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— « £ B Servicemaster Industries Inc. &3 % # &Mk

ServiceMaster Industries offers hospitals, schools, and industrial firms the management of employees that
are engaged in performing supporting functions. These functions include housekeeping, laundry & linen
distribution, food service, materials management, plant operations & maintenance and clinical equipment
maintenance.

ServiceMaster employed 7,500 people in early 1985 of which most them were managers.

ServiceMaster was market leader in the United States with big competitors such as‘ ARA Services, the Marriot
Corporation, and the United Health Service.

Franchising at ServiceMaster had grown by 1985 to incorporate about 3,200 units realizing approximately
$230 million in revenues. By 1985, the company became more global. Over 30 Japanese hospitals were
contracted and almost all of Jordan's hospital capacity. ServiceMaster also developed contracts in Canada and
Great Britain. By 1985, the research and development had grown to hold a staff of 18 people headed by two
PhDs. In a direct response to customer inquiries, most of the products were developed.

ServiceMaster makes itself irreplaceable by providing a new management method to their customers.
ServiceMaster focuses on new technologies and techniques to find innovative ways of providing supporting
functions. This results in employee training, which helps them to work more efficiently. The key element why
customers use ServiceMaster is the element of efficiency. Using ServiceMaster reduces not only the costs but it
improves the productiveness of the supporting functions next to training the employees in new ways. In addition,
ServiceMaster takes away the time consuming job for administrators so they can focus on the other important
elements to their jobs.

By providing the service to their customers ServiceMaster is focusing on major goals. The first two are to
honor God and to help people develop. The combination of these two suggests the way in how ServiceMaster
wants to treat people. The second two are to pursue excellence and to grow profitably. These are the means to
achieve the first two, but they also provide tensions. In order for ServiceMaster to achieve these goals, it will

have to exceed an annual 20% market growth.
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Jonathan Ward was named President and Chief Executive Officer in the spring of 2001. The Board of
Directors and Ward concluded that ServiceMaster should focus on its residential business and on the commercial
business served by its branch and franchise model. This marked a significant transformation of the company,
which included the sale of the Management Services business to ARAMARK.  ServiceMaster Industries Inc. is
now known as “The ServiceMaster Home Service Center”. Their Core Service capabilities nowadays include
lawn care and landscape maintenance, termite and pest control, plumbing, heating and air conditioning
maintenance and repair, appliance maintenance and repair, cleaning and furniture maintenance and home
warranties. To serve the people better with home services, ServiceMaster signed an agreement with Yahoo
(source: Business Wire; July 18, 2002). Due to this agreement consumers have the ability to schedule and
purchase home services through the newly created Home Service Center on Yahoo. In addition to that
ServiceMaster plans to focus its pest control operations in the U.S. home and business markets. Therefore they
sold the remaining units of its Terminix European pest control and property services operations to Ecolab Inc.

(source: Wall Street Journal: Sep 24. 2002)
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