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The Research of Applying Kano Model and IPA to Develop Online

Learning Platform Improvement Factors—A Case for Education

and Training in Photoeletric Industry
Student : Hsien-Ming Shi Advisors : Dr. Wen-Tsann Lin

Dr. Jiung-Ming Huang
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Abstract

Highly developed technology has been replaced traditional blackboard teaching by
part of the online curriculum learning in recent years. Most enterprises has been
regarded the online learning as the basic tools for integrated employee training.
Online learning is getting more important and prosperous because of the demand in the
near future. Online learning in education has been practiced in the United States for
years, which were applied in different phases of education. ~Owing to the maturity of
online learning more and more people uses online learning as a tool to get academic
degrees.

Look back on the development of online learning in Taiwan. Though online
learning here in Taiwan is not as flourishing as Europe and United States, online
learning in Taiwan has begun to stabilize. = New services and technology have
continually launched. Online learning will soon be quickly integrated into our lives and
works. In accordance with different education groups, online learning curriculum has

been gradually forming complete lifetime learning networks.
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Therefore, the aim of this study is about dividing the service quality items into
different various quality elements in accordance with Kano’s model could provide more
evident direction for the executives of dialysis facilities to improve online learning
platform design satisfaction and to enhance service quality. By using Kano model and
Important-Performance Analysis to find out which element should be improved. A total
of 24 service qualities, there are six one-dimensional qualities, 8 must-be qualities,
seven are classified as attractive qualities, 2 indifferent qualities, and a reverse quality.
In the IPA analysis, there are 12 items falls on the quadrant I, 2 falls on the quadrant II,
6 falls on the quadrant III, and 4 falls on the quadrant [V. After the analyzing of Kano
model and Important-Performance Analysis, this thesis proposed recommendations on

improvement strategies in response to these adverse performance elements.

Keywords: Photoelectric Industry, Kano Model, Importance-Performance

Analysis (IPA) - e-learning
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PAFES N EY L5, 2054 PG UEREEY TS R
ZeBEH L R LR F AL kB SHRY AEARIZPENE > TRE
IEMRETE AN LBE RS E L EFRERTFY LTS PR
(2006) 4 F e = B ~ S ot B R B G TR R B R SR
§¢~%yMW&K BAAFZEGT RS R EEENREEY 2RF N
VA2 FRRD S ER S Y 2 Bk SR E (200657 7 £ L E
HrEEEY T L2 PEFE BB EL S AERE eSS  EF Y R
B RIRTET > it BRI 2 L 2 ZRRESTER RS SR SRR L ERY
BB Y 2 HFF RO BRI RLBESFZLAEEEN TS EF TR
R L A3 B akEgeFEARLIZ %4

o

2 2w (2007):%F 5 LB 5B
RILFR* 2 g T 5 Blackboard 1 2 A 3 % > 8 * < 73
( Technology Acceptance Model, TAM ) % & 478 ¥ "F'{ IR KE T L3R

4

dEUT R A AR R F AT BEEA Y LRI L L ATRRFET 251
B UREFRIFIRAKESFA L R A L E O KT IR &
EEY T L A EHES S LS Y T ST RS KT B MM

= L

ERFEAeT R 3T o
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http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=0.yNXD/search?q=adc=%22%E5%BC%B5%E9%90%B5%E8%BB%8D%22.&searchmode=basic

FOBEY T S fEA KT BN &

h N

(2005)

VAT ARFEHP D OB EE Y R YRR R TR ER
PHREEYERFALAS LM ORI NN AL A EY TRAE

AR Ep ft,;‘l‘-L.p% j\%l\’pﬁ-il'- l%}“ﬁil‘"gﬂ R R § #ﬁiﬂ‘ °

Rk

(2005)

GETEH O ERAEL FRE AL EY p R IRV &
PRI 0 SR B GBI BNV B A T

SERYFEEEYNFE > R L HEEY 2% F o

Bt

(2006)

AT LR TR R Y R R Y o SR
e - BT ENE REFHHES PHESE e Bt
FLEE MEYIEG L A#H WS- BEWET kg Y i

ﬁ’ﬁﬁﬁﬁﬁ?ﬁﬁ“ﬁﬁﬁiﬁ?*ﬁ°

SEAEE

(2006)

