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< ABSTRACT >

Structural Relationships among Educational Service
Quality, Students’ satisfaction and Loyalty

- Focused on the Police Science-related Departments at University -
Lee, Sun—Beom - Kim, Yang—Hyun

The study aims to improve quality of educational service in the
department of police science and to provide preliminary operational
strategy data for developing the department. For this purpose, this
study examines causality between the educational service quality
and students’ satisfaction in the department of police science,
verifies correlation between quality of educational service and
students’ loyalty by the students” satisfaction.

Police department students from the two different universities
were selected and the survey was conducted to achieve the purpose
of the study. The research data was analysed by structural equating
model by AMOS 18.0. Major findings are as follows.

First, the result of analysis presents that there were five factors
of educational service quality in the department of police science:
Empathy, Tangibles, Reliability, Responsiveness, Assurance. The
level of students’ satisfaction was positively influenced by 4
different factors excluding responsiveness. Additionally, the degree
of impact was appeared to empathy, tangibles, reliability, assurance

in order.
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Secondly, the author attempted to testify how students’ satisfaction
levels influenced the loyalty of students in the department of police
science. The finding confirmed that the more satisfied students had
the higher level of loyalty to their department.

Third, this study verified how the level of students' satisfaction
operates as a mediator between the quality of education service and
the loyalty of students. Consequentially, it was found that structural
relations such as tangible — students’ satisfaction — loyalty of
students, reliability — studentssz satisfaction — loyalty of students,
empathy — students’ satisfaction — loyalty of students were

established.
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