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ABSTRACT 
This study focuses on how to measure the customer satisfaction in the service industry towards the satisfaction aspects 
considered of the ServQual criteria. The questionnaires developed were using Kano criteria that manipulate the qualitative data 
of quality attributes into quantitative value and Likert scale based on the quantitative values. By comparing the results data of 
Likert scale and Kano criteria related to the service delivered, the measurement carried out in this study is towards the service 
of bank industry. The correlation among them, based on what the functional and dysfunctional of Kano domain compared to 
the Likert scale, are to validate what the main criteria required for the improvement priorities against customer satisfaction.  
This is due to the method of CAT ranking and graphical between CS versus DS are ambiguity for justifying the improvement of 
priorities required. 
Keywords: Customer Satisfaction, Kano, CS-DS, CAT. 

1. INTRODUCTION 
A major outcome of marketing activities is not only related to how much profit can be achieved, but also on how high 
the customer satisfaction resulted from the activities. The examination on this is especially to the specifications 
matched to the customer expectation and the fair exchange of a value at a price and potential for the utilization related 
to service given [1].  This can be experienced in a variety of situations connected to the goods and services [2,3]. 
Related to the service of banking industry where the lending function, as an example, is considered as the most 
important function for the utilization of funds [4], the loans provided actually will give the highest gross profits to the 
bank. In such case, there is, however the opposite result as a risk of the main cause of bank failure if there was the large 
number of non-performing loans occurred. A number of scholars proposed how to measure and evaluate the quality of 
service provided by bank as a service provider in terms of customer satisfaction as follows: 

a) BANKSERV as a form of service quality as perceived by the customer [5] 
b)  Personal interaction [6] 
c) Optimal loan size [7] ;  saving and loan [8] 
d) Consumer involvement in financial services [9]  
e) Service performance [10] 
f) Financial Performance [11] 
g)  Customer orientation, trust, length of relationship, expertise and ethics  [12] 
h)  Bank and Customer Preferences [13] 
i) Image, perceived service quality and satisfaction to determine loyalty  [14] 
  

Beck et al., [15] stated that the factors which influence lending function are the size of bank, the relative importance of 
consumer credit within the bank, the structure of the bank, the abilities of bank personnel, and the bank’s objectives 
and strategies.  McQuitty et al., [16] in this sense put the assumption that a customer will learn from experience where 
the decreasing levels of expectations and disconfirmation against goods and services should affect customer 
satisfaction. 
The facts, many scholars with the case of services given have reviewed the service perceptions and expectations, such 
as banking [17,18] , financial and loan funding [19,20], insurance, [21], hospital [22], and health center [23]. In brief, 
they proposed a positive linear relationship between staff satisfaction, service quality and customer satisfaction which 
leads ultimately to profitability. However, according to Kumar et al., (2008:176-177), they are not clearly 
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differentiating the service quality constructed between functional service quality (FSQ) (which means doing things 
nicely) and technical service quality (TSQ) (which is doing things right) for the related service forms towards the 
strategy in providing a better service to customers. 
Moreover, Hanan and Karp [25] explained that the satisfaction is based on the customer’s experience of both contacts 
with the organization and personal outcomes. Kotler [26] argued that, ‘‘Customers’ feeling of pleasure or 
disappointment resulting from comparing a product’s perceived performance or outcome in relation to their 
expectations.” On this issue Padilla [27] stated that customer may be satisfied with a product or service, an experience, 
a purchase decision, a salesperson, store, service provider, or an attribute.   For an instance, in the financial services 
industry where the services provided is characterized by the increasing competition [5],  is a relatively mature market 
for retail banking and little growth in primary demand [28], as well as narrow lending spread and focused niche players 
[29]. Although their primary driver is for the greater profit, the exemplary businesses focused on the customer and 
experience with the organization in goods or service. They treat customer satisfaction in order to determine how to 
increase customer base, customer loyalty, revenue, profits, market share and survival in monitoring businesses. They 
also explored links between variables concerning the customer satisfaction which includes the customer service and 
customer loyalty. 
Therefore, first, many service industries should pay greater attention to customer service quality and customer 
satisfaction in order to increase the competition and deregulate the total perception of the quality of a service as the 
outcome (technical quality), rather than simply addressing service quality from a functional perspective [24,30,31]. 
Second, it is also important for company to get more profitability and to achieve the profit target margin. In this point 
of views, customer relationship development and management systems need to be focused heavily by companies [32], 
besides the development of effective customer relationships that need to be recognized as an essential component of 
marketing strategies in service industries [33]. Since quality of services in the service industries are globally remained 
as a critical point for businesses strategy to a comparative advantage in the marketplace [34], then service quality 
become a primary competitive weapon [35], particularly in bank industries in which they should focus their strategy 
through quality of services given as a core competitive strategy [36]. This is due to banking service in providing their 
financial service; they accept deposits and channel those deposits into lending activities, either directly or through 
capital markets. 

2. LITERATURE REVIEW 
Hsu and Cai [37] asserted that when customer satisfaction is modelled as a function of disconfirmation arising from 
discrepancies between prior expectations and actual performance, then the expectations as a critical antecedent of 
satisfaction becomes a determinant of attitude [1]. The customer satisfaction in this view is related to a highly personal 
assessment and greatly affected by customer expectations. Grönroos [30] previously emphasized that how good the 
quality of the product perceived by customers should be based on the measurement towards the approaches of attitude 
determinant of customer satisfaction, especially, to the service perceptions and expectations value where customer 
dissatisfaction affects an organization in various ways such as: 

• The customer who experiences an unsatisfactory service encounter may never patronize that particular service 
provider again. 

