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This study proposes a value based service design (VBSD) approach using Kano's model and QFD. Key quality factors
and key cost factors are identified, evaluated and then incorporated to produce customer value index (CVI) and provider
value index (PVI) which are together used to determine the four value strategy zones. Each value strategy zone sug-
gests its own appropriate service development strategy based on its corresponding CVI and PVI characteristics such
as maintaining current service, reducing costs, raising quality or eliminating/creating services. A camping car service
design case is applied to this study, which shows the practical contribution of this VBSD approach.

Keyword : Kano's Model, QFD, Value Based Service Design, Customer Value, Provider Value
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So 5t AFEAY 59 gAESS ge SHMEC] R J14H ake 84 2AAE
2 A%49 JerteE 245 nus whedate] Mul A7e) A ere mashes Az
ga] VBSD oMt 7|7 ko] fubes
3. 7} 714 Auj~ AA(VBSD : AAH v SRS Aol A9 A
. SEO. Al 8 I
Value Based Service & AN dn
3.1 VBSD 2&o| 74
3 QFD VBSD 22& o1 [ 1]+ R whe}
ATE ol e FAREeR o]RA Utk WA QFDY
WAL E THe Whate] R n0] 5
Aabe A H9 Au2 F42AKQF : Key Qua-
g P35t 2t Fderd Fe4%
| g Fo EAARR AL
=4 845 "+ How?
o 99l v g

)& et 7

Design) 24l
Higto® 11
"k AH| 2 A 7A(VBSD)

Tl e dadTFdA TFA e
AA AEHES
Fx171
AgATo] gt =27
£9] QFD &9 A4
Kano
Ao o
QJEF o= AH]
32 4 (KCF : Key Cost Factor
ME|A HE84

PVI: Provider Value Index

=
7ube] An) 2
A el 24 Bk 7
w2es ARkt oA
HolAE U vhe} o] 7]
ApEe 20 a7 s 4 249

T84 APz ARl TeA £49 T4 A
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MH|A ZEQA
s == 9 (KQP) Hol ‘ M| 29 A (KCHH 2|
‘%95 2l Kano &4 ikf‘ | PCl | ‘ 248 |24 ‘
KQF||CQI| i v B2 E R Bl | CCI ||CVI
KQF : Key Quality Factor MHE|A AAH| 74 A1akok
KCF: Key Cost Factor | ———"———————y -
CQI: Customer Quality Index | PQI |
CCI: Customer Cost Index | v | PE ESE | Hlllfdgﬁ
CVI: CustomerValue Index | TR : Sg(:ia;) (Cosu';e
PCI: Provider Cost Index L
PQI: Provider Quality Index
E2H2
(Raise
Quality) i
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2 (relationship matrix)2 Blgo = 17%44 Ao
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= 9l Rolt} 7} KCF7} 7ML vE-E 8
T KCF 7159 $2E®R)9) wFwd olg#el v
_g_ e <)

3.3 MBRZEx|X[F=(PVI) 2l 4

AFA7FAAFPVDE 7t KCFE & KCE7F 7H
T #4884 T84 AAFF(PQL : Provider Qua-
lity Index)?} ¥]-8-f2 HlZ(PCD2 H|&=Z 3}
drh webx PVIE ARl2 Alea d3dolA 2
KCFoll ois @9 H&FL RF(%)0] 7P o=
FH849 F8A4 A4 gt 7dx F ATt
7} 14)8k= 7HA (provider value)d] =712 2jm]3}
A 2] (3)

PQI= 2 (4ol AlAJE wkel zFo] Z} KCF7F #
Aaae] T84 AAl 7lodeh= HE(QI : Quali-
ty Index)7} A QIO gellA] 2HAeh= HSS 9
AEZ Yehdth QI9) g2 24 KQF7F 7+ 5
24 F7FK(CQDS QFDE] diA wEZ A s
AMg-8te] Fatt

