drivers of client satisfaction alongside shorter waits.
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Effects of waiting time on client satisfaction across departments at police stations

Waiting time Vs Average client satisfaction across the departments

Average satisfaction ® Average waiting time
100
82
80 74 7
70 3 68 70
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Highest reported Lowest reported Measure
Administration — 82% Traffic — 60% Average satisfaction — 35%

Overall, clients waited an average of 35 minutes and reported an average satisfaction score of
71%.

Administration/OC Station/DPC performed best, recording the highest satisfaction (82%) and
shortest waiting time (29 minutes).

CFPU achieved high satisfaction (74%) with an average wait of 35 minutes, while the Community
Licison Office scored 73% despite a slightly longer wait (36 minutes).

Charge Office recorded 70% satisfaction with a relatively short wait (31 minutes). The Other
category also achieved 70% satisfaction despite a longer wait (40 minutes), suggesting staff
professionalism and effective problem resolution may help offset delays.

ClIDrecorded 68% satisfaction with a 35-minute average wait, slightly below the overall satisfaction
average.

Traffic requires the greatest attention: it recorded the lowest satisfaction (60%) and longest
average wait (42 minutes), suggesting that prolonged delays may be reducing perceived service

quality.

From feedback to better policing 19



4. Trend Analysis (Feb-Apr 2026)

Trend analysis of overall average client satisfaction

The monthly analysis shows slight variations in client satisfaction over the three-month period. February
recorded the highest satisfaction score at 73%, followed by April at 71%, while March had the lowest
score at 69%. Overall, client satisfaction remained relatively stable, averaging 71%, indicating consistent

service delivery with minor fluctuations across the months.

| reported a case of fraud two weeks ago and came back to follow
up, but | was told the file was still being worked on without any clear

progress.” Respondent at Katwe Police Station

From feedback to better policing 20



Trend analysis of overall average client satisfaction

100
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Highest reported Lowest reported Measure
Feb — 73 mins March — 69 mins Average satisfaction — 71 mins

Overall average waiting time across all the all police stations

100

39 39
40
26
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Highest reported Lowest reported Measure
Feb — 39 mins April — 26 mins Average satisfaction — 35 mins

The monthly analysis of waiting time shows an improvement over the three-month period. Clients
waited an average of 39 minutes in both February and March, while the average waiting time reduced
significantly to 26 minutes in April. This suggests an improvement in service efficiency, with clients

receiving services more quickly in April than in the previous months.
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5.Individual Police Station Analysis

ALA POLICE STATION

Case distribution

Where client demand is concentrated

LARGEST CASELOAD CID handles the largest proportion of
reported cases at Kabalagala.

%
3309 o Charge Office (19.2%) and Community Liaison Office

(12.9%) follow. Together, the three departments

Criminal Investigation

account for 66.1% of all reported cases.

CASE SHARE BY DEPARTMENT

Criminal Investigation
Department (CID) w
Charge Office 19.22%
Community Liaison Office 12.91%

Child and Family

Protection Unit 9.01%

Administration OC

Station DPC 7.51%
Other 6.61%

0% 10% 20% 30%

PRIORITY DUE TO THEIR HIGH CLIENT VOLUMES.

Priority 1 Priority 2 Priority 3
CID — 33.93% Charge Office — 19.22% Community Liaison — 12.91%
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KABALAGALA POLICE STATION

Client satisfaction and waiting time

Department performance comparison

BEST PERFORMING The Other departments record the highest
° satisfaction at 82%, with a 23-minute wait.

82 /o Traffic records the lowest satisfaction (63%)

Other departments despite the same 23-minute waiting time.

Service quality is shaped by more than wait time.