• The customer may not only want to have that incident rectified, but may request that the damage done to their 
interpersonal relationship with the provider be repaired [38,39], thereby incur costs to the organization.  

• The organization must worry about losing prospective customers as well as present ones. This is due to 
(perhaps) the most damaging to the organization which is the tendency for an unsatisfied customer to engage 
in negative word-of-mouth communication [40]. 

• The organization needs to be able to differentiate between the numerous variables that influence the 
consumer's selection of particular coping strategies. This is to enable them to respond in the most appropriate 
fashion and be aware that specific coping strategies may influence what consumers perceive to be satisfactory 
service outcomes.  

In brief, the above mentioned problems in banking industry need to be interpreted as the following: 
   The problem of the customer dissatisfaction due to the period for loan approval process might take a few days 

or within a week to progress it [33]. There were several documentation processes which have to be processed 
in order to get the financing loan approval. In this, the loan documentation for processing included application 
form, personal details, loan processing, and loan approval, while the documentation personal details included 
income statement, document related to property and finance, and personal detail such Identity Card (IC). The 
loan processing which includes site visit and premise business is managed by a loan officer. The loan 
processing takes a lengthy period for the loan approval process because the loan officer needs to site visit to 
verify and confirm that the property to be financed is in good condition and premise business to verify and 
confirm the applicant’s position in the company or business. In addition, the officer needs to verify the income 
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statement by checking the employees’ provident fund (EPF). The main purpose for verification of loan 
processing is to prevent any fraud documentation by customer, but the period for loan approval process might 
take along period to progress it. This is one of the factors which cause customer dissatisfaction in loan service 
provided by the selected bank.   

 The requirement and qualification for proposed loan approval is very tight. There are some documentations 
required related to such as fixed deposit, property, monthly high income or guarantor to guarantee the 
financing loan. Without any of the guarantees’ support and/or due to the low monthly income, it is becoming a 
reason on why it is quite difficult to get the loan approval because of the low financial ability. Others are the 
character of bad payment, high exposure and non performing loan so that it is difficult to get loan approval 
due to the payment not on time and not updated, besides many commitments, and not paying the payment for 
more than 3 months. The bad characters will be noticed and it will most possibly be blacklisted from the bank 
company. In fact, the tight requirements and qualifications cause customer dissatisfaction in loan service, 
besides the margin of the loan proposal that does not necessarily guaranteed for fully getting margin of the 
financing loan. In addition, the customer needs to wait for a long period for the documentation processing 
approval without any guarantees on their loan proposal approved. In some cases, bank only offers less than 
80% margin of financing loan or does not give the loan approval. In this, the margin of financing loan 
approval does not fulfill the customer requirement or the loan proposal was not approved by bank. This has, 
therefore, become one of the reasons on why some customer prefers to get a loan from private money lender 
with high interest charged in which the loan approval is approved fast and easy , even sometimes without any 
guarantee required.  

 
Considering the above, ServQual and Kano models will be used to measure the customer perception, expectation, and 
satisfaction where the analysis and measurement on customer satisfaction are conducted against as follows: 
1. Quality of service in banking company towards the customer satisfaction.  
2. Customer satisfaction in banking company is based on Kano model towards ServQual.  

3. METHODOLOGY 
In order to understand and determine the customer needs and their impact on customer satisfaction, this study 
categorizes the different customer requirements (CRs) based on Kano criteria [41].  Using the analysis of service 
quality provided to customers based on service quality (ServQual) criteria [42,43], the target of this study is the external 
customers of the bank selected versus how the service quality is given, response and feedback from the customers, and 
system running in the bank.  
The survey conducted is through observation and questionnaires, while the data collected were then used, analyzed and 
interpreted by using SPSS software. Two types of questionnaires are developed and used to analyze the customer 
satisfaction towards their feeling, needs, opinion and feedbacks. First, Kano criteria that contains of pairwise 
questionnaire designed with methods of dichotomous statement (functional and dysfunctional). Based on the 5 
attributes of customer requirements for the functional and dysfunctional form they are used to analyze customer needs 
and categorizes the attributes of customer requirements (CRs). The questions developed are according to the customer 
needs, customer requirements (CRs) and quality performance based on quality attributes of Kano model for evaluation 
such as Attractive (A), One-Dimensional (O), Must-Be (M), Indifferent (I), Questionable (Q), and Reverse (R). 
Second, the Likert scale that contains of 1 until 5 of scaling value towards the questionnaire designed for the external 
customers who come to the bank for applying the loan service of the bank.   The general information and responses 
from the questionnaires were analyzed by statistical method. On this, the experience of customer towards the 
performance of provider related to service delivered is called as the gap analysis. This is involving a comparison of 
expectations with performance [42], while on how satisfied the customers are based on Kano model, which is also 
known as the difference between customer satisfaction (CS) and customer dissatisfaction (DS). According to Sihombing 
et al., [44] the measurement of customer satisfaction can be carried out based on gap analysis between CS-DS , CAT, 
and Importance as shown in figure 1, as following:  
1. The correlation of Kano criteria results related to customer satisfaction towards the importance and performance of 

service delivered to customer, will depict as follows: 
a) How satisfied the customer is towards the company performance of their service given.  
b) What priorities are required by the provider related to the importance of customer’s view in order to improve 

the service delivered. 
2. The characteristics of service delivered to customer based on functional and dysfunctional criteria towards the 

importance and performance of service delivered, will depict as follows: 
a) What are the elements of functional that customer‘s view as the importance of service delivered to them. 
b) What are the elements of dysfunctional that customer‘s view as not important to them, and how the 

performance of service are delivered to them. 
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Figure 1: Customer Satisfaction Gap Analysis 

 

4. RESULTS AND DISCUSSIONS 
The questionnaires were distributed to customers who directly contribute to the bank. The sample size was based on the 
population, confidence level, and interval (100, 95%, 8) where there 260 respondents of the selected bank are involved 
in this study. 

