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1. INTRODUCTION

The Department of Justice of the United States (USDOJ) established an agreement with the
Government of Puerto Rico and the Puerto Rico Police Bureau (PRPB) for the Sustainable Reform
of the Puerto Rico Police Department, where one of the provisions requires the PRPB to conduct

a survey, under the supervision of a Monitor appointed by the court and oversight of the USDO..

This study focused on conducting an in-depth evaluation between key segments of the
community and internal representatives of PRPB to validate the conclusions of the 2022

quantitative phase.

Seeking to explore the depth of the perception of citizenship and various communities, this study

sought to explore:

- Knowledge about police reform in PR
- Police perception in Puerto Rico
o Professionalism
o Features
o Recruitment
o Use of technology
o Contribution to the community
o Public Information / Statistics
- Interactions or experiences with Puerto Rico Police
o Procedures

o Discriminated sectors



2. METHODOLOGY AND SAMPLE OF THE STUDY

The study was conducted between November 6 and December 6, 2023, using a qualitative
methodology, to delve into the experiences and opinions of the participants. 32 focus groups
were carried out virtually, each lasting approximately one and a half hours. This methodology was
privileged with the intention of exploring not only the individual opinions of the participants, but
also the discussions that would arise among them. Each group was composed of an average of 7
participants, seeking to maintain a balance between the representation of men and women, and

segmented by 12 previously identified profiles.

The sample composition attempted to delve into specific subgroups that make up Puerto Rican
society, under the premise that not all citizens relate to and perceive the Police in a homogeneous
way. Special emphasis was given to those groups that have historically experienced unequal
treatment by the Institution, and differences between the younger and older population were also
sought. Likewise, to listen to voices outside the capital, participants from different parts of the

Island were included. The following is a detailed breakdown of the sample composition:



Table 1 - Sampling distribution 1

TARGET #PARTICIP SJ REST
ANTS METRO | ISLAND
1 28 2 2

Young Adults 24 - 34 yo

2 Adults 55 - 70 yo 28 2 2
3 LGBTQ+ community members 14 1 1
42 Residents of public housing, neighborhoods or suburbs - 24 to 34 yo 14 1 1
4b  Residents of public housing, neighborhoods or suburbs - 45 to 65 yo 14 1 9
5  Black people 21 2 1
€&  Dominicans by birth, residing in Puerto Rico for at least 3 years, over 24 21 2 1
years of age
7 Community leaders 14 1 1
8  Women victims of domestic violence or sexual offenses in the past 2 14 1 1
years (ages)
9  Citizens who have filed an administrative complaint 14 1 1
10 Adults with physical disabilities 14 1 1
11 Adults with mental or intellectual disabilities or their Caregivers 14 1 1
12 Persons intervened by the police in the past 2 years (here have different 13 1 1

scenarios; simple interventions such as roadblocks, arrests, and persons who
became prisoners)

TOTAL 223 17 15

In general, the methodology lent itself to a lively and constructive debate, where personal
experiences of the participants with the Police, their opinions on its current functioning, and their
knowledge about Police Reform were shared. Although there was some initial fear among certain
groups to share opinions about the Institution, trust spaces were built throughout the dynamics

and active participations with very personal stories were achieved.

3. RESULTS

3.1. Most used media

For participants, social networks have become their main sources of information. Many
acknowledge that consuming traditional media, especially television, generates a lot of anxiety
for them due to the high content of violent and 'sensationalist' news, as many describe them.
Overall, there is a sense of distress regarding the country's news due to the frequent violent

events and widespread insecurity that have become increasingly common.



Facebook and Instagram continue to be the most frequently consulted social networks. The
former is particularly popular among the older population, while the latter is favored by the
younger demographic and residents of San Juan. Traditional newspapers and other news portals,
such as Primera Hora, Nuevo Dia, Telemundo, among others, are also frequently consulted. In
addition, there are those who directly turn to YouTube channels for news broadcasts or specific
reports on current events. Radio is not as frequently mentioned by participants, but it remains a
significant source of information for some, especially while they are in their cars or homes. Lastly,
community WhatsApp groups are emphasized, where news and updates are shared among
neighbors and friends. These groups are especially relevant to the locality in which the members

reside.

3.2. Main concerns among the interviewees

There is a consensus among participants that Puerto Rico has undergone significant changes in
recent years, most of which they perceive as negative. Participants aged 24 to 35, for instance,
express deep concern over the scarcity of job opportunities in the country, compounded by a
rising cost of living that has led to financial constraints for them. Older participants aged 36 to 70,
express worries about their economic security upon retirement, as not all are confident they can

sustain their expenses against the backdrop of an escalating cost of living.

Participants indicate that major events disrupting the normal functioning of the country over the
past decade, such as Hurricanes Irma and Maria and the pandemic, have precipitated economic
repercussions, resulted in unresolved infrastructure deficiencies, and triggered high inflation
levels that significantly impact their financial circumstances. The dearth of job opportunities, for
many, has emerged as one of the island's primary issues, contributing not only to a significant
loss of local talent (as numerous young individuals have opted to relocate to the United States),

but also to a trend of young individuals from more marginalized neighborhoods becoming



increasingly involved in drug trafficking. This, in turn, has led to an uptick in violent incidents in

the country.

