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ABSTRACT

Purpose: The purpose of this study is to investigate the COVID-19 pandemic—driven effect changes of quality
factors on customer satisfaction in Korean Police Civil Affairs Service.

Methods: This study fitted a regression model to the data collected by Korean National Police Agency from
2019 (before COVID-19 pandemic) to 2020 (during COVID-19 pandemic). In order to simultaneously estimate
the effects of major seven quality factors on customer satisfaction for ‘before the pandemic’ and for ‘during
the pandemic’, the regression model included not only customer satisfaction as the dependent variable, but
also the fourteen independent variables consisting of the seven quality factors and their seven interaction
terms. The interaction terms were defined by multiplying each quality factor by a dummy variable indicating
either before or during the pandemic. Therefore, the coefficient estimates of the interaction terms indicate
the changes of their corresponding quality factor effects on customer satisfaction between before and during
the pandemic. The double bootstrap method was applied to test the significance of coefficient estimates.
Results: Both before and during the pandemic, all quality factors had positive effects on customer satisfaction.
However, these effects changed differently from before to during the pandemic: (increased) supportability,

sincerity, and convenience; (decreased) integrity, professionalism, and fairness; (unchanged) promptness.
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Conclusion: This study found that the pandemic caused significant effect changes of quality factors on customer
satisfaction in Korean Police Civil Affairs Service. This finding suggests the necessity of carefully monitoring
such effect changes to effectively and efficiently improve customer satisfaction. This study also identified
that from before to during the pandemic, supportability, sincerity, and convenience become more important

and hence, need to be better managed.
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Table 1. Customer Satisfaction Survey in the Police Civil Affairs Service

Factor

Details

Satisfaction

How satisfied were you overall with the staff's handling of your civil affair?

Promptness

Did your staff handle your civil affair quickly?

Supportability

Did your staff provide clear guidance and explanation regarding your civil affair?

Sincerity

Did your staff handle your civil affair with sincerity?

Integrity

Did your staff handle your civil affair with integrity?

Professionalism

Did your staff handle your civil affair professionally?

Fairness

Did your staff handle your civil affair fairly?

Convenience

Did the facilities and environment of the police station where you received
the police civil affair service consider your convenience appropriately?
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Table 2. Loadings of each principal component of independent variables

PC1 PC2 PC3 PC4 PC5
X, (Promptness) 0.263 -0.274 -0.260 0.477 -0.047
X, (Supportability) 0.270 -0.294 0.094 0.098 -0.288
X, (Sincerity) 0.263 -0.286 0.238 -0.267 -0.404
X, (Integrity) 0.267 -0.251 -0.197 -0.458 0.173
(Pro fesg‘;nahsm) 0.271 -0.275 -0.176 0.015 -0.033
X, (Fairness) 0.277 -0.221 -0.233 -0.087 0.225
X, (Convenience) 0.255 -0.271 0.495 0.155 0.436
X, 0.267 0.245 -0.257 0.459 -0.075
X, 0.273 0.259 0.120 0.129 -0.311
X 0.265 0.271 0.268 -0.203 -0.406

X, 0.265 0.286 -0.180 -0.396 0.166
X 0.274 0.273 -0.132 0.027 -0.006

X5 0.269 0.283 -0.225 -0.076 0.222

X, 0.261 0.242 0.495 0.133 0.368
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Table 3. Explained variance by principal components

PC1 PC2 PC3 PC4 PC5

Eigenvalue 11.087 1.573 0.351 0.262 0.236
Proportion of Variance 0.792 0.112 0.025 0.019 0.017
Cumulative Variance 0.792 0.904 0.929 0.948 0.965
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Table 4. Descriptive Statistics and 95% Confidence Intervals of each quality factor

Year Mean Median Std. Min Max Confidence Interval
2019 93.111 93.255 1.939 86.667 100 'yAlI (0.251, 0.347)"
Promptness -
2020 | 95.349 95.592 1.886 82.293 99.200 7+ (=0.087, 0.009)
2019 92.688 92.807 2.039 86.023 99.545 {2: (0.394, 0.458)"
Supportability n
2020 | 94.838 94.855 1.957 81.191 99.362 7 (0.033, 0.111)"
2019 93.091 93.348 2.281 85.563 99.091 {3 (0.404, 0.514)"
Sincerity -
2020 | 94.962 95.132 2.173 82.008 99.600 7,0 (0.047, 0.152)"
2019 95.710 95.781 1.414 91.224 100 71 (0.206, 0.305)
Integrity —
2020 | 96.812 96.917 1.464 86.860 99.615 7.+ (-0.141, -0.05D"
2019 92.856 93.036 1.950 83.265 98.636 7: (0.298, 0.332)"
Professionalism N
2020 | 94.742 94.850 1.907 81.693 99.200 75+ (=0.059, -0.022)"
2019 94.993 95.059 1.481 90.000 100 7; (0.203, 0.268)"
Fairness ~
2020 | 96.426 96.510 1.717 83.809 99.683 7,4 (0.137, -0.066)"
2019 91.927 92.000 2.096 85.569 98.182 {7: (0.362, 0.496)"
Convenience —
2020 | 94.098 94.198 1.974 82.303 99.722 7.4+ (0.036, 0.159)"
2019 92.019 92.111 2.092 85.342 98.182
Satisfaction
2020 | 94.085 94.214 2.080 79.094 98.611

R?:0.960 F—value : 843677

Hkok

Significance codes: ~ = (0.01,0.05],”" = (0.001, 0.01], " = (0,0.001]
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