“Application of KANO's Model in Service Sector”

The Kano Model is one of the Six Sigma tools that help in prioritizing the features of a product or
service with respect to the customer’s specifications/ satisfaction. The Voice of the Customers (VoC)
is recorded with the help of a worksheet/framework that further helps the design team to translate
the features/ customer need/ requirement into various categories that satisfy or bring customers
delight. This technique is often used by researchers, product managers, business managers, etc.
for new product development or for an existing product/ service. It is an interesting tool to capture
and identify the priorities of the customers.

TAKEAWAYS:

» Understanding VoC
> Application of KANO’s Model in various sectors

> Benefits of applying KANO'’s model in service sector
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