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AME A Fho] e AT 1980d ] o]F @ SAtEel o dAFEof
ey, Jeu 3EA Adle AHlAo]l Fdo] AHlA AFe] it 1A
o F¥Aolal TEAQl HrlEA MH|AE W= RE o] A o]F
ofz|Bg A@Aog olFold 4 Qe AEe AN Q= Aotk & A
H A AREAAFIA, olF4, vHlE2d)el 7Idste] Mu|2e] FH2 ofsfist
= A2 H% ofg¥ri(Lovlock, 1983).

Lewis®t Boom(1983)2 AH|A FHS AAMqA Algd AL o]
A Zdiet ety F AAEE THE S44chk=s Aox 19 e}
A AP JA ABIAE AlFshe Zol=tal A olshalt

Gronroos(1982)°f olstd AMH|~ FAS ol Zdiet x7H Aatet
o] ztolgz AoJstal UAT B olFo o]Foix= ZId FAHL EHHEA
o gl FHSL om AHRS 7dl, Jed FE, 7154 FE, °f
njzet g2 Al weel Aol e AerR A oA AH|A

FAe & A Ao Ao
A 1A zhe] ABAGH TS WLUE Ushd s)&d FAn
TAo] AEls AFTHE oADA ARSHAE e 7% H Eeltt.
PZB(98R)E A2 BAS EAMHAY 944 EL 59T fa
DA A HE Eb @goR Hofsty oot Aze] Ade A7
d FAY Agn dastel AWstdt = AZE Aus Fde n4e

2

A7+ AE| et 7| AH|A00] Afo]o] A ef wigFo|gtal Shit.
Cronin®} Taylor(1992)+= A|ZtH AH|A FH2 54 AH|2Lof gl
1ol 7Aool AAAQ HIFE dulshe HEE AEstEil A Eof

of 3ju] Au|z o] 1A wEo] My xAoletn Fster
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222 Mul&~ F4H9o B4

Avroz MuAEde] YA EHS A, Bzt fAR Adoz
A ERAEAY SQAe] TR aulte] AvREel g WX WS 1
Bl chAEAQ el BAl, Aztel Ade] uiet Ao wWats
w42 Aol AR, AnHor WiRs|ET FpHoR Wi,
A2 s W7HS EeTHe]FS], 2000),

20 Autel Ao of
Gronroos(1982)&= AH|A~ Fde oatdzdl JdomA oA AH|A
o Ay 9t ofye MB|ATE AlFEHe 7RIS 1 dE 29bSt
AUtk AA Au|aAdaker Bl gk 1S HEu wES AH|AF
2 Aottt o7lel AuAEE FHo=A HAFA FA(functional
quality)¥ 712 EZ(technical quality) % oJu]z] 5o FAHLAE A
Aletdal, AGEs AHAZE Folojm, T1Zlo] ojFA HYEE=I] ZH

k. 7152 B2 AHAZE 2uEeAl ofE Al (how)
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Parasuraman, Zeithaml¥} Berry(PZB)52 Gronroos®] A& ET=
Au| g A43%1S Hop AFozr Aoty §5] PZB= AH]
2AlgAR} 17 7he] AsAgol B4 WAl ddold FaAHolol Tt

T Feka glet.

- 14 -



AL B |

9]

j

=

Q77

TARoR oy

1
-

(2005)=

5

|

o
[¢]