THR RO ER Y BBV T L PPRE > BER RS LAY
BB EER - WEF YRR ARTRHT o e FR2 Lo SR
RIES =Rl 2 SR % R Y BB Y 2R FF Gl ki
L BREFIZZAHBENTAL I FF LA AEL LR P

RS EA KL Y

i
o
by

(2007)

WA T M BERERILGF R Y 2R KE T L Blackboard 1T A Y % o E ¥
4% % 53] (Technology Acceptance Model, TAM ) & 4 7 & ¥ é'?r%? A
BRET S0 iR RS R A EEA B LR LR

AP REFEY LR LR MR EERIFIRARKE ST S 00l 54 Ry e

TR kR AT R

15



http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=0.yNXD/search?q=adc=%22%E5%BC%B5%E9%90%B5%E8%BB%8D%22.&searchmode=basic

23 R#BEF

231 RBSFFLAEZ 1

Landrum et al. (2009)$$PRi% & 2. 5% 5 £ F R/ &IRF LT 2 35 Btz

T A1 B R EE o E i & &R o Kotler (2002)3% 5 JRAF S F 0 - S ¥ o

.J

Sz EREBAE  BEB AL AR HER AL S o K2
*(2006)F% 11 #T7) PRAE A %’rﬁ*u{é_é_ JUPRFRPE 0 PRIEZ. ..‘%%ﬁ S PRAFTRE AL S PRAR 2

RS E R - A EER 0 Tl HIRIE ST R R AR RARF o ¥ A7 PRI

\m&
fig

f'&’_ﬁ TR HI_PRFRAE @ F jﬂz‘\‘/ﬂ —‘k}-"&m&r_r' > FRm s e’iz*mPRz&nr’Fﬁa“r

FERZ PR o BAHY LB BEIEVEL > LEFRAGT NP R

ﬂ\’—k

Pikaig o %Wﬁwﬁit?”*"oﬁxiQWQﬁﬂWﬁ%?ﬁiﬁmﬁ
SEEATY S IRAREARS L 0 RS %?ﬁwﬁ“%%ﬂmﬂﬁﬁ@iiﬂiﬁ
B2 LR 0 R FRI(2002)50 5 PRI ST 5 - A sniraies > £ E AL
é&iﬂﬁﬁﬁuébw&%ﬁi?%:%ﬁiﬁ@iwﬁwwﬁﬁ§?ﬁ%%’@
mETAEERL2ZP o
JRAR AL S g B A KDE L G ApE chE R > A H KR
SRR BAAPRIR SR A S Ac AL AFSEY BEE - BB R AR
TR f 0 K S Regan (1963) 0 # 4% DIRAR S inm A i WA e
(1) & 271 (Intangibility) @ JRE>#74 & cn 8 & 250 F 5 0 (g - B LR
AR TR AR - BIRBE B ERIRBON FE R E £
EOE ) p FHE R R B LR ZR L o

(2) e PF 1 (Simultaneity) @ % ¥ 4 &)+ (Inseparability) » PR7% A $k G2 7 >
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RS A S E e Bl B R B BRTE TR T B
G R FURIES &G f A o

(3) % 2 (Heterogeneity) : PRid= 3 fd pRir ¢ Lk Bt § § BRI
GRS S R S AL R S S R AIE R
e d or® B2 PRGHE -

