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The environmental changes in the Korean cosmetic medical service industry in the 21% century are forming intense
competition among medical institutions due to the quantitative expansion of its market. For stable growth of the cosmetic
medical service industry, continuous quality improvement is necessary based on empirical research on the quality of cosmetic
medical services rather than external expansion. The purpose of this study is to classify the quality attributes of cosmetic
medical service using Kano model and to derive the degree of satisfaction and dissatisfaction of each quality attributes
through Customer Satisfaction Coefficient (CSC). Through this, the study identified strategic priorities and suggested specific
step-by-step approaches and quality improvement priorities that can increase customer satisfaction using the Potential Customer
Satisfaction Improvement Index (PCSI Index). Based on SERVPERF, this study used measurement tools consisting of
five dimensions : tangibles, reliability, responsiveness, assurance, and empathy. In addition, it was used of measurement items
reconstructed into positive, negative, and satisfaction questions for Kano model analysis, CSC analysis, and PCSI Index
analysis. A total of 300 medical consumers who experienced cosmetic medical services for the past one year in medical
institutions such as plastic surgery and dermatology were collected with convenient sampling. As a result, urgent items
for improving the quality of service using the PCSI Index, ‘Consideration for customer benefits’ in empathy category
was followed by ‘Immediate help’ and ‘Sincere response’ in responsiveness category, and ‘Understanding customer needs’
in empathy category, respectively. That is, it is required to improve human service quality attributes such as empathy
and responsiveness rather than physical service quality attributes. This study contributes practically in that it provides specific
and discriminatory approaches to improve customer satisfaction on cosmetic medical service quality and suggests improvement
priorities.
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<Figure 1> Diagram of Kano Model
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L A

o
q

toiy
lo

ofj

Q2(S; Skeptical quality element)@ ©] ™
FoF #AAlgle]l & o 3A4A & FA4 A
AL onlstm A7 AES AstA o]
o428 € ZINQ; Questionable result)=S
o] Frtxd st 58 RS A
U2 o] g A9 5A0] =, A
Hlszato] A7 zpo]7F yA] k& 7 -9-oll=, whof
A, O, M9 A7 R, S(Q)9] AR AW A, O, M 5

M

Ff'

roh ol K o
>

Foyom 2

2o o (E
=,

T2 MR & o porlr
2

A

2
o

oA 7 2 g EHSL A, 0, M) HI7HLL R, S(Q)
o ARG Zow IR, S(Q) TN M & oz B

AZbel wet 23t ghes =EPh

- o
Fohe &9 2R

<Table 2> Evaluation Table of Kano Model

Quality Dysfunctional Questions
Attributes Like | Must-be | Neutral |Live-with| Dislike

Like Q A A
Must-be
Neutral

Functional
Questions

Live-with
Dislike

T = = >

AR R
2]
SHEBHE

I I
I I
I I
R R

Description

A Quality element that causes satisfaction when met and does not
causes dissatisfaction when not met

0 Quality element that causes satisfaction when met and causes
dissatisfaction when not met

M Quality element that is considered natural and does not causes
satisfaction when met and causes dissatisfaction when not met

I Quality element that does not causes satisfaction or
dissatisfaction, regardless of whether it is met or not

R Quality element that causes dissatisfaction when met and
causes satisfaction when not met

Kano X dol|A= o] 4845 37| 9, A,
7 SRS g3 FZHAS W] =48 B 344
A F5EA] G%s e =4E 5 74 A
3k o] 2o 7 A5aL, Etk(Like), T 3 Must-be),
733l th(Neutral), ©18 4 ¢lth(Live-with), tH(Dislike)<]