AVERAGE SATISFACTION AVERAGE WAIT
Administration OC
Station DPC —@
Charge Office @

Child & Family
Protection Unit _e

Community Liaison
Office 76% —Q

Criminal Investigation
Department @
HIGHEST

Other 82% —e

0 25 50 75 100 20 min 22 min 24 min 26 min
Highest satisfaction Longest waits Priority focus
Other — 82% Charge Office & CID — 25 min Traffic — 63% satisfaction

| am very happy because even though the station was busy, | attended
within a reasonable waiting time.” Respondent at Kabalagala Police

Station

23
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Trend analysis of average client satisfaction and waiting time
at Kabalagala police station

Average satisfaction ° Average waiting time

30
—

23
20 fo
L -
o

v?‘.\\

Highest reported Lowest reported
Feb — 75% March — 70%

Client satisfaction fell from 75% in February to 70% in March, then recovered slightly to 73% in April.
Average waiting time increased steadily from 18 minutes in February to 23 minutes in March and
30 minutes in April.

The March satisfaction decline coincided with longer waiting times, indicating that delays may
affect client experience.

The partial satisfaction recovery in April, despite the longest waiting time, shows that staff

conduct and quality of assistance also influence satisfaction.
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KAJJANSI POLICE STATION

Case distribution

Where client demand is concentrated

LARGEST CASELOAD The Charge Office handles the largest
share of reported cases at Kajjansi.

%
24 (] Traffic (20%) and CID (19%) follow closely.

Together, the three departments account

Charge Office

for 63% of all reported cases.

CASE SHARE BY DEPARTMENT

HIGHEST SHARE

creree o
Criminal Investigation
Department (CID)
Administration OC
Station DPC

Child and Family

Protection Unit

Community Liaison Office 7%

0% 10% 20% 30%

PRIORITY DUE TO THEIR HIGH CLIENT VOLUMES.

Priority 1 Priority 2 Priority 3
Charge Office — 24% Traffic — 20% CID — 19%
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KAJJANSI POLICE STATION

Client satisfaction and waiting time

Department performance comparison

HIGHEST SATISFACTION Administration records the highest
satisfaction at 88%, with a 33-minute wait.

%
88 (-] Traffic has the longest wait at 46 minutes,

Administration / OC Station / DPC while Other records the lowest satisfaction at 63%.
Longer waits align with lower satisfaction in key areas.

AVERAGE SATISFACTION AVERAGE WAITING TIME

HIGHEST

Administration OC
Station DPC

Child & Family

Protection Unit

Community Liaison

Criminal Investigation
Department o
o

o

—o

Charge Office '@
—o
7/

0o 25 50 75 100 28 min 34 min 40 min 46 min
Highest satisfaction Longest wait Priority focus
Administration — 88% Traffic — 46 min Other — 63% satisfaction

| am not okay because | faced a long waiting time before being attended
to. The police officer listened to my case, but appeared less interested
and not fully engaged. Although the case was recorded.” Respondent at

Kajjansi Police Station
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Trend analysis of average client satisfaction and waiting time at Kajjansi Police Station

Average satisfaction [ ] Average waiting time
100
HIGHEST
76
80 72
65
60
44
40 36
24
20
0
Y
<«° \,\o“’“ oot
Highest reported Lowest reported
April — 76% Feb — 65%

lient satisfaction at Kajjansi Police Station improved steadily from 65% in February to 76% in April.
Average waiting time increased from 24 minutes to 44 minutes over the same period.

Satisfactionimproveddespite longer waits, suggesting that service quality may have strengthened.
Reducing waiting times should remain a priority to sustain client satisfaction and improve access

to services.
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KASANGATI POLICE STATION

Case distribution

Where client demand is concentrated

LARGEST CASELOAD The Charge Office handles the largest
share of reported cases at Kasangati.
(*)
CID (19%) and Administration / OC Station / DPC
26%

(16%) follow. Together, the three departments

Charge Office

account for 61% of all reported cases.

