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Development of Kano model based logistics service quality

classification and potential customer Satisfaction Improvement index
Yu—Jin Jo" - Kyung—Sik Kang™

Abstract

Recently, service quality must reflect several demands of customers who show rapid and various

changes so as to be compared with the past. So, objective and rapid methods for them are necessary

more. For them, first of all, service company must calculate their standard of service quality accurately

by measuring service quality exactly. To measure service quality accurately, this researcher collected

and analyzed data by survey for customers who are customers of logistics services, grasped potential

satisfaction standard(P) by 5 point Likert scale and one survey for accurate classification of quality

attributes through weighted customer satisfaction coefficient changing quality attributes by developing

the study on Kano model and Timko's customer satisfaction coefficient, and suggested Potential

Customer Satisfaction Improvement index (PCSI) for examining the improvement of customer satisfaction

so as to utilize them as an index of differentiated and concrete measurement of service quality.

Keywords :

148

ERIIQES AA% R AL 38 e 7]
Qo W) A3, o|F 1% WA Y o
T Qlek BRAGe] BAEE fAs vk
2 washs 71ES ), nakl, sefu), Pun) 5

=HlE BAE =2, 7 U= vy Ak

2417417} z ?’2*5101*1 o]

aeht F 54 71—%&15— S5 TS Fs
SEAAE B 5E WES dna g 25l

e o] o] 71%ﬂ Az M| mEake e

Potential Customer Demand Improvement index, PCDI

A Ak, o]l %%ww Kanoe) 1412 #31 22
1

o
rlr

2,
tﬁi i
O X
o
2
i

>‘

g0 ZHUghs A3l EAEAS BEHE)
A koA Bl EALA] Aol 7sk A

I Ao R ofgt Ao AolE FAlek: RS
zk31 9tk olof| Timkot Kanod AF-A1E o]g3}

FCorresponding Author :
449-728, Korea

Kyung-Sik Kang, Industrial and Engineering, Myongji University, Yongin

Received October 20, 2017; Revision Received November 11, 2017; Accepted December 11, 2017.



22Ranowd 79 BR Al FASH £RO AAH TALT AAAS AL EXRREE

=
i
=)
TR
Ry
¥
m

2
|
of
ol
ol
5

= ARFsIGlaL BSAlgel B
o]
o

ﬁ
W BEEe] 3y

10
N
10

2

i o
ot

oL

3@

[
_VE
T
k]
i3
=
Iy
)
¥
1o
0]:‘,
s
b
o
i

o b

Ho Mz
o+ =
%9,
ftlo
0 HE‘:
&
i3
1o
to
=
e
i)
2
>
s
ui
4

o mx rx I
tlo 1X a%

2

Y0 o rfr >l£ oli w4y 2
o fllo
T o
T}, 5

ol

2 39

&

o

it

fz

s

_o|L

N

do

:oé
2
o Jx g

o o
Mo o [o ek

P
=
A
32
o
£
g3
5
=
-
rr
i
=
pa
( mlo
~
b
QL
y X

k= Kano®® IS sk 9lsl 7sAE L

F w7
3k 54 gAE HE(Likert—scale) 2] 4 %9 2
A WA o]gsto] MulA FHEA AAl dist Al

1=
& S AAfEkL, ol F o &% A A= (P)

72
< efstn AR IALFINA(PCDD A5 F3l
al

2.0]1&4 HlH
2.1 EFAulA 49 g

ERAEIC HisiM = ob dA]
Al AL glom SRkEmiE vhek
Atk = dEel 3o EFAnlze] g
ottt 2ok ol= 7]9do] A% ekt AF U
749 Tol Y] wiEeltt dH =FAHI A
AMul 2ol ZeE = sheidoR & 5 glom A,
sy, Aleld, 284 0% gokd 5 9lon o]
et AL Aol 489t

A S HiEE Befet dysel o
Seole =rehal FAMNEE R BF ARIAE

o

ot
:c|>l=A
i
_l

o
ol
o

o

o] ofele AlEolth, ol 1 Eel R BR
L BRANA Q50| BRAY EE BRAAY %

oA e T el tigt ASAR Ay F
HPhaL F7rd = glom, JoltRs = AHIAE
o] thekst FHo] £ FAE A dew

AT iR 93 8R18] ERlI F7o] golshA] %k
U AoF E 4= Qi

Kano&=dlo] FA1HP %l %
7 Wol et HNIgeETE £49] sjie] o] gt
(Kano et al. 1984). Kano®9l2] Ao 2= 3}
o] FALAT AYSI] HAFE Ao EAZA F
o] %9l Aste] she] FHeAR AYshs 3
AeolA Ho RIEFe AEFe] Aoz 4 T A
T 7 7K S840 AAS A 7R AR 14
= vtk A4S AYal S Timko[1].

