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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
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INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
 
 
 
 
 
 
   



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1228 Copyright ⓒ 2019Authors 

 
 

Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
 
 
 
 
 
 
   



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1228 Copyright ⓒ 2019Authors 

 
 

Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
 
 
 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1227 Copyright ⓒ 2019Authors 

 
 

Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
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INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1226 Copyright ⓒ 2019Authors 

 
 

members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1226 Copyright ⓒ 2019Authors 

 
 

members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
 
 
 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1227 Copyright ⓒ 2019Authors 

 
 

Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
References: 

 Beck, K; Boni,  N; and Packer, J.  (1999). The use of public a ttitude surveys: what can they tell 
police managers?.Policing: AnInternational Journal of Police Strategies & Management, 22(4), 
191-216. 

 Bordua, D; and Tift, L. (1971). Citizen interviews, organizational feedback, and police-community 
relations decisions. Law & SocietyReview, 6, 155-182. 

 Donnelly, Mike; Kerr, Neil J; Rimmer, Russell; and Shiu, Edward M. (2006). Assessing the quality 
of police services using SERVQUAL.  Policing: An International Journal of Police Strategies & 
Management, 29(1), 92-105. 

 Flanagan, T J. (1985). Consumer perspectives on police operational strategy. Journal of Police 
Science and Administration, 13, 10-21. 

 Hero, R E; and Durrand, R. (1985). Explaining evaluations of urban service: a comparision of 
some alternative models. Urban AffairsQuarterly, 30, 344-354. 

 Murthy, S; Kondamuri, R; Julian, B; and Smith, J B. (1990). The image of the police in Black 
Atlanta communities. Journal of PoliceScience and Administration, 17, 280-287. 

 National Crime Records Bureau [WWW]. http://ncrb.nic.in  
 Parasuraman, A; Zeithaml, Valerie A; and Berry, Leonard L. (1988). SERVQUAL: A multiple-item 

scale for measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 12-40. 
 Radelet, L. (1986). The Police and the Communi ty, New York: Macmillan. 
 Rothmann, Sebastiaan. (2006). Expectations of, and satisfaction with, the South African police 

service in the North Western Province. Policing: An International Journal of  Police Strategies & 
Management, 29(2), 211-225. 

 Schwartz, A; and Clarren, S. (1978). The Cincinnatti Team Policing Experiment: A Technical Report, 
Washington, DC: Government Printing Office,  

 Zeithaml, Valarie A; Parasuraman, A; and Berry,L. (1990). Delivering Quality Service: Balancing 
Customer Perceptions and Expectations, New York: The Free Press Division of Macmillan Inc.  

 
 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1224 Copyright ⓒ 2019Authors 

 
 

Role Of Demographic Profile To Evaluation Of Service Quality 
Of Punjab Police 

 
Hardial Singh Mann1 

 (Research Scholar), UCCM 
 

Dr.Rajinder Kapil2  

(Professor), UCCM 
 

Dr.Parveen Kumar Garg3 

( Astt. Professor), UCCM  
Guru Kashi University, Talwandi Sabo  

ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
 
 
 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1227 Copyright ⓒ 2019Authors 

 
 

Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1225 Copyright ⓒ 2019Authors 

 
 

of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
 
 
 
 
 
 
   



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1228 Copyright ⓒ 2019Authors 

 
 

Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1229 Copyright ⓒ 2019Authors 

 
 

and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
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INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1226 Copyright ⓒ 2019Authors 

 
 

members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 



THINK INDIA JOURNAL 
ISSN:0971-1260 

Vol-22- Issue-35-December-2019 
 

P a g e  | 1226 Copyright ⓒ 2019Authors 

 
 

members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
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INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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ABSTRACT 
The present study attempts to analyse the role of demographic profile to evaluate the service 
quality of police in Punjab. The study used the exploratory cum descriptive research design. Null 
Hypothesis is there is no significant difference among public with different occupations regarding 
expectations of service quality provided by Punjab Police. A total sample of 400 respondents has 
been taken from the entire state of Punjab with 100 respondents from each zone, but only 382 
responses collected. The data collected through questionnaire and analysed with the help of SPSS 
package. Collected data used the statistical tool like Factor Analysis and ANOVA, t-test. The study 
found that there is no significant difference among public with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. Whereas there is significant difference among public with different occupations 
regarding expectations (assurance) of service quality provided by Punjab Police. 
Keyword: tangibles, reliability, responsiveness, empathy and assurance. 
 
