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LEE, WEN-CHI(2005). A Study on Application of Kano Model to Discuss the Service
Quality of Golf Course. Unpublished Master Thesis, National Taiwan College of
Physical Education, Taichuhg.

Abstract

The purpose of this research were to apply Kano 2D quality model to explore the
quality property of service element of golf driving range and further access to the
consumers demands toward different quality properties. The research proceeded with
random sampling with 252 targets who were the consumers in the golf driving ranges
with standard fairways of over 18 holes in five cities and counties of central region of
Taiwan. The research was based upon questionnaire survey and proceeded with statistic
and analytical methods such as Descriptive Statistics, Kano 2D quality model,
Chi-Square Test, t-test, One-Way ANOVA Model, Scheffe method and Matzler's
satisfaction index model.

The research findings were the follows: 1. Among six service elements of Kano
model, four with the attribute of must-be quality, one with the attribute of
one-dimensional quality, and another with the attribute of attractive quality. 2. The
consumers’ (with different characteristics) cognition toward 2D quality attribute did not
reveal prominent difference with respect to service facility of extended products and
safety; compared to people who were not the members, the members tended to
cognizance more about the attribute of must-be quality with regard to value and
guarantee of professional service; the consumers experience of playing golf and
personal characteristics revedled different cognitions of must-be quality and
one-dimensional quality with regard to the attribute of service facility of core products;
the experience of playing golf revealed different cognitions of must-be quality and
one-dimensional quality with regard to the attribute of service attitude of service
personnel. 3. The consumers' levels of value toward different quality properties were
must-be quality> one-dimensional quality> attractive quality > indifferent quality. 4.
Female consumers paid more attention upon hardware facilities of the golf driving
range; male consumers paid more attention upon the rationality of safety and price and
the feeling of actual service. 5. The research employed Matzler satisfaction index model
to calculate the increased satisfaction index factor and reduced dissatisfaction index
factor of different service elements.

Based upon the research findings, the researcher provided the suggestions as the
reference for the companies of golf driving range with respect to the improvement of
service quality.

Key words: 2D quality model, golf driving range, service quality
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