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! Noriaki Kano

: expected quality
1 desired quality

* excited quality
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! Complaint Handling System
* Customer Satisfaction System
* TPS (Transaction Processing System)
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! intangibility
“ heterogeneity
inseparability
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! reliability

? responsiveness

3 competence

* access

* courtesy

® communication

7 credibility

* security

* understanding/knowing the customer
' appearance/presentation
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