The most pervasive theme, echoed across all interviewee groups, was the sense of insecurity.
The Puerto Rican populace is distressed by robberies, violent incidents associated with drug
trafficking, muggings, and cases of femicide. Participants find it hard to recognize their familiar
island in the current situation. This pervasive worry has infiltrated their daily routines, prompting
many to stay indoors after dark, limit the time they spend outside their homes, and discontinue

activities that were once integral to their daily lives.
3.3. Security perception

Although some of the interviewed groups experience violence events more often than others, itis
safe to say that all interviewed groups without exception report feeling more insecure these days
compared to past times. Participants report having lost some confidence in the people around
them, under the premise that you never know who might be armed or how they may react in a

simple confrontation or dispute (in the middle of traffic, for example).

Young Residents
Adults Residents

BETTER

SECURITY
PERCEPTION

Dominicans by birth, residing in Puerto Rico

Women victims of domestic violence

LGBTQ+ community members

WORST

Figure 1 - Ranking of security perception by interviewed groups.



For the older population, this social breakdown is a response to a widespread loss of values
among the younger population, something that they believe has been lost since their homes. For
this population group, this is reflected not only in the widespread situation of insecurity but in the
general attitude of the population in their behavior in society, ethical values, and worldview.
Among the younger ones, there is a general sense of impunity and helplessness in the face of
these acts of violence, which they attribute to the alarming state of mental health of the Island's

inhabitants, especially after the pandemic.

Some population groups with greater vulnerability (LGBTIQ+ population, racial minorities,
migrants, and women) feel especially unprotected in this current environment, because they feel
that they are more likely to be affected by the intolerance of others and that they will not receive
the necessary protection from the Police or the State. Women in particular show special concern
about the increasing cases of feminicides that are constantly seen in the news, making them feel

insecure both in public spaces and within their own homes.

At the level of geographical distribution, participants from the San Juan Metro area are the ones
who most express fear in the face of the country's insecurity, mainly in relation to carjackings,
assaults, shootings in public spaces, and kidnappings. On the other hand, those who live in other
areas of the country mainly express fear of events that may occur in open spaces (roads, traffic
lights, green areas, among others). Participants from all areas of the country share the
widespread feeling that Puerto Rican society has undergone a process of decomposition that has

permeated all spheres of daily life.

These differentiated experiences make, even though the feeling of insecurity is general,
confidence towards State agencies varies visibly. Citizens' intersectionality will significantly
influence the perception they express towards agencies such as the Police. Among citizens aged

24 to 35, for example, there is a widespread trust towards the Entity, but if the person within this



age group belongs to a minority group (LGBTIQ+ community, for instance), their trust perspective

will be radically different.

In this sense, to the extent that intersectionality is greater (that is, to the extent that the person is
affected by more minority variables in terms of their gender, race, different motor and mental
abilities, socioeconomic status, or sexual orientation), less confidence and sense of security will
be expressed. Under this logic, it could be said that heterosexual Puerto Rican male interviewees,
of middle socioeconomic status, with tanned/mixed-race skin and no criminal background will
report a higher sense of security; the further away the interviewed person's identity is from this
standard, the more insecurity they will show. On the other hand, those who work closely with
community issues (such as community leaders) are more aware of the situations affecting the

population and tend to have a more critical stance on the country's security status.

3.4. How is safety measured and guaranteed?

The interviewees agree that the main responsible for ensuring security in the country should be

the State, ensuring:

- Infrastructure that ensures its citizens a dignified and safe way of living, translated into
illuminated public places, well-maintained roads, access to police stations, and
maintenance of general security systems (gates, security cameras, among others).

- State bodies are responsible for ensuring justice; a consensus among participants is that
the efficacy of pursuing criminals is greatly diminished if they are not appropriately
prosecuted at the judicial level. For many interviewees, impunity is considered one of the
primary adversaries to security on the island.

- Trust towards Government entities, translated into transparency in handling information
and money, as well as in institutions that ensure the well-being of citizens, regardless of

the current government. The education system, for many, has failed its citizens in



providing them with education in civic culture and opportunities to improve their quality
of life.

- There's a call for the presence of institutions responsible for maintaining security,
primarily represented by the police force. The demand extends beyond just enforcing
traffic laws (which is where participants feel the police are most active) to having a

preventive presence within the community.

For many, particularly the older demographic, the diminished presence of the State has
contributed to the current state of insecurity, as they observe fewer police officers than in the
past. They are aware that the institution's staff numbers have declined, and while they
acknowledge that many officers as individuals are doing their best, they demand a greater
presence of personnel in public spaces, reminiscent of their previous experiences. For a
significant portion of the interviewees, especially those who are not part of minority groups, the
police represent the direct link between the State and its citizens, ensuring their protection, and

their presence does indeed instill a sense of security.

However, the interviewees do not dismiss their own role in fostering a sense of security within the
country. Older participants emphasize that the values imparted at home form the bedrock of a
peaceful society, and they observe a negative shift in this aspect over recent decades. For
younger individuals, this sense of personal responsibility extends to acquiring the necessary
tools for possessing adequate emotional intelligence, which allows for deescalating conflicts
before they devolve into violent incidents. The sense of community and belonging, especially
valued among those residing outside of San Juan, is particularly underscored as a means of

promoting peaceful cohabitation and mutual care.

3.5. Presence of the Police

As highlighted above, for several of the interviewees the presence of the Police in the

communities is generally seen in a positive way. Many believe that the active involvement of
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Officers and supervisors in the field does make places safer and contributes to the creation of a
sense of community. The majority has resorted to the Police at some point in their lives, but not
all have had positive experiences. The interviewees are empathetic in recognizing that the
Institution is overloaded with work due to the limited staffing it currently has, and they are aware
of budget constraints. Also, many try to appreciate the individual effort they see in many of its
members, especially among those living outside of San Juan. In summary, the interviewees are
aware that the problems they see in the Police force are structural, not necessarily a reflection of

the individuals.

