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Quality Dynamics Using a Modified Satisfaction Index

A 1* =2
SOl , Aol

Hae-Geun Song", In-Joo Kim?

{Abstract)

It is well known that the Kano model measures customer satisfaction and classifies
quality attributes into must-be, attractive as well as one-dimensional. The main
purpose of this study is to investigate the dynamics of e-learning quality attributes by
applying the proposed method using Kano's satisfaction index in the rapidly changing
online learning environment. For this, the current study examined 27 e-learning quality
attributes and conducted a comparative study using Kano's results obtained in 2013
and 2020. The result shows that the dynamics of quality attributes suggested by
Kano(2001) is confirmed in the case of e-learning. The proposed approach shows
better results in terms of Kano's direct classification method, and has potential
application areas such as IPA(Importance-Performance Analysis) in the area of risk
assemement. Some suggestions for better understanding of the proposed SI-DI diagram
are also included in this study.
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i (vyr,v97) program runs without
' e course program malfunctioning
Ly = PoPr = V1% + 152 -
Ly = pops = ot vt Lesson plan To the extent that a lesson plan is
arrangement well arranged
Feedback of To the extent that teacher notify
Indifferent Must-be test results students of their results quickly
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40, Quality attribute Quality attribute Interesting To the extent that the content of
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Accuracy of the|To the extent that the content of
Fig. 1 Measuring Quality Dynamics using SI-DI diagram content lecture is error free
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Table 1. Continued

Quality
attributes

Description

Access procedure

To the extent that the procedure of
accessing the lecture material is simple

Supplementary
material

Whether supplementary lesson
material is provided or not

Adjustable play
speed

Whether the play speed of an online
lecture can be adjusted or not

Download
lecture material

Whether the material of the lecture
can be downloaded or not

Download speed

The degree of real time speed of
downloading lecture material

Screen design

Whether the design of lecture
screen is visually good or not

Learning amount

To the extent that the amount of
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Table 2. Respondents of the survey

to questions quickly

Observe the
schedule

To the extent that the online
lecture is proceed as planned

Teaching ability

The degree of the teaching ability
of the teacher

Knowledge The degree of knowledge to be
aquisition obtained from the online lecture
Contents To the extent that the content is
update updated on a regular basis
Extra . -
. Whether the additional communication

communication .

. fee is supported or not
fee aid

Sincerity of
answer

The degree of sincerity of lecturer's
answer

Image quality

The degree of image quality of an
online lecture

Faith in teacher

The degree of trustworthiness of
the teacher
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;o am reference

Special program Whther special program is Kano |Respon- p
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Table 3. Summary of the comparison results with respect to Hit rates

Categorization methods | A | O | M | I | C*| Hit rate with Kano's results New method(2013)
Kano's results(2013) 125|511 4 - -
New method(2013) 8| 4117126 93%(25/27) -
New method(2020) 6| 4| 2 619 67%(18/27) 78%(21/27)
*C: Combination attributes
Table 4. The comparison results with quality types
Q*- type 2013 & 2020 2013 2020

Feedback of test results, Interesting contents,
A Supplementary material, Screen design, Learning
amount per unit, Fast reply, Observe the schedule

Special program,
Extra communication
fee aid, Interest and care

Adjustable play speed,
Download lecture material

Lesson plan arrangement, Access procedure,
O Teaching ability, Knowledge aquisition, Sincerity
of answer, Image quality, Faith in teacher

Download speed
(O/M)

Execution of course program, Accuracy of
the content, Fair evaluation, Sound quality
of lecture, Contents update

Adjustable play speed,
Download lecture -
material

Off-line supplemental lecture, Learning
discussion

Special program, Interest and
- care, Extra communication
fee aid, Download speed(I/A)

*Q-type: Quality attribute types
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