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Abstract

In a highly democratic nation, a magority of the national affairs are
determined by the opinions of civilians. All public departments work their utmost
to pursue “public satisfaction.” As one of the control bodies of the society, the
police organization not only performs intervening and banning acts, but also has to
pay attention to quality of its service to the public. Between the roles the police
should play, there exists and extremely great conflict. Undoubtedly, there creates
additional burden to the work of the police, which was originally under high
working pressure and high degree of tiredness. According to Clause 2 of the Police
Act of Taiwan, “The duties and harms, and facilitate the welfare of people
according to laws.” However, in practice, the complicatedness of duties of the
police in Taiwan and the multiplicity of businesses the police involves can be
considered of the highest level in the world. The district on-duty police officers,
who always stand on the frontline and have frequent contacts with citizens, are just
the most basic-level police officers implementing different kinds of administrative
work of the police. Therefore, understanding basis police officers and civilians
derives "Police officer's role change" & "service quality”. Then it will determine
direction of future police policy, this research is based on interviewing officers
from Changhua Precinct, Changhua County Police Bureau, and results are as
followings:

1. Police role is enriching, modern police's role should be positioned at "law
enforcer" and "servant”.

2. Raising service quality need to define rights and responsibilities clearly, and
brings up community's agreement. Then it needs to be strengthened with training
and higher education level of officers, develop mechanism of evaluation, improve
working hour and resources planning and integration, al these should be keys to

better servicelevel.

Keywords: police officer, role change, service quality
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