Berger et al[56]< KanoRdS o]&3t &2 &4
o AAMFE A2l el o|27|7H4] o] B
< A% QA st o] W AyAHow FA 7]
siglon 53] o] A4t Avid FAREE T/
A8 71 M>O>AL A ofe] Edsel ofsf v
olF5oix] a1 Ut} Matzler et al[2]2 o5 H7|1E o]
2} Astal Kano®d ZAzollA -l 2l-gw
T7F sLdst A9 A9 TjEo R GEsiitt

1 9% Sauerwein[3]> FAEAAE A4 =2
% A4 Al Berger[7]15¢] dsllg w=a1 o o]
5 92 H7hrA digt A54 "ol §lol A=
7HA] AREEo] $kth. Franceschini [8] & KanoX. 2l
= QFD$} 539 - A8chk= HAollr Fid SAol=
5, 494 EAele 4, Mgz HA3¢l= 39 7HAE
FoJslitt. Tam and Shen(2000) [9]12 QFDE &
shol @ EAES AN AT AAel ARk
784 B]E-(Improvement Ratio)ol 7}FEx] Al5=(1/k)
= Aol Hrdshs dS Aljkste] @4 Sl
k=0.5, 4¥4 BANE= k=1, vgd SAole
k=25 Fo315t} Hsu et al[10]% o] WS 1t
2 olzolar Ql=dl, oldd A4S EF M > 0
>A > 1 F7HAE AAZ Sk Qlok

mEba] HR-SEGel -SR] zlolof st W
ot Ei7lee]l dadel wiEl KanoRde #§-3t
A A4 F3F wEgE FHYY RiEFe] xlelrt
H A2 F7 7]l wEt TheRE aEs
AEAS A Lete] & o AFekst 45499 B
= AIRE starzt stk whepa] 2 ATteal= ol A
AgelA ARbEINE FHE] BrhrEs st
Mz 7R ARbstaat st

LS

flo
b

A

il

o]

X 29
o

2.2 73 JAE Hx FE 4 BEFE A
AEA

Kano® =] &= 4l =3 Aol thal 54 A



J. Korea Saf. Manag. Sci. Vol. 19 No. 4 December 2017
http://dx.doi.org/10.12812/ksms.2017.19.4.221

ISSN 1229-6783 (Print) 223
ISSN 22881484 (Online)

72 fie) ZT 2mZO
E Lo ST £S5

Ag5bH Song(2013) [17]
oflxg}l ol 4 $AS Bt AlEsket o+ Qlok

(@) ¥4€¥4 (One—dimensional) &4

(1a)  wi=d Aol A4 (0A
One—dimensional with attractive tendency) <7
— WA A A el mA= o] ofst Al i

(SRS
AN

L -
kol ujH)t Ggurh o = &4,
b gAs Aol Y= AAH(OM

One—dimensional with must—be tendency) &4 —
okgl Al 17 ERkSol wx|= G| A Al
ol n|X= R o 2 £4.

(b) g4 (Attractive) 574

(2a) %2 "€ (AH : Highly attractive) &4 —
T A7 dARG ofstEuetE 17 ERS]| of

T G HRAA AIRE WA Al A el vl

3
a7

=

(2b) 2 WiE A (AL : Less attractive) 4 — %
= AE7F ARG ofstEuels 17 ERES]| ob
d GEFE A AR A Al 1A wESel A H
AR A2 Ik vR= £,

() A% (Must—be) %74

(3a) =& 9AA(MH : Highly must—be) £A] —

15 o o= °

(3b) W2 FAA ML : Less must—be) H4 — F
% et ARG AXEEEE 1A gie] op-u
JBFS n| x| Aut oFs} A] A Bulso &
guck 2GS PAE 54

