Journal of the Korea Academia-Industrial http://dx.doi.org/10.5762/KAIS.2011.12.8.3415
cooperation Society
Vol. 12, No. 8 pp. 3415-3420, 2011

S WE/RNE oA BYIY B 9 ARFE o] §
{sc}:

TAREAG P
Mg
et ZyBstat

Improving Customer Satisfaction Management using the Satisfied
Customer Reclassification based on a 2 Dimension Model of
Customer Satisfaction/Dissatisfaction

Kwang-Kyu Seo"

'Department of Management Engineering, Sangmyung University

of obdl, WIE/EUE 239 BYS Aol 1A YT WS Acksdrh Aok BAS g 2 W B
B 543 Bue] B S40] Wiolm, el By 9olo] dawt sjkol thEA| Agdt &S Bl
stk o2 Bal 1A ARFE Bsto] 1A WHS Arhsksta BAo] 1A BuE WAL AT & ol 3
o NAVEHHGS BT S b FsHE Bl

Abstract It is natural phenomenon that, as the level of customer satisfaction index increases, the ratio of
satisfied customers increases. However, the effectiveness of practical application of customer satisfaction survey
for improving customer satisfaction decreases due to structural limitation on data analysis and the abnormally
outnumbered data. To cope with these problems, it is necessary to develop the new methodology to identify the
strategy meanings and find the dissatisfied factors of satisfied customers using the satisfied customers
reclassification. This study proposes the satisfied customer reclassification method based on 2 dimension model
of customer satisfaction/dissatisfactions which is different from the previous one dimension satisfaction model.
The experimental results show that satisfaction attributes are different from dissatisfaction attributes and they
also have dissimilar roles and functions. With these results it is possible to maximize the customer satisfaction
and restrain the customer dissatisfaction through the satisfied customer reclassification and achieve customer

satisfaction management eventually.
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[Fig. 1] One dimension model of expectation and
non-consistency
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[Fig. 2] Two dimension model of satisfaction and
dissatisfaction
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[Fig. 3] Examples of satisfaction and dissatisfaction
measuring questions
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[Table 1] T-testing results of the difference of satisfaction
and dissatisfaction averages

= o
Model =3 %‘?—} (%—g) (“11_0; t-test
) 7FJAAEES | 619 | 496 | 5.69 5.24 3.321%%
2) MEAEA 787 | 425 | 735 5.89 6.317%%
3) MulA &% | 676 | 499 | 635 521 5.532%%*
4) Au|AotA | 687 | 487 | 645 533 6,742
5) o] &9+ 501 | 567 | 476 434 2.321%
6) FolATA/S | 698 | 475 | 647 543 4,597
7) LAE 625 | 456 | 5.68 545 2.942%%*

#p<0.05, **p<0.01. *+¥p<0.0001
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[Fig. 4] Cross-tabulation of satisfaction and dissatisfaction
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[Table 2] Testing results of the difference of satisfaction
and dissatisfaction averages

g BE dans
Ples 1.000
NS -0.512 1.000
chnks 0.573 -0.457 1.000
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[Table 3] Summary of regression analysis results
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