However, the citizenship expresses high discontent with the service that the Institution is
currently able to offer them. Response times are slow: many times, the patrols cannot even reach
the scene of the crime, or they do so when there is little that can be done. Processes are
cumbersome, itis not always clear where to calltoreceive the required attention, and many times
they are transferred from one station to another, without receiving the proper response. If
complaints are made (both as awitness and as avictim), there is no guarantee that the institution

will provide the necessary protection.

Among those interviewed, there is a more critical position among those who are part of minority
groups. The LGBTQI+ community is the group that feels the least sense of security in the presence
of Agents: some express feeling the complete opposite, a fear of being ridiculed or abused
because of their sexual identity. Residents of residential areas also express mixed feelings, as
some would like to have more police presence in their neighborhoods; others express that when
the Police arrive, they do so with unnecessary aggressiveness and force, often escalating
situations to higher levels of violence. Community leaders are also critical of the way the Police
behave in a biased manner, depending on the community that contacts them. They know that

neighborhoods with high levels of crime, racialized, or with a high migrant population will be
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treated with much lower priority and a less collaborative attitude than those neighborhoods of

higher socioeconomic status and with Puerto Rican population.

3.6. The reputation of the Police

Participants acknowledge that the Police in its current state is perceived as diminished, both due
to its low staff and the precarious conditions in which they know many of the agents must work
to carry out their daily activities. Older participants recall that in their childhood the Police was
perceived as an aspirational institution associated with high status, and belonging to it was a
source of pride. Although they do not identify a specific turning point, they recognize that this is
no longer the way the general population perceives the Police: rather, on the contrary, this age
group believes that most citizens feel no respect towards the institution and its members. Many
of them consider that this is partly because new members do not have the necessary vocation to

hold the position with honor and respect.

Younger participants describe the Police as somewhat archaic and disconnected from the
dynamics of the younger population, with older members (mostly over 40 years old), many of
them out of shape and biased against minority populations. Similarly, the LGBTIQ+ community
describes the institution and its members as backward, where the personal beliefs of the Agents
often intertwine with their duties (which require them to be impartial), and mostly as sexist. A
similar perception is expressed by community leaders, who often have more constant contact
with the Agents in their communities and express that the Agents often show little empathy

towards the most vulnerable population, especially towards groups like the trans community.

Likewise, a series of media scandals that have occurred in recent years, including the treatment
given by the Police to the civilian population during the 2019 protests, have damaged the
institution's public image. One of the most cited recent cases by interviewees was the murder of
an elderly couple at the hands of a Police officer, and cases of femicides towards ex-partners of

Agents of the institution that have remained unpunished. Citizens also highlight the ongoing
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abuses of force, even after the implementation of the Reform, and profiling towards people from
marginalized neighborhoods, migrant communities, or low-income groups, often expressed in

unjustified searches, arbitrary arrests, and excessive use of force.

3.7. The most valued thing about the Police

Interviewees acknowledge that in recent years, there have been notable advancements in
managing bureaucratic procedures, especially concerning the acquisition of certificates and
documents, which are now predominantly processed digitally. They also recognize that, despite
the structural shortcomings of the institution, many individuals are fully committed to serving and
assisting the community. This is particularly emphasized by those residing outside of San Juan.
Interviewees from all groups acknowledge having had positive interactions with the police, during
which they were treated with professionalism and empathy. Some even noted that they've formed

friendships with the officers.

One initiative that received significant praise was the Police Athletic League, particularly from
older interviewees and community leaders. They believe that this type of community outreach
greatly contributes to fostering trust and community bonds with the officers, and it encourages
younger individuals to join the institution through educational and recreational activities. Several
community leaders acknowledge that their work has been enhanced due to the consistent
involvement of some police members, who try to attend community meetings and engage in the
everyday life of their neighborhoods. Lastly, it is crucial to note that numerous interviewees
recognize that there has been progress in handling reports of gender-based violence, with many
officers ensuring that victims receive comprehensive support, even continuing to follow up on

cases after their official involvement has ended.
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3.8. The main criticisms towards the Police

The primary criticism directed at the institution, across all groups, concerns response times. In
San Juan, response times are somewhat more efficient, but they are influenced by the location
of the incident. In more rural areas, the police are sometimes unable to respond to the report or
visit the location due to a lack of personnel or vehicles. This has fostered a widespread sense of
skepticism about the effectiveness of filing reports or requesting assistance that requires a

prompt response.

Similarly, there are ongoing issues with arrogance or rudeness exhibited by some officers, this is
more frequently experienced by those from minority groups, but it is a criticism made across all
the groups investigated. As previously mentioned, the profiling of certain individuals based on
their place of residence, nationality, skin color, or sexual orientation continues to occur.
Individuals with physical or intellectual disabilities report that while overt mistreatment towards
them (or their families) is not widespread, there is a significant lack of specialized training,
making interactions with officers uncomfortable and unpredictable, and failing to instill trust,

especially among those with disabilities or mental illnesses, including addiction issues.

An additional criticism, not directly related to the police but associated with their work, is the
judicial system. It is perceived as inefficient and unreliable, particularly in cases of gender-based
violence or complaints regarding human rights issues. This generalized mistrust of the justice
system leads many to prefer not to file complaints, knowing they will face cumbersome

bureaucratic procedures, with scant assurances of receiving any form of justice.

