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There is no dearth of literature on the requirements of effective websites in general. However,
information as to what makes for an effective police agency website specifically could be not

found in secondary sources.

Given these factors, it was decided to undertake an investigation into possible guidelines for an
effective police agency website. This would be done by examining primary sources — firstly, the
needs of users of the SAPS website and, secondly, other police agency websites. From this,

guidelines to improve the existing SAPS website could be compiled.

1.2 The SAPS customer expectations measure

An outside research company, Ask Africa, undertook a customer expectations measure in 1997
(Ask Africa 1997). The SAPS approached Ask Africa, a Pretoria-based research company, to
conduct such research, with a view to determine needs that users of the proposed SAPS website

would have.

Although the SAPS — according to Ask Africa — had already contacted relevant stakeholders, it
was necessary for the public to be consulted (Ask Africa 1997:4). Ask Africa agreed that it was
necessary for the SAPS to see the public as its customers (Ask Africa 1997:4).

The objective of the expectations measure was to provide the SAPS with guidelines to be used in
deciding on initial content for its website. The aim of the research was to describe what specific
information the public would like to receive from the SAPS in general and on a web page (Ask

Africa 1997:6).

The research design was qualitative (Ask Africa 1997:6). A telephone survey was undertaken
and the sample size was 222 respondents. For the second phase of the study 12 police stations
were contacted to determine what police members regarded as important information (Ask

Africa 1997:7).

According to Ask Africa, it was necessary that the following questions be asked: What were
customers’ needs and expectations, and which needs did they regard as the most important? (Ask
Africa 1997:4).

1.2.1 Ask Africa methodology
Ask Africa initially defined the objective of its research as follows:

o To provide the SAPS with guidelines to be used in deciding on the initial content for its
website (Ask Africa 1997:6).

Ask Africa described the aims as follows:
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The major categories of customer information needs were identified as follows:

O

¢ Crime statistics

e Criminals

e Missing persons

e Community policing

e Structures and strategies

Other important points to consider were listed as follows:

e Crime statistics

» Policing strategy

»  Success rates

® Area specific crime rates

e Wanted criminal information

s Missing persons information

e Channels for community involvement in the fight against crime

o Safety tips (Ask Africa 1997)

The survey indicated that 50% of the respondents were familiar with the Internet, while 50%

were not.

According to Ask Africa, the categories identified at the SAPS workshop and those identified by |
the general public coincided (Ask Africa 1997:18).

1.2.5 Conclusion and recommendations

Ask Africa consequently recommended the following content for the SAPS website:

Reports (crime statistics per area/success rate per type of crime, arrests and convictions)

Structure of the SAPS (information on service type, quality of service/important contact
numbers/judicial procedure)

Strategies and priorities (current strategy on crime prevention/high profile crimes)

e Community policing (information on community policing/community involvement/media
statements to improve SAPS public image)

s Projects (criminal information/wanted criminals/missing persons)

It further recommended that

e afacility be provided whereby visitors to the SAPS website could provide feedback in terms
of content and style; and
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