1.1 Analysis based on Likert  
There are 17 questions developed according to ServQual, customer satisfaction and problems occurred in the banking 
service. Table 2 shows that all the average values of respondent response against questionnaires are in the range of 3.77 
to 4.8, which is in the range between “neutral” to “strongly agree”.  Based on the result, the responses for calling 
service for 24 hours (L5), service information through mass media advertisement (L6), suggestion box provided (L8), 
and  (L9) suggestion and complaint column in website are in the range of “agree” to “neutral”. While, the services of 
telecommunication facilities (L1), website (L2), electronic consultancy (L3), onsite consultancy (L4), customer service 
(L7), period for applying loan and loan approval (L10, L11, and L12), and margin of financial loan offer by bank (L13 
and L14) is between the range of  “agree” to “strongly agree.” They are towards more than 80% margin of financing 
loan, employees’ service, employees in proper attire and good explanation related to loan service.  

1.2 Analysis based on Kano 
There are 15 questions developed to determine the customers’ feeling according to customer satisfaction and problems 
occurred in the banking service.  Table 2 shows that Attractive (A) attributes are the most that customers chose for 
Kano section as follows: 

 The services of electronic consultancy (K3), on side consultancy (K4), customer service (K7), period for 
applying loan and loan approval (K10 and K11), margin of financial loan offer(K12), employees’ proper attire 
(K13), good attitude (K15), and good explanation to serve customer (K14) are the attractive attributes. This 
means that the customers would be satisfied if these services were provided; otherwise, they would not be 
satisfied.   

 The services of telecommunication facilities (K1), bank website (K2), 24 hours calling service(K5), service 
information through the mass media (K6), suggestion box (K8) and complaint column (K9) provided by bank 
are in Indifferent attributes which customers would feel and think indifferent on whether the services were 
present or not.  

 There is no questionable condition existing in reverse condition.  
 It is found that 4 reverse conditions exist (K10, K11, K12, and K15). There is only 1.67% (1 out of 60), this is 

means that the customers may be dissatisfied if the services are presented. 
 
According to Kano’s model, the horizontal axis indicates the level of fulfillment of a specific CR, while the vertical 
axis denotes the level of customer dissatisfaction towards the fulfillment level of that CR in the Kano diagram. The CS 
and DS values can reflect the average impact of a CR on the satisfaction of all customers which included percentage of 
customers who expressed satisfaction with the existence of a certain CR, in case of its non-fulfillment, and the 
percentage of customers who expressed dissatisfaction [45]. The model can illustrate the relationship between customer 
satisfaction and quality performance, which is customer perception described as follows: 

a) Figure 2 and 3 shows the CS value, DS value, CS-DS value and characteristic of questions through Kano 
model. The most satisfaction to the service features included consultancy (K3, K4), customer service (K7), 
period for applying loan and progressing the loan approval (K10,K11), margin of financial loan (K12), proper 
attire to serve customer (K13), explanation related to loan service (K14), and employee's service (K15). The 
attractive attributes lead to external customer satisfaction and shows that those services mentioned above is an 
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attribute to which the customer want compared to others. The CS value of Attractive attributes is higher than 
DS value, which means that the customer is more satisfied than dissatisfied with the services provided. 

b) The criteria from question number 1, 2, 5, 6, 8, and 9 are as Indifferent attributes, whether the services were 
present or not. This includes telecommunication facilities, bank website, calling service, service information, 
suggestion box, and complaint column provided by bank. The CS and DS value of the Indifferent attributes is 
close to zero which means that customer feels Indifferent whether these services were provided or not.   

c) Figure 2 shows the characteristic of questions in Kano model where the attributes of K1, K2, K5, K6, K8, K9 
are Indifferent attributes and shown in the area CS. This is reflected in Figure 2 that shows the overall CS 
coefficient and DS coefficient where Indifferent attributes are depicted in condition CD=<0.4 and DS>-0.2.   

d) By using the classification of Kano towards Functional and Dysfunctional scores as suggested by Tantoni [46], 
Figure 3 shows as follows: 

 FI =   ∑ Degree of Satisfaction with existence/ (Number of responses x 2)                                    (1) 
 DI = - ∑ Degree of Dissatisfaction with inexistence/ (Number of responses x 2)                           (2) 

. Table 2: Five Generic Service Quality Dimensions vs. Expectation and Perception Attributes Values 

 EXPECTATION/EXPERIENCES 
Attributes 

PERCEPTION 
Attributes 

Service Quality 
dimensions Details Likert 

Q MEAN Std 
Dev RANK Alpha 

Cronbach 
Kano 

Q Kano 
MEAN RANKING Alpha 

Cronbach 
[F] 

Func 
[DF]    

DysFunc K CS-DS CAT K  

Ta
ng

ib
le

s Appearance of 
Physical  
Facilities 

TA1: 
Telecommunica-

tion facilities 
L1 4.05 0.70 5 

0.882 

K1 I  
[A]** 

1.73 
[4.27]* 

3.57           
[2.43]* 3.04 8 

[0.4] 
14 

[0.2] 6 

F=0.877 
DF=0.703 

FDF=0.700 
Kano=0.743 

TA2:                 
Bank Website L2 4.07 0.73 6 K2 I 

[A] ** 
1.82 

[4.12]* 3.55  [2.45]* 3.02 6 
[0.32] 

