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Abstract

A Study on Service Quality Information in Service Industries
—Focused on Kano Model and PCSI Index—

Kim, Hee-Kyung - Lee, Chang-Won"~

This study based on dual aspects of service quality aims at classifying service quality attributes
by Kano model and also providing the necessity to decide which service quality would be carried
out preferentially in the service industriesthotel service, repair service, education service, medical
service). The first purpose of this study, therefore, is assorting the service quality by the Kano
model about four service industries based on Schmenner’'s service process matrix. Secondly, this
has an intention of drawing preferred considerations and putting forward measures to increase the
customer satisfaction by Timko and PCSI Index.

The result of this study is as follows. First of all, it was found that tangible attributes classified
the attractive quality and Timko's score also was very high in four service industry. That is to
say that tangible attributes in service industries could be interpreted into having very high
importance at standards on service quality estimation of customer. Second, all but repair service of
the service industries suggested empathy dimension to have flexibility solving and understanding
the customer’s problem could be improve the customer satisfaction. Finally, the common result
between them was empathy dimension classified attractive quality in all industries. That is because
present satisfaction was not reached customer expectation so there would be a improvement of

empathy dimension preferentially.

Key Words: Kano Model, PCSI Index, Service Process Matrix, SERVQUAL
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