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Customer Satisfaction Improvement Index using the Kano Model

Aas 4 9 @
2019 d 8¢

dF U 2 2HEFUSA
de W E R gD

=
T
B

o



T =ie Y EFAL SleT o IER

A4 284 @

S B e S S )
9 94 AdIe @
2019d 64

GG S EHEFH T



2 >

r

N
g

il

Abstract ©0000000000000000000000000000000000000000000000000000r0r0reesseseseseeeeseseeesseseseeeeeesesessee

;q]l;g- }\1 R T P T PP PP PPPIPPIIII IO

AL Ao WA =

< < < o

A2 O] 2 A HJ T ceerrererrenenentnini s

/‘\j sg ?i‘—rL

s

14
14

-

l

Z o

A24 7} (Kano) RH ¢ =

o
=0
lwmo
N

NV
ol

1. 7} =(Kano) =49
2. Timko®] 1174
3. A e

19
22

27

B/

A 37

217
29

29
31



33

33
35
36
41

70
-
T
Tor

N

T

il

N A =(PCSD

=
=

U

=

3

X

A4 ZA

43

43
46
49

52
55

58

o8
63

AT ATEZ TFO] Q OF weorereerremeeseiseisei sttt

xﬂz;g clbj?-g] )\]/\],XEJ[

65

5
sl
£

XH

66
68
68

ey
il

/\}o] L T P PP

)]
H

<

69

p—

ol
ﬂme

mr
g



22
Y

<3

17
18
20
21

2-4> Kano©] & 9]

<3

2-6> Timko

-
it

<
<
<
<

—

2-7> AA=ES

-
it

24
30
31

2-8> PCSI

-
it

5}

3-1> SERVQUAL® =4

-
it

33
35
37
-40

ezt
V

i)

=]
=

4-4> Kano® 9 3} TimkoX

<3

ez
V

4-10> A}

<3

50

4-14> A

-
it

<
<
<

4-15> A

-
it

Al

5-1> A

-
it

ezt
V

i)

5-3> A

<3



N

r
TH

<™ 1-1> ¢

12

12
15
19
19
21

<Y 2-3> Kano9l ©°]

<19 2-4>

<79 2-6> Timko

25
34

<:,_a]m 2-7> S—D%}Q Q] ] ceveeeneeenee et

38
-39

o
il

FH¢Fe] Timko F&A A4

R4

5}

<19 4-3>

42

Uk o AH| A =

8}

<19 4-4>

44
47
50
93
o6

E’_]_—

5}

=:]
=

¢}

<39 4-7> 719

v —



o

1

IS

NAA=(PCSDell

Bl
Sas rel B s e R
ok T AT 5 C = = E >
ol o = Ny B 5
= S 8 No 5 ’ - ] -
~5 N N o ‘:L : & AT_
: ? 7 3 o i ROoF o ol
op % po OF e N w - :
= o o g = 7
! R Ao ol + = L =
—_ s —_ = =~ N A o .
o W o N B e o =
. < N i
. > oz o < 5 ol o o} —
E I ET I mﬁ%ﬂllo 3
= T, o X IRt 3 2ol
- T E g 4§ = o oy
> < ¥ RV <M H i A i 5 b
gl N oE = - Tz ‘
H ol gp B RT gl e 5
5 X © N - = ® N i
9 N ¥ ’
XY I = " « 3 : 7]
g K S T oy & -9 o 2
G T & T - R
AL R A r = o &P i *
le Moﬂ " m@ 2 - X M . ° T
< BT f0 = o
bl < EE ﬂu.o HM 0 w_ MM 1_.._ \,AIM ~ L
x> f IS Hr <0 o o A
- - = T R BB g 4=
v% = L - < i %o L o] -
5% 5 T a8 & ir¥ L3
L g § A ) e
5 " X ol W o Em
of o £} e o r g o
T = 5 X S
= AT TR ol = o W o *
LA T v " <n M S :
Tags Lo E o o 5o
EEE B4 £ = E = =
o S o _Ab H o X OW 0= E TR _ﬂo
™ PR R 5 o BT Eﬂ_ = X EY
) = N my =
Mo E T T
N

N o=



=

-
s Y
}7) 4

A

I A

k.
917} ¢
=y o
b v

S

]
S A A
e



Abstract

A Study on the Port Security Service Quality and Potential

Customer Satisfaction Improvement Index using the Kano Model

Kang, Sang-Hyun

Department of Shipping and Port Logistics
Graduate School of Global Logistics

This study attempts to we investigated how the quality of port security
service element of port users was recognized using Kano's dual service quality
theory. Through this research, the research was conducted to suggest the
direction in which each security agency should provide the service with an

emphasis.

The results of the study are as follows: First, the quality component of port
security service is found to be among 22 items, the one-way quality component,
excluding two items, 'free mention of errors’, and ’individual interest in

individuals’, with no other attractive quality factor, etc.

Second, the results of the satisfaction coefficient, the item 'Continued
Kindness’ was the highest in each category, followed by 'Always Help’ and '
Employee Confidence’. The non-compliance coefficient was the highest item of
"true effort of problem solving’ for each item, followed by 'correct

implementation of security service’ and ’'stability of security service provision'.



