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Customer Satisfaction: Motives and Indicators — A reading in the Kano
Model-
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Abstract:

As a result of the openness of the markets, business institutions were
aware of the importance of establishing strong interactive relationships with
their customers, which necessitated the focus of their efforts in identifying
and using the most suitable methods to assess the satisfaction of their
customers, and given the nature of the study the descriptive methodology
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was followed and highlighted the ideas summarized from reviewing the
literature to show the most important indicators of satisfaction The
customer, according to the Kano model, is to see the most important
improved paintings of this model, and the results of the search have shown
that the customer's satisfaction has many ways to achieve it, the most
important of which are quality indicators that enable the creation of new
products, especially from the customer's perspective.

Key Words: Customer Satisfaction, Satisfaction-Profit Chain, Kano
Model, IPA-Kano model, CKM-Kano model.

JEL Classification Codes: M1, M31, Y10.
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