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Ev étn 2021 7o durdixtvo Bempeital avondconusto KOPUUATL TNG KOOUEPVOTNTUC [OC.
Hepinov tov tehevtaio evaion ypovo skatiog g movdnpicg axd tov 16 covid-19 o1
KuBepyniosig éxovy Adfet Wwitepa |Etpa npoocTaciag TG KOWOVING, UE ALOTEAECH,
oxeddv OheC ol BpuoTHPLOTITES VO TPUYHRTOTOOUVIM Hicm Tov Swdiktdov. e
nupaderypa, N ekmaidevon, N epyacic, 1| yoyoyeyle, 10 SHAGPLO KAL O YPNHATIKEG
CUVIAARYEG TPUYRATOTO00VTOL KUPIWG HECH SdKTORKDY VITNPESUDY KaL edikdy
dwducrvakdv matedppmy. H adénon mg xpiong 1ov Sidktoon o1 yopd pag eAid
kot moykoopiog v tekevtain 10etin efvon poydaic., Ot etarpleg-opyaviopol mov
SPUOTNPLOTOWOVVTOL GTOV KAAOGO TNG MEAETNG, EYKUTACTUONG Kut TOPOYic SiKThow
mindaivovy kat eGghicoovy Tig TEXVOAOYiES Toug Swprds BoTe Vo KUTUPEPVOLY Vet
KOADTTOOV TIG OENMEVEG OVaYKES TOV KATtuvaA®tdv T onuepwi emoyn. Kopuog
OKOTIOG TG TUPOLoNG cTOVORGTIKNG epyaciag sivar 1 a&lodoynoy Thg ToWTNTUS TV
napexOpevey venpesidy me etapicg COMPUGEN, 1 onola £8pevst oto Aovtpdxt
Kopivbg ko dpagtnplonoteital otov suykekpiévo Topd.

Apykd Topovoiovial Paoucés Bempntikés Evvoleg OmWG | «UTNPesion, 1 «TOLOTIToN
KOL 1] «UKQVOTIOMOoNG TOV TEAGTIH. LT CUVEYELD UVOPEPOLUGTE G TEXVIKEG LETPNOTS
TG IKAVOROINGNG TOL mEAQTY 0AAG KOL OTC ONHOVTIKOTEPU LOVTIEAD GEIOAGYIGTG TH;
TOWOTNTUC VTN PESLOV.

2ty mopovoe orovdUoTIKY Epyucicn LVAOROMENKE £psuva LE EPOINHATOAGYLO,
npocsuplocévo otig Baotkés apyés tov povithov SERVQUAL. To epotnuatoroyio
anraptiletal and 29 epotice. Koplog yvbuovag tng £peovdg pag siven n pétpion mg
wavortoinong twv mehatedv g etuplog COMPUGEN Bdost mévie Pacikdy
SO TACEOY TOWOTITUS, TNV TPOCBUCILOTININ, TO TPOGMAUCO, TN GUVETELY BOC TPOG TOVG
MENATEG, TNV EYKUTACTUCT KUl GUPDS T0 KOOTOG TV THPEXOLEVOV VINPECLOY. X1V
epevvl ovppetsiyay 112 eEotepikol mehdreg g etopiog COMPUGEN, mowiiwv
ONUOYPUPLKDY YUPaKTNPIOTIKOV (ALK, endyyehpo, TOTOG EYKUTACTAOTS SIKTHOL KAl
eidog ypfonc) ol omolor katowoby oty mepoyl] Tov Nopod Kopwbiog kuping. H
duwdkaoic copmifpoong kot 1 orocToA TV epoINpUTOrOYI®mV Eyive LECH E18IKAG
niextpovikiic mhatpopiag (Google Forms). H otatiotuch avaivon ywve pe ypiion tov
otatiotkod noxétov IBM SPSS 25 kot Siemiotd@bnke 611 o Pududg kevonoinong tav
neEAuTdV TG sTOnpsiog, svromiotnkay o1 TOpsic mov voTepel GARG Kol To SLVUTE TN
onuele. H gpyooio ohokinphvero Swwtondvoviag mOaveG TPOTACEL HE CKOTO TNV
gvioyvon ut T Pehtinon g TOWOTHTUG TOV TPOGPEPONEVIOY DINPECUDY NG ETEIPIaG.

AfCelg Kkhedd: vrnpecia, mowtyTd LANPECIOV, KUVOROINCH TEAUTAV, HOVIEAO
SERVQUAL, perérn - eykutdoraot kot nopoy] ductdov, £pevva pe epoTNUATOAGYIO




Abstract

In 2021, the Internet is considered an integral part of our everyday life. In about the last
year and a half due to the covid-19 pandemic, governments have taken special measures
to protect society, with the result that almost all activities are carried out over the
internet. For example, education, work, entertainment, commerce and financial
transactions are mainly carried out through online services and special online platforms.
The use of the Internet in our country and worldwide is evolving rapidly over the last
10 years. The companies-organizations that are active in the field of study, installation
and provision of network are increasing and evolving their technologies constantly to
manage to meet the increased needs of consumers nowadays. The main purpose of this
paper is to evaluate the quality of the services offered by COMPUGEN, which is based
in Loutraki, Corinthian and is active in this sector.

Initially, basic theoretical concepts such as "service", "quality" and "customer
satisfaction" are presented. Then we refer to techniques for measuring customer
satisfaction and the most important models of quality-of-service evaluation.

In this thesis, a survey was carried out with a questionnaire, adapted to the basic
principles of the SERVQUAL model. The questionnaire consists of 29 questions. The
main target of our research is to measure the customer satisfaction of COMPUGEN
based on five basic dimensions of quality, accessibility, staft, customer consistency,
installation and clearly the cost of the services provided. In the survey 112 external
customers of the company COMPUGEN participated, of various demographic
characteristics (age, profession, place of establishment of network and type ofuse) who
five in Corinthian Prefecture mainly. The process of filling in and sending the
questionnaires was done through a special electronic platform (Google Forms). The
statistical analysis was conducted using the IBM SPSS 25 statistical software and it was
found that the degree of customer satisfaction of the company revealed its strengths and
the areas that lags behind. The work is completed by formulating possible proposals to
enhance and improve the quality of the company's services.
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