3.9. Knowledge of Police Reform

Within the interviewed groups, both in San Juan and the rest of the Island, there is little detailed
knowledge of the Police Reform: most do not know anything about it, or think it refers to the

demands of institution members to improve their pension and salary conditions. Adults aged
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between 55 and 70 years old and community leaders stand out as the most informed groups.
Some of them report that they actively participated in its implementation or attended

socialization meetings.

Among those knowledgeable about the subject, several positively highlight the former Monitor's
work compared to the current one. For them, his management achieved great strides in
implementing the Reform and succeeded in transforming many processes that used to be
handled in a much more arbitrary way, especially in dealing with the citizens and excessive use
of force. However, they emphasize that these advances did not receive the necessary follow-up
and continuity, causing some to be lost. This is mainly highlighted by community leaders, who
show high disillusionment in the lack of continuity after each change of government, making the

process feel like starting from scratch each time.

“Every time there is a change in administration, which is another trigger, things decline,
because the things that one administration did, the new administration halts them. They
don't give it continuity, and | think that creates a limitation. And where does it impact the
Police? Because everyone will say that the Police are to blame, but we must see what is

behind it.” (Community leaders, San Juan Metro)

Owing to the general lack of understanding among the surveyed population, the predominant
emotion chosen from the emotions map (used to prompt participants to describe their feelings
towards the Reform) is confusion. This is followed by feelings of worry and skepticism, attributed
to either limited knowledge of its implications (which induces some level of fear) or the
observation of minimal structural changes since the Reform's implementation. Those more
acquainted with the Reform also express feelings of disappointment/disenchantment and
frustration. The younger demographic, who are least engaged with the topic, display

apathy/indifference, while only a few participants (from older age groups) express
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curiosity/interest. Overall, the emotions evoked by the Reform are either negative or neutral,

primarily due to the lack of information.

Table 2 - Compilation of most mentioned feelings 2

FEELING

GROUPS THAT MENTION IT THE MOST

JUSTIFICATION

- Young adults 24 - 34 years
- LGBTIQ+ Community
- Community leaders

- Residents of public housing (all

Little knowledge of the
content of the Reform
causes participants to

feel confusion It is also

- Dominicans by birth
- Community leaders
- Citizens with administrative claims

- Adults with physical disabilities

Confundidn ages) expressed in the context
- Blackraceindividuals of those who have not
- Dominicans by birth seen its continuity
- Community leaders (community leaders)
- Women victims of domestic
violence
- Citizens with administrative claims
- Adults with physical disabilities
- Individuals intervened by the police
- Young adults 24 - 34 years old They do not know the full
- Adults 55- 70 years old implications of  the
- LGBTIQ+ Community Reform, they fear that
- Blackrace individuals this will result in greater
} Preooupad_o

impunity or power

abuses by the Police
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Escéptico

Adults 55 - 70 years
LGBTIQ+ Community

Black race individuals

They have not seen
fundamental

transformations, or they
have little faith that their
implementation will
mean anything for the
Institution in the medium

term

a

Molesto

Adults 55 - 70 years old
Community leaders
Adults with intellectual and mental

disabilities

The most informed about
the content of the Reform
feel annoyed by the lack
of continuity in the
implementation of the
Reform text, and feel
dissatisfied with the
management that has
been given to it in recent

years

Decepcionado /
Desilusionado

Dominicans by birth

Citizens with administrative claims
Adults with intellectual and mental
disabilities

Persons intervened by the Police

Just like with the feeling
of Annoyance, those who
express disappointment
state that they have seen
few advances in the last
10 vyears regarding its

implementation
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Young adults 24 - 34 years old The population with less

- Citizens with administrative claims | interest in the content of

Apatico/
Indiferente

the Reform and its

implications

Although minority, some

express interest in

- Blackrace individuals learning more about the

ourioso | - Dominicans by birth topic and hope that it can
- Adults with physical disabilities bring improvements to

the functioning of the

Police

3.10. Assessment of police elements

Level of professionalism of the Police

There is no consensus on the level of professionalism of the Police, as participants consider that
itdepends a lot on the individual representing it. In San Juan, itis recognized that there are agents
and supervisors with a helpful and empathetic attitude, but they are criticized for their limited
availability to assist citizens. This criticism is even greater in areas outside of San Juan, where
citizens highlight that the lack of staff prevents them from receiving attention in moments of
urgency and need, and that they are often forced to go to several stations before being attended

to.

In terms of personal presentation and interpersonal relationships, participants reproach some of
the institution's members for their poor physical condition and lack of professionalism when
expressing themselves, often adopting an arrogant and uncooperative attitude towards people.

This is especially highlighted by those belonging to minority groups, who consider they often
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receive unequal treatment that can be humiliating; or they are ill-equipped to handle situations
that require a differential approach (mental health crises, people with neurodivergences,
population with addiction problems and even episodes of domestic violence where the victim is

a man).

For the elderly population, this lack of professionalism is explained by the loss of vocation in the
career, something that for them is largely due to the lack of conditions to work with dignity:
salaries are low, pension conditions are declining, and working hours are long. For the younger
ones, this is explained by the disconnect between Police members, especially the older ones,

and the daily realities of the new Puerto Rico, which has new ways of understanding the world.

Tools and resources

It is one of the points where participants are most empathetic with the individuals who make up
the institution; they know they are at a serious disadvantage due to the state of their vehicles and
weapons, often stating that 'the bandits are better armed than the police themselves' This
problem is more palpable for those who live outside the San Juan area, where interviewees say
that many patrol cars are in very poor condition and police officers are sometimes forced to cover

some operational costs from their own pocket.