CASE SHARE BY DEPARTMENT

HIGHEST SHARE

chereectiee

Criminal Investigation

Department (CID)

Administration OC

Station DPC

Child and Family

Protection Unit
Traffic

Community Liaison Office 10%

0% 10% 20% 30%
PRIORITY DUE TO THEIR HIGH CLIENT VOLUMES.

Priority 1 Priority 2 Priority 3
Charge Office — 26% CID — 19% Administration — 16%
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KASANGATI POLICE STATION

Client satisfaction and waiting time

Department performance comparison

BEST PERFORMING Other departments record the highest satisfaction
at 88%, with a 28-minute wait.

88 /o Traffic records the longest wait at 46 minutes

Other departments and one of the lowest satisfaction scores at 68%.
Target delays and experience quality in Traffic.

AVERAGE SATISFACTION AVERAGE WAIT

Administration OC

Station DPC e

Charge Office _@

Child & Family

Protection Unit 75% e @

Community Liaison

Office —

Criminal Investigation

Department _Q

Other

Traffic @

0 25 50 75 100 24min  30min  36min  42min 48 min
Highest satisfaction Longest wait Priority focus
Other — 88% Traffic — 46 min Traffic — 68% satisfaction

My taxi was brought to this station due to bad driving: officers, after a
long process, have finally released it, but they have over-delayed me.”

Respondent visiting Traffic at Kasangati Police Station.
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Trend analysis of average client satisfaction and waiting time at Kasangati Police Station
|

Average satisfaction ® Average waiting time
100
HIGHEST
80 75 74 75

0 L - L
R\
»© wol W
Highest reported Lowest reported
April — 75 May — 74

Client satisfaction remained consistently high: 75% in Feloruary, 74% in March, and 75% in April.
Average waiting time rose from 27 minutes in February to 42 minutes in March, then fell to 30
minutes in April.

Satisfaction remained stable despite fluctuating waiting times.

Staff responsiveness, communication, and quality of assistance may have helped maintain

positive client experiences.
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KATWE POLICE STATION

Case distribution

Where client demand is concentrated

LARGEST CASELOAD The Charge Office handles the largest
- share of reported cases at Katwe.
24 /o CID (18%) and Administration / OC Station / DPC

(16%) follow. Together, the three departments

Charge Office

account for 58% of all reported cases.

CASE SHARE BY DEPARTMENT

HIGHEST SHARE

Chqr!e oree

Criminal Investigation

Department (CID)

Administration OC

Station DPC

Traffic 15%

Child and Family

Protection Unit

Community Liaison Office
0% 10% 20% 30%

PRIORITY DUE TO THEIR HIGH CLIENT VOLUMES.

Priority 1 Priority 2 Priority 3
Charge Office — 24% CID — 18% Administration — 16%
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KATWE POLICE STATION

Client satisfaction and waiting time

Department performance comparison

HIGHEST SATISFACTION Administration records the highest
satisfaction score at 83%.

%
83 o Other has the longest wait at 58 minutes,

Administration / OC Station / DPC while Traffic records the lowest satisfaction at 57%.

Improve experience quality alongside delay reduction.

AVERAGE SATISFACTION AVERAGE WAITING TIME

Administration OC

Station DPC 83%

Charge Office

Child & Family

Protection Unit

Community Liaison

Office @
Criminal Investigation

Department @
o

.

0 25 50 75 100 30 min 40 min 50 min 60 min
Highest satisfaction Longest wait Priority focus
Administration — 83% Other — 58 min Traffic — 57% satisfaction

| reported a case and was told investigations would begin immediately.
However, weeks passed without any communication. When | returned
to the station, | was simply told the case was still under investigation.”
Respondent at Katwe Police Station
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Trend analysis of average client satisfaction and waiting time at Katwe Police Station
|

Average satisfaction [ ] Average waiting time
100
80 72
66 64
59
60
48
40
29
20
. L
Y
< \,\o“’“ et
Highest reported Lowest reported Measure
March — 72 April — 64 Average satisfaction — 67

Client satisfaction increased from 66% in February to 72% in March, then fell to 64% in April.
Average waiting time rose sharply from 29 minutes in February to 59 minutes in March, before
easing to 48 minutes in April.