8 
[0.367] 5 

TA3: 
Suggestion box L8 3.9 0.60 3 K8 I  

[A] ** 
1.97 

[4.03]* 
3.45 

 [2.55]* 2.97 3 
[0.25] 

4 
[0.5] 3 

TA4:         
Complaint column L9 3.82 0.62 2 K9 I  

[A] ** 
1.92 

[4.08]* 
3.5 

[2.5]* 2.99 4 
[0.3] 

6 
[0.4] 4 

Appearance of 
Equipment              

R
el

ia
bi

lit
y Perform as 

promised 

RE1: 
Period for 

applying loan 
L10 4.38 0.74 10 

0.965 

K10 A  
[O] ** 

1.37 
[4.63]* 

4 
[2]* 3.15 7 

[0.44] 
10 

[0.267] 11 
F=0.984 

DF=0.884 
FDF=0.603 
Kano=0.857 Perform  accurately

RE 2: 
Period for 

progressing the 
loan approval 

L11,  
L12 4.39 0.77 

11 
K11 A   

[O] ** 
1.33 

[4.67]* 
4.05  

[1.95]* 3.16 5 
[0.44] 

13 
[0.233] 14 

12 

R
es

po
ns

iv
en

es
s 

Willing to help 
customer 

 
RS 1: 

Consultancy 
 

 
L3, L4 

 
4.37 0.69 

8 

0.921 

K3, 
K4 

A  
[I] ** 

1.5 
[4.5]* 

3.55 
 [2.45]* 3.07 

13 
[0.58] 

12 
[0.267] 7 

F=0.940 
DF=0.802 
DF=0.698 
Kano=0.744 

9 12 
[0.56] 

11 
[0.267] 8 

RS 2: 
Calling service L5 3.77 0.81 1 K5 I  

[A] ** 
2.2 

[3.8]* 
3.53 

 [2.47]* 2.93 1 
[0.08] 

1 
[0.817] 1 

RS 3: 
Service 

information 
L6 3.98 0.81 4 K6 I  

[A] ** 
2.02 

[3.98]* 
3.45  

[2.55]* 2.95 2 
[0.25] 

5 
[0.483] 2 

RS 4: 
Customer service L7 4.13 0.83 7 K7 A  

[I] ** 
1.53 

[4.47]* 
3.68  

[2.32]* 3.09 11 
[0.52] 

15 
[0.117] 9 

RS 5: 
Employee service L17 4.68 0.57 16 K15 A  

[O] ** 
1.22 

[4.78]* 
3.95  

[2.05]* 3.16 9 
[0.54] 

9 
[0.267] 15 

A
ss

ur
an

ce
 Knowledge of 

employees 

AS 1: 
Margin of 

financial loan 

L13, 
L14 4.63 0.55 

13 

0.882 

K12 A  
[O] ** 

1.25 
[4.75]* 

3.93 
 [2.07]* 3.16 10 

[0.56] 
7 

[0.4] 13 
F=0.948 

DF=0.737 
FDF=0.518 
Kano=0.560 

14 

Knowledge  
courtesy 

AS 2: 
Explanation 

related to loan 
service 

L16 4.68 0.50 15 K14 A  
[I] ** 

1.22 
[4.78]* 

3.73  
[2.27]* 3.14 15 

[0.74] 
3 

[0.583] 10 

Em
pa

th
y Level of Caring                

Individualized 
attention 

EM 1:  
Proper attired to 
serve customer 

L15 4.8 0.40 17 0.960 K13 A  
[I] ** 

1.18 
[4.82]* 

3.85  
[2.15]* 3.16 14 

[0.72] 
2 

[0.6] 12 
F=0.966 

DF=0.875 
Kano=0.855 

Note:   *    reverse of actual data.   
            ** 2nd Max of Kano Attributes.   
             K = Ln{[(((F*DF')2)+((DF*F')2)/(F+F')]+[((F*DF')2)+((DF*F')2)/(DF+DF'))]/2} 
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The Kano attributes of K1, K2, K5, K6, K8, and K9 is I (Indifferent) where the FI and DI  . 

e) By considering the Likert scale as the expectation (where the average is 4.3), while the Kano scale is considered 
as the perception (where the value of 3 as “Neutral”), we can find that K5, K6, K8, and K9 are in the area of 
perception  and expectation  (Figure 4) 

Based on the above, it can be concluded that the company has to improve its perception in the eyes of the customer. 
Although Berger et al.,[47] and Sauerwein [48] suggested that “M>O>A>I”, the facts that if the priorities given to A 
(Attractive attribute), which are  K3, K4, K7,  K10, K11, K12, K13, K14, and K15 (Figure 2), the results will only be 
to Indifferent or One-Dimensional attributes as shown in 2nd Max. Therefore, due to K1, K2, K5, K6, K8, and K9 in 
Indifferent attributes (Figure 1) where the 2nd Max is in Attractive attribute (Table 2) and in the area of expectation  
(Figure 3), then the priorities given for improvement should be in perception , that are K5, K6, K8, and K9. This is 
also supported through the ranking comparison, where they have consistency in the top 5 of highest ranking based on 
the average of Likert, CS-DS, CAT, and K (see Table 2). 