BEBEH R FU TN LYY L
M xX : " o} X ook o
B RS ED T 00w o o Wog w o
oo 'S e p KA
i I I R TR i I O
To ‘_w._ o % NI & W =il GO oo r
Jo A3 2 Mooy @™ L PR T W
TP oo M T kTR
z_l : ﬁ_.u 3 mw R K 1__1_ <k 1_,_AI ,A_ﬂ_ 1__1_ 1__/I
e LT . T s
T oul %o €N oo %_' i & %0 = Ol
T 0 =r 9O @ zr KX A]_ X N oF NS E o
Rz ErEES _owd DK LW
= ) =y W%nﬂzfﬁﬂﬁﬂﬂo_yﬁxﬂw
pER LT _aaprltaetae
z_v_ xR _z:. [y ~ x X T ﬂﬂ ,A,:. ol ,A_l z__- iy = or 1_,_AI
~ e E_ﬁﬂﬁwwoﬂ_moﬂﬂﬂﬁ R E T
o 6 T
@ME_ME M .5 xmemﬁe_auolﬂﬂi%
Ly T OE N3 = N oo N LIS
%0 XORr o oy N Hp &N 2@ R
o B ow A o A oT - W X B9
T o @ M RO <] <= .35 D T
— N " = _ B o = o W OoH 7o %0
A ~ S T To =1 N o_L X
~ oo %ﬂa ol ofm o T ®o o S W od o
oy K P m@ ol N T 1m ~ X o
L S o o H <
B O 2 <M I S QU A& o @ ¥ o
e N R R ) 5
- Sl BRRE NSy TR 5
® oy Wom oz g ST < R~ TR e S e
X oeowur moo T e 2 XwE N
W T m o = o @ o| q E SIS =
N (S~ ol se X T 0 < .0
T ok MR T W RS IT WS E TR
W_Lﬁyﬂ%%ﬂ,zTAmﬁmr_%%_z_ﬁ@
~ 1_ ‘% ) il = @\ - r _ 1_
%%%uﬂx%ﬂbmﬂﬂud% _ﬂ_ﬂlm_m
% P HEYT ATBWTEAT D
REAK 5 5 B oo RN 2 H % m W o1k RTOTw ool

R TE
Ho
o3 7%

245 o)
o we
242

Mol Bt AL
vr

olgtE JEHEH

1

1—

1

of A]

1

J o
]_
7Hgeltt.  Olshavsky(1985)

VS
a

bl

- 15 -

Adoln o

T

—

]

o)A gt e mot-fA

1998).
T

=
—
pis

o



ct.
Steenkamp(1990)

AR

ol

S

™
ﬂﬁﬂ
o o2 mOE A
X 71r
% SEEE
o X g
ufviqzmﬂ@nﬂ%m LI
N Og 1_I‘_.I1|,m o M _l_ﬁl 2 qhﬂvn .ﬁ ﬂ/:,A‘AIu N} ZT
FT oo T o B o IR
0 N _ ,_LI _.E
E.E_ﬂﬂ]glMQogo_%b ?_]1_moﬂ_mo_:i
- M_m - w = Hn 5 R ‘A ,mm oh Nro% Ho T
o XX S I B <
= x N o 2 = o T !
G S T ﬂﬁl#cma
plﬁ‘]_os%_a_nnamm EVPOTA :
gzoﬂd%ﬂ_o N ,_ozfrm;o
C_E ,.__.Auo () o ,mﬂ ,n.,A1 ‘m_.u_’.o ..__O __00
IMﬂ,._l kﬂﬂ = ,H‘_leﬂ‘l‘lo__
P TR > b = = zo o = o N rJ
i mu}%uﬂg & o
m,_z_u,mﬂﬁ‘__mw,__ma - 50 qﬂ}gll‘.r
aLime%xqu:}w_mmﬂ haa%zfvﬁ
il gp W NS o] NS K B
e ﬂ@mlvﬂ ~ _ T % °
mﬂ%%177ﬂuﬂ% — & 5 —
o {2 o o« = or e T o
§ T E w = Tk oy
1m1moo_Lmﬂo_EL_LJ7 N Eor@u
W X o =) X o M w9
w Jévémm aw_io1
E}Lﬂmﬁ%z%w o m_aiﬂmxmewl
1r__ = (o] —_—
ﬁ@%wﬁkﬂ = E _MELPWA_Q
él.%l B x_a41%
E.71D111_HV | Wﬂ ﬂ.,_j_ﬁmaSH
lﬁﬂﬁﬁﬂg%ﬂ A_ﬁ#wﬁﬂo
Jl,q,l_lu_ﬂ_ e ‘Oln_ o U1 _
Mﬂo%uﬂ.ﬂ,,x%mﬁ% T N R
‘q‘_ll.ullo ,Wz__-,ﬁlﬂﬂm ,_,IAE,H___mr,nrll
NE R S o no R 0 g o N
~ H%qG1}
AT _/um,A _z__.L oaio
__ouﬂoE%qAL E "
— Ho_eo,_ﬂnﬂ__&
T R Gy
< i
T

