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Abstract

It is challenging to consistently deliver high—quality services due to the nature
of the service business. Many service providers have turned to service
standardization in order to consistently deliver high—quality service products. The
procedures and business effects of service standardization were examined in this
study using a case study approach. An analysis of Merry Maids Korea, a market
leader in the home cleaning industry, has been conducted to investigate the
practices and the impacts of service standardization. Merry Maids Korea has
pursued service standardization through several strategies, improving both quality
and customer satisfaction. The implications of this study are as follows. First,
the entire process, from sales to post—monitoring, should be standardized.
Second, standardization for both process and workforce management is required.
Lastly, top management need to be firmly committed to supporting service
standardization. Based on this research's findings, future studies are expected on
identifying key practices of service standardization and the relationship with

firm's performance.

Keywords : Service standardization, Merry Maids Korea, Quality improvement,
Customer satisfaction
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Mu| & 7ol AlEshs AES Wi FEA 7] wZell, ikt EAlel ARl
tHMZH o)A, 2008 @5 &, 2013). AHIA FEAAME AdAY A g
of wel AlEd Mul FHol Apolrh e = glom, 1A gqtel] whEh AH] 2]

2723} (customization) 7} 1 E] wAsth mAstR Qe Au]~ 7)o AR &
AL Y g e, HE il AXYE I (Hart, 1995).

oleidt FAlol Wk 2 T syt AulA FEso| v (M A E -, 2016).
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Be A BeE T Ak motel dis 4¥R ol Auls BEaE A
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ol ™ (Simonson, 2005), 7]Ye
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A2 2F237F 71 Al mAE S84 dFS Al HAE aokd o dnh A
A, Aujs F4 61:*1014(&1%}1“4%0, 2016; =4 °], 2011; Huang and Rust, 201
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MulA EZs 28 @8 m2nlo|s B0t BE M U IAUFHY

Ad 719 o= sl

Aul ety IS Jd 2 AY A A AE AlFste EF U (True Gree
n), MF EHA L B AuxE AFste HUH2(TERMINIX), EXA#AE 455
g93h= AHS, ot B4 Au|AE A Fs= ARS/Rescue rooter, A& & FY
Au| 25 AFsteE dgd ol =(merry maids), T84 #d#H ZALE £33 oiH g
229 (AmeriSpec), 7} 8 A8 2~E AlFst= HY A WY (Furniture Medic),
g AE MU 2E A FstE B EZ(We Serve Homes) 5 thokdl val== Ev
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