1.3 Analysis based on ServQual 
According to Table 3, the ServQual dimension of Responsiveness shows as the highest negative gap (-0.43). The larger 
the gap between perception and expectation, the more the urgent expectation of customer attributes given priorities. 
This condition may cause dissatisfaction. However, since the measurement considered by  ranking of the mean values 
and so on (as described in Table 2), the focus for improvement (on Table 3) does not only lie on the element of service 
delivered to customer. Since we use ServQual attributes, the gap between expectation and perception in this table only 
shows the criteria of ServQual that needs to be prioritized for improvement. 

Table 3: Result of Gap Score Calculation 
Service Quality 

dimensions Factor FI DI EXPECT PERCEP Weight  
(W) 

Gap 
(G) W x G RANK Mean 

Tangibles 

TA1 Telecommunication 
facilities 0.64 0.28 4.05 3.04 0.215 -1.01 -0.22 11 

-0.20 TA2 Bank Website 0.60 0.28 4.07 3.02 0.215 -1.05 -0.22 10 
TA3 Suggestion box 0.53 0.23 3.9 2.97 0.215 -0.93 -0.20 12 
TA4 Complaint column 0.55 0.25 3.82 2.99 0.215 -0.83 -0.18 14 

Reliability 

RE1 Period for applying 
loan 0.83 0.52 4.38 3.15 0.156 -1.23 -0.26 7 

-0.23 
RE2 

Period for 
progressing the loan 
approval 

0.85 0.54 4.39 3.16 0.156 -1.23 -0.19 13 

Responsiveness 

RS1 Consultancy 0.76 0.28 4.37 3.07 0.378 -1.30 -0.49 2 

-0.43 
RS2 Calling service 0.42 0.27 3.77 2.93 0.378 -0.84 -0.32 6 
RS3 Service information 0.51 0.23 3.98 2.95 0.378 -1.03 -0.39 4 
RS4 Customer service 0.73 0.34 4.13 3.09 0.378 -1.04 -0.39 3 
RS5 Employee's service 0.91 0.48 4.68 3.16 0.378 -1.52 -0.58 1 

Assurance 
AS1 Margin of financial 

loan 0.89 0.48 4.63 3.16 0.166 -1.47 -0.24 9 
-0.25 

AS2 Explanation related 
to loan service 0.90 0.38 4.68 3.14 0.166 -1.54 -0.26 8 

Empathy EM1 Proper attire to 
serve customer 0.92 0.43 4.8 3.16 0.085 -1.64 -0.35 5 -0.35 

 

1.4 Analysis based on Correlation between Likert and Kano 
Since the result based on Likert and Kano method in previous part did not exactly depict what the element of service 
delivered that should be given as priorities for improvement, to analyze this therefore we measure the correlation 
between them in order to justify which attributes of service quality is important and significant to each other.  

Table 4 and 5 shows that the correlation between Kano, Functional and Dysfunctional does not occur on the 
ServQual dimensions of “Reliability” and “Empathy”.  While they are compared with Likert (Table 6), the correlation 
between “Assurance” dimension of ServQual can be ignored since no correlation is found (Green color).  Hence, the 
correlation among the ServQual attributes considered is only on “Tangibles” and “Responsiveness, as follows: 

 
(i) Kano 8 ↔ F1 ↔ DF1 ↔ L1 
(ii) Kano 3 ↔ F9 ↔ DF9 ↔ L9 

 
However, since the consideration for improvement is among the elements of service quality attributes, then the 

decision for improvement priorities should be given to “Tangible” attributes that are pertinent to Kano 8 or TA 3. This 
means that the company website should provide with the facilities of the “Suggestion Box”, in order to make the 
customers communicate their needs and feelings about the service delivered by the company. Viewing on this, by 
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providing the better facilities related to how the customer can communicate with the company, it would make the 
service delivered by company “Attractive” (as the customer latent needs or 2nd Max of Table 2). This is supported with 
the value of expectation (3.9), perception (2.97), CS-DS, CAT, and K in Table 2, where they have ranking level 3 and 
4. In Figure 3 and 4, the location of Kano 8 or TA 3 is in the location of FI↓& DI ↓ and Expectation ↓& Perception ↓. 

 
Although based on Table 2, the bigger gap occurred in “Responsiveness” attributes of ServQual (-0.43), the gap of 
Kano 8 or TA 3 is close enough to -1, that is -0.93. On the other hand, the Kano 3 or RS 1 shows that the quality of 
ServQual attributes is “Attractive”, where the latent need and 2nd Max is “Indifferent”. This means that this attribute 
will be formed “Indifferent”, even though the company makes the improvement. 

 
Table 4 Correlation between Kano vs. Functional  
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Table 5 Correlation between Kano vs. Dysfunctional  

 
 

Table 6 Correlation between Kano vs. Likert 

 

5. CONCLUSION 
1.  The significant findings related to customer satisfaction obtained through the use of Kano method and Likert 

towards ServQual are as follows: 
a) Based on the analysis using such as 

i ) Ranking level against their average value. They are found almost similar, especially when they are 
considered in the biggest 5th (Table 2). However, they are quite different compared to ranking level using 
weighted method [45] as shown in Table 3. 

ii ) The biggest 5th for improvement. It was found that the priorities for improvement are on “Tangibles” and 
“Responsiveness” attributes of ServQual (K8 or L8 or TA3, K9 or L9 or TA4, K5 or L5 or RS2, and K6 
or L6 or RS3). This is based on the ranking level towards average values of Likert, CS-DS, CAT, and K 
(see the row with the grey color in Table 3).  In addition, this is also supported with the graph method 
which stated about the comparison between CS vs. DS (Figure 1), FI vs. DI (Figure 3),  and Expectation 
vs. Perception (Figure 5), where they are all in quadrant-1 (low and low). 

