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A Study on the Service Quality Improvement by Kano Model & Weighted Potential

Customer Satisfaction Index
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Abstract

The Banking industry is expanding rapidly. To keep the
competitive advantages, participating companies concentrate their
resource to provide the distinguishable services by increasing the
service quality.

This study is to find that how three kinds of service
quality(process, output, and service environment) affect on the
(Weighted Potential
Customer Satisfaction Index) was developed using Kano model and

customer satisfaction. In this paper, WPCSI

PCSI. Kano's model of service quality classification was used to
improve customer satisfaction, customer satisfaction index was
calculated. Customer satisfaction index was calculated using the
existing potential for improving customer satisfaction index (PCSI
Index) to complement the limitations of the weighted potential
improve customer satisfaction index (WPCSI) were used.

Analysis using PCSI improve the quality of service levels may be
useful in assessing. However, this figure is a marginal degree of
importance on customers and quality characteristics have been
overlooked but has its problems. A service provided to customers
with some important differences depending on the interpretation of
the scope for improvement is to be classified. In other words, the
level of customer satisfaction and the satisfaction of the current
difference between the comparison factor for the company to provide
information about the priority of the improvement was not significant.
Companies are also considered important that the customer does not
consider the uniform quality of service provided can be fallible. In
this study, the weighted potential to improve it improve customer
satisfaction index (WPCSI) proposed a new customer satisfaction
index. This is for customers to recognize the importance of quality
characteristics by weighting factors, to identify practical and improved
priority to provide more useful information than has been.

Weighted potentially improve customer satisfaction index (WPCSI)
presented in this study by the customers aware of the importance of
considering the quality factor is an exponent.

The results, 'Employees' working ability', 'provided the desired
service level', 'staff to handle this task quickly enough' to the
customer of the factors had significant effects on satisfaction are met.
On the other hand ‘'aggressiveness on the product description of
employees', 'service environment as a whole, beautiful enough to'
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meet and shows no significant difference between satisfaction. But
'aggressiveness on the product description of employees' and reverse
(%) were attributable to the quality. Small dogs and overly
aggressive products that encourage the customer dissatisfaction that
can result in widening should be careful because the quality factor
As a result, WPCSI is more effect to find critical
factors which can affect customer satisfaction than PCSI. After that,

can be said.

we discuss effects and advantages of customer satisfaction using
WPCSI .

This study, along with these positive aspects, the limitations are
implied. First, this study directly to the bank so that I could visit
any other way for customers, utilizing the Internet or mobile to take
advantage of the respondents were excluded from the analysis.
Second, in survey questionnaires can help improve understanding of
the measures will be taken. In addition to the survey targeted mainly
focused on Seoul, according to a sample, so sampling can cause
problems is the viscosity revealed intends.
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