Third, the PCSI analysis showed that the priority of improving the quality
factor was 'Security service provision stability’, ‘Real efforts to solve the
problem,” 'continued kindness’, and there are no other quality factors.

The results of this study are relevant to the analysis of the port security
service quality recognition of port security service, potential customer
satisfaction level, and the effect of improvement on port security service quality
in order to present the strategic direction and method for improving port

security service quality.

Topic: Port Security Service Quality, Kano Model, Potential Customer

Satisfaction Improvement Index, PCSI Index
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<E 4-5> gotE ot MH|A ZEXof st HAMH nZorx MR F=(PCSI)
I_;a:‘; 7 3 S| D |SD| SA| U |PCSI PR
1 dA Ao B4 0.62|-0.54/1.160.634/0.366| 0.73 | 17
2 | EQE Al AIZHA o E 0.68]-0.44|1.12]0.548/0.452| 0.61 | 22
3| HeAF 8 FvdE 0.66|-0.77/1.4310.735/0.265| 1.05 | 10
4 |Reot Mu)x #AE g A8 o] AlZbE =8 10.741-0.65]1.390.642/0.358] 0.89 | 15
5 |oFge] 843 o3 0.68|-0.76/1.440.713/0.287| 1.03 | 11
6 A A AT = 0.76-0.82/1.57/0.739/0.261|1.16 | 2
7 | SHE HobMqH] A o] 0.68/-0.80/1.49/0.738/0.262/1.10 | 5
8 |[9F&E A7 ) Mu]x AlE 0.70|-0.76|1.470.738/0.262| 1.08 | 8
10412 F=3)e] AJZE A 0.731-0.64/1.36 |0.711]0.289| 0.97 | 12
AdAH [11]41&3F BekAn| 2~ 0.791-0.69/1.480.730/0.270| 1.08 | 7
ZAQA DA B8 0.831-0.64/1.4710.743]0.257| 1.09 | 6
1323 A3 S5 0.63|-0.45/1.08 0.653/0.347| 0.70 | 18
144 0] A7 = 0.83/-0.73/1.56/0.727/0.273|1.14 | 4
15| B ok n) 2~ A &-o] <HAzh 0.79/-0.79/1.58/0.738/0.262|1.17 | 1
16 41549 WA= 0.85/-0.72/11.58/0.730/0.270/ 1.15 | 3
17/ 5.9k 1] AFEA 0.78-0.69|1.470.725/0.275| 1.07 | 9
18370 gt AMEs A 0.68|-0.39/1.07 [0.654/0.346| 0.70 | 19
19| & kR oko] - A7) 0.75|-0.57/1.33]0.684/0.316| 0.91 | 13
207 ge Ao B4 0.77|-0.4211.19]0.693/0.307| 0.82 | 16
2EHE aFx71o o] 0.81|-0.49/1.300.695/0.305| 0.90 | 14
34 9 |25l Wd AFEE A 0.51|-0.47/0.980.638/0.362| 0.63 | 20
FALA 2070000 gk A B 0.60|-0.35/0.95 0.656/0.344| 0.63 | 21

S: WEAS, D BEUSAS, SA wEE, U EUEE, PR PCSIEY

HAHE DHPH X|=(PCSI Index)

1.17
1.14 1.15
1.08 1.09 1.07
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PCSI| PR

D |[S-D| SA | U

S

0.61|-0.53|1.14]0.603| 0.40 | 0.69 | 17
0.68|-0.42/1.1010.510| 0.49 | 0.56 | 22
0.65|-0.76/1.4110.724| 0.28 | 1.02 | 10

0.65|-0.73/1.380.694| 0.31 | 0.96 | 11

0.75|-0.79/1.54/0.725/0.27 | 1.12 | 1
0.69|-0.77/1.46|0.724| 028 | 1.06 | 6
0.70|-0.73/1.43/0.722| 0.28 | 1.03 | 7
0.691-0.60|1.29]0.693| 0.31 | 0.89 | 12
0.77|-0.67/1.43/0.712| 029 | 1.02 | 9
0.82|-0.63/1.46/0.729/0.27 | 1.06 | 5

0.60|-0.421.0210.654| 0.35 | 0.67 | 18
0.81|-0.69/1.50/0.714/0.29 | 1.07 | 4
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# &%10.73|-0.64| 1.37/0.627| 0.37 | 0.86 | 13
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. Bplz=
. EE{_}__—VE,

0.77|-0.77/11.56410.722/1 0.28 | 1.11 | 3
0.84|-0.71/1.55/0.717/0.28 | 1.11 | 2
0.79|-0.66|1.44/0.712| 029 | 1.03 | 8
0.67|-0.36/1.03]0.644| 0.36 | 0.66 | 19
0.741-0.54/1.27]0.657| 0.34 | 0.84 | 15
0.791-0.46|1.25]0.675| 0.33 | 0.84 | 14
0.751-0.39/1.15]0.680| 0.32 | 0.78 | 16
0.48|-0.45/0.93]0.624| 0.38 | 0.58 | 21
0.58|-0.33/0.91|0.645| 0.35 | 0.59 | 20
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<¥E 4-7> 0{M2| statE ol MHAZEZR EMZAD]
Kano 7 3 S| D SD| SA| U |PCSI/PR
T