iii ) Gap score between Expectation and Perception. The weighted coefficient is multiplied with the Gap value 
in order to find the priorities for improvement based on the biggest different between the average value of 
Expectation and Perception. Based on this method (Table 3), we found that the Responsiveness attributes 
is having the biggest gap (-0.43) where the element of quality is on RS5 or K15 or L7.  

b) Based on the Correlation 
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i ) By comparing Kano against their pairwise questions (functional and dysfunctional), we can find that the 
correlation among them will justify which one of the elements related have a correlation. On this 
approach, we can see that the attributes of ”Reliability” and “Empathy” of ServQual do not have 
correlation among their elements.  

ii ) What the correlation inside the attributes between both the pairwise questions (functional and 
dysfunctional) can be a source of what the improvement required and how they are improved. This is by 
comparing both above the correlation with Kano vs. Likert scale (Table 6). Based on this, besides 
“Reliability” and “Empathy” not having correlation, we can see that only among elements inside the 
“Tangible” have correlation (Kano 8 ↔ F1 ↔ DF1 ↔ L1), while outside the elements occurred on          
Kano 3 ↔ F9 ↔ DF9 ↔ L9. 

c) The different result between the methods used for analysis (a) and the correlation (b).   In order to focus on 
what the priorities should be made for improvement, we can therefore combine both (a) and (b). On this, since 
the concentration is on among the elements of ServQual, then we can find the priorities for improvement is on 
Kano 8 which has correlation with F8, DF8 and Likert 1. We put aside Kano 3 or RS1 as first priority for 
consideration since it is already in “Attractive” (and the latent needs or 2nd Max is Indifferent). Improving on 
this element will certainly make the customer feel attractive to the service given and delivered.  On the other 
hand, the ranking level of K3 or RS 1 is not in the top biggest 5th. Furthermore, based on Table 3, we can find 
that Kano 8 or TA 3 has less of the average value (Expectation=3.9 and Perception =2.97). Since we know that 
the Kano attributes of each element involved are “Attractive” and Indifferent”, this means that the less average 
of perception should be increased. This is based on the perspectives of “M>O>A>I” [47-49]. 

2. The correlation between Kano, Functional, and Dysfunctional against Likert (Table 4, 5, and 6), gives the 
justification for the priority improvement required which refers to perception against expectation/experiences as 
follows: 
a) Based on expectation/experience of customer through Likert, the customers agree to satisfy related to the 

service given through telecommunication facilities provided (L1), consultancies (L3 and L4), and services of 
the bank employees (L17). However, the bank provides the service for customer (to give suggestion as a 
feedback for the bank) through suggestion box (K8) and also complaint column in bank website (K9) as 
Indifferent (I) attributes. This means that such service is not different in the view of customer based on 
customer expectation/ experiences. 

b) The suggestion box for Kano is strongly negative significant to the telecommunication facilities. Furthermore, 
consultancy for Kano is negatively significant ( p<0.01) to the complaint column. This shows that the Likert 
service delivered is opposite to the Indifferent attributes of suggestion box provided (based on Kano attributes). 
For the overall correlation between Likert and Kano are as follows: 
i ) The correlation between elements of “Suggestion Box” and “Telecommunication” is medium (-0.473%), 

however they are negative. This means that by increasing the facilities for telecommunication between 
company and customer, then the suggestion box that should be provided in the website is becoming less 
of their usability. 

ii ) For “Consultancy” (K3, K4 or L3, L4 or RS1), the customer will feel it as Attractive. This is having 
correlation with “Complaint Column” (K9 or L 9 or TA4). The correlation is medium negative (-0.441). 
This means that if the company provides the improvement in consultancies, then the “Complaint 
Column’ facilities will decrease. On the other hand, this service (“Consultancy”) will become Indifferent. 
Based on this perspective, the improvement should be given to “Complaint Coolum” in order to shift 
from Indifferent to Attractive attributes. 

c) Based on (i) and (ii), we can conclude that the attention or focus of the improvement requirement related to 
ServQual attribute is on “Tangible”. 

3. The using of ranking method (based on i.e. average value of Likert , CS-DS, and CAT) in order to find the 
improvement priorities should be justified with additional methods, such as graph, correlation, or other ranking 
methods. This is due to the justification using ranking only will face the difficulties if they are not consistent with 
each other.  This is what we found when using weighted score method [46] that is not consistent to the other 
ranking method.   

In this study, we, therefore, propose the correlation method. However, since the study carried out is in limited scope, 
further study with more samples, different area of services and different customers are required in order to justify the 
method proposed. 

References 



International Journal of Application or Innovation in Engineering & Management (IJAIEM) 
Web Site: www.ijaiem.org Email: editor@ijaiem.org, editorijaiem@gmail.com  

Volume 1, Issue 2, October 2012   ISSN 2319 - 4847 
 

Volume 1, Issue 2, October 2012 Page 42 
 

[1] D.A. Collier ,”Modelling the Relationships between Process Quality Errors and Overall Service Process 
Performance, “ International Journal of Service Industry Management, 6(4), pp. 4-19, 1995. 

