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ABSTRACT

Purpose: In recent years, several new attempts have been made to offer products and services based on
servitization and customization for comparative advantage and customer satisfaction. Apparently, these at-
tempts are empowered by new digital technologies. Therefore, this study aims to present new business cases
with features of digital transformation era in Korea on the perspective of new quality dimensions.
Methods: The study approaches the subject by presenting a number of recent business cases in multiple
fields in Korea. All cases are analyzed and compared with "10 Quality Dimensions" and several related im—
plications such as servitization, customization, digitalization and differentiated value.

Results: The results of this study are as follows; the common core quality dimensions of case are customization,
aesthetic and convenience. Furthermore, the critical role of technology is deduced as the core quality di—-
mensions are built on new digital technologies. Lastly, businesses in the age of digital transformation must
focus on the core performance of their products and services for customer satisfaction while delivering new
core quality dimensions.

Conclusion: Recent digital technologies are capable to realize servitization and empower companies to provide
differentiated and customized products, services, and experience to their customers. However, it is significant

to retain other factors for customer satisfactions rather than customization.
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Table 1. Consumer Trend of 2020 in Korea
Author(s)
Source (or Publisher) Trend Keywords
Multi Persona
Lastfit Economy
Fair Player
Streaming Life
Trend . .
Korea Kim et al. Technology of Hyper-personalization
(2019) Fansumer (Fan+ Consumer)
2020 o .
Specialized Survival
58 Generation (Represented by People born in 1958)
Convenience as A Premium
Elevate Yourself
. Samjong KPMG | Food: Pursuit of efficient housework related to meals, diversification of food
Samjong . . . .
Insight Economic . COI’ISUI.I]DUOH and .preferences, and routmlzeq online purchase
vol. 66 Research Clothing: Tailored clothing, means of self-expression
* 77| Institute (2019) | Shelter: Home business, customized living space, co-dividual living trend
Influence of Annoyingness
2020 Necessity of Curating My Life
Trend Ha, Y. L Special and Worthful My Data
Keywor (2020) Into the Artful Pop-up Economy
d Report Digital Healing
Especially Lively Senior
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Table 2. Major Research Trends in Quality Dimension

Author(s . . . . . . .
Sourse .( ) Quality Dimension Overview of Each Quality Dimension
(or Publisher)
Performance Main operational characteristics of the product
Features Secondary characteristics of the product
A Probability that the product will not fail for a certain
Reliability . ! y. p ! !
period of time
Conformance The degree to which the product's design and operating
Product Garvin. D characteristics meet standards
uality (1987) Product lif includi hnical and i
: : . iq
Dimension Durability roduct life span, including technical and economic
dimensions
Serviceability Ability to quickly and easily repair products
. Reflects individual subjective preference as a dimension
Aesthetics .
related to the five senses
Perceived Quality | Customer's subjective evaluation of product quality
Reliability The ability to perform exactly the promised service
The ability, knowledge, and t f 1 t
. Assurance . ity, knowledge, and courtesy of an employee to
Service |Parasuraman, A., give confidence and confidence
.Quaht.y Zeithaml, V. A., - Securing tangible elements such as physical facilities,
Dimension | and Berry, L. L Tangibility equipment, and manpower
(RATER) | (1985, 1988) ’
Empathy Consideration and concern for customers
Responsiveness Willingness to provide prompt service
Convenience The time it takes to use a product or service
Lead Time . .. . .
.. . The period or waiting time between order and execution
(or Waiting Time) P &
New . . .
. Bohn, R. E. Personal Image The image of products and services perceived by users
Quality (2013)
Dimension Degree to which a product or service meets individual

Customization

specific requirements

Face-to-face
Interaction

Customer communication, provider confidence, stability
of service environment, etc.

9] <Table 2>°14 Q°F8t Garvin(1987)2] AE2] %4
e 7 dEA Q] A Apdolt). A F4 AL 73 Al 54T AT 28la AHES TR g A
947 FAE oW RATERS] 745 A2 Alg2tet Ale &
A o ® A2 HAY MuletolAlol S 8 Al

€
bl A2k 9519 el §) b B A
KeX

[e]
oz TR FA BAo| ojel A0 nelth, T d Auletel ol ol AFH il 29 EYS BE 3
daa A Uzg 5% 4 ole w45 R4 ¥@e F2 Ao wrh 448 zew wolny

2937} Parasuraman 5(1985; 1988)2] AH]2~9] =4

of that W85 = skar vk 2=y & Aol
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Bohn(2013)0] A|AIE 107H4] 52 2ko] ol sigdd Aotk M= Fd Al S s ,
% B AHI 29| T A olEhs 4 %«l +4d 2H(Garvin, 1987)3} 22 S A4S TR} Al B, 714

3, WO 45ag 5 AHss BlE FAR E¥eha Qov] nAske wrel b

o ATE gXd [ AjgjdAe] 28 AFEQ askE gxd Aujgle] Aol & Bohn(2013)2] M2 F4
A9le] Qzksle] BABE AL F BAow @) oo Aol @ AT Az o] Aul s, sl e da
ATE HES T o] JEES UAE A Al & & S &AW EAE FFo A =95 B At FoA4] o
O3k A A AL wo] o] FoX]R] gt A& At B At A= Al A5 S8 AlEA 58S &
T4 AEl AZE F4 AYE AgstaA) s

Establishment of Case Selection Standard
= [ =
Case Search and Selection
T‘ L
Case Analvsis and Discussion
Figure 1. Research Procedure

¥ o] ARk 9 <Figure 1>3) 2tk WA, A Ao 0@ 71 ES SRSl A 24 4ol Jleld
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Table 3. Features of each customization case

Case Servitization Customization Digitalization Differentiated Core Quality
(industry) Element Element Element Value Dimension
Convenient (Core
Within 24 FX mirror; operation; performance)
(Clothing . - Custom 3D costume Quick product Customization;
. Virtual fitting . . . L .
manufacturing clothing making creation creation; Aesthetics;
and sales) software Meeting Convenience
individual needs Waiting time
The taste and
type of
. Dietary nutritional diet; (Core
Doctor Kitchen L . .
provision; Offering ) Convenient performance)
(Food o Big data . S
manufacturin Provision of Custom analvsis cooking and Customization;
& diet-related diet Y health care; Aesthetics;
and sales) : . .
Information Satisfying Convenience
individual
needs/situations
Differentiation of
. .. o (Core
Big data analysis; the design; erformance)
C2 House Smart Clean & | Providing custom | Auto air quality | Ease of use of P T
. . . . . ] Customization;
(Construction) Care Solution | interior structure management furniture/space; L
: Aesthetics;
system Meeting .
o Convenience
individual needs
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