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[ 4-10] Z9AS 85 &4

o]=< Hlsf
A5 24 el it a4 gl
=7 1.000 2,633 2.405 1.116 1,306 8.460
= 44 0.380 1.000 0.597 0.488 0.417 2.883
E A4 0.416 1.674 1.000 0.574 0.836 4.500
GE] Rl 0.896 2,048 1,741 1.000 0.939 6.624
AAH 0.766 2.395 1.196 1.065 1.000 6.422
Rl 3.457 9.750 6.940 4.244 4,498  28.889

Normalized matrix
A=A A4 a4 a4 orA A o 7V A CM
0.289 0.270 0.347 0.263 0.290 1.459 0.292 5.048
0.110 0.103 0.086 I 0.093 0.506 0.101 5.028
0.120 0.1972 0.144 0.135 0.186 0.757 0.151 5:037
0.259 0.210 0.251 0.236 0.209 1.164 0.233 5.043
0.222 0.246 0.172 0.251 0.222 L1153 0.223 5.023
1.000 1.000 1.000 1.000 1.000 5,000 1.000
RI=1.120 CI 0.009
C Ratio 0.008
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[ 4-11]1= 21549 st A5 e AHP +4] 23}, 7Fsx = wE
Hl$:(0.370) > 21538k ¥121(0.212) > 21538 A3 2](0.178) > A48 S0
(0.149) > A1&3k H42(0.092) o7 Zaw7} 89l Hu) AlFAde A3t

A blgo] 0.026% 0.10]8te] 22 ARAFS BH QI
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nse ax[use R stE A [0se sduse s @A
s+ Looo] 033 o0411] 0555 0395] 2692
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2 Iwm=ws| 2431 18es] 1000 3228 2446 10971
of |wsmsal 1s0o1ll 0707 o0310] 1000 1041|4860

PEF A=A 2.531 0.960 0.409 0.960 1.000 5.861
{A 10.791 4.864 2.666 7.158 5.924 31.403

Normalized matrix
&3 Fo| NS 19| HE S

~

ol

128 So) | a4 45 e oA 7 A CM
0.093 0.068 0.154 0.078 0.067 0.459 0.092 5.083
0.281 0.206 0.201 0.198 0.176 1.061 0.212 5.109
0.225 0.384 0.375 0.451 0413 1.848 0.370 5.150
0.167 0.145 0.116 0.140 0.176 0.744 0.149 5132
L R 0.235 0.197 0.153 0.134 0.169 0.888 0.178 5.110
oA 1.000 1.000 1.000 1.000 1.000 5.000 1,000
RI=1.120 8| 0.029
C Ratio 0.026
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[ 4-12]& 1AL s AIS tigt AHP &4 A3, 7hsX+ vl
A} 14(0.453) > G 7IAF 14(0.320) > HA5AY 12 (0.227) o2 =
T7F &1 HAUTE A A3 HlEo] 0.004% 0.1¢]3fo| B2 U4
SR AT
(3 4-12] 1HAQ 9] AT ok 24
o]=cl H]sj
A5A9 A04| g7 4 A |wiEr1A 18| FA
‘:1 Haxy A4 1.000 0.758 0.468 2.225
7
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ABSTRACT

A Study of Parcel Service quality attribute and
prioritized decision making using Kano model and
AHP

Song, Young—Sim
Smart Convergence Consulting

Dept. of Smart Convergence Consulting

Graduate School of Knowledge Service

Consulting

Hansung University

Distribution companies like Coupang, MarketKurly, and SSG.COM
(Fresh Food) are putting life and death on the rigorous delivery battle
which is getting intense in the industry, whether online or offline. After
these big corporates have gotten themselves in the competition, courier
companies are in a state of emergency. In order for these courier
companies to keep up with the industry, they have exerted in many ways
by coming up with differentiated service strategy and determining primary
alternatives. However, in reality, it's uncertain whether these courier
companies are making proper quantitative and qualitative decisions due to
the lack of academic and practical studies.

This research has analysed the Kano model which dualistically
classifies consumer awareness on the quality of the delivery service and
the AHP where the expertise make the judgements. By doing so, the
research has suggested Kano—AHP fused model after considering both
perspectives of the consumer and the business in order to make priorities
and alternatives. Unlike other studies where they analyse whether the
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current services affect consumer's relationship, this study differentiates
itself by examining consumer awareness in two—dimensions and also
including the business' viewpoint which makes it a multidimensional
analysis.

In the result of this study, Kano analysis confirmed that there was
a distinction of consumer awareness between generations and also the
two groups, Kano consumer group and AHP expertise group, showed a
difference in priority of service quality.

Kano—AHP fused model implies that customers change and, in
addition, the world changes. While continuously enhancing 'speed and
safety' which are the essence of the delivery service, there needs to be a
strategy to improve 'convenience and kindness' by using advanced IT and
cutting—edge technology like automated delivery reception and automated
delivery storage service. Customer's voice needs to be monitored
periodically and continuously due to consumer's standard of expectations
increasing or changing over time. Moreover, appealing element needs to
be found to enlarge the services by differentiating the strategy in order to
preoccupy or lead the market.
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