[2] CSSP (Center for the Study of Social Policy), “Customer Satisfaction – Improving Quality and Access to Services 
and Supports in Vulnerable Neighborhoods – What The Research Tell Us”.2007. Available at 
www.cssp.org/publications/constituents-co-invested-in-change/customer-satisfaction/customer-satisfaction-what-
research-tells-us.pdf 

[3] E. Cengiz , “Measuring Customer Satisfaction: Must or Not,” Journal of Naval Science and Engineering, 6(2), pp. 
76-88, 2010. 

[4] L.P.W. Shong and  M.A.K. Chung, “The Internal Performance Measures of Bank Lending: a Value-Added 
Approach,” Benchmarking: An International Journal, 13(3), pp. 272-289, 2006 

[5] N. Avkiran, “Interpersonal Skill and Emotional Maturity Influence Entrepreneurial Style of Bank Manager, “ 
Personal Review, 29(5), pp 654 -675, 2000. 

[6] J. Coetzee , “Personal or Remote Interaction? : Banking the Unbanked in South Africa. South African Journal of 
Economic and Management Sciences, “12(4), pp.448-461, 2009. 

[7] R.Y.C. Tse, “Optimal Loan Size and Mortgage Rationing. Journal of Property Finance, “8(3), pp. 195-206, 1997. 
[8] R. Arora, S.T. Cavusgil and J.R. Nevin , “Evaluation of Financial Institutions by Bank versus Savings & Loan 

Customers: An Analysis of Factor Congruency, “ International Journal of Bank Marketing, 3(3), pp.47 – 55, 
1985. 

[9] A. H. Aldlaigan and F.A.  Buttle, “Consumer Involvement in Financial Services: An Empirical Test of Two 
Measures, “ International Journal of Bank Marketing, 19(6), pp.232 – 245, 2001 

[10] A.T. Allred and H. L. Addams, “Service Quality at Banks and Credit Unions: What do Their Customers Say?” 
Managing Service Quality, 10(1), pp.52 – 60, 2000 

[11] E. Duncan and G. Elliott, “Efficiency, Customer Service and Financial Performance among Australian Financial 
Institutions, “ International Journal of Bank Marketing, 22 (5) ,pp.319 – 342, 2004. 

[12] D. Bejou, C. T. Ennew and A. Palmer, “Trust, Ethics and Relationship Satisfaction,”  International Journal of 
Bank Marketing, 16(4), pp.170 – 175, 1998. 

[13] W.L. Boyd, M. Leonard and C. White, ‘Customer Preferences for Financial Services: An Analysis, “ International 
Journal of Bank Marketing, 12(1), pp.9 – 15, 1994. 

[14] J. Bloemer, K. de Ruyter andl P. Peeters, “Investigating Drivers of Bank Loyalty: The Complex Relationship 
between Image, Service Quality and Satisfaction, “ International Journal of Bank Marketing, 16(7), pp.276 – 286, 
1998. 

[15] R.E. Beck, S.M. Siegel and P. Beares, Consumer Lending, 4th ed., Washington DC: American Bankers 
Association, 2001. 

[16] S. McQuitty, A. Finn and B. Wiley, “Systematically Varying Consumer Satisfaction and its Implications for 
Product Choice, “ Academy of Marketing Science Review, 24(10), 2010. Available at: www.amsreview.org/ 
theory/mcquitty10-00.html 

[17] A.M. Alhemoud, “Banking in Kuwait: A Customer Satisfaction Case Study, “An International Business Journal 
Incorporating Journal of Global Competitiveness, 20(4), pp.333 – 342, 2010. 

[18] H. Naeem and M.I. Saif, “Employee Empowerment and Customer Satisfaction: Empirical Evidence from the 
Banking Sector of Pakistan, “ African Journal of Business Management,4(10), pp. 2028-2031,2010. 

[19] J. Gray, “FSA challenge in Court of Appeal to Finding of Financial Services and Markets Tribunal on Question of 
Whether Solicitors’ Firm had Contravened Financial Promotion Regime, “Journal of Financial Regulation and 
Compliance, 17(3), pp. 349-356, 2009. 

[20] P. Gottschalk, “ Stages of Financial Crime by Business Organizations, “  Journal of Financial Crime, 15(1), pp. 
38-48, 2008. 

[21] J. Park, S. Lee and H.B. Kang, “The Insurance Distribution Systems and Efficiency in the Property-Casualty 
Insurance Industry, “Managerial Finance, 35(8), pp. 670-681, 2009. 

[22] E.W. Peltola, M. Kivimäki, M. Elovainio and M. Virtanen, “Organizational Justice and Employee Perceptions on 
Hospital Management, “Journal of Health Organization and Management, 21(3), pp.320-332, 2007. 

[23] N. Jabnoun and A.H. Al-Tamimi ,”Measuring Perceived Service Quality at UAE Commercial Banks, “ 
International Journal of Quality and Reliability Management, 20(4), pp.458-472, 2002. 

[24] V. Kumar, P.A. Smart, H. Maddern and R.S. Maull, “Alternative Perspectives on Service Quality and Customer 
Satisfaction: The Role of BPM, “International Journal of Service Industry Management, 19, (2), pp.176 – 187, 
2008. 

[25] M. Hanan and P. Karp, Customer Satisfaction: How to Maximize, Measure, and Market Your Company’s 
Ultimate Product. American Management Association, New York, 1989. 

[26] P. Kotler, Marketing Management. 10thed. New Jersey: Prentice-Hal, 2001. 
[27] R.A. Padilla, “Literature Review on: Consumer Satisfaction in Modern Marketing, “ Faculty of Commerce & 

Administration, Concordia University, 1996. 



