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A Study on the Development of Total Customer Satisfaction
Coefficient based on Kano Model

Ah-Reum Shin - Sangbok Ree

Dept. of Industrial Engineering, Seokyeong University

Many Papers of Customer Satisfaction are issued. Kano who have proposed ‘Quality Dualism’ for grasping
of Customers’ potential needs and Timko who have proposed ‘Customer Satisfaction Coefficient” that
made up for the weak points of Kano’s model. The Measure of Timko which have weak points as well that
does not consider the indifferent quality of the Kano’s model. In this paper, we propose ‘Total Customer
Satisfaction Coefficient” that made up for the weak points of Timko’s Customer Satisfaction Coefficient
also Kano’s Quality Dualism. And we have applied suggested method to department store.

Keyword: customer satisfaction, kano” quality dualism, timko customer satisfaction coefficient, total
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Kano Timko A4 A
A8 A 2EFH 84 | DEASF | EDEAF | HEA S | ERSA S
o =3 0.636 -0.729 0.636 -0.729
= o 0.182 -0.282 0.182 -0.900
3 o 0.370 -0.798 0.370 -0.798
= o] 0.293 -0.233 0.819 -0.233
= j 0.396 -0.119 0.948 -0.119
i = 0.707 -0.250 0.974 -0.250
5 uj 0.376 -0.085 0.991 -0.085
7 j 0.403 -0.067 0.992 -0.067
uj L 0.546 -0.168 0.941 -0.168
5 j 0.244 -0.092 0.966 -0.092
X ] 0.462 -0.218 0.899 -0.218
5 uj 0.303 -0.202 0.866 -0.202
) j 0.908 -0.891 0.908 -0.891
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