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ABSTRACT

The objective of this research is to develop arjiization procedure for service attributes
improvement in service business. The procedurggiates ' Kano model, which classifies quality
attributes into three categories_as Must-be qualiye dimensional quality, and Attractive quality,
with service quality measurement tool known as SERRML. This tool measures service quality
level by the gap between attribute performance atribute expectation: from the customer point of
view. The prioritization procedure also considezss/ice attribute importance, which is measured by
the slope of the relationship between: total custosagisfaction and service attribute performance.
Then, this prioritization = procedure |is/ implementéal electronic |commerce website named
http://www.tohome.com and shows service attributéority orders for further improvement.
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