54 ZIAE HEef o

== % B ==z =
9o = W BEE AR

5

%
—_
ﬂ:
do
2
iy
&
g

2
2
_0|L
K

A ge) wea] AH, AL 502 AEskE
Ith, U3 <Table 1> & Aol #A|Ash= 54
2% g7haroltt,

<Table 1> 5 point Likert scale evaluation
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<Table 2> Kano analysis results

Anel Kano
nee Results
1. Persons in charge of order are kind. One—dim
2. Ordering procedure is simple. Attractive
3. Web system is stable. Must—be
4. Tt" s convenient to search and order products. Attractive
5. Products are delivered safely. Attractive
Delivery 6. Products are delivered accurately. One—dim
quality 7. Problems of delivery are minimized. One—dim
8. Products are delivered without damage. One—dim
9. Logistic costs are systematized and managed. One—dim
10. Logistic costs are continuously reduced. One—dim
11. Products are packed properly. Attractive
12. Delivery charges of the purchased products are proper. Attractive
13. The schedule of delivery is kept. One—dim
14. A certain time of delivery is guaranteed. One—dim
15. For transportation accident, it’ s solve quickly. One—dim

16. The process of transportation accident solving is known in .
. Attractive

Accuracy detail.

17. Methods to prevent transportation accident are found. Must—be

18. The process of product transportation is grasped at real .
i Attractive

time.

19. Special requests of customers are responded properly. Attractive
Proper 20. Service for customers’ characteristics is provided. One—dim
o 21. Changes of ordering quantity are responded quickly. Must—be
timing 22. Requests of customer are quickly responded. One—dim
Post—ser 23. Additional costs for returning products are rational. Attractive
. 24. The process to return purchased prodoucts is simple. One—dim
vice 25. My opinion for post—service is sufficiently reflected. Attractive
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<Table 3> Weighted value by quality attributes
Dysfunctional Question
Quality attributes
1 2 3 4 5
1 0.333 0.5 0.667 0.833 1
2 0.5 0.667 0.833 1 1.167
Functional 3 0.667 0.833 1 1.167 1.333
Question 4 0.833 1 1.167 1.333 1.5
5 1 1.167 1.333 15 1.667

1.Satisfied, 2.Natural, 3.No feeling, 4.Unevitable, 5.Not satisfied
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<Table 4> Potential Satisfaction Level(P) and PCDI index
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1. Persons in charge of order are kind. O 0.34221 | 048132 17

2. Ordering procedure is simple. A 0.40178 | 0.59822 1

3. Web system is stable. M 0.06279 | 0.33839 | 24

4. It" s convenient to search and order products. A 0.34333 | 0.50568 | 15

5. Products are delivered safely. A 0.34366 | 0.55209 4

6. Products are delivered accurately. O 0.33254 | 0.48016 19

7. Problems of delivery are minimized. O 0.35359 | 0.52667 8

8. Products are delivered without damage. O 0.29018 | 0.44354 21

9. Logistic costs are systematized and managed. O 0.36525 | 0.50051 16

10. Logistic costs are continuously reduced. O 0.26053 | 048047 | 18

11. Products are packed properly. A 0.22416 | 0.41846 22

12. Delivery charges of the purchased products are proper. A 0.33814 | 0.51903 12

13. The schedule of delivery is kept. 0] 0.35827 | 0.52593 9

14. A certain time of delivery is guaranteed. O 0.36508 | 0.51462 13

15. For transportation accident, it s solve quickly. O 0.37009 | 0.53062 7

16. The process of transpi(r)lrtcz;;zﬁ. accident solving is known A 038656 | 058486 9
17. Methods to prevent transportation accident are found. M 0.0741 | 0.35119 23
18. The process of product tt;rallzsportatlon is grasped at real A 030676 | 05104 1

19. Special requests of customers are responded properly. A 0.34318 | 0.54222 6
20. Service for customers’ characteristics is provided. O 0.24281 | 0.52528 10
21. Changes of ordering quantity are responded quickly. M 0.01668 | 0.31227 25

22. Requests of customer are quickly responded. O 0.37814 | 0.54379 5

23. Additional costs for returning products are rational. A 0.31517 | 0.52355 11
24. The process to return purchased prodoucts is simple. O 0.29895 | 046973 | 20

25. My opinion for post—service is sufficiently reflected. A 0.37303 | 0.57435 3
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