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A Study on Formulating the Classification Model for
Smartphone’s Satisfaction Factors
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Abstract

The rapid spread of the Smartphone usage among the public has brought great changes to the over-
all society. Aiming to gain their competitiveness with better Smartphone service quality, manufacturers
are endeavoring to keep the pace with the popularization of mobile internet and social changes.
Researches on the Smartphone service quality are actively undergoing in the academic circles as well.
A great many of studies ranging from the past mobile services to the recent Smartphone services have
thus far focused on proposing the systematic arrangement and the typology in terms of service quality,
which in turn have provided the theoretical foundation and broaden the scope of comprehension.
Besides technical aspects of the mobile and Smartphone services, the earlier studies in the behavioral
domain, however, only took into considerations the positive aspect of users’ satisfaction with the qual-
ity of services via new media devices like Smartphone. The rationale behind this mainly comes from
the assumption that as the opposite definition of satisfaction is dissatisfaction, the services are not
adopted if dissatisfied. However, it is not always true to conclude that service users are satisfied when
the service is functionally fulfilled and dissatisfied otherwise. That is because there exist some cases
that quality attributes provide satisfaction when achieved fully, but do not cause dissatisfaction when
not fulfilled. And there also exist other cases that quality attributes are taken for granted when fulfilled
but result in dissatisfaction when not fulfilled. To account this multi-dimensional feature of service
quality attributes in relation with user satisfaction, this study took advantage of Kano model following
the identification of a set of the Smartphone service quality attributes by investigating the previous
studies. Categorizing of the service quality elements reflecting the customers’ needs would perhaps
help manage Smartphone service quality, enabling business managers to identify which quality attrib-
utes more emphasis to put on and what strategy to establish for the future.

Keywords: Smartphone Service Quality, Kano Model, Attractive Quality, One-Dimensional Quality,
Must-Be Quality
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