(4) % i = {2 (Perishability) : JRIZEIEE )2 A &0 BT > 2L F b oo

Beth o A= BR(2002)5 # DPRAES T A L R 0 WA e

() BEHEE  RBAEFTLiiRIEL  PRBRLF 2R YL Rt
(7 L] % o

(2) PRAFE@AGPEF RIS BAGL T & Sk BIRAEE BIRIHE L R

AF2 GRAT L G AT BERE I ) 3 X IRIAE 0 5 BRI 2 IR

() MRirEfe g R REDF RIRBF L[ REHEL - WA 6 o ZIRIE

&?MﬁUﬁiﬁﬁﬁiﬁ%éﬂ%’4ﬁ{%£ﬁ%ﬁi%ﬁ§$%%

(4) PRAFEH 5 AR AW LR PRI R o T A H IR 2 e
TAAR EMARFELA OFLEIRE LRI 30

(5) MRIEEE AL I H I LTI MRS R o AR F A
B RIS ZRANERLRHEF o

(6) FRIFFEH 2P i s IRBBEAH ZRH > a RIFZFFTEE T2 A2
FHos 37 EA 0 ZEEWRAF 2 FRT > BB e SRS

i%{;_ﬂ:rﬂ_’_o
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http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=3njSCU/search?q=auc=%22%E4%BD%99%E4%B8%80%E7%B8%A3%22.&searchmode=basic

232 RBEFLiaM&E Y

JRIFGFITE R W 50— BPRIFE - 4 0 FaFE - KTAEAE P
MEEURER G HYRBET R N RERKEAKET S pHET b
ZA(2008) 4 T TR E MBIRAEZ M EY T L R CERSL - B
Gy R - DN AR RGBT 2RI Y SRR AH T L E
A2 MABZEAPHIEM G B A KQ008)L WAEFTPHEHAIRER AR TR
PEAREDEY F O LRREFIKFREF S ILDOERT o HNT o
A RREBEEEY R LB 0 2 (Q008)% T Rt E YRR
e BRI R R FRGE R Y DR RE T 5T Blackboard,
RN UREE-S S oo = L4 Nt A R L
REFTBHRFPERY T AR PHEINIAFEFT LI HReR T
1m%&£ﬁ§&’%&%%?ﬂﬁiﬂﬁ@%imﬁiii;ﬂﬁ@?%%

BP g * R IF K2 BAR o
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http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=5r1M_E/search?q=auc=%22%E4%BF%9E%E5%BB%BA%E6%99%BA%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=5r1M_E/search?q=auc=%22%E4%BF%9E%E5%BB%BA%E6%99%BA%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=5r1M_E/search?q=auc=%22%E9%9B%B2%E4%BF%A1%E7%BF%94%22.&searchmode=basic

2.4 Kano - &5 FHN

ST Y B RETH  HY A AR LRS- AR A

T2 }%%%%”%}Kano: BEEE

SRS TME RS ALk oY FHerzberg (1959) » R AE* & 1 ok
w0 flA B — I ( Motivator— Hygiene Theory ) = ¥ Herzberg (1987)=11
FRAED FIFEAH c RIEANRITDRLAL S AFF > - AL FiETF
% (Hygiene Factors ) * #1¥ % 2% %% (Maintain Factors) > H 1 & p mi‘?\/}rﬁ? il

IMERBEFZALE G

Herzberg (1959) ciujgefpr — (3L ihdn I TR &, afp F 272 Lo b APy
AT R ARG B FOd TSR AR R TR
MBI A TR R i E TR L TR 2 e s R R e
FIEAPFTAA BT LRIy 2 ETBRLIF L FEARRETEF G §
RABL LFERLREAE L EEITRL - FHRQOIRM 4L enif

B ALBRRE R TEFHEAEG R L AR LA R AW ER
BEEF % TR ASBIEEG AMAF L AN REEF AL BER D F 2
BEw 2 HIELAR24Em > 5% B LR > 72 2 ERZ % o Herzberg (1959)

“i3) enid FALIP b W4T -
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# A e - R E R
1

BT | > 21 BL
5K FoR 1 LN ]
75T ] > 21 IEE

7 EH it 4 5%

Bl 4 A o ok — I h i AR )
T KR % +(2010)

£ B97S)H s A S 5 4 @ % & T (Forward-looking Quality ) £ # & -

¥ (Backward-looking Quality ) o # & 55 € & SHPEES ~ FROR
AL EFE  FREZRGEIROET A R TR TR R
R R LG R A Uih 3 % 3 chd & o Kondo (2000)3 5 % b 5 iE 4AF
%ﬁim§g;a%@&?ﬁ4%ﬁ%é%@%\ﬁ@%M£ﬁ@gﬁgo