HrlH w2 ZA}

ol w2}

gty =4, <Table 2>9F & ¥
o) S e WAL o BrHEAA S

b
2
N
S
o

o

o
43
2,
O\ﬂ ni_g
IO rio
fr

i
ro X
& il
oift
o
Jo
oflt
o, o
o,
i Rl

lo,
o
=
)
o, B
o
il
g
oy =

Mo B
% fo [

L2 ol
o dpx

ol
—
X

o Y |o
ko
o
N
o
fd

1)
=
E‘ o
B
AN Y o

R

it
-
o ox

fl

o M
>
M

> 4 [o i
_O|L
&
ofd m® i
o flo 4 ™ o
o, 1
N‘
ot
o S
N

Mo g
£
1

o o

2 o
N, N

M

ot
i)
Moo fo [yopoh o Y fo

o

oE

H o=
2 it

ro
b
ol
it
tlo
Y
>
ol
ol
2
i
rlr
pocy
2

=

K
B o (O, T X0z

Mo >
o
o,
rio,

t12, 13].

¥2

N
w
kJ
=
o

FEEH|2=(CSC)

&
T,
Ii
X
S
1r

v Timko[14]7} Kano E& 419 7
Hekstr] ffste] Aljbet AlbR, FATH8R1Y] &
Ao w et okt EAS voted
o2 golg
WA WS AI93(SC; Satisfaction Coefficient)
Al9~(DC; Dissatisfaction Coefficient) *f*, Better
WorseA| =2 /45 a1, 174 o] vh53k
o FEZHA g oo BN 7§—°r s
!

= £ WOl & Sl el

RO o R
=
e
:cl>I:v
o

1o
o)
B
ki
uE

F Stk 540] 9

4y N KON fo o ox o
HOSL e
N j'gl rlj
I

Jgg
m}L__,VL

’ %}]\V

qr
g
o
fr
=
_Y,‘l
e
>‘
%0,
£~
N
>
o
(¢}
(9%]
\Y
o
H



Quality Improvement Priorities for Cosmetic Medical Service Using Kano Model and Potential Customer Satisfaction Improvement Index

<Table 3> Methods for CSC Calculation

Fomula
- A+ 0O B O+ M B
SC= AT ov M T DC_<A+0+M+]>< 1
(0<sc<1) (1< DC<0)

: Number of responses with Attractive quality element

: Number of responses with One-dimensional quality element
: Number of responses with Must-be quality element

: Number of responses with Indifferent quality element

Quadrant of Quality Attribute Classification Using CSC

-~z 0>

Second quadrant First quadrant

SC=0.5,|DCl< 0.5
= Attractive quality element

SC=0.5,1DCl= 0.5
= One-dimensional quality element

Third quadrant Fourth quadrant

SC<0.5,|DCI<0.5
= Indifferent quality element

SC<05,|DCl =05
= Must-be quality element
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<Table 4> Methods for PCSI Index Calculation

Fomula

(8— D) x (Max — L)

= Maz — Min

+D

PCSI Index=S— P
(0 < PCST Index < 2)

: Current Position

. Satisfaction Coefficient

: Dissatisfaction Coefficient

: Current Level

Max : Maximum value of current satisfaction level of survey scale
Min : Minimum value of current satisfaction level of survey scale
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<Table 5> Quality Attributes of Cosmetic Medical Service

Quality Attributes
TGl Latest facilities and equipment

TG2 Clean facilities

TG3 Tidy look of the staff
TG4 Accommodation capacity
TG5 Rest and standby space
TG6 Easy-to-use facilities

RLI1 Timely service

RL2 Reliable attitude

RL3 Ability to fulfill appointment time
RLA Accurate claim for medical service

RS1 Explanation of the contents of the medical service
RS2 Rapid service

RS3 Immediate help

RS4 Sincere response

AS1 Credit of the staff

AS2 Safety of the medical service

AS3 Courtesy of the staff

AS4 Proficiency of the staff

EP1 Individual care

EP2 Customer-centric medical service delivery time

EP3 Human care

EP4 Consideration for customer benefits

EP5 Understanding customer needs
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Cosmetic Medical Service Quality Kano Model

SERVPERF - Attractive Quality

- Tangibles - One-dimensional Quality
Customer Satisfaction

- Reliability —* - Must-be Quality —

Coefficient

- Responsiveness - Indifferent Quality

- Assurance - Reverse Quality

Current

- Empathy - Skeptical Quality

Satisfaction

Level

PCSI Index

<Figure 2> Research Procedure
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{Table 6> Results of Kano Model Analysis

A 0 M | R Q Class.

