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H mapovoo Aumhopatikn Epyoacio exknovidnke 6to mhaiclo Tov omouddv yio v andKInon €€ amoctdoemg
petamtuylokov Tithov oto Ilavemotuo NeGmoAng Kot eYKPIONKE OTIG «ovvvnveeiii i
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H notdomto dev cvuPaivel kotd toym,
TPETEL VO, TPOCGYEOIAGTEL.

Joseph Juran, 1988



Mepidndn

H wavomoinon M 1 dVGOPECKELN TOV TEAATMOV GE OPYOVICHOVG TOPOYNS LVANPESIOV TNYALEL 0T TIg
OAANAETIOPACELS TOVG LLE TOLG VITOAANAOVS TTOV TAPEXOVV TIG VAN PEGiEG Tovg. 'Etot, avtoi ot epyaldpevor -
01 010101 Be®POVVTOL TPOCOTIKO TPMTNG YPUUUNG- EYOVV CNUAVTIKO OVTIKTUTO GTNV OVTIANYT TOV TEAQTY,
gite elvon guvoikn eite dvopevig. Avt M avtidnyn emnpedlel 10 SWPETPNUO TOV TPOCSPEPOLUEVMV
VANPESLOV KaBDG Kot TV 1010 TNV €Tanpeia, EMELDN AVTOL 01 EpYalOUEVOL BE®PNTIKAE OVTITPOCOTEDOVV KO
T 600. AdY® TOV KPIGOL POAOL TOL £XOVV Ol VIAAANLOL TNG TPAOTNG YPOLUNG Y10 TN O1GPAALST] TNG
KOVOTIOINoTG TV TEL0T®MV, o TpEnel va evBapphivovTal Kot v vrootnpiloviol dcTE va amodidovv 6To
vynAotepo eminedo tovg. Eivan emiong evBbvn g droiknong tng etanpeiog va S100QaAicel TV 1KOVOTOiNGom
TOV TPOCHOTIKOD TG, OEOOUEVOV TG €UV Ol ECMTEPIKOL TMEAATEC, OMAMdN ot gpyalouevor, sivol
TKOVOTIOUNLLEVOL, TOTE 01 EETEPIKOT TELATES Bl £IVOIL IKAVOTOUNUEVOL LLE TO TOPEYOLEVO EMIMESO VINPECIDOV.
H mopovca Simhopatikny epyacio 6ToyedeL Vo TapAcyEL ol ETIGKOTNOT TNG TPEYOVGOS KUTAGTUONG OTIC
Idwwticég Etanpieg [Mapoyng Yanpeoiodv Ac@dieiog g ympog, E6TIALOVTOC CUYKEKPLUEVA GTIV EPUPLLOYT
Kol vAomoinon tov Pacwkav apyov e AOIL Xtoyog eivar 1 cuAloyn dedopévav, N enesepyacio Kot 1
ovEALGT] TOVG Kol TEMKA 1) TPOTOOT YEVIKMV KATELHUVTIPLOV YPOUUDV KOl CUCTAGE®DV Yo TN Pertimon
NG TOOTNTOG TOV LANPECIOV AGPUAEING TOV TPOGPEPOVY O ETUPEIEG OVTEG 0TOVG mEAdTEG Tovg. H
pebodoroyio. g mapovoag epyaciog OmoTEAEToL amd TNV avalNTnoTn, GLYKEVIPMOON Kol ovaAvGM
dedopéEvmV ETELTO O OVAGKOTN O™ TG VITAPYoVSaS PiAtloypapiag Kol amd TPOTOYEVT EPELVO, GTIV OTTOiN
£Va aVTITPOoOTEVTIKO detypo epyalopévev 6ToV KAAGO KOAEITOL VO GUUTANPOCEL EVOL EPOTILOTOAIY1O.
YKOmOC ™G epyaciog avtng ivor n avadelln g tpéxovcog Katdotaong tov kKAddov tov IETIYA, o
TPOCIOPICUOG TNG TOOTNTAG TNG O101KNo™MG, KOOMG Kot 1 ovaryvadpion g evBuvng mov gépel MOTE va,
podyel kot viobetnBel pio KovAtovpo ToOTNTOG oTNV emyeipnon. O an®TEPOG GTOYOG Eival 1| TOPOYN

KOPLPALOG TOLOTNTOG VATPESLOV TPOG TOVG TEAATES.



Abstract

In service businesses, customer satisfaction or dissatisfaction results from contact with the employees who
serve them. Therefore, these employees, who are characterized as frontline staff, contribute decisively to
the image, positive or negative, that the customer will form. An image that concerns both the level of service
provided to him and the company since they represent it in the eyes of the customer. Because of the
important role that employees play in the satisfaction of the company's customers, frontline employees
should be supported as well as motivated to be able to perform at their best. Also the management of the
company should take care of their satisfaction as it is argued that if the internal customers, i.e. the employees
of a company are satisfied, then its external customers will also be satisfied with the level of services they
receive. This thesis aims to provide an overview of the current situation in the country's Private Security
Service Providers sector, focusing on the implementation the fundamental principles of the TQM. More
specifically, the aim is to collect data, process and analyze it and finally propose general guidelines and
recommendations to improve the quality of security services offered by these companies to their customers.
The methodology of the work consists of the search, collection and processing of data and information as
they arise from the literature review, and primary research by completing a questionnaire from a
representative sample of workers in the industry. The purpose of this work is to highlight the current state
of the IEPY A sector, to assess the quality of the management, as well as to recognize its responsibility to
promote and adopt a culture of quality in the company. The end goal is to provide top quality costumer

services.