Prolonged waiting times coincided with lower satisfaction, particularly by April.

Katwe should prioritise workflow improvements and measures to reduce client waiting times..
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OLD KAMPALA POLICE STATION

Case distribution

Where client demand is concentrated

LARGEST CASELOAD The Charge Office handles the largest
share of reported cases at Old Kampala.
%
27 ° Administration and CID each account for 18%,

followed by Traffic at 16%. The four departments
together account for 79% of all reported cases.

Charge Office

CASE SHARE BY DEPARTMENT

HIGHEST SHARE

Choree office

Administration OC
Station DPC 18%

Criminal Investigation
Department (CID) 18%

Traffic 16%

Child and Family
Protection Unit 12%

Community Liaison Office 7%

Other 3%

0% 10% 20% 30%

PRIORITY DUE TO THEIR HIGH CLIENT VOLUMES.

Priority 1 Joint priority Priority 3
Charge Office — 27% Administration & CID — 18% Traffic — 16%

Prioritise staffing and workflow support in high-volume departments.
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OLD KAMPALA POLICE STATION

Client satisfaction and waiting time

Department performance comparison

BEST PERFORMING Administration records the highest
satisfaction at 79%, with a 27-minute wait.

%
79 ° Traffic has the longest wait at 41 minutes,

Administration / OC Station / DPC while CFPU records the lowest satisfaction at 69%.

Experience depends on more than waiting time alone.

AVERAGE SATISFACTION AVERAGE WAITING TIME

Administration OC a
Charge Office @

Child & Family
Protection Unit @

Community Liaison
Criminal Investigation
Department —@

Traffic o

0 25 50 75 100 24 min 30 min 36 min 42 min
Highest satisfaction Longest wait Priority focus
Administration — 79% Traffic — 41 min CFPU — 69% satisfaction

They told me to pay extra fees so that my reported case canbe considered
within the quickest time possible because it's even my second time
coming here, but my concern is not being regarded, yet this is a public
service place where services should be free of charge.” Respondent at
Old Kampala Police Station
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Trend analysis of average client satisfaction and waiting time at
Old Kampala Police Station

Average satisfaction @ Average waiting time
100

R\
<@ ‘,\o“’“ Pt

Highest reported Lowest reported

March — 74 Feb — 70

Client satisfaction rose from 70% in February to 74% in March, then returned to 70% in April.

Average waiting time increased steadily from 31 minutes to 40 minutes over the period.

The April decline in satisfaction coincided with longer waits, suggesting that prolonged delays

may negatively affect client experience.

Reducing waiting times should be prioritised to help sustain satisfaction.
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WANDEGEYA POLICE STATION

Case distribution

Where client demand is concentrated

LARGEST CASELOAD Administration / OC Station / DPC handles
the largest share of reported cases.
%
25 (-] Traffic (22%) and the Charge Office (18%)

follow. Together, the three departments

Administration / OC Station / DPC

account for 65% of all reported cases.

CASE SHARE BY DEPARTMENT

Administration OC
Station DPC @
Charge Office

Criminal Investigation

Department (CID)
Child and Family
Protection Unit
Community Liaison Office

0% 10% 20% 30%
PRIORITY DUE TO THEIR HIGH CLIENT VOLUMES.

Priority 1 Priority 2 Priority 3
Administration — 25% Traffic — 22% Charge Office — 18%
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WANDEGEYA POLICE STATION

Client satisfaction and waiting time

Department performance comparison

HIGHEST SATISFACTION Administration records the highest
satisfaction at 80%, with a 28-minute wait.

%
80 o Traffic has the longest wait at 43 minutes

Administration / OC Station / DPC and the lowest satisfaction score at 49%.

