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Abstract

The purposes of this study are to identify service quality elements using Kano’s theory, and to examine
differences in service quality characteristics among apparel store types. Women over 20 years-old from
metropolitan areas in South Korea participated in the study and a quota sampling method was used. The
questionnaire was composed of three sections; importance of quality, degree of satisfaction, and
demographic factors. Data from 525 questionnaires were used for the statistical analysis. The results were as
follows: First, four factors of service quality(sales person, variety of goods, policy, and facilities) were
identified. According to Kano’s quality elements, sales person was categorized into both one-dimensional
quality and must-be quality, and variety of goods, policy, and facilities categorized into attractive quality.
Second, sales person, in all store types, was included in one-dimension quality elements and sales person
and variety of goods, in local store, were included in attractive quality element. Service policy, in chain
store and local store, was included in attractive quality element. Findings of this study provide both industry
and academic researchers with a guide to increase customer satisfaction in the store service strategies.
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