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ABSTRACT

An Empirical Study on the Service Quality of uTradeHub

Using Kano's Model and Customer Satisfaction Coefficient

Sunyok Song*

In this study, service quality attributes of uTradeHub were classified based on the Kano model, and
quality attributes that should be managed in priority to improve the service quality of uTradeHub were
investigated using Timko’s customer satisfaction coefficient(CSC) and average satisfaction
coefficient(ASC). The results of the study are summarized as follows. First, as a result of classifying
service quality attributes based on Kano model, 12 one dimensional qualities, 5 must-be qualities, 2
indifferent qualities were deducted, and many quality attributes of uTradeHub service were confirmed to
be one dimensional quality to which is needed to be paid attention and paid more detailed attention to
enhance service quality. Second, in the analysis result using Timko’s customer satisfaction coefficient,
“post processing for problems and complaints”, “cost reduction”, “efficiency of business processing” were
ranked in the top of satisfaction coefficient, and they found to be quality attributes that customer
satisfaction increases when service quality was satisfied. While, “post processing for problems and
complaints”, “interaction”, “ability to respond promptly when problems occur” were ranked in the top of
unsatisfaction coefficient, and they were analysed to be quality attributes that customer complaints increase
when service quality was unsatisfied. Third, in the result of analyzing the quality attributes that should
be managed in priority to improve the service quality of uTradeHub based on the average satisfaction
coefficient(ASC), “post processing for problems and complaints”, “cost reduction”, “useful information”
were ranked in the top 3, and they were classified as quality attributes that the satisfaction level increases

more when they are improved than now, but the satisfaction level decreases when they are worsen.

Key Words : uTradeHub, Service quality, Kano’s Model, Customer satisfaction coefficient, Average

satisfaction coefficient

* Professor, Department of International Trade, Distribution and Marketing, Hyejeon College