International Journal of Application or Innovation in Engineering & Management (IJAIEM) 
Web Site: www.ijaiem.org Email: editor@ijaiem.org, editorijaiem@gmail.com  

Volume 1, Issue 2, October 2012   ISSN 2319 - 4847 
 

Volume 1, Issue 2, October 2012 Page 43 
 

[28] J.A. Murphy, “Retailing Banking,”  in Buttle, F. (Ed.), Relationship Marketing, Theory and Practice, Paul 
Chapman, London, pp. 74-90, 1996. 

[29] A. Hislop, O.  Petersen and R. Ziegler “Making Bancassurance Really Work: from Product-Oriented Cross-selling 
to Customer-Focused Cross-Buying, “ IBM Business Consulting Services., 2002 

[30] C. Grönroos, “Marketing Services: the Case of a Missing Product, “ Journal of Business & Industries Marketing, 
13 (4/5), pp. 322-338, 1998. 

[31] G.D. Kang and J. James, “ Service Quality Dimensions: An Examination of Grönroos’s Service Quality Model, “ 
Managing Service Quality,14(4), pp.266–277, 2004 

[32] P.C. Verhoef, ”The Joint Effect of Relationship Perceptions, Loyalty Program and Direct Mailings on Customer 
Share Development, “ ERIM Working Paper, ERS-27-MKT, Erasmus Universiteit, Rotterdam, 2002.    

[33] C. Lymperopoulos, I. E. Chaniotakis and M. Soureli, “The Importance of Service Quality in Bank Selection for 
Mortgage Loans, “  Managing Service Quality , 16(4), pp. 365-379, 2006. 

[34] M. Hossain and S. Leo, “Customer Perception on Service Quality in Retail Banking in Middle East: the Case of 
Qatar, “ International Journal of Islamic and Middle Eastern Finance and Management, 2(4), pp. 338-350, 2009. 

[35] M.R. Stafford, “Demographic Discriminators of Service Quality in the Banking Industry, “The Journal of Service 
Marketing, 10(4), pp.6-22, 1996. 

[36] C. Chaoprasert and B. Elsey, “Service Quality Improvement in Thai Retail Banking and its Management 
Implications, “ ABAC Journal, 24(1), pp. 47-66, 2004. 

[37] C. Hsu and L.A. Cai, “ Brand Knowledge, Trust and Loyalty – A Conceptual Model of Destination Branding, 
Proceedings of the ICHRIE Conference, July, San Francisco USA, 2009. 

[38] R.E. Krapfel, Jr. ,”A Consumer Complaint Strategy Model: Antecedents and Outcomes, “ Advances in Consumer 
Research,12, pp. 346-350, 1985. 

[39] P.G. Patterson and R.A. Spreng, “Modelling the Relationship between Perceived Value, Satisfaction and 
Repurchase Intentions in a Business-to-Business, Services Context: An Empirical Examination, “ International 
Journal of Service Industry Management, 8(5), pp.414 – 434, 1997. 

[40] M.L. Richins, “An Analysis of Consumer Interaction Styles in the Marketplace, “ Journal of Consumer Research, 
10(1), pp. 73-82, 1983. 

[41] N. Kano, N. Seraku, F. Takahashi and S. Tsuji, “Attractive Quality and Must-be Quality, “ Hinshitsu The Journal 
of the Japanese Society For Quality Control, April, pp. 39-48, 1984. 

[42] A. Parasuraman, V.A. Zeithaml, V.A. and L.L. Berry, “ A Conceptual Model of Service Quality and its 
Implications for Future Research, “ Journal of Marketing, 49(4), pp. 41-50, 1985. 

[43] A. Parasuraman, V.A. Zeithaml, V. and L.L. Berry, “SERVQUAL: Multiple-Item Scale for Measuring Customer 
Perception of Service Quality, “ Journal of Retailing, 67(1), pp.12-40, 1988. 

[44] H. Sihombing, M.Y. Yuhazri, S.H. Yahaya, M.Z.A. Yuzrina and  A.A.Z. Azniza,  “Revisited the Importance and 
Performance Analysis (IPA) and KANO Model for Customer Satisfaction Measurement, “ Global Engineers and 
Technologists Review, 2(1), pp. 40-57, 2012. 

[45] T. Wang and P. Ji, “Understanding Customer Needs through Quantitative Analysis of Kano’s Model, “  
International Journal of Quality & Reliability Management, 27(2),  pp. 173-184, 2010. 

[46] G. Tontini, “Deployment of Customer Needs in the QFD Using a Modified Kano Model, “ Journal of Academy of 
Business and Economics., 2(1), pp. 103-116, 2003. 

[47] C. Berger, R. Blauth, D. Boger, C. Bolster, G. Burchill, W. DuMouchel, F. Pouliot, R. Richter, A. Rubinoff,          
D. Shen, M. Timko and D. Walden, “Kano’s Methods for Understanding Customer-Defined Quality, “ Center for 
Quality Management Journal, 2(4),  pp. 3-35. 1993. 

[48] E. Sauerwin, F. Bailom, K. Matzler and H.H. Hinterhuber, “The Kano Model: How to Delight Your Customers, “ 
International Working Seminar on Production Economics, Innsbruck/Igls/Austria, February 19-23 1996, pp.313 -
327, 1996. 

[49] E. Sauerwein, “ Experiences with the Reliability and Validity of the Kano-Model: Comparison to Alternate Forms 
of Classification of Product Development, “ Transactions of the 11th Symposium on QFD, QFD Institute, Novi, 
MI, 12-18 June, 1999. 

 
 
 
 
 
 
 
 
 
 