For participants, the issue of equipment and technology responds more to a structural problem,
which even surpasses the availability of resources. Participants from various groups emphasize
that funding has been provided on several occasions, but that the channeling of these resources
does not always occurinthe appropriate manner. Some of these equipment purchases are made
as part of political strategies at strategic moments (close to elections, for example), but do not
focus on making the investments that are truly necessary. This stimulates the waste of resources

and leaves the stations with structural failures that are not corrected.
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As for the equipment that has been introduced after the implementation of the Reform, such as
the use of tasers and bodycams, some participants believe that these have brought
improvements in citizen care and less violent responses to events that require intervention with
a certain level of force. However, there are those who express more critical positions, stating that
the effect of the technology is minimal if the personnel using it is not properly trained: this is
mainly mentioned by community leaders and members of the LGBTIQ+ community. Under this

logic, bodycams should be used as a tool to protect the citizen, not as a form of intimidation.

Recruitment process

This is one of the aspects that received the least criticism from the participants, who also
recognize the challenges currently faced by the institution due to the limited number of personnel
they have at their disposal. Despite this shortage, the interviewees demand rigor in the admission
of new members: for the younger participants, this means personnel who undergo extensive
psychological and mental evaluations and are committed to setting aside their personal biases
to perform their work impartially; for the older participants, this translates into individuals with a
genuine desire to assist the community and a commitment to the profession that extends beyond

mere monetary incentives.

Older interviewees are more critical of the inclusion of very young individuals in the Academy, as
they believe these candidates lack the maturity required for the position. For members of minority
groups, it is essential to open the doors to all sectors of society and avoid favoritism or insular
dynamics (where entry is facilitated for individuals with familial or friendly ties to the police), as

such an environment impedes transformations within the institution.
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Trainings and workshops

While participants are aware of the training programs that members of the Police Force must go
through, there are some comments that demand more in-depth and continuous training, adapted
to the current world issues. Some of the essential topics considered are: cybersecurity and fraud
through electronic channels, emotionalintelligence, conflict management, and specialized care
for people with physical and intellectual disabilities. This last point is highly emphasized by
minority groups, as they feel that these types of trainings (which are part of the established
Reform) are done just to meet requirements, rather than focusing on training specialized units for
this population. Members of the LGBTIQ+ community express something similar, highlighting
some improvements in how they are treated by some officers, but not seeing fundamental
transformations that compel all members of the Police Force to treat them with dignity, above

personal beliefs.

Work with the community

Participants acknowledge that the shortage of staff in the Police makes it difficult for its members
to have a constant presence in the territory, causing them to only be seen in many cases when a
serious event has occurred. Preventive work is highlighted in initiatives such as the Police Athletic
League, especially by those living outside of San Juan, and they encourage the institution to place

greater emphasis on this type of initiatives.

Some community leaders and individuals from other groups (mainly those over 55 years old)
acknowledge that there are police members in their communities who strive to maintain a close
relationship with the residents, and they appreciate their presence in the area. However, they also
acknowledge that this interaction varies significantly depending on the particular sector or
individual involved: generally, the interviewees perceive that the police tend to offer more direct
attention to wealthier individuals or foreigners, while minority populations or residents of less

affluent neighborhoods are often relegated to a secondary position.
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Figure 2 - Ranking of level of satisfaction in the evaluation of police variables.

It is one of the variables most criticized by participants; most consider that these are influenced
by political interests and rarely reflect the reality of what is happening in the country. Like with the
state of the teams and the use of technology, this problem is considered a symptom of something
more structural, more related to the governments in power than to the institution itself In this
sense, as long as the governments in power wish to show a more favorable image, they will avoid

increasing the figures related to homicides and violent crimes.

Participants believe that certain “adjustments” are made to record these types of events in such
a way that it does not affect the overall perception of the rulers. Statistics related to femicides
and hate crimes, for many, generate mistrust, because they are often reclassified as a homicide

(without the gender differential approach or motivated by discrimination).

In summary, citizenship (through what the participants have expressed) is quite critical towards
the different variables of the Police, although always recognizing the individual work of several of
its members. They are more critical of the reliability of statistics and the unequal treatment of the
population (especially towards the LGBTIQ+ community and other traditionally excluded groups),

as well as the quality of the resources with which the Police carry out their work, although this is
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considered a problem that goes beyond the institution. They acknowledge some virtues in the
introduction of technological tools such as bodycams, in the work carried out with the
community (especially with figures like the Athletic League), and in the professional treatment
that several have received in previous experiences. The greatest satisfaction is expressed in the
simplification of some bureaucratic processes (especially in obtaining documents and
certificates), and in recruitment processes: although they know that there is a need for more
personnel, they understand that this is mainly caused by budget cuts that do not allow for offering

competitive salaries and benefits and discourage the entry of new members.

3.11. Personification of the Police of Puerto Rico

%

When doing the exercise of psonification of the F’uerto RicoA Police, two main strands were
identified. One of the people described, mainly by members of minority groups and individuals
underthe age of 34, is aman close to 50 years old, and who behaves towards others in an arrogant
and overbearing manner. He is not associated with an empathetic or forward-thinking approach,
but rather with a macho attitude and certain outdated perceptions of life. Some describe him as

a man in poor physical condition.

