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Definition 

The Kano method helps to structure customer needs and 
determine its impact on satisfaction a factor to success 



Origins of the KANO MODEL

Noriaki Kano: 
- Professor at Tokyo Rika University 

- International consultant  

- Received individual Gemming prize 1997



INTRODUCTION
The kano model is based on an analysis of customer demands by Noriaki Kano 1940  

He presented the following theory  

In order to asses customer satisfaction the customer’s needs of a product or service should be divided into the 
following groups  

- Dissatisfies 

- Satisfiers 

- Exciters 



KANO MODEL is a theory of: 

- Product development  

- Customer satisfaction  

When to use the KANO MODEL: 

- New product development  

- Project selection:  - Lean six sigma  - Design for six sigma 

- New service development  

- Determining the market strategies 



The KANO MODEL addresses 
the 3 types of requirements: 

- Satisfying basic needs: allows a 
company to get into the market. 

- Satisfying performance needs: 
allows a company to remain in the 
market. 

- Satisfying excitement needs: allows 
a company to excel to world class.



Dissatisfies or Basic needs 

Expected features  or characteristics of a 
product or service (legible forms, 
correctly spelled name, basic 
functionality) 

These needs are typically “unspoken”. If 
these needs are not fulfilled, the 
customer will be extremely dissatisfied 

An example of an "unspoken" need 
when staying at a hotel is cleanliness. 
this includes a clean bathroom, clean 
linens and a pleasant, fresh aroma in the 
air. 

When a person books a reservation at a 
hotel, they do not request a clean room. 
They expect it . If this basic need is not 
met, they will be extremely dissatisfied.



Satisfiers or Performance 
Needs 

Standard characteristics that increase or 
decrease satisfaction by degree/level cost, 
price, ease of use, speed etc.. these needs 
are typically “spoken”. 

Using the hotel example again “spoken” 
needs could be internet access, a room 
away from the elevators, non smoking 
room, etc.. 



Satisfying excitement 
needs 

Unexpected features or characteristics that 
impress customers and earn the company "Extra 
Credit" 

These needs also are typically “unspoken" 

Think of the DoubleTree hotels . Those who 
stay there are delighted (pleasure/satisfaction) 
by a freshly baked, chocolate chip cookie 
delivered to their room during turn-down 
service.



“KANO MODEL process”





Identifying Attractive Behaviors of Managers Based on Kano Model in Isfahan 
Province Gas Company  

Employees’ satisfaction and motivation are the most important drivers of quality and 
productivity. Numerous studies discuss the impact of these attributes on company 
performance.  

One of the factors that affect on motivation of employees is managers’ behaviors. In this 
research, the impact of managers’ behavior on satisfaction/dissatisfaction of employees 
has been investigated. For this purpose, a model has been proposed for analyzing and 
classification of employees’ needs and this model has been examined in the Isfahan 
Province Gas Company. The results indicated that by using Kano model we can identify 
five kinds of behaviors i.e. Must-be, One-dimensional, Attractive, Indifferent and 
Reverse behavior. The findings of case study showed that 18 behaviors were classified 
in attractive category that these behaviors can affect on employees’ motivation. These 
behaviors increase employees’ satisfaction if fulfilled, but do not cause dissatisfaction if 
not fulfilled. 
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