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Kano presented a model of customer satisfaction, According to this model, there are
three different types of product quality that give customer satisfaction: basic quelity,
performance, and excitement quality, as shown in the figure below.,

Delighted

.-_-_E:fiiif_ﬂﬂl_g..- erformance
Abscnt ____________-—-—'9' Fully

Emr’ implemented

Disgusted

Basic quality is the customers’ requirements that are not verbalized as they specify
assumed functions of the device. Performance quality refers 1 customer’s
requirements that are verbalized in the form that the better the performance, the better
the product. The prodects that include excitement quality will be popular and
delighted. However, these customers’ requirements are ofien unspoken because
customers do not expect them to be met in the products. Therefore, an enginesring
designer has a responsibility 1o find the excitement qualities of the products that
customers may not even realize.

Use a produet that you are familiar with as an example, 10 describe what are the basic
quality, performance quality, and excitement quality of this product. (10%)



