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Service Quality Improvement and the Effective Use of Women
Employees in Korean Service Industries

Chae-Heung Park - Seong-Yeon Park - Bu-Gil Hong

Dept. of Business Administration, Ewha Women’s University

Abstract

This study examines the service quality management and the use of women
employees for the productivity improvement in Korean service industry. Five
service industries, bank, hotel, PCS(Personal Communication Service), department
store, and hospital industry were chosen for this study. The results indicate that
the five industries show different characteristics. It was found that department
stores made the most effort to improve service quality among the five industries
and that hospitals did the least effort. In the use of women employees, the
proportion of women in service industry is much higher than that in the
manufacturing industry, but the proportion of women in management level is still
very low. Women employees do not feel high degree of sexual discrimination. But
they feel unfairness in promotion and payment, and low degree of job satisfaction.
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