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The study aims to establish a model of quality that can precisely measure service quality. It
can use as critidal reference on quality decision to ensure improvement and development. The study
proposed an integrated model from two quality models: the important-satisfaction model and Kano’s
model. This new model helps decision making process more precise. Its advantage over the important-
satisfaction model is consideration of characteristic on making satisfaction of quality attributes. The
advantage of integrated model over Kano’s model is consideration of current important and satisfaction
level of service users. These advantages make the integrated model precisely measures the service
quality over the single model. The method of integration is transferring the results of service quality
level from each original model to a coefficient of integrated model value. The coefficient value of over
0.8 is a cut off point for service improvement and development. The integrated model is validated with
the users of international house and the finding shows the expected results.

The Quality Function Deployment (QFD) is used to transform service users’ requirement to
service activity. Next, alternative services are identified and proposed to international house’s

administrator to choose appropriate and feasible services for this dormitory.
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