Weihrich (1994) 9] * Herzberg (1959)2 ot — #3523 » & & A & L F 3
(Reliability Factors/R Factors)¥? §1] & #]# (Salability Factors/S Factors) » #& T %] &%
FAROT R Al AR R A ARG g N e g RS PR
SECEL SRS LS R T S S R LA TR R
GRELeR S STIE A S R AAE AR A A B A 0 T A BT AR R 4
S SEABEE TS DR R g F1 R A RBPEME ¢ RS T MR
Foortit 2 E35 5 eh s bl EFAE G RS RILE B L e 0 L

£ < S bl % 22T

AR PEBA DB A AT RGP

Kano = &0 5 FH L2 4 (19840 - & it o A~ k" &
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P

A & gr?'rp ,,Ew.m};;,ﬂgﬁ;}n L ey L—PRZ}\T’F"?L”"é_i

* oo i P M-H 323 (Motivator-Hygiene theory ) % A # > = S H & % &~ & 1.4 4

N

,J-_I% 2 — ,U,L’I_l%, 3.% iJ—’I_]% i g-f—i%.i 5.F giggﬂ*—f%: 651*9:;4'—:% 0

—HA T O REHEHNEFAST AR R AR ARARZS TR (£
3) TR F AR A G M o 4 (2002)0 T R R ol AR kA TS TR AT

B ek 1T A BAEIMEHY el SFREA ST 8 ke BSHE o

\/ ok
FARAR

Bl S FE L

-‘&‘/;F:l TN

2

P2 = & T & W
D 15 44 74'(2002)

FELER(ISHE I - an T AL T TH2e hl FAEE 0 1L E
%\TT';ZW’?-Q m~'§ fl;\r?’ réﬁ Vgﬁ.f_}iflf\rs P I\TFWF—Q T Ak
A 2 FTHARRAREG c AT TAEEER 0 P REATER SRR T

S ERBEARR o AeBI1ATT o JIF A B AR EM o T ol R L

—\\
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(1) %4 55 & % (Attractive Quality Element ) :

FAaE L E o RMERBERIGL ok AL H

"M-
¥

"R
ERELTERITAL -

(2) - ~it&F &% (One-dimensional Quality Element ) :
R %%%&%’ﬁgﬁﬁﬁgﬁ%i’ﬁf%%ﬂiﬁﬁéii
AP PIEGRBARG C EEARBR CF ZF ALK R €A L D
LI N

(3) % A& F &% (Must-be Quality Element ) :

lfl‘r-r"?ﬁ-‘fi g?}i@?%'f&x'“ﬂ;z gi‘aé\fﬁ?;/$,&§i’l“?#\ o

(4) &A% &FF &% (Indifferent Quality Element ) :

E41HLEASLALE 37 EIHEALA T AR -

(5) F#&HF &% (Reverse Quality Element) :
%

jﬂ,b%%ﬁ’_@%){mgélﬂiﬁg%’ ,%,& rd £ B PE );mgfé}éﬁ

ER(I98)R N AT HEFEEY TEASFEE, - RELEA 7
ERESAE I BA 20 (- AN EFRE, BET AT AT B
Rak o TREd SR A T L TR ik o HL A o 1 R TR A

ol B2 4vig 0 g RRBAEERRL 0 ARP T LRI 20 T E @R
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FoABHING  ERDEFARFH R ond W TELIRETEE | 2R
FELG 307 EF R AL A EE RS AT ET "\51,"14\1,"1;}’2'5“,%0

7 $4(1998) ¢ Herzberg (1959)2. il — b3 ® B R FEL L 7 ¥ o
G DAL TEFIRLE ) A2 AR TArdafE - FEeh &F
V- BANP TR R ESTAMEGT REBETEAAE AL L DET
AR T EAE R ORIRAA & AR D2 TR R ok B 3R G R
TR S R TSRS TG R R R R L R
s CTRZEMEERL

& B % ek 3+ #-31 * Matzler and Hinterhuber (1998) 2 4 #7i2 > 5 & F

PR NET > 4o 249w o
ZAETHEFARSEF L KL
E
o merg R | Tap it i %% *EE
i e
33 gocEh | RF (B ST W R |- A EF