7]—0]111

e}

ot

o

7H1§O]r/‘|_

1

- 16 -

o] A1 A
. AuAmAe
Eéf /\15]1\_9_' 73_]4—

2y —E‘E—?_]: O]_q
E} _Tq'Z-]

ooﬂ EH

A H| AT}
AZHE A 3
_]_E:]E]



2.2.3 M|~ F49| 7434

2231 AH~ 549 4

AZ4E AH A FHL FIAEY B 28 AHATE AEse] A
Atap AHIge] JHYE7] wiEell AwBjAbe] FHA Adr AA FFS
ook AH|AE AH|A AlgAel DAMO] O AR dpgolA i of|A
AF=H, o] A28 HAHAA dojuhs ASo] AH|A FHo| dF=
n Xt Gronroos(1984)= A% 28 IS Algsto] AH|A9] FH9
71&2- 214 ZEH(technical or outcome quality)¥ 7]524-#A424 &2

(functional or process quality)®] & 7FX2 F-E5tT.

714 FH(technical quality) AH|ARL} AH|AZ|QE] a8 2

ol Mula AFHANA I Aotk EF AH|A Z|io] 1A

v & 1 B+

NA FAe Asot=rtel digt aB[ARe] 27, = AH[ATE F3(what)
= AFste7HE uleith. 7ed FE2 7o) AHlA ZAAERH
AA=z 9= A, B Wiz AHlA AlFARe] os] MEEofR= AolH
(Richard & Allaway, 1993), A&l AMu|Azty & 4 Qlth o]Z2 A

1A
Mo mge] ARAARA Wee Edk Adeln], Aux AR

e gl AY2 A Adeh dAske JiEolrh. AfH|Af]
ol-g AR 7|&d FEL o] AuA TGy FTAge Az o
A H= Aolw Au|A FHO] grtoA A Aolth

7154 FH(functional quality)> AH|A Algate] eJote] 1A A

TH AHAS A7) ofg7 ﬂﬂ'ﬂ%ﬂ-gt A2 Aol 7l&x 24
& ofgA dertE duisiv, Abls 4 Aot dxjshs Aol
ok oA A AMula AlgARte] deAg HHEEHe NHoRA,

et "iE, dEold 8,

L
]
rel
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Gronroos(1990)
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SH
=

Yol ofZ] &4 Mu|AES HHA| g

ot I3u e B SAPE

5

=Y, AsUE, A= HE Tol ol &

e

A 2o

I Sl& Aot (PZB, 1991).
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A ARHoR (& 3T o] bl 4 gt

(E3) Gronroos? AH|A Z=A LA Y&

AeHEAwhat) | 7147 12, 714, wate, AREALAH

7154 Fdhow) | 17 =, A2, A AHIL €9, s, WA, AHlA 899 HE

g 3 o A|7HA] "iF2e] Muls FEo diek A
AME 71e4d FE A 2He HFIL Atk 2y Hole AHs
F2e Uil ol Ted FET Vled FES BF aEst] WUt

&
| A

ot= oFAF=°] UtHGronroos, 1982, 1990; Richard & Allaway, 1993;

Powpaka, 1996). A~ FH& H7ieto] SQlojAl 7152 F49h AREst

@l AHgeE A
llaway, 1993).