CID also needs attention beyond waiting-time management.

AVERAGE SATISFACTION AVERAGE WAIT

HIGHEST

Administration OC

Station DPC 80%

Child & Family

Protection Unit

Community Liaison

Office @

Criminal Investigation
Department —@

—o
Charge Office _@
—o

Traffic @

0 25 50 75 100 24min 30min 36 min  42min 48 min
Highest satisfaction Longest wait Priority focus
Administration — 80% Traffic — 43 min Traffic — 49% satisfaction

I reported dissatisfaction after my case was not progressing at the lower
level(CID). | requested to see the Officer in Charge. The OC listened
carefully, reviewed the file, identified gaps in handling, and immediately
directed officers to take specific actions.” Respondent at Wandegeya
Police Station.
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Trend analysis of average client satisfaction and waiting time at

Wandegeva Police Station
|

Average satisfaction [ ] Average waiting time
100

c—
20
, L
a
< \,\o“’“ et
Highest reported Lowest reported Measure
March — 71 Feb — 65 Average satisfaction — 67

Client satisfaction increased from 65% in February to 71% in March, then declined to 65% in April.
Average waiting time increased consistently from 25 minutes in February to 33 minutes in March
and 43 minutes in April.

The April satisfaction decline coincided with the longest waiting time, suggesting that prolonged
delays may weaken client experience.

Sustained efforts to reduce delays and improve workflow efficiency are needed to protect

satisfaction gains.
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KAYUNGA POLICE STATION

Case distribution analysis

Standalone assessment — April to June 2026

CONTEXT Kayunga is assessed separately; its collection period differs from other stations.

LARGEST CASELOAD The Charge Office accounts for more than
seven in every ten reported cases.

%
7001 (¢ ] CID (11.0%) and CFPU (8.6%) follow at a

Charge Office much smaller scale. This points to a concentrated
workload at the reporting and case-intake point.

CASE SHARE BY DEPARTMENT

HIGHEST SHARE

Criminal Investigation

Department (CID)

Child and Family

Protection Unit
Administration OC

Community Liaison Office

0% 20% 40% 60% 80%

PRIORITY DUE TO THEIR HIGH CLIENT VOLUMES.

Primary focus Second largest Data window

Charge Office — 70.10% CID — 10.96% April-June 2026
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KAYUNGA POLICE STATION

Client satisfaction and waiting time

Department performance — April to June 2026

HIGHEST SATISFACTION Satisfaction is generally high across
departments at Kayunga Police Station.
79%
o Traffic has the longest average wait at 18 minutes,
Administration / OC Station / DPC while Community Liaison Office has the shortest at 2.

The source shows no satisfaction value for Other.

AVERAGE SATISFACTION AVERAGE WAITING TIME

Administration OC
Station DPC m —O0
Charge Office - ©°
Child & Family
Protection Unit —Q
Community Liaison

Criminal Investigation
Department —o

Traffic @

0 25 50 75 100 0 min 5min 10min  15min 20 min
Highest satisfaction Longest wait Shortest wait
Administration — 79% Traffic — 18 min Community Liaison — 2 min
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Trend analysis of average client satisfaction and waiting time at Kayunga Police station

Average satisfaction ° Average waiting time
100

‘
- 7

p.?‘.\\ \"0* 3\)(@

Highest reported Lowest reported Measure
May — 78 April — 68 Average satisfaction — 74

Client satisfaction increased from 68% in April to 78% in May, before easing slightly to 76% in June.
Average waiting time fell consistently from 17 minutes in April to 10 minutes in May and 7 minutes
in June.

Shorter waiting times coincided with higher satisfaction, suggesting that improved service
timeliness strengthened client experience.

The slight satisfaction decline in June, despite the shortest waiting time, indicates that other

service-quality factors also influence client perceptions.




Regression Analysis

Factors affecting average client satisfaction at police stations.