Warg R | F S Z2Z3 T | £LE

ot

E-)
e

E-)
fa
Y e Yem
it
=R | TR

TRRE | FHST

S
ELBET | RLBET | FRET
S

NLE | FEST |RLBESY | RLESY | RLES 8 4
AEE | FEST | FEST | FEST | FEST | £y

7 4% %k @ Matzler and Hinterhuber (1998)
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ARy uKanos RN L EER-AMBALAPTELFT LT A LR

W R K E L e 2 kg od it élfjé’fg'i‘r 37 & ki * Kano=- & fF

WRTEHREEY AL AR B AP E* KanoZ ST 2

]%u% 4:3{,«5‘3:3.1 ‘3«'\,!5‘5/@ ;m}( ) nl‘gﬁfgaﬂ@g ,gmrr%,%‘rg% o Il F 5’_\@]

rEHE

% Kano- Mg f i # ¥l 8y T Ly 2 it

% 5Kano - S FH ML - T4

11"%2 7 ;L" 7 3

VECEEY MFE R AR A R B Y TR R RBET 2

B e %ﬁé E-Learning PR7%45 |+ 027 BAEIE » ¥ F 4B A3 L |27 R
B R

LA % o Xyt 1 pLeh - E-Learning 2 PR 12 % Kano = & 5 4
(2011)

B3 g s B3 BaB A RAAREE 2 R AHE FRLE

EIPA &~ 47 MRS TR F udplsed 2 pik -

J&* TTQS(TaiwanTrainQuali System - ff £ TTQS) " 3t & 7 =4 2. 4 &2
PN | Kano - AR it @ FRREY T 55 B 2 0l a4 37 oA g £
(2010) | # & S FHEo &7 %o A7 & E T Kano #0558 S5 B “FI ERRIE s S

4 R r'r'%‘r-t ’]‘#m i‘g%'@-@f’}iﬁf SR 8 ET—F:\.‘»F R 20l R A r%ﬁfﬁ-ﬁ’,% °

WA 1% Kano= MEFH A EAET S8 EERMERT VIR
sk (=

FEROLEEAR EAR R R R STR R P!
(2009)

PEBORFAE > A FARTYRE TR E LB

rKano= MEFHGV IR 1T L F Y &GV A A Rt £G4
Féi_;} *h

B =8 Y ke * 28 LA % KanoZ A5 FH > 2472 &7 & %
(2007)

;w:i;}ﬁﬁ-_ citm F U B EY KRR P2 RRRERB R 1 %o

FH kR AR
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25 £ & — 4 RAAR 4 17 (Importance-Performance Analysis, IPA)

€ & -4 A2 & & 7 (Importance-Performance Analysis, IPA) #_d Martilla
and James (1977)%7 4 1 e 452 i 08 8 A XY RFHEL L PR 5
bl BEPHE DL PTHIT RN E Y ARSI R e LR
Rk BARE & £ ¥ 48B3 Fi74 L { 3 x5 Sampson and Showalter
(1999)in 5 £ & -2 MAER A {T(IPA)Z - BHEd  F FBRERATEL B2
FRAAROM AP FE HELOEERRE LA REREMEEARE 2 A7
1R TR ERE I T REEF A LB RIREAGEY LT IEL P
BEXEEY 2 LI BERILAERIDEP o

TR —ZARBEAPFZAPALER LI RELR PO LRGN DT HEL
# B> - B meerL ¥ (Martilla and James, 1977; Huang, et al., 2006) » 12 £ 4R &
BEARARRZBTHEL AR B Fi T LHRBHEELEL R
B oo AR A TR EHIRIA AL OEARARR 0 L U I A S 5T o
Martilla and James (1977)* M 4ghy #hit £ AR R 2 8 K> M dx fhit £
TRAEAEZ M NP FLHA RGeS - AR YR -
B4 A Ar /0 2 208 £ 3 k27 d  IPAwELthe 90U 7
BMEEE CERAEL B L MR Acied 0 L % F R FEF AT B

6“7 o
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iy,

ELER | By s
% ' - % ¥ —

0L L R HM ]| 0L L KRB
(EE i

S EEAR 3
BO6E&-LIABEALSITE - BEL
¥ kR Martilla and James(1977)

