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An Application of Sensory Engineering’s Techniques
for Customer Satisfaction

Sung-Woong Lee - Won-Sub Yang - Jung-Sik Kim - Young-Sun Kim
Dept. of Industrial Engineering, Chonnam National University

Abstract

This paper considers an application of one of the sensory engineering’s
techniques, extraction and categorization of the sensory words, to the product of
cars. The fourty five (45) sensory words are extracted in three steps. Two
groups, which are characterized by whether possessing a car or not and each
group consisting of one hundred persons randomly selected from the twenties or
thirties, are asked to answer the questionaires with the extracted words in the
five-grade semantic differential. The factor analysis is used to categorize the
extracted sensory words, and shows that the words can be grouped into four
categories.
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X7

X6

X14
X34
X43
X42
X19
X15
X31
X5

X29
X3

X32
X25
X12
X22
X20
X13
X40
X10
X16
X35
X23
X38
X2

X36
X1
X27
X17
X28
X30
X44
X26
X33
X24
X9

X8

X41
X45
X37
X39
X1

X4

X21
X18

FACTORI1
ok sfch 0.85756
Hetslr} 077181
Fonkiaes 0.76844
oF A = o} 0.75024
H 2t} 0.74356
ARSI} 0.70617
ot 3jry 0.69965
# A sheh 0:68355
ER=l 0.64838
A &t} 0.63953
o} 3}t 0.61289
Z &3ttt 0.59174
=i shet 047319
AR & 0.46442
s 0:46389
7h2p A ol o} 0.14100
A @ =t 0.28971
g1 7 o} 0.35397
Ap BT} 0.19921
A A o)tk 0.05546
Yzl g 0.30438
sled st -0.06438
143 &}t 0.27191
A& ot 0.31908
2 FE| 5k} 0.23387
A Zskoh  -0.00984

L5 0.24986
Al 2"} 0.50190
3} 7p 2l vk 0.15415

s}A} )T} -0.03065
A 7rolth 0.33644
ALEE &) o} 0.31948
w2 o} 0.38392
ukrh 0.19622
2+ A stk 0.11836
o o-ghv} 0.15934
735t 0.38547
o} z=uir -0.08287
a4 &bk 0.40003
A= slot 0.35751
S aA~E3 -0.01820

Aped 3ok 0.35629
=g 4 s}t 0.07473
3 1 &} -0.14958
ZZsich 0.39362

< 1% 5> XsA &R/

FACTOR2 FACTOR3 FACTOR4

0.05076  0.00395
027985  0.13345
0.04403  0.02249
0.03708  0.15646
0.16794  0.33943
0.15735  0.06127
030230 0.19795
0.34721  0.22917
0.16310  0.00805
0.31152  0.16208
0.17951  0.37844
025072 0.18752
041380  0.4254]
0.30276  0.42480
0.36938  0.37528
0. 71082 0.17446
060918  0.08096
067Es 010737
065926  0.10881
064678  0.19925
0.62115 0.24109
061505 -0.14075
0.60510  0.36526
058608  0.33378
057743 0.09397
056301  -0.13673
055879  0.06169
053079 016725
052768 030105
049206  0.13952
048766  0.31046
047789 041334
047432  0.12342
038422 037314

-0.00097 065416

-0.03706 053631
0.34302 050125
025356 049300
040445 047667
0.11348 044458
0.35372  0.43547
0.31356 040288

-0.17810  -0.00642

-0.25249  0.15683
0.09078  0.06349

-0.16489
-0.01458
-0.08362
-0.06874
-0.00182
-0.21149
0.19661
0.08563
0.18076
0.05807
0.24026
0.20199
0.09368
0.03458
-0.02295
0.00949
-0.08291
-0.05529
-0.14837
-0.07224
-0.10133
0.36880
0.02046
-0.14925
-0.10762
0.17083
-0.27193
-0.14587
0.06365
0.48206
.07943
0.06388
-0.19929
0.07029
0.07707
0.14488
-0.11694
-0.01975
-0.13882
0.07679
-0.05759
-0.05667
0.76607
0.52149
0.48497

FeOl2fX QUM B2t
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