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DETERMINING QUALITY REQUIREMENTS AT THE  
UNIVERSITIES TO IMPROVE THE QUALITY OF EDUCATION

In this study the information was given regarding Kano’s Model and a case study was conducted for uni-
versity students. Kano’s Model was applied for Akhmet Yassawi University students and it was questioned what 
they thought were important quality requirements in higher education, the degree of their importance and how 
they evaluated their own institutions with respect to the quality requirements. The purpose of this study is to de-
termine the student requirements regarding the quality of the undergraduate programs of Tourism Management 
and Finance in Akhmet Yassawi University and to analyze the student satisfaction and dissatisfaction and their 
majority roles in determining and improving the quality of the programs. To achieve this object, firstly Kano’s 
Survey was applied to 116 students and the student requirements relating to the education were uncovered by 
focusing on group work. Secondly, these requirements were classified by Kano Evaluation Table. Thus, the qual-
ity requirements divided into four categories: must-be, one-dimensional, attractive and indifferent. Finally, the 
values of satisfaction and dissatisfaction were calculated and the roles of these requirements in increasing and 
decreasing student satisfaction and dissatisfaction were identified clearly.
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Уни вер си тет тердегі бі лім беру сапа сын арттыру үшін  
сапа лық қа жет ті лік терді анық тау

Бұл зерт теу жұ мы сындa Кaно мо де лі турaлы жә не оғaн қaтыс ты то лық мә лі мет бе ріл ген 
жә не уни вер си тет сту де нт те рі не бaғыттaлғaн қолдaнбaлы (кейс тік) зерт теу жүр гі зіл ген. Ах-
мет Яссaуи уни вер си те ті нің сту де нт те рі үшін Кaно мо де лі қолдaнылғaн, олaрдың жоғaры бі лім 
бе ру сaпaсынa қоя тын мaңыз ды тaлaптaры, яғ ни сaпaлық қaжет ті лік те рі, олaрдың мaңыз ды-
лы ғы турaлы жә не сaпaлық қaжет ті лік те рі не қaтыс ты өз уни вер си те тін қaлaй бaғaлaйт ын ды-
ғы турaлы сұрaқтaр қойылғaн. Осы зерт теу дің мaқсaты Ах мет Ясaуи уни вер си те тін де ту ризм 
ме не дж мен ті жә не қaржы бaкaлaвриaт бaғдaрлaмaлaры ның сaпaсынa қaтыс ты сту де нт тер дің 
қaжет ті лік те рін aнықтaу, сту де нт тер дің қaнaғaттaну, қaнaғaттaнбaу дә ре же ле рін бел гі леу, бі-
лім бе ру сaпaсын aнықтaу мен же тіл ді ру жолдaрын тaлдaу бо лып тaбылaды. Осы мaқсaтқa 
же ту үшін, ең aлды мен Кaно сaуaлнaмaсы тү зі ліп, 116 сту де нт ке қолдaныл ды жә не бі лім бе ру ге 
жә не оның сaпaсынa қaтыс ты сту де нт тер дің тaлaптaры мен қaжет ті лік те рі топ тық жұ мыстaр 
aрқы лы aнықтaлды. Екін ші ден, бұл aнықтaлғaн тaлaптaр мен қaжет ті лік тер Кaно бaғaлaу кес-
те сі мен жік тел ді. Осылaйшa, сaпa тaлaптaры төрт сaнaтқa бө лін ді: бо луы тиіс, бір өл шем ді, 
тaртым ды жә не бейт aрaп. Со ңындa, қaнaғaттaну мен қaнaғaттaнбaудың мән де рі есеп тел ді жә-
не сту де нт тер дің қaнaғaттaну мен қaнaғaттaнбaу дең гейле рін жоғaрылaту мен тө мен де ту де осы 
тaлaптaр мен қaжет ті лік тер дің рө лі aйқын aнықтaлды.

Тү йін  сөз дер: сaпa, сaпaлық қaжет ті лік тер, бі лім бе ру сaпaсы, Кaно мо де лі.
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Определе ние ка чес твенных пот реб нос тей для улуч ше ния ка чес тва  
образова ния в уни вер ситете

В дaнном исс ле довa нии предстaвле ны све де ния о мо де ли Кaно и про ве де ны приклaдные 
рaбо ты со сту дентaми уни вер си тетa. Мо дель Кaно при ме ни ли сре ди сту ден тов Уни вер си тетa Ах-
медa Ясaви, где зaдaвaлись воп ро сы кaсaтель но тре бовa ний, пред ъяв ляемых к кaчест ву выс ше го 
обрaзовa ния, кaчест вен ных нужд и пот реб нос тей, их знaче ния, кро ме то го, сту дентaм былa пре-
достaвленa воз мож нос ть дaть оцен ку своему уни вер си те ту кaсaтель но удов лет во ре ния пот реб-
нос тей в облaсти кaчествa. Целью дaнно го исс ле довa ния яв ляет ся устaнов ле ние пот реб нос тей 
сту ден тов уни вер си тетa в облaсти кaчествa прогрaмм бaкaлaвриaтa по спе циaль нос тям «Ме не дж-
мент ту ризмa» и «Финaнсы», оп ре де ле ние уров ня удов лет во рен нос ти сту ден тов, a тaкже кaчествa 
обрaзовa ния и пу тей его со вер шенст вовa ния. Для дос ти же ния постaвлен ной це ли былa создaнa 
aнкетa Кaно и про ве ден оп рос 116 сту ден тов, пос ле че го пос редст вом груп по вой рaбо ты бы ли 
устaнов ле ны тре бовa ния и пот реб нос ти сту ден тов в облaсти обрaзовa ния и его кaчествa. Дa лее, 
выяв лен ные пот реб нос ти и тре бовa ния бы ли сг руп пи ровaны соглaсно оце ноч ной тaбли це Кaно. 
Тaким обрaзом, тре бовa ния в облaсти кaчествa бы ли рaсп ре де ле ны по че ты рем группaм: необ хо-
ди мые; од но мер ные; прив лекaтельные; нейт рaль ные. В зaклю че ние был про ве ден подс чет знaче-
ний удов лет во рен нос ти и неу дов лет во рен нос ти, пос редст вом че го устaвно ленa роль этих тре-
бовa ний и пот реб нос тей в по вы ше нии ли бо сни же нии удов лет во рен нос ти ( неу дов лет во рен нос ти) 
сту ден тов.

