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Abstract

Researchers of NPM(new public management) have often suggested that customers’
satisfaction toward public officer would likely affect their confidence and support of
government. However, research which has empirically documented the determinants of
satisfaction toward the police service is scant, especially burglary victim. Therefore, the aim
of this article attempts to explore what are determinants of burglary victim’ s satisfaction
toward police. The research involved a survey, comprised of four sets of questionnaires
concerning community security situation, police-victim pre-contact experience, police
service quality and victims’ satisfaction. 467 survey questionnaires were conducted in
this study to understand the perception of community security situation, police-victim pre-
contact experience, police service quality and satisfaction. The quantitative analysis of the
questionnaires was conducted through SEM in order to confirm the validity of research
framework. Results of this study showed that dependence variable is influenced directly and
indirectly by all independence variables. To conclude, this may be of importance in explaining
the dynamic relationship between determinants and satisfaction especially in service quality
factor, as well as in providing police officer with a better understanding of how victims of

burglary concerning about high service quality.

Keywords : Call for police, Household burglary, Service quality, Satisfaction
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