“Physically: tall, with a little mustache, kind of pot-bellied With a Nazi face, that doesn't
inspire in you what the Police is supposed to inspire Fifty years old.” (LGBTIQ+ Community,

San Juan Metro)
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Meanwhile, many of the older participants imagine the Police as a young boy (no more than 22
years old), who appears immature and with much still to learn. They see this person as someone
willing to grow, but with few tools at their disposal to do so correctly. He is a young man with

growth potential, but currently feeling demotivated.

“He is a teenager, who still has a lot to learn. He is skinny, but he wants to lift weights and
get strong. He wants to move forward, but he lacks guidance or help. He is a good person,

but he is demotivated.” (Adults 55-70 years, San Juan Metro)

3.12. Experiences with the Police and understanding of Police Reform according to

interviewed groups.

Young adults 24 - 34 years old

Itisthe group that shows the least knowledge about the content or implications of Police Reform;
they also do not express particular interest in having more information about it. In general, they
express some confidence towards the Police and recognize that they value their presence in

public places as they feel a little more protected.

Most do not report having had any issues in past interactions with the institution, although some
were intervened in the context of social protests. Some express some skepticism when
contacting the Police because they feel they will not be attended to in a timely manner. They
resort to using social media to make public complaints, and as a means of protection against

potential abuse of power by the Police.

Most of the interactions they have had with the Police have been related to traffic incidents, and
although they highlight that waiting times are usually long, at the time several of them received a
professionaland satisfactory treatment. Some describe a slightly less empathetic or professional
treatment. No report having been victims of hate crimes, but they recognize that it is a relatively

common phenomenon and feel that the Police does not provide adequate responses to it. Some
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of the participants have been involved in reports of gender-based violence and did not feel
completely supported by the institution's response, especially in ensuring their physical safety

after filing the report.

Adults 55 - 70 years

It is one of the groups that reports the most knowledge about the content of Police Reform, and
they express a certain disappointment because they have not seen the expected structural
changes after its implementation. They agree with the content of the Reform, but they feel that,

after the old Monitor's departure, the implementation of the Reform has been negatively affected.

This is the population group that most expresses confidence in the Police, and although they
consider that their service and presence has declined compared to past decades, they recognize
the importance of their presence in the national territory. They feel that the attention they receive
from its members is generally positive, although they recognize that the Police often provide more

favorable attention to people with higher economic resources.

Like the younger population, they feel that the response times offered by the Police are very slow,
sometimes they don't even receive a response to their requests. However, most participants in
this age group report positive interactions and professional treatment by the Officers, even in
cases of gender-based violence, where the person accompanying them ensured the victim's
safety and followed up on the case. Their interactions with the Police have reinforced their
relatively positive opinions towards the institution, even improving it. Some isolated cases report

the opposite, as they never received a response to their requests.

LGBTIQ+ Community

It is one of the most critical groups towards the institution, as they feel they receive a
disproportionately biased treatment, and do not feel protected with the presence of the Police in

public places. Several report feeling fear when being detained by Agents, as they do not know
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what kind of treatment they will receive and know that it varies greatly depending on the individual
who assists them. They avoid calling the Police when they have an incident and prefer to turn to
their support networks (friends, family, other community members). Residents of areas outside

the San Juan Metro are the ones who most express this level of distrust.

Although they are not intimately familiar with the content of the Reform, they express
considerable skepticism about its effectiveness in instigating profound transformations within
the institution, and they do not believe it will greatly affect the treatment they currently receive as
citizens. When they have approached the police to report an incident, the majority feel they did
not receive the expected resolution. Largely, this has resulted in many incidents that could be
classified as hate crimes (such as street harassment, discriminatory remarks, etc.) going
unreported, because they believe it's highly unlikely that the police will investigate these matters.
None of the participants report having been involved in gender-based violence incidents, but they
have heard of cases where complaints within same-sex couples were dismissed because the

involved parties were both men.

Residents of public housing: 24 - 34 years

They show little knowledge of the Reform and are one of the most empathetic groups with the
limiting conditions that Police officers face to do their job efficiently. Also, they acknowledge that
it is not possible to judge the institution globally, but it is necessary to see the individualized

attention that each Agent offers, which can vary greatly.

Some report feeling stigmatized for their appearance and place of origin (tattoos, urban way of
dressing), and are frequently stopped to be searched; they feel constantly associated with drug
trafficking due to living in more marginalized neighborhoods. They consider that contacting the

Police could be a waste of time because they will not receive a timely response.
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Residents of public housing: 45 - 65 years

Just like younger residents, this group does not show much knowledge about the content of the
Reform, although they have a vague idea of its existence. They are familiar with the limiting
working conditions of the Agents and empathize with their working conditions. Some report that
the context of the residencies causes the response they receive from the Police to be somewhat

stereotyped, and with the use of force sometimes unnecessary.

Some of the participants have had family members or close people who have been incarcerated,
and most of them recognize that the treatment of the police officers who intervened at the time
was adequate. However, some report that when it comes to responding to incidents involving
mentalillness or addiction, the Officers do not always show empathy and there may be excessive
use of force. Due to the stigmatization of their neighborhoods, they know that the Police will only

respond to their calls in cases of violence.

Persons of black race

They manifest a little more familiarity with the existence of the Reform and know that its purpose
is to improve interaction with the community, but they have not followed its implementation
closely. Like those residing in public housing, they are aware that their neighborhoods of origin
sometimes lead to biased treatment by the Police, and some feel unjustly associated with drug
possession. However, they do not report having a particularly high level of distrust towards the
Police. They understand that each individual acts in a particular way, so they do not pass absolute

judgments on the institution.

