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Recently, service quality must reflect several demands of customers who show rapid and various changes so as to be compared
with the past. So, objective and rapid measuring methods for service quality are necessary. For them, first of all, service company
must calculate their standard of service quality accurately by measuring service quality exactly. Kano classified the degree of
influence that is the degree of correspondence of the quality attributes of products and services to the subjective satisfaction
of customers. As a result, the types of qualities are classified as attractive, must be, one dimensional, and indifference attributes.
They have been widely used quality attributes in various industrial fields up to now.

However, Kano model has a limit that it ignores the characters of the next frequent numbers even though there are not much
gap comparing to the most frequent number in the questionnaire answers. The limit is attributed to the character of Kano model
that the most frequent number is accepted as the only quality character.

Timko calculated the customer satisfaction coefficient by using Kano’s method and studied the differences in quality character
by classifying the quality characteristics in a graphical way through the relationship between the satisfaction and the dissatisfaction
coefficient.

In this study, we used the quality level determination method of the 7-point Likert scale, which takes the weight into account,
to complement the deficiencies of the existing Kano model. We also developed and applied a Potential Satisfaction Level (P)
and Potential Customer Demand Improvement (PCDI) Index to present a new approach to the determination of service quality
attributes. To measure the level of potential service satisfaction and to understand the degree of improvement, we collected specimens
of 51 participants who has been trained in the National Strategy Business Training Program, which has been managed by government
agent, and analyzed the results.
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<Table 1> 7 Point Likert Scale Evaluation

. . Dysfunctional Question

Quality attributes ] > 3 4 5 6 7
1 S S S AH A OA 0
2 S S I A AL 0 oM

. 3 S R 1 I I MH M
FSEE;‘I’ESI 4 | R TR |1 I I | M | ML
5 R R 1 I I I S

6 R R R R R S S

7 R R R R S S S

1. Satisfied, 2. Generally natural, 3. Natural, 4. No feeling,
5. Unevitable, 6. Generally not satisfied, 7. Not satisfied.
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1.00
1.13
1.25
1.38
1.50
1.63
1.75

0.88
1.00
1.13
1.25
1.38
1.50
1.63

0.75
0.88
1.00
1.25
1.38
1.5

1.13

0.75
0.88
1.00
1.13
1.25
1.38

0.50 | 0.63
0.50 | 0.63

0.75

0.88

1.00

1.13

1.25

Dysfunctional Question

0.38
0.75
0.88
1.00

1.13

1
0.25
0.38

0.50 | 0.63
0.63
0.75
0.88
1.00

3
4
5

<Table 4> Weighted Value by Quality Attributes

Quality attributes
Question

Functional

1. Satisfied, 2. Generally natural, 3. Natural, 4. No feeling,
5. Unevitable, 6. Generally not satisfied, 7. Not satisfied.
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Hyung—Jun Lee - Young—Bae Chung

124

b ok A (1) 9] Ak

sel 74ts

9l A
v oju) Ay

X
S

[e]
+

7
o

2 bt

19] %

=

Step 2

(11)

(WSC —WDC) x PSR X BI+WDC

P =

o} HhA RN 7= o] ZHAA RhE: 1] (PSR,

o %, A

i

Potential Satisfaction Ratio)2S

o)

fr olg)

TN AS5E T

RIS

]
|

ofm e A
A (12)9F 2

2 AL grolH iUA

|

7% o] b
o A

191

=
RUS

oell 4 (8)

9l PSR, <&

o
=

A g

2

(12)

0

PCDI=WSC—-P=1—-1

2ot

=

ey
oo iy
®O 4
Mo &2
ol of
Hr %/
TSRS
To L
g M-
=)
"
7 M
oW
= o
1_,E —
N OC
o NR
A
w N
=l
oF
SN
s
sl
=
=
=
Vi
X
w
Y
VI
e
— =
X
]
+ |
o
Il
~
n
Ay

o
el

At

slelA] 744 o)A

=g

o w7} el

!