A
o] ¥F= e S8
S

=
g a0tk (Powpaka, 1996). o]/dollA AmE Hiel Zo] MHlA F4 LAAU-E
& 7o Az ekl AN E D 2ot
G 4 S ANAEAS 74
2t T4 WE
Gronroos(1984) 7Ied 54, 71548 4
PZB(1988) g4 24 Ay 24
Swan & Combs(1976) T4 Adsh 383 4t
Wyckoff(1988) ozl 24, 41 4, 43 22
Lehtinen & Lehtinen(1991) =4 24, 719 24, Aeg 24
Lehtinen(1983) g 4, A 4
Doddds & More(1985) A 24, 794 22
Holbrook & Corfman(1985) 71AH 24, 7bd 24
Ovretveit(1992) 1A 24 et 4, 3y 5
Karamrkr(1993) A B4, At B4, s =4
Gilmore & Cason(1993) g 24 A 24, A8 4
Rust & Oliver(1994) AH|A ARE S Au]A BH) AU A 34
Dabholkar, Thorpe & Rentz(1996) | 423 A4, stz
Brady & Cronin(2001) AOAEA B4, 2o 24, 20y 24

=4 Z915(2005)
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G 4] AN AHAEA) THS J1ed AR J5H A=

1—

FHESto] AASHH (5>} L),

A2 714 Fd(what): 284 7 | 7154 F8(how): T84 A4
Gronroos(1984) 71EA A 715H 4
PZB(1988) A 4 A 4
Lehtinen(1983) Az £ A £
Swan & Combs(1976) A At Fd4 At
Doddds & More(1985) AHA 4 oA 24
Lehtin & Lehtinen(1991) =24 32 yoE 24
Rust & Oliver(1994) AE|x AR AE|2 2o
Brady & Cronin(2001) A £4 T8 #4

S &Q12.(2005)

2232 AM~s FH0] A

o

=

WS, HEY, f3e] AR Auls BAY THARCR [FET
glovt, Auziqel web @ FEAY 23F 5 Yrkn sopd
el

Auzo BEF SHOR Qste] AL Aulx Eho] thste] A7)
JEdE Azets] WEe] Aux Ede AU ApHom FE] of

gt 2Ae AFHA upguse] PHRLC 4PSEG ohet Aulx



As2te] PF, &1, A4, 7199 BHH, o, 24BA T =244 F
A= (physical  evidence), F7FH(participants) Z  AH|A AFHH
(process)& ZEZFH TPso] HAoz  ANH|AE  HIUKR PZB(1985,
1988)+= AH|A AlFAtel 1Mol AJo2g WAE A#ste] AH|A
Ao 2peS 1070 2polA 57 AFde = FAste] EH40 Zpglolal
gt HhH | Cronin ¥ Taylor(1992)&= @ 2plolztal 43t

M|~ Z-o] AAA(dimension) S AAF R AAGtY AEHog
Aet exF= PZBo|oh. PZB(1985)= AH|A JFHZ FAsH] flstd]
SERVQUALS 7W¥stalon, Au|AFde] Fdatdos A=A, WA,

S8, AL, dE, draE, A8, A, 2 o8| B /1¥4e 10
=
=

A AP ANSHEE et o] 107k 74 Ade B

k]

—lN o

7FA 2de whdsks 97 &l diote] HES A W
< °o§37] diwelth. olHg BAEE didsty] ¢35 PZBE §HEAHoR
a2l 245 AAste gz E9g oty A AgAgdste] 571
2] Qo] 227 B HEHo2 AAF

E3 PZBE Kb =2 AS|EE d7] $lste] A= A gAY A
AHS AASHEEL o] 5712 arde (E 6pot ol {34, AlFA, whe
A, BEA @ Aol otk PZB(1988)= 23, $£ASAL Algrte A
At T2 dgeR AT AFE AASHh PZBO] AHIA FHC]
T APES Aot A FEEHE WS AU oA A