PQI,

PVI, = 12 -« m ®)

m

PQI=QL/ Y QL<100 for j = 1, 2, =, m (4)
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3.4 Jtx|HEtd Aol TR AMH|A HAZHM S
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= KQF= CVI g2 7Iee= fllA o= Wd
Ao 2 Adstal, KCFE PVI #7122 &
M = WHxcoz L) oje} 2 AL

WAS Auls FAa e} Ve ane] T4 3
7AE Al AEste] nigA gk A WEY 2 o
% (desirable zone)¥} WFEAEHA] ¢ A WlE
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o= 77t 109 %S AHEale] 47e] delom T
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e(1uwel) IL oz b % ek 2} oo
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ZA3 spx Akl ol AA At
Molzel g 2 RS A7)

A eslel Sasich

Al ABASS] FRHE H9 8



i #1H| 8 2 2 (KCF)

[HH 3% ] MH|~ SX| [HLE% | H & ¥ a

<

:-'-: * #XY H251D Qi KCFO| AfH|A + KCFo| 7HX|H| 0 S |3t oL

o SEe SXoHD KSAZ. HI2RZ ok MIxoz 0|

= (=P

E = g
o |
=
8
a

= LH o0 ] =X H T LL ¥ S28S || 2

g : >

- 25l KQFo| 7HX|Q1AlS Zistst 4 ;-‘_}E K%FUOI Cst KCFo| A{H| 2 =

ol KCF HI_TI_OI.DIEI(H% [=PUE ._l'o—ll'— = Iﬂ}lﬁl'}l'-l' |:||

M ° e 7X|21M0] £ =2 KQFE || ot

Az
PVI=1 0] A} PVI=1 0|5t
(38 2] Jiximeteele] 7E
AAE &3 v]&4d7 wgo] gt} < AES] fEA] AAAQ Auj= A Ad =
e LH 99(FE A1) @ 3] J1AsH= 7HA]+ @ ZAAE

o}, AHlA AFATE HrkeE e
A dolt). o] Jof HHE = A FA
LAKQR) tigk Auj2 AT 82 V9= &
FS Bt AZEXIAE A TE kol
83tk

e LL 99 (Eliminate or Create) : iL70] 2l A5}
TR A2 AEATE kel A7 B
P A R 7P7<]7ﬂ§.‘:°§9?°] o} @A)
Algshs Aujze] ygo] uAoA Agsh=
ZFA] e Hls|A a1, a4 o] J”i‘.ﬁ% 7kx] ] 4
TE 2 Jd9s yehdth wEkA dA AlEst
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Target 1! 74 ME| A4 foXs:PoEL
EEHT KEn EEDTD EHE HAS -AT® +20 02 olg
- 30~40Cf FEHE HER HEMH A (EEFD HE 7
- | D5L o - AHHE 0|2 AMHA NE=H 224 = 20
- I2TH 314 0193 RO -H3 oOAY o2 R R

(02 3] KSAL 2E ZZIt Alde] 712 i
(E 1) HUFH2A(KQF) ot DHZFXX|(CANS &
Cell 715 34552 2. 2(KQF) 2464 ) | Kano 4 97} | 7164 Ql | CQI(%)
Q1 Fo18 WEE ojWE 50 A 4 200 | 2000
Q2 Wi F7ke] ool 43 0 2 86 | 867
Q3 228 28k A9 ol 43 M 1 43 | 433
Q4 Al 5 AR/ A He 43 M 1 43 433
Q5 AH sjefo] §ofdt 40 M 1 40 4,00
Q6 a4 el ol 37 0 2 74 | 733
Q7 ol AN o184 37 M 1 37 | 367
Q8 R 37 A 4 148 | 1467
Q9 Hae) Held 37 M 1 37 | 367
QI | TVAY & o8 N4 AlF 33 0 2 66 | 667
Qi1 ooF A7} zbA s 30 0 2 60 | 300
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