2 |3ukE ol Ao AlztE g 0.71/-0.50/1.2110.714] 0.29 | 0.86 | 19
3 R Y 3 =04y 0.68-0.85/1.53/0.786] 0.21 | 1.20 | 13
4 [HoF g2 Ba® A= AZA =2(080]-0.70/1.50]0.707] 029 | 1.06 | 15
5 |99 FAF o] 3 0.79/-0.91/1.70/0.793/0.21/1.35| 5
6 [ FANZY AT =7 0.76/-0.94/1.71/0.800/ 0.20 | 1.36 | 4
7 |&ulE Bt H] A~ o] 3 0.65-0.94/1.590.800] 0.20 | 1.27 | 10
8 |9F&E A7 Ul AU AT 0.741-0.91/1.65/0.807| 0.19] 133 | 6
9 |97l W AFEe AF 0.63]-0.57/1.2010.700] 0.30 | 0.84 | 20
10402 8] A7 Ay 0.88]-0.79/1.6810.793/ 0.21 | 1.33 | 7
oo MASE BAAH 2 0.91/-0.79/1.71/0.807/0.191.38 | 3
o oo 2N T 0.88/-0.651.53/0.807) 0.19 | 1.23 | 12
FEEIBlaAe) A& o9 0.73]-0.60/ 1.33]0.650] 0.35 | 0.87 | 18
14399 AgE 0.91/-0.91/1.82/0.786] 0.21 | 1.43 | 2
15|22 AFY AAZ 0.88/-0.91/1.79/0.807/0.19 | 1.45 | 1
16/ A% A= 091/-0.76/1.68]0.786] 0.21 | 1.32| 8
17|59t 19 AEA 0.741-0.85/1.5910.779] 0.22 | 124 | 11
18|27l ik sHE A #A 0.731-0.52/1.2410.700] 0.30 | 0.87 | 17
193k R oke] o A 7E 0.84-0.75/1.5910.800] 0.20 [ 128 | 9
207010 gk AEE wA 0.71-0.45/1.160.700] 0.30 | 0.81 | 21
21 F s BAold B4 0.85]-0.55/1.39]0.750| 0.25 | 1.05 | 16
N[EW”S QFF719 o] 091/-0.62/153]0.786] 0.21 | 1.20 | 13
;ioil Aoz ol Al B 0.67-0.57/1.2410.771| 0.23 | 0.96 | 22
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I_;afef 7 g S | D |SD| SA U |PCSI|PR
IEEEREFLEEE 0.70|-054]1.2410.611] 039 | 0.76 | 17
2 [FwrEcr Ao Az ujd 0.731-0.46/1.19]0.520] 0.48 | 0.62 | 22
IER e R 0.69]-0.78/1.460.758] 0.24 | 1.11 | 10
4 5ok Au]~ dw Ame] AZA =e0.74]-067141]0.645) 036 | 091 | 15
IEECERERE 0.721-0.76/1.4810.730 0.27 | 1.08 | 11
6| FANEY AR = 0.78/-0.83/1.62/0.766| 0.23 | 1.24
7 [2vlE HebAu 2 o] 3 0.69|-0.80(1.48]0.760] 0.24 | 1.13
§[FEH AzF O Au = AT 0.721-0.76/1.48]0.760] 0.24 | 1.13
9 [oFol W Anme AT 055|-0.47/1.03]0.669] 0.33 | 0.69 | 20
098]~ 39 Azt A 0.741-0.66/1.39]0.732] 027 | 1.02 | 12
AAA (114153 Bebqu~ 0.80]-0.70/1.50]0.754] 0.25 | 1.13
A9 AN =& 0.87/-0.62/1.49/0.7740.23 [ 1.15
Bl A5 oo 069]-042/1.1210.671] 033 | 0.75 | 19
TEEEPIREL 0.87/-0.71/1.58/0.754] 0.25 | 1.19
SEAMH = AT HAR 0.81/-0.80/1.60(0.770| 0.23 | 1.24
16AEH AAE 0.89/-0.69/1.58/0.754| 0.25 | 1.19
17| Herd el A5A 0.80|-0.69/1.50[0.758] 0.24 | 1.13
18|20l s A A 0.70|-0.431.13]0.665| 0.34 | 0.75 | 18
193 T E ete] 2 A7 0.79]-056]1.35]0.687 0.31 | 092 | 14
207200 i A AAl 0.62]-0.391.01]0.679] 032 | 068 | 21
20 A e AAole wAl 0801-042/1.2210.728 027 | 089 | 16
NERHF 2 7x79] o 0.84|-052/1.36]0.720] 028 | 098 | 13

S: WEAS, D BUEAS, SA : B=EE, U BuEE, PR : PCSIEY
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