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AMPORN DANCHAROEN : ANALYZING SERVICE SATISFACTION PRIORITY
BASED ON KANO'S MODEL : A CASE STUDY OF A REPAIR SERVICE CENTER.
ADVISOR : ASST. PROF. DR. PALEERAT LEKHAWATTHANA, 113 PP.

The objective of this research was to analyze and prioritize the service
satisfaction of the repair service center by using Kano’s Model, and to present the
suggestion for service quality improvement. The service satisfaction characteristics
were determined by service quality model (SERVQUAL) and company policies. Then,
customer satisfaction coefficients were calculated, and the service characteristics
causing the service satisfaction and dissatisfaction were prioritized according to
Customer Satisfaction Index (CSlI).

The service satisfaction questionnaires were distributed to the customers who
used the service of repair service center in Bangkok. Totally, 327 samples were
collected. The questionnaire was created based on Kano’s Model which consisted of
the function and dysfunction questions. The result of this research had been shown
that three quality attributes were important; those were 1) Must-be attribute showing
nine service characteristics, 2) One-dimensional attribute showing eleven service
characteristics and 3) Attractive attribute showing ten service characteristics.

Finally, the Must-be quality attribute was considered as the first priority to
focus on service improvement since it was the most important and essential attribute for
service satisfaction due to the reason that this attribute will cause dissatisfaction in case

it is missing from the service quality.
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Kano Evaluation Table

By combining the two answers in the evaluation table given below, product features can
be classified into six categories:
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Kano Evaluation Table

By combining the two answers in the evaluation table given below, product features can
be classified into six categories:

l:] Attractive
m Must-be
m Reverse
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1.Like 2. Mustbe 3. Neutral 4. Live with Dislike
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Functional (Positive)
Question

o[22

5. Dislike R R R R
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Better Understanding of Customer Requirements in Higher Education. Online.
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