YITE A4t 3E %O IE S P

ERAREBBUHALELEBASLARER IR F T HF
Flot % AT 5 FF B R LR 2R A RARR 2 R

B EERL BRRS

002 ME R AR RBBHENE B AR ML LIRAERE 2 > L4 ok
ERBIR IV EERMBRRMZIRAD > L F FEL
JRARF s LR R frF A R H L E G ehE B L

FILFUA LA EA 0 FERE

g

§8 LR L TR~ o £ATEE

EF R AR BB R LSRR
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903, MER MAR D RBHUAELRRCLRBRG &0 TG L

e

Vil

>‘

ZABRRZRVETHEF EARAIRIIED > R RS B R
EA
1=

Y

TIPRAEG 2oz 2 ALRADE 3 B L > e FkF 7V Fhr RV L B E
Ped o & R UVLIRIRRB a4 o

%004, FER MAIL D WIRBEBNERRAER > RARMRAEIA 0 L&
Frpie g BB NS HERAMIERGRE L FHRE

R P WIRAAG R AZY Y A RALR 2 KRB o F L L R
ARG B AR LR ARE R MR mE YR AR
PRI RS2 L > BAR ORI TR BLE > - B
ERNS :

P R TR THES TR

IPA 2 23i7& ko AR Lt g Fhd ¥ & EY T 220 PP R
QMDU&&%?%%#%@&@‘ﬁ%*&&??%ﬁ%%i%ﬁ%?ﬁ%ﬁ
BB ﬁdEUmmgmﬁ%wa7@{m’ﬁéﬁaukﬁﬁh& ' h o
FrPA LY HOMESTE ZER L2 PR

KPR E >0 FEAQIOEHE - BRHAF AT AT FHL T R
DETHETEALBEIFATIH S PRGN SH2 Y A KEAE > 1R
NS BEAEBRELFREIRNGERELL 2 FAF I REFERAR T NER

BERAFHSZAFLE  F @ g B A RE SN AR e

BRE EFE S G %S4 (2009)F:EFS ;T Wi £ IPA 2 47Rl ¢ hA B iRy
308 I FERALTH SRR LR TERBAD L3 AR

FRP FcLl cAFFL RN L mL 2 YRy AR E S 9
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Aktasetal. (2007) /8 & MAZR B EARAAES > 5 RFE ST D H D pmkp

N

W2g o TEENRABAFEL NP LRI FEEFI LTRSS

“m\H

FRARME M AMAS SARENEFSTEHNLRBREF PLL TR L [T

TREEIPEE YN TE VIR TRE T T PN SR PR

Fsdh B FES G o HEF S (2006)4 ¥ IPA %A IR R L

T
41
3
==
Né
0\
7\
w

S N TR EED ELES LSRR

SBRLCVHEIRFZAL G EELAR - 2F - R A A RRBLGERR -

d v ARARZ EFRFRE > BEIPAF TR AEP N BT A

g

W ARz teigied 2 €883 % o L 0h o PR 2 B P AR E
EARBEELARARTHBZBLE K e EF2 BN ERE v aphl 2
ATEE G S g Y R /T‘M’» FL e FFE AR RIAAR MR

RFRFF MW ER-AIMBE A LML E A A Ao T 4 6 47T o
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L6ER-AMERAENMAT - T

Pt

VAR

(2011)

MEEE Y RIFH AR AR Y T RY R RS g
PER -l 1 %%E’ E-Learning PRF% 454127 BAE3E > $F3 4823 X B &

FREDE > LY IPAAT > BOMESTEFuE R pifo

LI 73

(2011)

FLAE 2011 £ AREI YT IETENE SAREAD R
BE LRI SRY DR DR FRE R S R RN SR
LFFL IR H IR P PR BLIRY FRERETRELY g2
BoFE RSN ARTE R SR AHFLENA AR Feni
H

EREFEH RGP RRE G R A FHRER B MRS

BV ey,
R e

(2010)

AT AR P0G R EA Y B MRS s > 2 & Kano
BIPA A5 0 ) K RS REFE T E A SRS TR
2 ERABREBLAAREL T or AT R AR Sl RN
B2 it o & 1% RFID it § S84 2 A& § F k2 R s §

2 v Rk o

Aktas
et al.

