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A Study on the Effects of Service Quality in Machine Security
Systems on Customer Satisfaction.
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I. o]&3 wj7

L 71A78] 8 Auls F4ef 7id

1) 71A4e[2l 744

AR Az 15 740 lsha Auls A7, 35w, AR, RN, 5
Aul oz TR ZAZHE AR teHE AHFHRA T Qe o
e ZurgolA Mol HegulE AMgstel Al glo] AMishe Azue o
(Berger, 1979 11-12). olgjd@ 7ARMIE 437 AR0 EG/AZHZE s 5
SLEE, £ TABNE 2% FA7IE CCTVS 2 gAIAE Ax)ske] B4

52 gAse] Anee LA S QAR ABARE Falo] BB 4B Sl 4

K B

oﬁ

|

T Fejolt). shE EVIAIANIE 1S} ZARNTE B O F o] FoA = HEEH
Y-S ZAG AA7E BANE Foll 43S dEjd BAAE ] Ao ofsf Aol &
&= FHjoltH ol 2001 74-75).

=, 71AZRIA =" o AAlE AHlgdEoly tidASd 24 RS HA)% & &
SHAAEI ) - FH o2 AZst 24X AT E ARAA7F SEW 5890 &
S5t o dHEE Fjlsle Aolt) o|HE ZIAAHIE TaAlAdeY 7|hA, St 79l
37, MAFEel| o] 27174A] Tkt Faol AREE L 9lom HTole 53] s ol

AQFeele) Abge] H Z7skar glek

el meh AR AL AFEE QAR S Jol7t g
B gerstel o] ael el s AR LR St AR PR EFE
gtk BE PAAE ZIAZNA 2GS ol §3HE B9 Yout T A BA
ob FETLFE z@o}ﬂoﬂ ofelgol B B AT RS 71AAMALYS o]
R-E 0]

2) ME|AZEZRL 7Y

Parasuraman, Zeithaml & Berry(1985)+ ffﬂ@uahty) Aosta Hriste e
o] AERoIA FEE AT BT, Crosby(1979)L AL
o &3k A= 2 Aot e dEe] Fdo) tigh OJ*—LE Mu| 2 FAS ols)st
7= 9A gk AEde gE2A Mulx 24 o2 2 5A4L 7HRY] otk
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A, AHlaes o' wAAY & 4 fltkintangibility). AH]=e] FE@Aolt #-3
I tiRlE = T o2 AR AY SEHAY 53 AU AJHAY ER7ET] o2E 5
de 7RIt &4, ARlas Algshe Al et 2ERAl= o] @A (heterogeneity)S 7t
Atk &, Avlzs ik, oAty G(day)rtth TR ¢ lom,) AH]ZE AlEALY
50 Y-S A ok AR, tiFEY] AfR]ZzolA ALt Avl= #eE 4 ¢l
+ B7H9] A&(inseparability)S 7HIth. Ao Au|Zzof] lojxe] FHLE AFEFAYH F
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Lehtinen, 1982: 25).
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rir

7] WiEell o 9A S8 A7 gk AT B3 Fastth o]eh AHst Z|viel A4
255 SA4s= SERVQUAL 2¥¥} Ag3vts 574shk= SERVPERF Z&o] SIthD
Parasuraman et al.(1983)¢] AEd HFF 2 MAFS=Z Pgs} HAFE To FololA
A F Ae g S8E I TR, 2004 450). HE Ul x Aul2~ 4
HEg AFollA Tl E8Ear 1o, RITFG Ao AiEnt olg} T8 Foke] A
HI25 &8 2 gYo] S

AEE 2L B Y2 u]o] Mu|= AS AFetal AH|AE FAo R FAsta} gl
W A7AS(Sasser, Olsen & Wyckoff 1978; Gronroos 1982; Lehtinen &
Lehtinen 1982)0 93] A= ch(Parasuraman et al, 1983 15). ABd HE&
AH|~ FE WEEE =48] 98 A4E A8 =(Perceptive  service)F 7|tA H] A~
(Expected service)g& 22t 43l 1 xlo|(P-E)E W5 ERFES S gobdith
ol21gt P-ER Y& H(GAP) EFolgta: 8, 8 W&& ta3t 2ok

A, Parasuraman et al.2 1985139 A7 MHIAFAS SAHT F e LuH4
?l 71Eol USS B, Auls FAES SAY 107HA] A 97l S ARk

ATolA AFH AFE 7INke® S/l AFde 227) g R 4 - &
Aol AEd RS stk okd 7R e F A, A, SHA, A4,
Z7rolW A A W&

=4, AulaE SAPE DA A AT Aolgkal 7t E = ZtiAR| et AA|E aiAo)
AU AE Wby =7)s A Z2Au) A 2o g FRET AH)As 2RSS ZA43517] YeAs V)
AH|20f A MBI 242t SA3E & A AH| 2004 7 HI2E Wl =29 5 T8t
=, 2A0] MHl2 F42¢ A7|olth. wEbA P-Egko]l ¥ ks 7AW ZdiRY 12
G0 MU|2E Al Zolal M E P-Egke] 9] $he /HAFE s Muas

