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The objectives of this research were to study the conditions and problems of the
cleaner service business in the area of management, marketing and service implementation.
Questionnaires were used to collect data from 22 managers or owners of 22 cleaning companies.
Those companies were all running similar cleaning operation both inside and outside the
buildings, general areas and designated areas.

The results of this study revealed that in management area, the majority of the
cleaning companies had the short term plan more than the long term plan. Only large
entrepreneurs had analyzed the current situation. All the companies were similarly divided into
divisions of accounting, maintenance, personnel and housemaid. The quality service was
conducted through 5 S and the quality assurance was implemented through ISO 9000.

The marketing plan was based on official information gathering from government
sectors, the entrepreneurs, researches and information. The majority of the entrepreneurs used the
low price policy (55%). The bidding competition was rather low. The price was flexible and there
were special services without extra charge. The customers were governmental offices, state
enterprises, private companies and private homes. Promotion was mainly implemented through
company’s personnel. In addition, posters, brochures, printed materials and customers visited
were also used.

In the operation of cleaning services implementation, there wrer a lockbook, staff
security, the improvement of the service quality, evaluation of the service control and awareness
of environment. Work manual is used during cleaning services. There was the job training during
their work. The companies regularly maintained and provided cleaning tools. The cleaning
services were supervised by the superiors and site inspectors.

Factors which affected the success of the cleaning services were the quality,
personnel capabilities, reputation of the company and the marketing promotion.

The problems of the cleaning services as a whole was minimal (average 2.34 from
the scale of 5). The problems related to cleaning services were rather high staff turnover, the lack
of staff, bad attitudes of the people towards the cleaning profession, the quality supervision of
cleaning services and staff, the lost of cost during the cleaning operation, the decrease of
customers satisfaction, the lack of service development, the highly invested competitors offer
better service standard, the reduction of prices and the lack of continuous marketing strategy.

It is recommended that the study of financial aspect would be more beneficial and
the study should cover other services such as property security, parking service, educational
services, health care and recreation services. Morcover, it is necessary to study the quality

development of service personnel which will be very useful for the service industry.





