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Abstract

The Influence of Shoppers” Security Need Sufficiency and Customer
Satisfaction on the Quality of Security Services in Large Shopping Centres

Lee, Jong-Hwan - Kang, Kyoung-Soo

This study aimed to asses the relationship between shoppers’ security need
sufficiency and customer satisfaction on the quality of security services in Shopping
Mall. This study gathered data from 485 citizen in five shopping centres at KyungKi
areas.

Collected data was analysed by factor analysis, reliability analysis, path analysis
and multiple regression analysis with SPSS WIN 16.0. The results of the study
yielded the following four perspectives.

Hirst, secure equipment and the service quality of security officers in the shopping
malls have a decisive effect on customers psychological stability and crime prevention.

Second, they are a strong influence upon customer satisfaction and operational
security. Especially, the professionalism of the staff has a marked effect.

Third, the service quality of security officers and secure equipment in the malls
have an effect on operational security services and efficiency of secure services.

Finally, this dissertation showed that the quality of secure equipment services and
officers” mild In summary, the conclusion of this study is that secure equipment
service, officers” mild manner and professionalism of the security officers affect the
customer satisfaction measurement directly. They also affect customer satisfaction
through psychological stability and the prevention of crime indirectly. In other words,
the good quality of security in the shopping centres affects the using of facilities

definitely.

Key Word : Private security, Large Shopping Mall, Quality of Security Service, Safety
Need, Customer Satisfaction
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