This group displays a wide range of experiences with the police, resulting in divided opinions.
However, they unanimously agree that response times are excessively slow. Regarding the
treatment they've received, the experiences vary significantly; some report very positive and

efficientinteractions, while others claim they did not receive the necessary assistance in a timely
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manner. None of them report being a victim of a hate crime, but they sense a degree of
discrimination in certain daily interactions, both from the police and the public. One participant
reported being a victim of gender-based violence and not receiving a response from the police.
Conversely, others believe that such situations prompt a more rapid response from the

institution.

Dominicans by birth, residents in Puerto Rico

They do not have such a broad understanding of the Reform, but they consider it highly relevant
toimprove the treatment towards citizens. They themselves report having suffered discriminatory
treatment by the Police, motivated by their place of origin and the stereotypes that this entails,
and for some also motivated by their skin color. They are one of the groups that have the least

confidence in the Police, due to this context of unequal treatment.

Most have not had direct experiences with the Police, but they feel that the atmosphere of
insecurity has increased in the country, something they do not attribute exclusively to the
institution. There is a divided perception regarding treatment, as some feel they have been
treated discriminatorily when approaching a member of the institution, while others report
satisfaction with the attention received. However, there seems to be consensus that the attention
the Police provides in neighborhoods with a high concentration of Dominican population is
somewhat different from the one provided in other places on the island, with a population
majority of Puerto Rican descent. None have directly suffered hate crimes or gender-based

violence.

Community leaders

Itis perhaps the group with the greatest first-hand information handling regarding the content of
the Reform and its application in the past 10 years. Because of this, their position is quite critical,

as they feel that many of the requirements of the text have remained just that: words. The lack of
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continuity and political will has been the main obstacle for them in the real implementation of
the Reform, which is why they feel a great level of disillusionment and anger towards how the

issue has been handled.

Their direct contact with the community's needs has made them see first-hand the unequal
treatment that the Police provides depending on the individual requiring assistance, and the
discrimination that some population groups experience on a daily basis. Several of them have
helped people from their community to file complaints and reports, and they know that the
attention given to LGBTIQ+ communities and predominantly black neighborhoods, for example,
is not always the best. In fact, some report that homicide cases have been dismissed or
downplayed, solely because they occurred in neighborhoods considered as underworld. They are
also highly critical of the institution's response to cases of gender-based violence and hate
crimes. Inthe first case, the response is often slow or insufficient: they have withessed numerous
instances where women lost their lives despite having reported their abusers. In the second case,
they have ardently defended the rights of vulnerable communities, particularly those of trans
individuals, and can recount numerous cases of abuse as well as instances of humiliating and

derogatory treatment.

Women victims of domestic violence or sexual crimes

They do not report much knowledge of the Reform and its contents. They do not have a high level
of trust in the Police, because they feel a certain sense of neglect in the way cases of gender
violence or sexual assaults are usually handled. They see a lot of bureaucracy and lack of
empathy in the processes, often related to macho attitudes by those who have attended them.
Other times, especially in cases of sexual violence, the individual does not have enough
information or training to respond to the crime. This group acknowledges the positive work done

by the Municipal Police, especially regarding protection orders.
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They do not report positive experiences with the Police, as they feel that their experiences were
often underestimated: there was not enough discretion in handling information, they were not
offered the desired privacy, and they felt doubly violated when filing a complaint. They consider
it necessary to improve internal conditions within the Police for it to function better, so the Reform
would be insufficient to achieve this. On a positive note, they highlight the good functioning of the
aggressor monitoring App, even though they have had negative experiences when dealing directly

with the Police.

Citizens who have filed an administrative claim

They display limited knowledge of the Reform and its implications; this group expresses some
distrust towards the police due to their distant and impersonal demeanor. This sentiment is
particularly pronounced among the residents of San Juan. Like other groups previously
described, they demonstrate empathy for the challenging working conditions faced by members
of the institution, and their experiences with the police vary: some express satisfaction, while
others recountinstances of abuse of power. Public service appears to be more impersonalin the

San Juan area.

They do not report having had particularly positive experiences with the police. Many have felt a
sense of helplessness and frustration when seeking the institution's assistance. Like most
groups, they are highly critical of the response times provided by the police. No one report having
been avictim of a hate crime, and only one instance (from several years ago) of gender violence

is reported, which, in the participant's view, was handled positively.

Adults with physical disabilities

They do not show much knowledge about the content of the Reform, although they show some
interest in learning more about it. However, there is still a certain uncertainty that the Reform

proposals will be fulfilled. They do not express much confidence in the Police due to their delayed
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and untimely response times. Regarding the treatment received by the members of the Police,

there is a certain level of satisfaction reported, even if they feel it, is a condescending treatment.

In general, this group considers that the Police is poorly trained to provide them with attention
focused on their special mobility needs, and they feel that the response they receive when they
have needed them has been very slow. One of the participants expressed having had previous

experiences with a report of gender-based violence, which in her opinion was handled positively.

Adults with intellectual and mental disabilities

They show some knowledge about the Reform and its content, but they feel a certain
disappointment for not having seen substantial changes in the Institution since its
implementation began. They do not express much confidence in the Institution, mainly because
they consider it poorly prepared to meet the specific needs of their family members with
disabilities. They do not feel they have received adequate training to provide specialized care that

meets their needs.

Although they know the procedures to contact the Police, they have little confidence in them
because their response times are very delayed, and they do not always receive resolution to their
needs due to their lack of training in these types of contexts. There are no reported experiences
with hate crimes or gender-based violence. Not everyone believes that the Police have the ability

to provide an adequate response to these types of crimes.