(2007)

KEARAARBERABRS 35 RFE BT DA Rk T2 4
T B E RS LD SRR PR AT R TE L R R
AFFABE A S PRFIRESTH A RBRAS DL LT
ZAHRERBE -3 22 S FRFER B R REEL R

&L;Qq%ﬁéf‘ Qi ﬁﬁlﬂ /F/%&’MLL'F%D}

|m
b
-\-;jv)ﬁ

Bk EEA 2 £ B Hk k3o

FALKR AT ER
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AL LA o AIFHE AR F BT A R KT PR Kano - AR

A2 IPAZBEEY T AR E S BREFF AR EL ARSI FRERE AATR LA
MR B2 RE R HFR Y Kano = L FHG R E s 2 B orh i 5

E L RARE A HTPA)GFAN N F de s e N MBI RS TR N 2

B Bis B4 Kano 2 [PA 2= & 47 o %%'E* Kano = a5 fr i e T8 ¥ T SR
irg e it £A8 TPA £ & & gk 47 e T i sed IRy B IE o Betd
DAy Ty T LRl Bl 2 TRl RSl 2

Bl B 2 JRIFE TR e TR T 5 AL 2 S EIER] o

Kano 22 [P A K ¥ % 3+

}

S A RE R RATR

|

fR 2R A

|

Kano- & % ’%*ﬁp’? 5

l

[PA &L A 45

}

Kanof & IPA 4 §

|

5 a2 sc A LI P

B 787 % > % AL
FHRKR: AFL R FEH
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3 FrREZFEAXTAEARKR TV REEEY T 2 F KPR E®R

dOA IS RAR S RPN T2 B R R P10 SN R
Pobe e I SRAR SR BF R R A b2 JF bR
PRRPREEES IR EFS RTAFAAFTRALIFE I RYES
VI o2 kT AERTER ARMEBARE AP AL S AL L7 Ay
LZAIA S BB A AAHEL AT F oA
ﬁ??i&m&&??iéiﬁ%ﬁﬂ;ﬁ%?ﬁﬁ&?ﬁ@’%diﬁii%
Th g AL > B TR EG T kR TR N T
BOr A G A RA e AR RERNAR XA SHE KT AEL A HT
DIREY T L e L BPERN R o

Kano ;8 AR ¥ %251 B e - aanfms REH TR - 2t Erw
R R Sl EEORERFRE S TR Z LA A B G *‘kéf‘*mﬁf@
(Kano et al., 1984) - #-f* & Matzler & Hinterhuber (1998)2_ = a4 35~ ;= & W&+ ff
TIBER TEE TR CTERREL CTRAE M TAEE R
AN R e RFIEUE R G FIE G Eﬁ‘;‘xﬁf}:;}fg,\ A

B2 SIPAS AT R B D o Flp AR dpths Bl s TERRR ) ik
SRR It ERBRA G AV LRSS £ 8R40 S FHLELE3S T
TE2S CEFFIEELLAL cARBAEA L P ARBERIEESAS ~ A RAER F44

Z2RARR FH3IAL ~ ZIRARR M24 ~ FRARAREMELAL o

31



RFPIHR S TREERERL c A RAAHE RN

AR O N ATIES BRI AREE 4 B St

PAETLREA AR AR B A NS A AHRARTRS

Bul s EF KT ARRME RIS I P o
33 GREMBRAYN

V4R 1 B Bt 852 % A (Reliability) 22 (Validity) » @ “73) 7
R Ap e R R 2

BOTER RS - R S R AR - KRR § A

TokR L AR L BRIE (BE) LIaRRNEE AR RERRDH

Mo bR REIREZ MG 2R IHEEAE LR

B) a R BRI T R EE AR

SRR (e od
L oy 2

PR g
;v(m}’p“é (:i ,Pj\ld_lw,m)

1. & & A4

2 B (Reliability) %45 78 3% & % % 2 - 5% ( Consistency )
(Stability ) =&~ 3

BAE T
% 1% Cronbach's af& & =8 34 BA7A F-F 3 1 1538 p =8 -
3%} - Nunnally and Bernstein (1994) %5 #= 3 %7 7 Cronbach's 0=0.7 #& 5 if
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