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ABSTRACT

Quality is the important and necessary to get serious attention of the company in running its operations strategy including in
the elementary school. Measuring the quality of services is more complicated because of the is intangible that each customer
has different perceptions about the quality of services. KANO's model has been widely applied in measuring service quality.
The purpose of this study is to measure the level of satisfaction of expectation of parents towards education and perform the
classification of the KANO model of educational service atiributes. Measurement of education based on 5 dimension of
services quality Zeithaml, Parasuraman, dan Berry (1990), that is tangible, reliability, responsiveness, assurance dan
empathy. The result showed that there is still a gap between the level satisfaction and expectation that are the completeness of
the library books, cleanliness of toilets and computer laboratory. Furthermore, the results of the classification attributes using
KANO model of education services found that 25 attributes in the category of One Dimensional, 4 attributes in the category of
Attractive and I attribute is categorized in Indifferent

Keywords

service guality, customer satisfaction, elementary school, KANO maodel
1. INTRODUCTION

Based on Herzberg’s ‘Motivator-Hygiene Theory’, Kano ef al. [1] defined the product quality element of different categories
that impact customer satisfaction in different ways. Which namely: attractive quality attribute, must-be quality attribute, one-
dimensional quality attribute, indifferent quality attribute and reverse quality attribute. Using Kano’s model, quality attributes
that have the greatest influence on customer satisfaction can therefore be identified, and these can then be used to focus on
priorities for product or service development and improvement [2]. With such advantage, Kano model is widely used in quality
management [3], logistics services [4] product development [5-7] as well as QFD integration [8-10]. Kano model also used to
evaluate quality evaluation of education [11-13]. Quality in education is as important as the quality of business. Elementary
school is an important stage of education, where basic values instilled child begins. Basic education in elementary school will
influence the child's subsequent development of thinking. Thus every school, including elementary schools, should improve
the quality of education services. Considering on this, to understand customer satisfaction of the education institution, we need
to understand the customer’s need and the expectation. Improving the quality of education would have to focus on customer
satisfaction. Kano et al. [1] developed a model to categorize the attributes of a product or service based on how well they are
able to satisfy customer. Mostly service qualities have both poor and versatile characteristics because service quality is based
on the customers' feelings. Therefore, the evaluation of service quality is more difficult than that of the product quality.
Parasuraman et al. [14] developed the instrument SERVQUAL for measuring customers' perceptions of service quality needs.
In this paper, service quality of elementary school was measured and analyzed by service gaps and classified by KANO’s
method.

2. CONCEPTUAL BACKGROUND

2.1. Service Quality

A firm in order to compete successfully must have an understanding of consumer perception of the quality and the way service
quality is influenced. Managing perceived service quality means that the firm has to match the expected service and perceived
service to each other so that consumer satisfaction is achieved [15]. Parasuraman er al. [16] proposed that service quality is a

function of the differences between expectation and performance along the quality dimensions. They developed a service
quality model (Figure 1) based on gap analysis. The various gaps visualized in the model are:
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The framework of this study can be seen on figure 4.

Identification Service Quality Attribute of
Elementary School -
- Tangibles
- Reliabiliry
- Responsiveness
- Assurance
- Emphary

!

Survey by questionaire

{

Importance Performance Analysis

v

Define KANO category

Figure 4. Framework of study

Service quality attribute of elementary school as in table 2 below :

Table 2. Service OQuality Atiribute of Elementary School

Dimension Attribute Code

Tangibles Academic calendar availability Al
Academic calendar implemented as planned A2
Teacher have a good capability A3
I'eachers teach subjects according to educational A4
background
Teaching are always conducted as scheduled A5
Availability of the agenda book Ab

Reliability Classrooms are clean and comfortable B1
Facilities and modern teaching equipment B2
A completely of library B3
Sports facilities B4
Availability of student activity B5
Cleanliness of toilets B6
Computer laboratory B7
Completed and updated school’s website B8
Cleanliness school environment B9
Teachers and staff dressed B10
Parking area B11
School location is easy to access B12

Responsiveness  Teachers respond to questions and complaints of Cl1
parents well
Teachers are willing to talk to parents about c2
child’s problem

Assurance Number of teacher D1
The use of teaching methods D2
Availability of textbooks D3
The number of students in one class D4
Education about manners, responsibility and D5
honesty

Empathy Communication between teachers and parents El
Regular meetings between teachers and parents E2
Parent organization E3

