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This research presents a tool to help understand the customer requirements.
By using the Kano's model, the types of satisfaction could be sorted out and the
coefficient of satisfaction for each customer's need could be calculated. This tool helped
product developers to understand the needs of customers in greater detail.

By employing automobile market as a case study, the research began with
studying the requirements of customers that affected the buying decision of purchasers
from relevant literature and customer interview. The main factors and secondary factors
were identiﬁedifrom the results. Then another questionnaire was constructed along the
concept of the Kano's model through the use of Visual Basic and Microsoft SQL Server.
The tool was tested on a sample of 400 customers belonging to the 25-35 years old age
group in Bangkok. Finally the requirements were classified according to the Kano's
model for further analysis.

The results showed that the implemented tool had the capability to categorize
the customer réquirements into different types. However, the software usage could be
applied in a large diversity of applications, depending on the product developers. In
practice, product developers should focus on one-dimensional requirement since this
type of customer requirement directly affects the customer satisfaction. If the developer
wants to surprise the customers or differentiate its products from competitors, it should
focus on the customer needs that fall into the category of attractive quality feature.
However, if the manufacturer could not satisfy all requirements, it should focus on the

requirements that have the highest coefficient of satisfaction.