A, 0] FRQIARD S AH| LMo o
2hA 4 AHLE Fe AdiE S840 o 4 Stk HIE o] A4t =

=otEl Aol7|= SHA|RE, AF7FRe] ojH A
Hl*“?ﬂ ARHOE AAHo|n ELH Aoz 1 7|7t AAHHT 9
ct.
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(E6y PZB(1989)9) HAE Auls EQe) 57 4 e
T3 A % A v @
L 24 A, ] B
34 2. =& A A1ZAQ H
(tangibles) 3. 5HYY B 4 9m
4. |29t A Ag o] A4 i
5. of&e AR|IAOf AlE
NEL 6. 49 Aol dis] 378 oln gl Sl oA
oo 7.9 @ o] A gn 43
(eliabiliy) | g opsg A2k o) Al AR
9. @7 7129 At A Hy
10. AH|A AT A7) o=
kgt 11, BRE(ZZ219D) /\1”]/\—4 AE
(responsiveness) | 12. 171 717)0] o2l =
13. 18] gpof| A1&RE vk
14. BAskal T2 & Sl FTUY
4 15. FALe] Adfle] i ehdstrtal =7
(assurance) | l6. %—?ST_E o] A5l o] HE
17. 457 3e 9% FAL=9] A2 A4 Bt
18. 71999l 14 jAole] digh BAl
7H4o]9] 19. 1A At AZA7H
20. FALSC] Ao digh 1A oA
(empathy)

21, whgo 2 RE IA0 o]e] i
2. FALE 1A &+ ol

SA F915(2005)
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224 Az B 24

re

TEe F2 Jdet Aux HuRiel %
Woletw s, oW g A
Az B Y F b A At
Aol wof SehelgA, ShAlel, 2006)

H n{tl

2.2.4.1 SERVQUAL =3

Parasuraman, Zeithaml¥} Berry(1988)52 AHAIE9] APASLE Er)
2 Ausgdel 24e98 Ht Aoz ATsIgen S8 PZBE
MU aA g2 et 1A o] o Aol FE bl loiA FaA|Eofof
goa #4489

PZBO] QolNL AMABAL EA Ao 944m pAF 4w
o] Aabdel wob T gEaA Agojslw, AMAEY Wt Az =
gst7] oAl o = HmQl SERVQUALS Ao

Au|s ZA-Le J)iE AMH]A(expected  service)@t  A|ZHH AH]A

o

(perceived service)7Fe] 2|zt Aol Higke]| uiet FriEl=dl, o|AHH 7|
e Au|2ob ZZbE AB[A AGapzke] ato](Gaps)E 4xBIARS] A2 A
HAFAR Hoh AH|2of it AH|RRe] A2 ozttt X|ZH  AH]
AFHo TS wIo FASIRATh ERE o7IA Ay Fd
(objective quality)?} A Ztd  EH(perceived quality) 7Fe] Zjol& Zx
stal lEdl, A= AlE ZF 2 AL AFAQ iEe oulstyl, A=

TAZRFAR Ee on|ettta ShtH(gS, 2008).
David Arnedal(2005)-> w-=AE]A F4 5 wpeh P Zke] 23#91 A
£ 55t w83Eo] s AI5E fts =itk o, Hossler(1986)
+ WHAHA0] ofg] 99l F SERVQUALS| F47del 54 w47t Ay
1A HEdsHA e T vidschs Ax' 59 waet by kol #A A7t

P 558 A9 Y A0S /AT Lok skt
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Berry(1991)

)
=

To-

110

o

Al AeiA

Bessom(1973)-2  AJH]

HIZP7 L A

!

I

2

I3

4

At 22 %

S
T 8l

Kotler(1991)

A H]

s
—

[ =

|

—
Ife]

2010).

; HheA

tH(Kotler, Philip,1991

Stanton(1984)
TR A

o]
S

A H]

o
—

W

a7t glom, Aua

i
=

o2 Au|zo gujer AAE

a7t glom, s Aae 99

1
=

o Abge] WrEA

Aete 1 243 olde 4
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=

09
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09
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(E7> SERVQUALLZHO] t}eFal Atdofxlo] H-8AH

‘ . — T Siu/Brd
Sultan/Sim | Duffy/Kilb | Zhao/Bar | Lee/Lee/ | Lee/Chiu/ R
77 | psonJr(20 | ourne(00 | /Hui200 | Yoo(200 | Hiie2001 | &/Skitmor | Sohn/Sof
e 2002)

] Aa S | T=2E | =015, | BADAM, | ugu s |
aame |1 9% |71 2ol |95 | deiged | e A | §UEE | gnan
v AR e R UL o = W 2 o Il E R R P (100%)