X

BEET} o ol )

P
A=

d

o " e kA

el
@

SESIEE

&2 o]

=
=

A71E= Aol

©)

P = (WSC—WDC) X PSR x BI+WDC

W Ae7h A 2=

o o m o] %
Ty,
PR o O MH
o | o
= Mo
i "o N o
gy © ok A o
ﬂﬁWﬂﬂ%ﬂ
N G
B T %ﬁ
R
do T X &ﬂﬁHL
g B Mol
T O R o
R N )
ﬂﬂmuﬂmﬂe%
o e ™ T
O
of Nr x & %
ks wE R R
o N
o F F T 1k o
7o %o Mo oEr
g o o
G
m._rL&_.m-erJﬂ
=T E%@.ﬂu
T Mo e T o
KN N KX
o O
HSDRI
<~ ==z & m
ol

T NI
RE®B L o
WS 2 ®
O ﬁam_,ofor_
e &
VI
@m%.ﬂ_@ e
N w87 o
ﬂu.LX]uv_mo__oﬂl_A/..
F o= LB
wa.ﬂﬁ.ﬂ@z
—_ 3 oy 2
SRR
o KT
PEHLIE.\_ ok
Mﬁut_xﬂh%AT
jan dﬂzA_ﬁA
— .Cl uAlo .Cl MA 5.0 ~
o W4 ¥R
i il
o " Wﬁ do Ak ) Mﬁ
PET@EwE
~X
teAlEzE
—_— o o
QOATo_;ﬁﬁw
VARZ I - S ey
E g do 2o Hp ©
TE WA
C e oo OF
—~ & E#E jo
S B
N_.utﬂmém_roré
o) N o oy
= _Kﬂrm,mﬂ\vm/
7d|1o,.ﬁ| Ee..%
w & Tl E
~—~ oo o =
mm%%@zow
AT%mo}mmﬂmu
o CEE
LLDZ.#_u‘mLE_'ﬂ
TEEw Py
K pE M=
Humm;um;l
T E T Ao
T ™o
‘W;o [CLEAN
SN M T
&) ~
N ULOﬁﬂ_/ﬂJ.
R
AHTZﬂoTﬂu
o B e
S e

: Category

<
M o

c A 1 @ FINAPCD) AT A

Step 4

BN
a8
=
=8
o K
5
S o)
g op
Z T
e
I=IIN
g X
a ~
e
ﬂMﬂm
g —
NS
ol
2y
=
N
jang
TR
g
ot
a
=)
~
VI
]
A
O
[a
VI
=2
o
|
O
95}
=
Il
—_
A
O
a

T

=
=

87 7§ A4(PCDI)

i}
A

= Nr

gholth, meha] W AlG(WSC)ollA

é—l,

A=
FAA wEEP) 7AA7E A 7L

=
=

(WDC)

=
[e}



Development of Potential Customer Demand Improvement Index Based on Kano Model 125

<Table 5> Potential Satisfaction Level(P) and PCDI Index

PCDI
Item Results| P | WSC Index
1. Convenience of transportation 0 0.672 | 0.934 | 0.262
2. Usefuh.lc?s_s of materlal_lty of all kinds 0 0.646 | 0.915 | 0.269
of facilities and equipment
3. Preparation of apparatus for education| O 0.615 ] 0.89 |0.275
4. ?roym'on of service as educational 0 0751 10.927 | 0.176
institution promised
5. Proper guldance fo'r education 0 0.681 | 0.958 | 0277
application and maintenance
6. Plentlﬁ}l knowledge for employees 0 0530 | 085 | 0320
educational works
7. Proper provision of mf-o-rr.natlon A 0514 | 0.867 | 0353
related to license acquisition
8. Provision of information or
opportunities for internship or 0 0.542 | 0.891 | 0.349
recruitment after the completion
9. Provision of self-learning time and O(A) | 0467 | 081 | 0343
place
10. External reliability or s0<.:1a1. ' 0(A) | 0528 | 0.894 | 0366
awareness of educational institution
11. Provision of recrultn}ent opportunity o(A) | 0535|0933 | 0398
caused by cooperation
12. Rapid response to students’ demands| O 0.608 | 0.93 |0.322
13. Favorable treatment of inconvenience| O 0.685 | 0.93 | 0.245
14. Lectures of educational institution are
more excellent than them of other| O 0.563 | 0.894 | 0.331
institutions
15. Management of online education 1A) | 0330 | 0.616 | 0.286
program
16. Bond between professors and students| A 0.496 | 0.845 | 0.349
17. Professors respond students’
questions outside of lecturing hours. 0 0620 1 0956 1 0.336
18. Re-a.rrangement of contents learned 0(A) | 0493 | 0.839 | 0346
previously
19. Professors make an effort to grasp
understanding level of students. 0 0.596 1 091410318
20. Active response to recruitment or 0 0.506 | 0.883 | 0377
other problems
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<Figure 2> PCDI Index by WSC and Potential Satisfaction

Level(P)
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