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ABSTRACT
This study develops a model which

measures service standardizations focused
on the process of call center service. It
analyzes the relationship between service
standardizations and efficiency of business
as well. |

The model consists of two dimensions to
offering service and managing customers.
These two dimensions have SsiX major
elements: accessibility, customer orientation,
professionalism, offering a solution, customer

satisfaction management, and customer
information management. Also we assumed
that low  customer  interaction and

labor—-intensive of service business increase
the level of service standardization.
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