INTRODUCTION 
The institute of police is a very important and significant arm of the state. It is 
responsible for maintaining healthy internal security in the country which is achieved 
through enforcement of criminal laws, maintenance of order and prevention and 
detection of offences. In India, police functions have direct or indirect bearing on all 
sections of society and all walks of life. The service provided by various police 
organizations thus assumes great significance. All efforts should be made to ensure that 
police service is of high quality. 
Police in India today perform multifarious functions that directly or indirectly affect the 
lives of almost all the people residing in the country. The various functions discharged 
by the Indian police today include maintenance of public order, protection of life and 
property, investigation of criminal offences and apprehending and prosecuting criminal 
offenders, providing security to important persons and places facing threat perception, 
providing security during festivals, public functions, political and other rallies, public 
agitations etc, collecting intelligence regarding criminal activities, ensuring safe and 
smooth flow of traffic on the roads, verifying antecedents of persons who apply for 
passport, arms license, government jobs etc, resolving local disputes which otherwise 
have the potential of translating into crimes, and providing immediate relief to victims 
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of natural and man-made disasters.Law enforcement in India is performed by numerous 
law enforcement agencies. Like many federal nations, the nature of the Constitution of 
India mandates law and order as a subject of the state, therefore the bulk of the policing 
lies with the respective states and territories of India.At the federal level, the many 
agencies are part of the Union Ministry of Home Affairs (MHA), and support the states in 
their duties. Larger cities also operate metropolitan police forces, under respective state 
governments. All senior police officers in the state police forces, as well as those in the 
federal agencies, are members of the Indian Police Service (IPS). 
 
Measurement of Service Quality using SERVQUAL Model 
SERVQUAL, developed by Parasuraman, et al (1988) is a widely recognized and used 
model for measuring service quality. It is based on the premise that service quality is a 
function of the gap between customers’ expectations of a service and their perceptions 
of the actual service delivered. This gap model of service quality, as developed by 
Parasuraman, et al (1985), is shown in Figure 1. In this background and in the context of 
various past studies undertaken to study the quality of police service, adapt the 
SERVQUAL model to evaluate the quality of police service rendered in Punjab by 
measuring the expectations of the public and also the police officers’ understanding of 
the expectations of the public, which will then be analyzed using the gap approach. 
 

Figure 1: Conceptual Model of Service Quality 

 
 
REVIEW OF LITERATURE 
Indian Institute of Public Opinion (IIPO) (1978), there is a general perception that 
the public image of police service did not improve to the desired extent even after 
independence. Flanagan (1985), public is the consumer of police services, hence it is 
vital to obtain its evaluation of the police service received. Hero and Durand (1985), 
the information may yield important insights, not only into citizens’ confidence in the 
police, but also into the correlates of their confidence. 
Radelet (1986), negative attitudes towards police, in contrast, result in mutual ill 
feelings, lack of respect, disorder and inefficient police functioning. Murthy, et al. 
(1990),positive images of the police are necessary for the police to function effectively. 
Beck et al. (1999), to be able to consult effectively with the community, police 
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members should have a good understanding of what the public think they, as police, are 
doing and what the public would prefer the police . 
SERVQUAL model developed by Parasuramanet al (1988) is a widely recognized and 
used model for measuring the service quality and lot of studies have conducted in the 
past using this model. Hence the researcher uses to study the quality of police service 
using SERVQUAL model by suitably adapting it to evaluate the quality of Punjab Police 
services.  
 
RESEARCH METHODOLOGY 
The objective of the study to analyse the role of demographic profile i.e., occupation , to 
evaluate the service quality of police in Punjab. The study used the exploratory cum 
descriptive research design. Null Hypothesis is there is no significant difference among 
public with different occupations regarding expectations of service quality provided by 
Punjab Police. A total sample of 400 respondents has been taken from the entire state of 
Punjab with 100 respondents from each zone, but only 382 responses collected. The 
data collected through questionnaire and analysed with the help of SPSS package. 
Collected data used the statistical tool like Factor Analysis and ANOVA, t-test.  
 
ANALYSIS AND INTERPRETATION 
This section covered the analysis of the study. After the use of factor analysis study find 
out the five factors of the expectations i.e., EC1-Tangibles, EC2-Reliability, EC3-
Responsiveness, EC4 Assurance, and EC5-Empathy.(Parasuraman, et al 1988). 
The sample respondents are almost of same size in various categories of occupation, 
however the majority of the respondents were private service employees (21.7 
percent), Students (20.2 percent) and farmers (19.4 percent). 

Table 1: Respondents Occupation 
Sr. No. Occupation Frequency Percent 

1 Business 52 13.6 
2 Farmer 74 19.4 
3 Service Private 83 21.7 
4 Service Government 55 14.4 
5 Student  77 20.2 
6 Home Maker 29 7.6 
7 Others 12 3.1 
 Total 382 100.0 

Source: Primary. 
Table 2, Levene test has been applied for testing equality of variances in the responses 
of respondents of different occupations considering their expectations. P-values in five 
constructs of expectations i.e ., EC1, EC2, EC3, EC4 and EC5, are 0.459, 0.544, 0.641, 
0.056 and 0.580 respectively. In all the five constructs of expectations, P-value is more 
than 0.05; it means that there is homogeneity of variances. 
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Table 2: Test of Homogeneity of Variances for Expectations on  the Basis of Occupation of 
Respondents 

Factors Levene Statistic df1 df2 Sig. 
EC1 0.950 6 375 .459 
EC2 0.835 6 375 .544 
EC3 0.711 6 375 .641 
EC4 2.072 6 375 .056 
EC5 0.787 6 375 .580 

Source: SPSS Application on Primary Data 
 

Table 3: One-Way ANOVA for Expectations on the Basis of Occupations of Respondents 
 Sum of Squares df Mean Square F Sig. 