ISSN 1411-1284

The survey was carried out through two type of questionnaire to analyze parent satisfaction. The first one is used for analyzing
importance and performance. On the first questionnaire, respondents give rank of importance and performance for every
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attribute by Likert scale between | and 5. The second questionnaire is used to categorize service quality attribute by KANO

Model. To apply the Kano classifications to divide the quality elements into attractive, one-dimensional, must-be, indifferent,
and reverse quality elements is used by table 3 [19]

Table 3. KANO Evaluation Table
Source : Matzler & Hinterhuber (1998)

| Dysfunctional form of the question
Product requirement -» I like that way | It must be that way | lam neutral | | can live with it that way | | dislike
that way

1 like that way Q A A A 0
Functional form of the guestion | It must be that way R 1 1 I M

lam neutral R | ) I M

I'can live with itthatway | R | ] 1 M

| dislike that way R R R R Q

Where : Q= questionable, A = attractive, O = one dimentional, R=reverse, | = indifferent, M =must be

To classify attribute we used Blauth’s formulas :
- If (one dimensional + attractive + must be) > (indifferent + reverse + questionable) then the category is maximum [one
dimensional; attractive; must be]
- if (one dimensional + attractive + must be) < (indifferent + reverse + questionable) then the category maximum
[indifferent; reverse; questionable]

4. RESULTS AND DISCUSSION

This study includes 150 respondents. The respondents are parents of elementary school. Summary of respondent can be seen at
table 4.

Table 4. Summary of respondent

Item Category Amount Percentage
Age < 25 year 0 0.00
25-30 5 3.33
30-35 34 22.67
35-40 47 3133
40-45 43 28.67
=45 21 14.00
Occupation Gov. Officer 13 8.67
Private Officer 58 38.67
Entrepreuner 26 17.33
Military 13 8.67
Doctor I 0.67
Teacher/Lecturer 10 0.67
Others 29 19.33
Eductaion High School 50 3333
Diploma 19 12.67
Undergraduate 67 44.67
Master 9 6.00
Doctoral 0 0.00
Military 2 1.33
Others 3 2.00

Gap analysis conduct to analyze whether there are differences in the level of importance and performance of each service
attribute. Summary of importance and performance of each service attribute can be seen in Table 5. The mean level of
assessment and the level of interest then made Cartesian diagram as shown in figure 5.

Table 3. Average of Importance and Performance

ltem

Average of
Importance

Average of
Performance
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Al 4.4467 4.1400
A2 4.2867 3.9933
A3 4.8267 4.2667
Ad 4.5667 4.1133
A5 4.3267 4.1333
A6 46133 4.5133
Bl 4.6800 4.1533
B2 4.1533 3.7600
B3 4.3533 3.8133
B4 4.0400 3.3867
B3 4.0667 3.8467
B6 4.5667 3.3667
B7 4.5267 3.8467
B8 3.9200 3.5533
B9 4.5600 4.0133
BI10 43133 4.1400
BIll 4.0600 3.0933
B12 4.0933 3.6000
Cl1 4.7133 4.3000
2 4.7267 4.2867
DI 4.0867 3.8933
D2 4.7267 4.1067
D3 4.6333 4.2533
D4 4.4000 43133
D3 4.8200 4.3667
El 4.5667 4.1867
E2 3.8800 3.5333
L3 3.2133 3.1067

-
-]
1

8
1

g
1

Kuadran Il

Kuadran Il

Kuadran |
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Performance

Figure 5: Cartesian Diagram

From Cartesian diagram, grouping each attribute in each quadrant is shown in Table 6.

Table 6. Grouping attribute to Cartesian Diagram

Quadrant Code | Attribute
Quadrant 1 Al Academic calendar availability
A3 Teacher have a good capability
Ad Teachers teach subjects according to educational
Ab Availability of the agenda book
B1 Classrooms are clean and comfortable
BY Cleanliness school environment
Cl Teachers respond to questions and complaints of parents
well
2 Teachers are willing to talk to parents about child’s problem
D2 | The use of teaching methods
D3 | Availability of textbooks
D4 The number of students in one class
D5 Education about manners, responsibility and honesty
El Communication between teachers and parents
QuadrantIT | B3 A completely of library
B6 Cleanliness of toilets
B7 Computer laboratory
Quadrant II1 | B2 Facilities and modern teaching equipment
B4 Sports facilities
B3 Availability of student activity
B8 Completed and updated school’s website
BIl Parking area
BI2 School location is easy to access
D1 Number of teacher
E2 Regular meetings between teachers and parents
E3 Parent organization
Quadrant IV | A2 Academic calendar implemented as planned
A3 Teaching are always conducted as scheduled
B10 Teachers and staff dressed