TG1 38 179 73 10 - -

=}

TG2 24 196 68 12 - -

TG3 48 120 82 50 - -

TG4 75 106 44 75 - -

TGS 97 128 30 45 - -

TG6 104 115 32 49 - -

RL1 23 191 73 13 - -

RL2 19 199 67 15 - -

RL3 38 139 2 25 - -

RL4 13 136 128 23 - -

RS1 53 138 92 17 - -

RS2 59 153 62 26 - -

RS3 70 160 47 23 - -

RS4 89 148 41 22 - -

AS1 32 196 64 8 - -

AS2 18 180 93 9 - -

AS3 47 172 60 21 - -

AS4 28 142 112 18 - -

EP1 93 128 30 47 2 -

EP2 108 129 42 21 - -

EP3 109 112 22 57 - -

EP4 96 145 19 34 6 -

C|O|QC|Q|Q|QC|Q|QC|Q|Q|C|Q|QC|Q|C|C|Qo|C|Cc Q||

EP5 80 153 37 26 4 -
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<Table 7> Results of CSC Analysis

TG4
1G5
EP1 TG2
EP4
EP2

As1

RL1

RS4 RL2
EPS
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EP3

* % G, P A
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R ® o s

SC o050 163 *

RL4

0.00 -0.50 -1.00
DC

<Figure 3> Quadrant of CSC Analysis Results
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{Table 8> Results of PCSI Index Analysis

SC DC Class. SC DC Current L | PCSI Index | Rank

TG1 0.72 -0.84 (0] TGl 0.72 -0.84 0.38 0.34 22
TG2 0.73 -0.88 O TG2 0.73 -0.88 0.38 0.35 21
TG3 0.56 -0.67 (6] TG3 0.56 -0.67 0.25 0.31 23
TG4 0.60 -0.50 O TG4 0.60 -0.50 0.22 0.38 17
TGS 0.75 -0.53 (0] TGS 0.75 -0.53 0.37 0.38 18
TG6 0.73 -0.49 A TG6 0.73 -0.49 0.29 0.44 11
RLI 0.71 -0.88 (0] RLI 0.71 -0.88 0.32 0.39 16
RL2 0.73 -0.89 (6] RL2 0.73 -0.89 0.27 0.46 6
RL3 0.59 -0.79 (6] RL3 0.59 -0.79 0.22 0.37 20
RL4 0.50 -0.88 M RLA 0.50 -0.88 0.05 0.45 8
RS1 0.64 -0.77 (6] RS1 0.64 -0.77 0.26 0.38 19
RS2 0.71 -0.72 (6] RS2 0.71 -0.72 0.28 0.43 13
RS3 0.77 -0.69 (6] RS3 0.77 -0.69 0.28 0.49 2
RS4 0.79 -0.63 O R$4 0.79 -0.63 0.32 0.47

AS1 0.76 -0.87 (0] ASI 0.76 -0.87 0.30 0.46

AS2 0.66 -0.91 (0] AS2 0.66 -0.91 0.24 0.42 14
AS3 0.73 -0.77 (6] AS3 0.73 -0.77 0.29 0.44 9
AS4 0.57 -0.85 (6] AS4 0.57 -0.85 0.15 0.41 15
EP1 0.74 -0.53 (0] EP1 0.74 -0.53 0.30 0.44 12
EP2 0.79 -0.57 O EP2 0.79 -0.57 0.35 0.44 10
EP3 0.74 -0.45 A EP3 0.74 -0.45 0.28 0.46 7
EP4 0.82 -0.56 (0] EP4 0.82 -0.56 0.28 0.54 1
EP5 0.79 -0.64 (6] EP5 0.79 -0.64 033 0.46 4
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