Outcome variable: average client satisfaction score

Factor Coefficient Std. error t-value p-value 95% ClI
lower

Waiting time -0.170 0.018 -9.46 0.000 -0.205

Asked to pay anything outside

. . -7.267 1.684 -4.30 0.000 -10.549
official fees

Officer offered support before

N 3.305 1530 216 0.031 0.306 6.305 ==
or after service

Person helped 2.062 8.70 0.000 13.898 21.988
Problem resolved 10139 0.993 10.21 0.000 8191 12.087
Friendly staff 2.069 1.85 0.000 20.457 28.571

Good environment / waiting area

S 7.278 1905 3.82 0.000 3.542 11.015
/ office
Client t f ffice t
\entsent from office to -5.732 1465 -391 0.000 -8.604 -2.860
office
Constant m 5.358 -4.45 0.000 -34.359 -13.342
R-squared Adjusted R-squared Number of observations F-test Prob > F
0.429 0.4261 1,784 166.456 0.000
COLOUR REACTION GUIDE positive association . negative association . p<0.01

Significance: *** p < 0.01, ** p < 0.05, * p < 0.10.

Key reading

Friendly staff has the strongest positive coefficient (+24.514), followed by helping the client (+17.943)
and problem resolution (+10139). Requests for payment outside official fees (-7.267) and sending
clients between offices (-5.732) are associated with lower satisfaction. Waiting time is also negative

(-0170 per minute), so reducing delays remains important.
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Improvement Strategies

Station action plan register

Client feedback translated into named commitments and practical actions

Police station

Issue identified

February-April 2026 feedback cycle

Commitment made

Accountable team

Improvement strategy

Kabalagala Police
Station

Kajjansi Police
Station

Kasangati Police
Station

Katwe Police
Station

Old Kampala Police
Station

Wandegeya Police
Station

Service delays, repeated follow-up
visits, unresolved cases, limited
staff and long waiting times,
especially in Traffic.

Delays in case updates and
prolonged investigations affecting
client satisfaction.

Delays in investigations, case
follow-up and long waiting times,
particularly in Traffic.

Delays in Charge Office case
handling due to staffing
constraints and difficulties
obtaining police bonds.

Client concerns about disrespect,
long waiting times and the lack of
a waiting area.

Clients moving from office to
office and long waits caused by
inadequate reception and guidance.

Increase staffing levels—especially in
Traffic—and deploy support staff to handle
front-office cases and reduce waiting times.

Ensure officers provide regular case-progress
updates; advocate for service-delivery training;
and share monthly feedback reports with
departmental heads for review.

Share monthly feedback with the DPC and
departmental heads to strengthen investigations,
improve case follow-up and increase reception
staffing.

Hold monthly performance reviews with
departmental heads to identify bottlenecks and
increase Charge Office staffing.

Reduce client waiting times in response to
feedback by increasing staff capacity to handle
cases promptly.

Share feedback with the DPC and ensure reception
staff clearly explain procedures and direct
clients to the right office.

DPC, Traffic
Department, Station
Administration.

OC Station.

OC Station, DPC, CID,
Traffic Department.

DPC.

DPC and OC Station.

DPC and OC Station.

Increase staffing, deploy
support staff and improve
workload distribution.

Strengthen communication,
build staff capacity and use
feedback reports for
performance monitoring.

Improve investigation
processes, enhance case
follow-up and increase
staffing.

Address bottlenecks and
increase staffing in
high-volume departments.

Improve workflow to reduce
waiting times across
departments.

Strengthen client guidance,
improve internal
communication and reduce
unnecessary movement.

