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A survey and analysis of medical needs towards out-patient clinic service based on Kano model
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Abstract: Objective
tion. Methods

patient services by Kano model analysis method,and then made quadrant analysis. Results

To explore the feasibility and implementation effect of Kano model used in out-patient service investiga-

We investigated out-patients with Kano model questionnaire of demand out-patient service,and determined the out-

In the Kano model analysis, there were

11 items attributed to must-be quality, 12 attributed to one-dimensional quality,and 2 attributed to attractive quality. In the quadrant

chart analysis, there were 12 items of the outpatient services in the competitive advantage district,9 in the urgent improvement dis-

trict,and 4 in the district of waiting for the observation. Conclusion Kano model can be used for out-patient service investigation,

and the quality of outpatient medical approved by a majority of out-patients. To achieve excellent management performance, we

should focus on attractive quality services, while ensuring the basic properties of services.
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