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An Exploratory Study of O20 Service Quality with Kano Model
and PCSI Index: Focused on Chinese Consumers

*****

Abstract

Purpose: In our study, we classify the quality factors involved in the online to offline (020) service
to Chinese consumers by using the Kano model and calculate the customer satisfaction and
dissatisfaction coefficients. Next, we calculate the PCSI (Potential Customer Satisfaction Improvement)
index. As a result, we determine the service quality attributes in O20 service that should be
managed and improved first, and finally present some preemptive improvements that will enhance
customer satisfaction among Chinese customers.

Composition/Logic: This paper has five sections. In section 1, we present the objectives and
overview of the study. We review related literature in section 2. We describe our research model
and methodology in section 3 and analyze the results in section 4. In section 5 we draw
conclusions from the study, and explain both the implications and limitations of the study.

Findings: First, in the companies targeting Chinese consumers, the attractive quality factors, which
are identified in this study, should be invested in and maintained at a constant level, along with the
must-be and one-dimensional quality factors. Second, the higher the value of PCSI index, the more
likely is the increase in the satisfaction of the customer. Thus, customer satisfaction will increase
significantly if we focus on the factors that have high PCSI index values. Third, the top ranked items
in the PCSI index are the quality factors that not only need the most urgent improvement but can
also increase customer satisfaction the most. Therefore, consumers should be attracted by investing
in these items.

Originality/Value: This study categorizes 020 service quality into attractive quality, one-dimensional
quality, must-be quality, indifferent quality and reverse quality by applying the Kano model to
Chinese consumers. We then use the customer satisfaction coefficient to determine whether the
customer’'s satisfaction level could increase or decrease and calculate the Potential Customer
Satisfaction Improvement index (PCSI index). This has led to the identification of quality factors that
should be improved first to improve customer satisfaction. Therefore, in this study, based on the
Kano model and the PCSI index, the priority improvements that can improve customer satisfaction
on 020 service quality are presented effectively.
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