Reading the register: each row connects an observed issue to a commitment, a named accountable

team and the agreed improvement action. Use the register in monthly performance reviews to track

completion, remove bottlenecks and respond to client feedback.
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Recommendations

Based on the findings from the SEMA client feedback data, performance analysis, waiting time
assessment, and regression results, the following recommendations are proposed to improve
police service delivery and increase client satisfaction. While increasing staffing and reducing
waiting times are necessary to enhance service delivery, increasing client satisfaction will also
require greater focus on staff responsiveness, problem resolution, accountability, and client-

centred service delivery.

Strategic Staff Reallocation

Deploy additional personnel to high-volume departments, particularly the Charge Office,
Criminal Investigation Department (CID), Traffic Department, and Administration/OC

Station/DPC offices.

Assign dedicated in-office Traffic personnel and support staff, such as receptionists and

client guidance officers during peak periods.

Waiting Time Reduction and Service Flow Improvement

Establish service standards for waiting times
Streamline client flow across departments

Regularly monitor waiting times to identify and address operational bottlenecks

Accountability and Transparency

Reinforce supervisory mechanisms, clearly display information on services provided free
of charge

Strengthen reporting mechanisms for misconduct
Capacity Building for Client-Centred Service Delivery

Provide continuous training for police officers in customer care, communication, conflict
resolution, community policing, handling of vulnerable and sensitive cases, and the use of
client feedback for evidence-based decision-making.
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Conclusion

>

At A ()

SEMA client feedback analysis provides important insights into community experiences of police service
delivery across selected police stations in Kampala, Wakiso, and Kayunga districts. Overall, clients
expressed moderate satisfaction with police services, recording an average satisfaction score of 71%.
While several police stations demonstrated strong performance, particularly in staff responsiveness,
professionalism, and client support, variations were observed across stations and departments,

highlighting areas requiring targeted improvement.

The analysis shows that client satisfaction is influenced by multiple service delivery factors beyond
waiting time alone. Regression results indicate that staff friendliness was the strongest positive predictor
of client satisfaction (B = 24.514, p < 0.001), followed by receiving the expected assistance from police
officers (B = 17943, p < 0.001) and successful problem resolution (B = 10139, p < 0.001). Other factors,
including a good service environment and waiting area (B = 7.278, p < 0.001) and receiving assistance that
met client expectations (B = 3.305, p = 0.031), also contributed positively to satisfaction. Conversely, longer
waiting times were associated with reduced satisfaction (B = -0170, p < 0.001), while being asked to make
informal payments (8 = -7.247, p < 0.001) and being sent from one office to another (B = -5.732, p < 0.001)
significantly reduced client satisfaction. These findings emphasise the importance of strengthening

officer-client relationships, improving accountability, and ensuring that services are delivered efficiently

and transparently.
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Departments with high client interaction, particularly the Charge Office, Criminal Investigation

Department (CID), Traffic Department, and Administration/OC Station/DPC offices, require continued
attention due to their critical role in shaping citizens’ experiences. Although some departments recorded
satisfactory performance, challenges related to delays, case follow-up, and communication with
clients remain key barriers to improved service delivery. The analysis of Kayunga Police Station provided
additional evidence of how reduced waiting times and efficient service processes can contribute to

improved client satisfaction.

The monthly trend analysis further demonstrates that continuous monitoring and feedlback mechanisms
can support service improvement. Improvements in waiting time and satisfaction levels across several
stations indicate the potential impact of reviewing client feedback reports and implementing corrective
actions. Through regular engagement between police leadership, departmental heads, and service
providers, feedback can continue to serve as a practical tool for identifying gaps, tracking progress, and

strengthening accountability.

The findings reaffirm the value of community feedback in promoting responsive and community-
centred policing. Continued use of SEMA feedback reports, combined with targeted interventions in
staffing, workflow management, case follow-up, communication, and accountability, will be essential in
improving service efficiency, increasing client satisfaction, and strengthening public confidence in police

institutions.
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Feedback Matters

Want to partner with us, work with us, give us feedback, share
your ideas, or just talk?
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0800 203 062 (UG) info@talktosema.org  www.talktosema.org
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