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Figure 1 Three Categories of Satisfaction Functions for Service Requirements
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and Their Weights
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Table 3 Fulfillment Degree Matrix D
% RHEE
e S4,  SA, SA, SA, SA, SA, SA, SA, SA, SA, SA,, SA, SA, SA,
SR, 4.61 3.27 4.56 4.63 4.84 2,80 4.10 4.26 4.01 2.83 2.69 0.87 0.78 4.78
SR, 4.38 4.15 4.91 4.73 4.67 3.68 4.79 4.8 3.15 3.75 4.84 3.29 4.30 4.30
SR, 3.05 0 2.37 4.66 0 2.23 0 3.33 0 4.90 0 3.15 4.67 4.91
SR, 414 4.25 472 4.80 459 3.64 3.76 4.74 3.88 3.85 4.03 3.19 3.32 4.66
SR, 439 0 0 4.77 0 0 4.90 402 0 0 0 0 0 4.90
SR, 0 0 0 0 4.48 0 4.09 0 4.83 0 4.8 0 0 4.82
SR, 4.82 4.93 472 4.64 3.06 473 3.8 4.12 4.46 2.47 4.91 3.33 4.83 4.83
SR, 0 0 0 0 4.81 4.85 4.67 4.90 3.8 472 471 0 4,08 4.71
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SR, [Sy(d) =49.12In(d) +11.32| 0.924  S,,(d) =18.31d +1.89 0.863 S, (d) =6.23¢""* +2.86 0.887
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SR, S,(d)=44.32In(d)+3.42 0.705 [S,(d)=20.83d -5.29] 0.931 5, (d)=6.93¢""* +1.88 0.719
SR, Sy (d) =45.78In(d) +11. 14| 0.938 S, (d) =15.64d +3.89 0,903 S (d)=5.13¢""" +2.42  0.842
SRy |Sq(d) =52.36In(d) +10.80| 0.917  S,,(d) =17.15d +2.33  0.873  Si(d) =5.08¢"** 0.814
SR, S, (d)=48.41In(d)+7.92 0.928 S,,(d) =17.81d +6.47 0. 794 |S?3(d) =5.61e" 7 + 4,50/ 0.961
SR, Sy (d) =55.34In(d) +10.24 0.901 [Sy,(d) =16.91d +13.75/0.936 Sy (d) =7.58¢* " +3.72 0,917

il 4o, &% AR 475 3K SR, B EIK 3 F il & kB
M HS,(d) =41.26In(d) +2.78.5,.(d) =13.62d+1. 60
S5 (d) =5. 027, 400 £ 7% BB DL 2, 3BT X B i
& ZB 55 AR, =0.724 R, =0. 844 fI R, =0.913,
B MBS, (d) 16 5 28 1 6 R R BR B, MR (8)
A, HETBHEEEERE, RS, RE\EO) L&
WEMSERE ST EM AR, I Lingo 9.0
WK RER AT BB BEREN x, =1, =
1. Xy = l\x“‘4 =1, =1, =14, = l,xa‘fs =Tz
I HEER AR TUERA RS WERM E,
HXMkERMBE, FEEMIEER ST T
(SA,) EEHEI(SA,) HERB LR IEIR S (545) .
G fE (S4,) LA R IE (SAg) 48 45 90 % T e il
(S4,) DR M5 (S4,) MEBEREMNE PR
(84,,) % 8 WIR% -

1007

80

U S

J

B 1

5 55 3 2K [0 AL A

2 BHREWR SR, NEERBEERRLUSTRES
Figure 2 Fitted Customer Satisfaction Function
for Service Requirement SR,



55138 S REVOTPHERS ERAS TR IE 61
RS MBEERS
Table 5 Satisfaction Degree Matrix S
% IRF =R
s SA,  SA, SA, SA, SA, SA, SA, SA, SA, SA, SA, SA, SA, SA,
SR, 76.45 33.38 72.06 76.45 86.06 26.34 56.86 60.33 53.59 26.34 23.40 8.06 7.60 81,11
SR, 82.97 80.63 89.38 87.34 86.28 74.24 87.34 88.37 66.89 75.59 88.37 68.45 82.97 82.97
SR, 59.30 0 45.86 90.02 0 43.94 0 65.06 0 95.78 0 61.22 90.02 95.78
SR, 80.08 82.16 92.56 94.64 88.40 69.68 71.76 92.56 73.84 73.84 78.00 59.28 63.44 90.48
SR, 77.92 0 0 81.99 0O 0 83.90 74.60 0 0 0 0 0 83.90
SR, 0 0 0 0 88.38 0 83.39 0 92.93 0 92.93 0 0 92.93
SR, 78.00 B82.05 74.17 70.53 32.51 74.17 47.51 55.01 63.82 24.81 86.32 37.40 78.00 78.00
SR, 0 0 0 0 94.82 94.82 91.44 96.51 77.92 93.13 93.13 0 81.30 963.13
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Study on relationships between manager’ s behavior

Method for Determining Service Attributes Portfolio Alternative
in Service Design

Xu Hao'? ,Fan Zhiping' , Liu Yang'
1 School of Business Administration, Northeastern University, Shenyang 110004, China
2 School of Economics and Management, Shenyang Ligong University, Shenyang 110159, China

Abstract ; Service design is the process in which service attributes portfolio alternative is determined. In the process, not only
customers’ service requirements are meet maximally, but also customer satisfaction and cost budgets are considered. In this pa-
per, a decision analysis method was proposed aiming to determine service atiributes portfolio alternative in service design. In the
method, firstly, relevant evaluation information were obtained by employing the questionnaire survey, which were the fulfillment
extents that service attributes meet the service requirements and the service requirements satisfaction. Then, based on Kano mod-
el, each service requirement satisfaction function was determined through processing and fitting the obtained evaluation informa-
tion. Thirdly, based on the determined satisfaction function, in the context of considering cost budget, the optimization model of
determining service attributes portfolio alternative to maximize the customer satisfaction was constructed. Fourthly, the service at-
tributes portfolio alternative was determined by solving the optimization model. Finally, the First Class service design of an airline
company was taken as an example to illustrate the feasibility and availability of the proposed method.

Keywords ; service design;service attribute ; Kano model ; customer satisfaction;0-1 integer programming model
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