W | Fad | Eed | woel |
27 273 | 212} 196, | 328% | 22 50 | 5300 1em
meas) | 10568 | 2039 | F o |10 18| @y ed | AumxA | Fyld
201 3 ofd 799 | 350 ol7e
qmeey | PZB1998 | PZB99S | PZB(1998 | PZB(1998 | PZB(1998 | PZB(1998 | PZB(1995
SRR aenst | dieAR | R | | IR e | et
3 2 _% Mini—-Ma ﬁl% 133_1 171—/&74@
. PZB(1998 | PZB(1998 | PZB(1998 | & ™ Ma | %= Aee
QA Z- A | rkerA A | GAHIA | (BRHA)
T | gt WS RS R o) w) | o s | Alqlo] o | 100200t
i i I e R R R
SERVQUA
223518 L gﬁi{& A
HERS | pmm | pgm | pgm |z | B8 oae 198}=
E.—n’ [elin] [elin] [elin] 37HU\]L 1% 47H Z‘l_d o =
M= -
sedr | 74 A% | 74 A% | 74 A% | 79 2Ax | 9 | 79 2 | 74 Ax
(k=]
WP | meme | gawe | sawe | Lo | Lo | dgel
2 | W | 2ARS | 2 | Zags) | TR | B | wen
4G | MERA | AHERAL | AR | e AR A G A
?J?%ﬁ]ﬁ Al T Al El:l —
AR e NEAROV B 8 g L?iﬂ T many | golby
& A | B | anEs | sae FRLR
Personalit
PZB 57 | SERVPE
AgHw | pzp A | PzB S| A AR F ook | IR Lezn s | P28
A A 2+ 2Hd A Zl_:’lf SERVQU 9 470 21 ] ;ﬂ i)ﬂ
&7 2 e G
}\]E]E Eﬁ(%u}ﬁ ZdbkA o Mri-Mrde
= % _ 5= r _
Cronbac | miagp | 09109 | g g0011 |~ 2 o | 082091 g
halphas?l | Spuppet |9 §o% | saquo |
F | ey 97
FAES K 2| ZVA 2~ 2k
S sho | R RS o 57 4
S
ey | A | A o | EAEA | 2R 2R | 2]
wa JEol=] _‘JEJB_/E]AP] wa wa wa wa
=4 &<215(2005)
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2.2.4.2 SERVPERF 23

Cronin® Taylor(1992)= AH|A EFHS AH|A 843 7]x3tF
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ABSTRACT

Study on the Service Quality of College Education:

—Focus on Awareness of Student Groups—

Choi, Hee—-Seon

Major in Service Operations Management
Dept. of Business Administration
Graduate School,

Hansung University

Recently Korean universities are facing dangers of withdrawal and reduction
of student members because of the university estimation system by the
Education Ministry of Korean government, from 2014, in the situation where
the population to receive education is decreasing and the difficulty in getting
jobs is worsening. Universities are required to strengthen its competitive power
to survive by improving the educational service. Therefore, this research is
conducted for inducing the strategies to improve the quality of university
education for better competitive ability.

This research select 31 quality elements for evaluating university education
services. The practical survey is conducted with relation to A university in
Seoul and B college in Kyeong—gi province. It employs Kano model and Timko
model, focusing on their coefficient of customer satisfaction. It classifies the
elements that trigger satisfaction or dissatisfaction among students as the
customer of education service. This research has an academic implication that it

classifies such elements and suggests strategies to be used for improving the
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quality of university education.

The quality of education is the service given in the process of higher
education and the core of the service that universities provided. It influences
most on the future of students. With the opening of education market, it
becomes a very important element of competition. Therefore, if we can meet
the needs of students through the survey of their satisfaction and
dissatisfaction, their degree of satisfaction with the university life will be

improved and the competitive ability of the universities will be raised.

[(Key words) quality, quality of service, quality of education service,
educational process,  university administration,, physical environment, fairness,

Kano model, coefficient of Timko’s customer satisfaction
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