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The Impact of Security Service in Police Patrol Unit on Citizens' Safety Satisfaction
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Abstract

The purpose of this study is to investigate the effect of security service offered by police patrol units on
citizens’ safety satisfaction in Korea. In line with this perspective, this study utilizes Parasuraman et al. (1988)'s
SERVQUAL model to measure the qualities of security service such as empathy, tangible, responsiveness,
assurance, and reliability. A 19-item survey questionnaire was administered to 249 citizens who have experi-
ences in visiting police patrol units in the Daegu Metropolitan City and the Gyeongbuk Province. The data
were analyzed by factor, reliability, correlation, and multiple regression analysis. According to the data analysis
results, empathy, tangible, assurance and reliability have statistically significant effects on citizens’safety
satisfaction (p<.01).

Key words: security service, SERVQUAL, police patrol unit, safety satisfaction
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Figure 1. Research model
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Table 2. General characteristics of subjects (N=249)

Characteristics Categories n %
Male 127 51.0
Gender
Female 112 450
Single 75 30.1
Martial status
Martial 174 69.9
{30 51 20.5
31-40 45 18.1
Age

41-50 A\ 28.5
»51 82 32.9
(Upper secondary 64 25.7
Diploma 56 22.5

Educational level
Bachelor 102 41.0
>Master 27 10.8
Experiences for a 172 69.1
visiting police patrol 2 59 23.7
units >3 18 | 7.2
Inoccupation 38 15.3
Public employer 19 7.6
Housewife 15 6.0
Student 4 1.6
Jobs Salesperson 53 21.3
Manufacturing job 52 20.9
Laboring job 38 15.3
Professional 19 7.6
Other 11 4.4
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Table 3. Factor analysis and reliability analysis
. Empathy Tangibles Responsiveness Assurances Reliability
Variables (F1) (F2) (F3) (F4) (F5)
Sympathy to victims or customers .885
Good feeling to victims or customers 739
Pity to victims or customers pain 843
Comfortable use of office .866
Ease access of office 671
Possess of convenient facilities 685
Releasing service process 733
Offering service results 175
Identifying victims or customers’claims 7146
Belief in service offer T
Rapid solution to complaints L7170
Kindness to victims or customers 760
Fairness of service results 603
Protection of victims or customers 184
Rotation Sums of Squared Loadings Total 3.684 1,630 1,456 1,229 1,129
% of Variables 26,316 11,642 10,397 9.279 8,064
Cumulative % 26,316 37,958 48,355 57.634 65,697
KMO(Kaiser—Meyer—Olkin) 676
F-value 984.112"
Cronbach's alpha 801 799 812 781 700
“p<.01
Table 4. Correlation for study variables
Empathy Tangibles Responsiveness Assurances Reliability Safety satisfaction
Empathy 1
Tangibles 309" 1
Responsiveness 345" 359" 1
Assurances ,430* ,294* .489* 1
Reliability 419 2340 2390 545" 1
Safety satisfaction 299" 1447 229 227 298" 1

"p<.01
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Table 5. Ordinary least squares regression of safety satisfaction

Variables B SE I6] t p
Empathy 172 041 198 | 4,195 | 000
Tangibles 164 .039 194 | 4.205 | 000
Responsiveness 043 .046 .049 0.935 317
Assurances 165 053 176 3.113 .002
Reliability .383 051 405 | 7.510 | .000

R’=.744 , F=134.235(p{.01)
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