EC1 
Between Groups 3.114 6 .519 .515 .797 

Within Groups 377.981 375 1.008   

Total 381.095 381    

EC2 
Between Groups 3.524 6 .587 .584 .744 

Within Groups 377.466 375 1.007   
Total 380.990 381    

EC3 
Between Groups 2.182 6 .364 .360 .904 

Within Groups 378.853 375 1.010   
Total 381.034 381    

EC4 
Between Groups 15.172 6 2.529 2.592 .018 

Within Groups 365.854 375 .976   
Total 381.027 381    

EC5 
Between Groups 1.287 6 .215 .212 .973 

Within Groups 379.659 375 1.012   
Total 380.946 381    

Source: SPSS Application on Primary Data 
Table 3 indicates results of ANOVA considering expectations of respondents on the basis of their 
occupation.  
In this Table, P-value for EC1 is .797 which is more than 0.05 (i.e. 5% level  of significance)  
For EC1 (Tangibles) p-value=0.797>0.05 
Similarly,For EC2 (Reliability), p-value=0.744>0.05;  For EC3 (Responsiveness), p-
value=0.904>0.05; For EC5 (Empathy), p-value= 0.973>0.05. In these four constructs of 
expectations, p-value is more than 0.05. It means  that Null Hypothesis is not rejected. This 
implies that there is no significant  difference among public  with different occupations regarding 
expectations (tangibles, reliability, responsiveness and empathy) of service quality provided by 
Punjab Police. 
For EC4 (Assurance), p-value=0.018<0.05.  
In case of EC4, p-value is less than 0.05. It means that  Null Hypothesis is rejected. This implies 
that there is  significant  difference among public with different occupations regarding 
expectations (assurance) of service quality provided by Punjab Police.  
Paired Comparison has been conducted by Post-hoc Analysis by Turkey Method in case of EC4. 
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Table 4: Post Hoc Tests by Games-Howell for EC4 on the basis of Occupation of 
Respondents 

Dependent 
Variable 

(I) Occupation (J) Occupation Mean Difference 
(I-J)  

Std. 
Error 

Sig. 

EC4 

Business 

Farmer .116 .178 .995 
Private Service .0286 .174 1.000 
Government 
Service 

.255 .191 .833 

Student .301 .177 .616 
Home Maker .728 .228 .026 
Others -.123 .316 1.000 

Farmer 

Business -.116 .178 .995 
Private Service -.087 .157 .998 
Government 
Service 

.139 .175 .986 

Student .185 .160 .911 
Home Maker .612 .216 .072 
Others -.239 .307 .987 

Private Service 

Business -.028 .174 1.000 
Farmer .087 .157 .998 
Government 
Service 

.227 .171 .841 

Student .272 .156 .585 
Home Maker .700 .213 .019 
Others -.151 .305 .999 

Government 
Service 

Business -.255 .191 .833 
Farmer -.139 .175 .986 
Private Service -.227 .171 .841 
Student .045 .174 1.000 
Home Maker .472 .226 .363 
Others -.378 .314 .892 

Student 

Business -.301 .177 .616 
Farmer -.185 .160 .911 
Private Service -.272 .156 .585 
Government 
Service 

-.045 .174 1.000 

Home Maker .427 .215 .426 
Others -.424 .306 .810 

Home Maker 

Business -.728 .228 .026 
Farmer -.612 .216 .072 
Private Service -.700 .213 .019 
Government 
Service 

-.472 .226 .363 

Student -.427 .215 .426 
Others -.851 .339 .158 

Others 

Business .123 .316 1.000 
Farmer .239 .307 .987 
Private Service .151 .305 .999 
Government 
Service 

.378 .314 .892 

Student .424 .306 .810 
Home Maker .851 .339 .158 

Source: SPSS Application on Primary Data 
Table 4 depicts (at 5% significance level) that there is significant difference between the 
expectations of businessmen and homemakers as the p-value is 0.026 (less than 0.05). Similarly, 
there is significant difference between the expectations of respondents doing private service 
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and homemaker as the p-value is 0.019 (less than 0.05). However, there is no significant 
difference between the expectations  of respondents of other groups as in those cases, p-value is 
more than 0.05. 
 
CONCLUSION  
The study found that there is no significant difference among public with different 
occupations regarding expectations (tangibles, reliability, responsiveness and empathy) 
of service quality provided by Punjab Police. Whereas there is significant difference 
among public with different occupations regarding expectations (assurance) of service 
quality provided by Punjab Police.It also concluded that there is significant difference 
between the expectations (assurance) of businessmen and homemakers as the p-value 
is 0.026 (less than 0.05). Similarly, there is significant difference between the 
expectations (assurance) of respondents doing private service and homemaker as the p-
value is 0.019 (less than 0.05). However, there is no significant difference between the 
expectations (assurance) of respondents of other groups as in those cases, p-value is 
more than 0.05. 
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