ISSN 1411-1284

To categorize service quality attribute by KANO Model is based on answers to questions functional and dysfunctional each
attribute. According to KANO evaluation table 3, sum of KANO category for every attribute can be seen on table 7.
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Table 7. Sum of KANO Category

Code Attribute ) Sim of I;;\NO Clate O;V 0
Al Academic calendar availability 81 35 7 15 0 0
A2 Academic calendar implemented as planned 65 36 14 21 1 1
A3 Teacher have a good capability 112 13 9 4 0 0
Ad Teachers teach subjects according to educational background 65 44 9 19 0 1
A5 | Teaching are always conducted as scheduled 104 | 12 17 5 0 0
A6 Availability of the agenda book 99 19 7 13 0 0
Bl Classrooms are clean and comfortable 115 9 8 5 0 1
B2 Facilities and modern teaching equipment 42 55 6 35 0 0
B3 A completely of library 44 68 5 21 0 0
B4 Sports facilities 46 50 6 36 0 0
BS Availability of student activity 27 74 3 34 0 0
B6 Cleanliness of toilets 123 7 7 1 0 0
B7 Computer laboratory 70 45 8 15 0 0
B8 Completed and updated school’s website 53 42 7 36 0 0
B9 Cleanliness school environment 117 11 7 3 0 0
B10 | Teachers and stall dressed 76 37 12 13 0 0
Bl1 Parking arca 49 48 11 30 0 0
B12 | School location is easy to access 74 36 10 18 0 0
Cl Teachers respond to questions and complaints of parents well 96 26 8 8 0 0
C2 Teachers are willing to talk to parents about child’s problem 96 17 16 9 0 0
DI Number of teacher 70 41 10 17 0 0
D2 The use of teaching methods 104 | 24 8 2 0 0
D3 Availability of textbooks 96 30 7 5 0 0
D4 The number of students in one class 75 33 5 24 1 0
D35 Education about manners, responsibility and honesty 123 9 4 2 0 0
El Communication between teachers and parents 101 135 16 6 0 0
2 Regular meetings between teachers and parents 39 26 23 49 1 0
E3 Parent organization 15 28 2 89 4 0

Based on the results in Table 7, the determination of KANO categories for each attribute using Blauth's formula can be seen

on table 8.

Table 8. KANO Category

Code Attribute KANO Category
Al Academic calendar availability 8]
A2 Academic calendar implemented as planned O
A3 Teacher have a good capability 0
Ad Teachers teach subjects according to educational 8]

background
A5 | Teaching are always conducted as scheduled 8}
Ab Availability of the agenda book 0]
Bl Classrooms are clean and comfortable o
B2 Facilitics and modern teaching equipment A
B3 A completely of library A
B4 Sports facilities A
B3 Availability of student activity A
B6 | Cleanliness of toilets o
B7 Computer laboratory 0
B8 Completed and updated school’s website (0]
B9 Cleanliness school environment 8]
B10 | Teachers and staff dressed (0]
BIl | Parking area 8}
B12 | School location is easy to access (0]
C1 Teachers respond to questions and complaints of parents 0]

well
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C2 Teachers are willing to talk to parents about child’s (0]
problem
DI Number of teacher 8]
D2 The use of teaching methods (0]
D3 Availability of textbooks o]
D4 The number of students in one class (0]
D35 Education about manners, responsibility and honesty 9]
El Communication between teachers and parents 8]
E2 Regular meetings between teachers and parents (0]
E3 Parent organization I

From the results of respondents’ answers to the level of importance and performance of each service attribute as can be seen in
Table 5, it can be seen that the average rate of importance of all attributes greater than the performance. However, to give
priority to improve attribute can be seen from the Cartesian diagram in Figure 5. Attributes that need serious attention to be
improved are the attributes that in quadrant II that is completeness of library, Cleanliness of toilets and computer laboratory,
because these attributes are considered bad perform but it is important for parents. This causes the parents disappointed.

From the categorization of KANO model in Table 8, most of the attributes as category O (One Dimensional) means the rate of
satisfaction is linear-related with performance that mean if performance attributes high will result in higher satisfaction parents.
In other words, if we want to increase the satisfaction of the parents is by increasing the performance its attribute,

5. CONCLUSION

According to Gap Analysis we can conclude that in general there is gap between expectation and satisfaction of service in
elementary school. The attribute that should be improved immediately are completeness of library, cleanliness of toilets and
computer laboratory. Based on KANO analysis, 23 attribute are as One-Dimensional, 4 as Attractive and 1 as Indifferent.
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