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ABSTRACT

Because the mobile services is composed of heterogeneous attributes, it is hard to find
out customer’s potential needs and more difficult to analyze customer’s satisfaction
factors toward mobile services. Therefore, this study approached this issue from a new
viewpoint and applied Kano Model in analyzing customer’s satisfaction and dissatisfaction
factors toward mobile services. By using Kano Model, it tried to find out how differently
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customers perceive the mobile services. Firstly, we found out perception gaps of Korean
and American customers toward mobile services. While Korean customers perceived most
mobile services as indifferent service attributes, American customers perceived them as
attractive service attributes. We could find main reasons of these perception differences
from different national backgrounds and adoption rates of smart phones between two
countries. Secondly, based on TRI scores, we categorized subjects into four groups and
named as Pioneers, Explorers, Skeptics and Laggards. And then we examined the perception
differences to mobile services among four groups. We found that there were no significant
perception differences among four groups.

FIYE ¢ Eupd MHlA MHlA F4 JteRd, Vs FHE
Moble Service, Sevice Quality, Kano Model, TRI(Technology Readiness Index)
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1. SMS 2%| 5%| 78% | 11%| 4%| 0%| O

2. MMS 2%| 16%| 28%| 8%| 43%| 3% I

Communication 3. Video Conferencing 1% | 23%| 16% | 2%| 5B3%| 6% I
4. Instant Messaging 1% | 21%| 5% | 2% 69% | 2% I

5. Social Network Service 2% | 24% | T%| 1%| 62%| 4% 1

6. Ring Download 1% | 16%| 42% | 7% | 31%| 3% 0

) 7. Music Download 1% | 21%| 26%| 2%| 47%| 3% I

Entertainment -

8. Mobhile Games 1% | 21%| 40% | 2%| 35%| 1%| O

9. Mobile TV 2% | 30%| 35% | 3%| 30%| 1%| O

10. Info. Searching 0%| 34% | 29%| 3%| 33%| 2%| A"

11. Mobile Banking 0% | 30%| 20% | 4%| 44%| 3% I

Information 12. Mobile Shopping 1% | 19%| 5% | 2%| 69%| 5% I
13. Navigation 0% | 36%| 11%| 2%| 471%| 4% I

14. Location Awareness 2% | 25% | 15%| 1%| 56% | 2% I

A ¢ mEH(Attractive), O © €A (One dimensional), M @ 314 (Must-Be), R : & 2 (Reverse),
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1. SMS 0% |95% | 0% | 0% | 5% | 0% A

2. MMS 0% | 72% | 0% | 0% | 271% | 2% A

Communication 3. Video Conferencing 0% | 42% | 0% | 0% |57% | 1% I
4. Instant Messaging 1% | 56% | 0% | 0% | 40% | 3% A

5. Social Network Service 0% | 62% | 0% | 0% | 34% | 4% A

6. Ring Download 0% | 56% | 0% | 0% | 44% | 0% A

Entertainment 7. Music Download 0% | 55% | 0% | 0% | 43% | 2% A
8. Mobile Games 0% |53% | 0% | 0% | 45% | 2% A

9. Mobile TV 0% | 40% | 0% | 0% |58% | 2% I

10. Info. Searching 0% |93% | 0% | 0% | 7% | 0% A

11. Mobile Banking 0% | 58% | 0% | 0% | 40% | 2% A

Information 12. Mobile Shopping 0% | 28% | 0% | 0% | 66% | 5% I
13. Navigation 0% | 84% | 0% | 0% | 15% | 1% A

14. Location Awareness 1% | 35% | 0% | 0% 60‘7 4% I

A vE A (Attractive), O @ D92 (One dimensional), M : 33 (Must-Be), R : & =4 (Reverse),
I : F#A (Indifferent), S : 3] 2] 4 (Skeptical)
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5=(TRI : Technology Readiness Index)Z At
43} th. E3] Parasuraman and Colby[12]
7F 7lE EHIES AFAQ He] A vy
of webA 570 aFor EFT Aol 7]
gkato] mnkel Mus o] gaks AlEEt 813l
(<3t 6> FF)[12].

(# 6) TRI ol olet 12§ ZF
A4 24 | #4499 24
gabd | a4 | BEg | Raz

Explorers | High High Low Low
Pioneers High High High High
Skeptics Low Low Low Low
Paranoids | High Low High High
Laggards | Low Low High High

Zaped AE| o] thih o] g4t

FAQA] Apold] gt AT 29
(B 7) & o479 #&
T J
Pioneers | Explorers | Skeptics | Laggards
(631) (551) (934) (43%)
g | A3 | 43 | 35 | 3m
T (high) | (high) | (low) (low)
414 3.81 3.76 2.85 272
(high) | (high) | (low) (low)
waa | 341 | 265 | 30 | 35
ST (hign) | (low) (low) | (high)
Btk 3.96 2.90 3.30 425
=1 . .
(high) (low) (low) (high)
B o] FLo| A= Parasuraman and Colby[12]
7k Ak 579 gl SAS e 8
o o) FHo AT Azte] FHE
N A (Pioneer), B A (Explorer), 29

AR (Skeptics), =H T (Leggards) .2 ™3}

(E 8) 471 &Y Mu|a & o4
AH] 2~ Pioneers | Explorers | Skeptics | Laggards
1. SMS 68% (A) 67% (A) 57% (O) 56% (A)
2. MMS 56% (A) 65% (A) 47% (D) 49% (A)
(1) Communication 3. Video Conference 40% (D) 47% (A) | 70% (1) 58% (I)
4. Instant Messaging 56% (I) 49% (I) 58% (I 51% ()
5. Social Network 54% (A) 56% (A) 63% (I) 49% (A)
6. Ring Download 47% () 45% (A) 47% (D) 371% (D
) 7. Music Download 51% (D 49% (A) | 41% (D 49% (D
(2) Entertainment -
8. Mobile Games 40% (A) 49% (A) 37% (D 44% (D)
9. Mobile TV 47% (A) | 47% (D 40% (D 42% (D
10. Information Searching | 76% (A) | 80% (A) | 44% (A) | 65% (A)
11. Mobile Banking 62% (D 67% (D) 71% (D) 67% (D)
(3) Information 12. Mobile Shopping 54% (I) 56% (I) 61% (I) 58% (I)
13. Navigation 51% (A) 55% (A) | 47% (D 47% (A)
14. Location Awareness 71% (A) | 76% (A) | 46% (A) | 53% (A)
A wiEg A (Attractive), O : EE>

I : ¥34 (Indifferent), S :

3] 2] 4 (Skeptical)

42 (One dimensional), M : 314 (Must-Be), R :

A &2 (Reverse),
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