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<E 3> KANO 2o & 224 (Yang, 2005

=2 A L= HE

= 2O =1 —

FEHHE S = Y)solANt . . o
EA 94 - An attribute that gives satisfaction if present
=3 Gtk sol BUEE 271417]4 g present,

(Attractive Factors) but that produces no dissatisfaction if absent

An attribute whose absence will result in

B].r:}\] o]oio}; 5—]_‘: 7]_‘:0 = _5._-_" ==
I5-A Q4 I e ~ | customer dissatisfaction, but whose presence
S Ak slo] ALgALe) RHERHS & ’ P

does not significantly contribute to customer
satisfaction.

(Must-Be Factors)

An attribute that is linealy related to customer
FEHE S FE5HA] ¢Oo W | satisfaction-that is, the greater the degree of
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(o)
SRR

(One-Dimensional
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(Indifference Factors) | o] FES w]|X]2] k= &4
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K Parasuraman, 1988). ©|ZS wlgtoZ 1
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Factor
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_______________ Must-Be Drissatisfaction
Factor
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2}al Hol 3t Q<Qlo] =5 x| gtom 170 & 55 4974 221(One-Dimensional Factors)©|
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<Abstract>

Finding Smartphone's Factors which Affect Satisfaction or
Dissatisfaction based on KANO Model.

Lee, Sang-Gun - Lee, Sin-Seok - Kang, Ju-Young

The current study categorizes factors of smartphone into three, using KANO model: attractive
factors which cause only product satisfaction, must-be factors for dissatisfaction, and one-dimensional
factors for both. Based on it, it presents a new model for the effects that smartphone factors have
on satisfaction or dissatisfaction. The purpose is to theoretically explain that smartphone factors
on which companies and users place a high value can actually affect satisfaction or dissatisfaction.

After choosing 15 factors out of 25 which had been selected through literature study, these were
divided into attractive, must-be, and one-dimensional ones. 93 out of 109 questionnaires returned
were used for analysis. After frequency analysis using SPSS were conducted on the surveys, the
factors were grouped, based on KANO table. The grouping results are as follows. Attractive factors
include ‘expansion slots for external memory, battery desorption, brand awareness, mobile banking
and internet telephony’. Must-be ones include ‘multi-touch, information security, entertainment,
information retrieval, location based service and SNS. Finally, ‘screen visibility, size of internal
memory, the amount of internal memory, battery life, and response to after-sales service’ are
classified as one-dimensional factors. A critical finding of this paper is that since the results are
different depending on the operating system of smartphones, it must be taken into consideration
in studies on smartphones. The wide and rapid spread of smartphones has changed people’s lifestyle
as well as business environment, which forces companies to compete with each other to adapt to
the changed circumstances. In this competitive system, studies on smartphone factors of satisfaction
and dissatisfaction are essential for firms to establish a new strategy. From this point of view,
the present paper is expected to be a basic material for enterprises not only to develop goods and
services that maximize customer satisfaction and minimize dissatisfaction, but also to establish the

future business strategy.

Keywords: KANO Model, Two Factor Theory, Smartphone, iphone, iOS, Android
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