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Quality Improvement Plan of Convenient Store
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Abstract

There are a lot of quality related searches enforced in practice or academic. So vary
methods developed to adopt for investigation and to dig out important facts.When IPA and
Kano model are applied respectively in those researches, IPA is to formulate the improvement
strategies of current products or services and Kano model is to determine the current quality
attributes of products or services.Based on the improvement plan proposed from the prior
investigation, the improvement activities are conducted, and then processes to the post
investigation for determining the performance of improvement plan. Finally the work verifies
quality of the hot spring firm from attractive quality attribute become one-dimensional quality
attribute. To stand on observation of this study object, a new measure that the work created to
grow quality for firm is success.
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BIE T2000 &ME AR ELHLTE  HELE RE 2009 £ 10 B - 254EH
B REESA 9179 £ F3HHF 2500 AT Ay EE —FREHNHE > cEEHNBHEY
FEARERBUTHR AR HEE & 0 2009) o E b A8 JE 250 RAT KGR
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2. RREH
2.1 Kano —# & R MR X,

Yang(R003) A A K IR EER Kano — 4 S EE XA FERBBEEET AN
HEHRBELE BN  EMRERELEFEF2 2 - FELALHBLAERERER
A RAEFR  RHFBRAEZHIREER B LEB Kano — 4L HHX » EREAH
Ff R B} (Kano, 2000) - Matzler et al.(1996) §F#9:H Kano #) — 4 b HH XA B A FHES 1
BRESEN TR THRBEEER 2 RUEAHMKREELER 3 B EERER 244
MRk RUEFBEAHERX I RBTFERAT L SRBTGERILA Tk -

Kano —# % % 4 X, & Noriaki Kano % A7 1984 4% 4% Fredrick Herzberg &9 ™ 3B
— {%:42 B F 32 24 (Motivator-Hygiene Theory) | 2 » S R H B s 28 EE A wE 1
Pk o % 1 38 A &% & % (Attractive qualityelement, A) : b B H B R E X AR > ¢
BERIGE  wRALR  MELETEZERGRIAKE - B 2 B 4HEERF
(One-dimensional qualityelement, O) : RAGLEMHLEE2F > LR ERBEEALR > 3%
BERIGBE  wREARALR > A€l BEARKE - 8 3 HEARSDE & FMust-be
qualityelement, M) : 3t R H B E A AL BEERATHEAMER  HHEELERE
RAEMmIA WwREALEF €EEAETRIAHE - ¥ 4588 £ & 5 F £ % (Indifferent
quality element, I) : R ZBELEBHREEARAT A GIRBEHREXIRHBE -
¥ 5 AR % & 'H £# Reverse quality element, R) : st BHEE A28 > BHATR
BASE wRFALAN > RMERBAETREBE -

BESERESREARR R SHFRG A ER mRAE SR L H
MEERRZLE BRI RL S EHEREH B2 AR S MHFa0 23t
ERAEEE MAERK -GS THEFRZEAHM>0>A>1(CQM,1993) -
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do not like |dissatisfaction

Source: From Kano et al. (1996, p. 64)
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A —REB I AESHARE AR ERBEACEHNE BBk
RAKREEE B E R E A BOKEM MR RS 8 5 47 T B(Sampson and
Showalter, 1999) - # 4 A R LCBZBBEHE SR BHAERALABFHRSVBEN R
& /& (Chapman,1993 ; Chu & Choi, 2000; Huana et al., 2002; Enright & Newton, 2004; Zhang
& Chow, 2004) -

Martilla& James # 1977 Fp742 i & &-&k R 42 & » #7 7% (Importance Performance
Analysis, IPA)» 2 Z R ARBRAH EETHEZBRURFEL B EEIA R AR AL
FEAABA &8 M Martilla& James AT oY ER-RRARESW A A ERB_BER 4
Mt R E LR A HAENER SO ELARL ARG ERMNESREAYMEA
RT3 582 M Bt EE3E 2t - @ Hollenhorst et al. (1992)R]32 4 » X ER-RBEZE H
MEHERERERGHOKREHE T (overall mean)tF B ER-RARE I A —iER
B S aE  RAEERAMASHHRELREAE (B 2) Z0BFRLNAEAR
[PAS# O ER » UBMBENRoHNRESLSELERENRE  AEF LB LR
Lo AEEREPITRE RSB S FIRE -

High
Concentrate Here Keep Up The
§ Good Work
] High Importance High Importance
Low Performance High Performance
Q
Q
£ 1 I1
1=
2,
5 mo| v
Low Importance Low Importance
] Low Performance High Performance
Low Priority Possible Overkill
Low
| 1 I ] I i
Low Performance High

Source: Martilla & James (1977)
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3. MRk
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RRABEMME  E P Kano —# W EHKXARAERAHNBEX LT BN RN EL-
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FoEBERALENME BREF o E2-RAREITHELERNEANBHERLT R
BITREHE REHEIAT LB E 2R EETE RALE EBRAERABREAT R
XL R ARRAERAESRF S B HGASIHERALAETH  E_3mh
Kano =4 % N> & U Kano — 4 S X EREBETEHHEZ LT RA AR -
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4. o
41 #—&HE
4.1.1Kano —# &G X,

& E S I AE SII= 40+30/40+430+2+78=47% > R % & &K B 3542 DDI= —
(30-+2/40+30+2+78) =—21% *» A HE Z B L EARSBEHILEEZHEE 47%
BRBEHLEEXIRGEE 21% Gt Too PHBFEZRBESTHNRESSEEL

(1 %—BHELE Kano — 4 L EH AR

R 16 B RR
BEH | #EmEAR| ARE | RER | FAEK
R Q A(8) A4 A(28) 0(30)
32 PR & AR R 1(4) 1(4) 1(6) M(2)
EGMRE | RRE R 1(6) 1(34) 1(16) M
e % R 1(4) 1(2) 1(2) M
FEE R R R R Q
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%3 ¥k Eb5 Kano — 4 LB X LR
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BREBEARERE T BBLEAENE2H U EA B EZRELE LGRS

BYEEMmg  REAAARTEBIPA PHERMITENLEREEARS G 3B
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