ARk oz 7H43

ot
X
%0,
o

1) Cronin® Taylor(1992)+ <= A¥uHs =43sl= SERVPERF 283 A3 & FoL-E
3= 715 SERVPERF(wieghted SERVPERF) Z2.&& 7jidle], AygEgtor FALFEFS
ke Aol E‘r—E— == Hlsle ¢ 6}3}1 FASIAT 23y A MBlAFE S AT '
ALE0] o284 A=A Z U2 ARE =351 ¢lo] SERVQUAL 237 SERVPERF =&
o= Aol %?53 W17 ohF iﬂ@—gow}i 5 4 on(EAE, AE4, 2006: 80), 53
TAS] AFHolY HEE e AbgEokd wel By AREe Adolsitta Botol & Aol
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<& 2-1> MH|A ZFEE2 FHolk= 571K A

A ZA A Y&
1% 4 (tangible) 29 A A, 4959 on
218 A (reliability) Assln Al aatals) iji,\‘ﬂ_ AR A2 Zgets =
594 (responsiveness) TAS 770l BATE owot AL Mulxe AT
14 (assurance) QS 0] ¥ 2ad g1 A FHNE F= g5 58
48 (empathy) At TN A Agste HEA gwq ERL

A& : Parasuraman et al.(1983). SERVQUAL: a multiple item scale for measuring customer
perceptions of service quality, Journal of Retailing, 64: 23.

A B BFo] Arjxe dE SAsta AANRES EEsh=T /83 o=
B3atar f7Rele] =7)e Auizehs sfde] thes] F@A o)zl H(Olivier Furrer et
al, 2000: 357), B3 P-E RS A&3 ol o A vbA] Zgk Au|aE SA s okt
A Fol WA HAIZ AHETk 53] 7|UgE ST B, 71H #Es AR
ol ‘3 = AR Folghs 1do] 23w o2 AU gl E3 i
A AR E (T 6-77), AR AFRES ARz gt Frbe Bk 9 A4y
7Agkol AUTHOIH, 2004 456). Wb AMBEFoA P-ERFS A&k AH|lZ Fho]
=+ #oE g gEo] =k

GAP#-A o] &9 9]5}‘?1 GAP& 57HA] Zpi2ol| A s, 1 w1l 27] 2
ettt AAE NI A ] AHl = 4 S8E 9l A BEe] P-ERY A3S 1
2 A8 A A 5““% ‘jri E33E S WA 2 Aolnk o]d & AFelM=
AMEE BES =906ty P-ESAWHS ARSSHA] @4a1 ok 57FA] kaclo] AHx vk

2o S AAE & A7) S el A

0r Mz o
J

2) Gapol 2l jalm, HEse e AHI=E A7) FNE B bR A AL Fuao} ek,
Gapl & ¥l AZ A7} Dol SYAA sfoleh o] F1ehst A 249] el 2ol
Gap2ie Aul2s AA SR A Aul2 2 yels) 1 7]0)7ke] Aol g Bale] o] AL Aulz Ao rnwz}
78] Bk S 1A Aolth Gapde AEls A ARAEAA A A2 7]

rTN
A
_i

S AA AYTOIA B AL B ol2e 1A BOIA BE AuZ Ao JTL u@
Aotk Gapte 47| AR Aulzsh SAb} 992 BAWA Aulz FAo] gebd 471 Aol
2 59

A& o] Ak B 55 B3 YRE AH2EA T8 A el 2AEL o|RAE
7N 2 S Ao Stk & A} RE RS ARG T &8]A7) wolEo]s Eay

7} & o A7le Aolth Gapdoe AHIAL Zldigh M|zl X ZbE AH| 9] ZfolE e
(Parasuraman et al, 1985: 44-46).

3) Mul=FA %Z—Xé‘:'c}‘ﬁﬂr #A3 o]3 EAle MEFS &
9] B AFEL A" B Y S AU FAE BYPEL URE JUSAH S
(2}4o}, 2003: 55-56). Parasuraman et al.(1988)8 7|iEYx] d#jriedd EtE
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ABSTRACT

A Study on the Effects of Service Quality in Machine Security
Systems on Customer Satisfaction.

Huh, Koung—Mi - Hong, Tae-Kyung

Quality rating of machine security systems is difficult because both tangible and
intangible services are included. However, still, the research template applied the
SERVQUAL model with the intention of confirming machine security systems service
quality formation and experimentally inspecting the relationship between service
quality and customer satisfaction.  Therefore, the following highlights the
experimental research outcomes and their implications for small-scale businesses
utilizing machine security systems in the Daegu region.

First, after observing whether the determining factors constitute service quality,
four components were found to have significant influence on customer satisfaction.
Additionally, in observing any differences in their influences, the following in order
were observed as having influence on customer satisfaction: empathy, assurance -
reliability, responsiveness, and tangihility. Moreover, though companiesnewest
faciliies and equipment are important, it can be concluded that a company employees
prudent consideration, individual interest, reliability, and assurance for the customer
carry greater importance.

Secondly, though we intended to survey machine security systems by employing
the SERVQUAL model, determinant factor analysis results found applying
SERVQUAL model in its original state a challenge. According to results from
determinant factor analysis, the basis for forming service quality is determined by
assurance - reliability, empathy, tangibility, and responsiveness. Furthermore, in
future research, while more accurately distinguishing between assurance and
reliability, a more appropriate model must also be considered for modification in

domestic machine security system industry’s service quality evaluation.

Key Word : Machine  Security — System,  Service  Quality, — Customer  Satisfaction,
SERVQUAL, Private Security Industry.