Persons intervened by the Police

They do not have much knowledge about the Reform, but they express some dissatisfaction at
not having heard anything about it, knowing that it has been implemented since 2008. They do
not believe there is much possibility of transformation for the institution and feel that the Police

focus more on dealing with cases of lesser importance (easy) or related to traffic rules. They do
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not have a particularly high confidence in the Institution, although they recognize that its

members are working in contexts with many limitations and little motivation.

Your interactions with the Police have not left positive impressions, due to inefficiency in waiting

times and some incidents of excessive use of force.

3.13. Ideal Police Expectations

Participants recognize that individuals who make up the Police cannot bear the responsibility of
transforming institutional functioning without receiving a series of structures that allow them to

do so. Among the elements identified as priorities for improving the institution are:

- Education, through constant training sessions that condition them physically and
mentally Also, in emotional management to be able to respond appropriately to high
stress situations.

- Incentives, through better salaries and pension conditions, since all groups recognize
that Police officers are at a widespread level of disillusionment in the value equation they
receive for their work.

- Tools, with the purchase of more specialized equipment that allows them to be 'on par’
with criminal groups.

- Physical and psychological tests, to ensure that the abilities of its members are at the
necessary level.

- Check & Balance, to monitor the implementation of the Reform measures and oversee

situations where there is excessive use of force or abuse of power.

Through these measures, the interviewees express that they would like a Police Force:

- More empathy in their dealings with the general population, avoiding the use of excessive
force whenever possible and not being influenced by the opinions or prejudices of

individuals, always ensuring impartial attention to the citizens.
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- Prepared to respond to a variety of situations, and with enough knowledge to be able to
respond to them according to the specific needs of each circumstance, especially
seeking to connect with the younger population.

- With adequate, timely response times and a more constant presence in public areas. A
more constant presence of the Police is requested, not only in a reactive way but also in
a preventive way, although they know that current conditions in terms of lack of personnel

do not allow it.

Likewise, when referring to the qualities that should characterize their individuals, participants

point out:

Wishing for impartial individuals, who interact with the citizenry above their personal

beliefs.

- Seeking individuals who show a greater vocation for their profession, something that
older interviewees report as one of the main deficiencies of those currently in the Police
force.

- Stay updated on their knowledge through training and development, allowing them to
serve the population with a differential and efficient approach.

- That can provide a timely response to the situations that arise from citizens.

Some of the participants cite the police forces of El Salvador, United States, and Canada as
benchmarks to be imitated by the Puerto Rico Police, for their tough approach to crime events
and their quick and efficient response. However, some consider this position a bit problematic,
highlighting the multiple scandals that the United States police force has had due to humanrights

violations.
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4. CONCLUSIONS

Through this study, we have been able to explore the perceptions of the diverse population groups
that comprise Puerto Rico with regards to the police. It has been confirmed that opinions and
experiences with the institution vary significantly depending on intersecting identities of the
individuals. These identities include place of residence, socioeconomic status, skin color, sexual
orientation, gender, disabilities, and nationality. As the number of variables that differentiate an
individual from the norm increases, their level of satisfaction with the police and their services

tends to decrease.

- Individual efforts are valued: several elements of the institution are criticized, but the
work of the Agents and supervisors who work dedicatedly and closely with their
communities is recognhized. They acknowledge that they are working amid difficult
circumstances, with working and pension conditions that generate little motivation
among current members and have made it difficult to recruit new members.

- Thereis greater precariousness in accessing police services in areas outside of San Juan,
due to alack of personnel and fewer available resources. Response times are also longer,
which generates less confidence in the institution's responsiveness.

- The minority communities (LGBTIQ+, individuals with physical and intellectual
disabilities, Dominican migrants, and residents of disadvantaged neighborhoods) are the
most critical in terms of the service offered by the Police, while older Puerto Ricans

express a higher level of satisfaction.

Likewise, the low knowledge of Police Reform and the mainly negative feelings associated with it
demonstrate that the communication of its content and implementation failed to impact the

general population.

- The groups of community leaders and adults aged 55 to 70 show the most knowledge

about the Reform. Conversely, younger groups are the least involved with the topic None
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4.1.

of the groups interviewed believe that the Reform has generated visible impact changes
in the Institution.
Within the emotions map, most groups show confusion towards the Reform, as well as
anger and skepticism. The only highlighted positive feeling is curiosity/interest.
Good initiatives at the beginning of the implementation are acknowledged, particularly
the role of the former Monitor. However, the lack of policy continuity, caused by changes
in government, led to a lot of disillusionment and disappointment among those most
involved in the implementation process.

Recommendations
Increase presence: Despite limitations in personnel, it is necessary to promote a greater
daily presence of officers to rebuild a sense of trust with the Police. Response times and
public service channels should also seek ways to become more efficient.
Frequent execution of relevant and diverse training: Constant and holistic training is
desired, which goes beyond regulatory compliance. This should focus on topics such as
mental health, treatment of minority groups, and handling situations with mental and
intellectual disabilities, or navigating mental health crises.
Impartiality in dealing with citizens: The institution must ensure the protection of allits
citizens, regardless of the personal beliefs of the current government or the individual
enforcing the law. This also includes eliminating profiling of those who reside in certain
areas or belong to a certain ethnic group.
Continuity in the changes: The content of the Police Reform is well evaluated, what fails
is its execution. Commitments must be made to ensure its continuity, beyond the
individual exercising power from the current Government. The changes of the Reform are
structural and will not be resolved quickly - without continuity, the Reform loses its

meaning.
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