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A Study on the Effects of Service Quality
in Police Investigation on Customer Satisfaction
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- 0,000%*
@ 0.825 0.680
©) 0.8%6 0.784
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A Study on the Effects of Service Quality in Police Investigation on
Customer Satisfaction

Ha, Seung Woo* - Lee, Hee Sun**

This research aims to investigate the types of service quality which influences customer
satisfaction level toward criminal case investigation, and make a comparative analysis on
how each service quality element and detailed variables influences customer satisfaction
level. Throughout this research, a questionnaire survey was conducted from February 13,
2017 to March 12, 2017. The questionnaire target only included people who have

individual experiences visiting one of the investigation department of police stations.

As a result of the analysis, first focusing on the impact of the police investigation service
quality factor constituent variables on customer satisfaction, the level of convenience was
the largest influential factor. Also, the kindness proved to be an important variable, The
following is the order of importance of these service quality factors: comfort,
correspondence, professionalism and the convenience, Whereas, rapidity and impartiality

seemed not to have any statistically significant influence on customer satisfaction,

Secondly, focusing on the impact of police investigation service quality factors on
customer satisfaction, the quality of products became clear as the most important element,
In sequence, the human quality of transmission was confirmed as a quality factor that
should be managed in focus in order to improve customer satisfaction, In sequence, the

environmental quality and non-human transmission quality are identified as influential factor,

Based on the analysis of this research, we hope to identify the relatively important
quality factor of service quality, and to provide useful information by establishing a

rationale for efficient allocation of resources and optimization of its effectiveness.

Key Words : Police Investigation, Service Quality, Customer Satisfaction

* Graduate School of Public Administration, Hanyang University, Seoul, Korea
** Professor, Department of Public Administration, Hanyang University, Seoul, Korea