Клю че вые словa: кaчест во, кaчест вен ные пот реб нос ти, кaчест во обрaзовa ния, Мо дель Кaно.

introduction

The quality concept as “quality is the customer 
wants” (Peters, 1999: 6) which has become an im-
portant factor of ongoing competition in many are-
as, which mostly takes into account the groups of 
customers or the buyers of the university services, 
and products. One of these groups is university stu-
dents of present and future times (Pourhasomi et al. 
2012: 236). In order to succeed in today is market 
it should be better to understand customer require-
ments and they must be satisfied (Jiao and Chen, 
2006: 177-178). Now universities increasingly be-
gan to use customer-oriented methods to improve 
possible requirements together with already existing 
requirements of students ie, customer satisfaction 
service of clients (Kuo et al. 2011: 12017). There-
fore, the factors affecting the formation of student 
satisfaction is very important and it is necessary to 
know thoroughly (Liu and Wu, 2009: 482). Howe-
ver, there are critical problems of universities needs, 
which their students do not know in details. The 
approach used in this context, is one of the Kano 
model. This model is able to meet the needs of bu-
siness customers with the degree of relationship 
between customer satisfaction reveals (Matzler and 
Hinterhuber, 1998: 28). Accordingly, this business 

needs to determine the quality of their products; you 
can take advantage of improvements (Harvey, 1995: 
163). Generally, studies in this field is not used too 
much of this model emphasizes the importance of 
the work done. In this study, information on whether 
Kano Model is a case study was conducted for uni-
versity students. Kano Model has been described in 
detail to the students and all things about what they 
think on higher education quality requirements, the 
requirements in terms of their significance and how 
they evaluate their own institutions were examined.

The aim of this study relates to the quality of the 
undergraduate departments of Tourism Management 
and Finance in Akhmet Yassawi University:

‒ to show students requirements influential in 
the formation of student satisfaction according to 
Kano model, 

‒ to classify this quality requirements basing on 
the Kano Evaluation Table, 

‒ to analyze the role of student satisfaction 
and dissatisfaction in improving the quality of the 
program.

The scope of this study is limited with the 
undergraduate departments of Tourism Management 
and Finance in Akhmet Yassawi University. In total, 
there are 116 students in these departments. The 
purpose of these departments is to train specialists, 
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academicians, teachers or lecturers (http://econ.
iktu.kz, 25.10.2017). The cause of this chapter 
research is to contribute to the students’ views and 
to develop more effective strategies for the purpose 
of achieving better quality in the process of tourism 
management and finance.

The quality of higher education is a matter, 
which is saving its actuality in the world. When 
opportunities and benefits of higher education 
provided for people were taken into consideration, 
creation of solutions to these problems is important 
for education system, as well as for individuals.

On the other hand, it is also observed that 
there is a serious competition among universities 
despite of problems related to quality. One of the 
foremost elements in a competitive environment 
is the concept of quality. When the quality concept 
of “quality is the customers wants” began to be 
defined, universities had taken into more account 
the students as recipients of services or customer. 
In order to reach the fact of higher education 
quality the great importance of students is needs 
at this point. Students, at the end of a serious and 
systematic study determined requirements, to ensure 
quality in education decision-makers provide great 
opportunities.

Therefore, the factors affecting the formation 
of student satisfaction is very important and it is 
necessary to know thoroughly. However, the critical 
problem is that universities do not know about the 
needs of their students and the importance of this 
requirement level in details. For these reasons, study 
in this field is not researched too much; this model 
emphasizes the importance of the work.

materials and methods
The starting point of Kano Questionnaire is the 

identification and characterization of the creation 
of the survey, which will be held with research on 
product or service quality requirements. Griffin 
and Hauser (1993: 1-27) refer that interviews in 
a homogeneous market segment with only 20-30 
people (Group-centered work), about 90-95% of 
all quality requirements related to the product or 
service in customers minds quality. 

Quality requirements related to educational 
services, which are presenting and will be presented 
in the university where students study at the Bachelor 
of Tourism Management and Finance Programs was 
obtained by qualitative study with group-centered 
works, which is one of the methods. Each of the two 
divisions, 1st, 2nd, 3rd and 4th classes, each class 
includes 1 female and 1 male students, in total 16 
students and four (both class and individual) group-

centered works (both group-centered works of 4 
students: 2 male and 2 female) were conducted. 
Each group-centered work interviews lasted about 
35 minutes.

After the determination of the quality 
requirements related to product or service of students 
and group-centered work, Kano questionnaire will 
be prepared in order to collect data on the quality 
requirements. Kano Questionnaire consists of two 
parts as functional and dysfunctional questions for 
each that is positive and negative (Walden (Ed.), 
1993: 5). Table 1 presents an example of the Kano 
Questionnaire (see Table 1). As seen in Table 1, a 
question is given in two ways, including positive and 
negative, and five answer choices for each question. 
These answer choices mean as following: 1 ‒ I enjoy 
it, 2 ‒ it should be, 3 ‒ it does not matter, 4 ‒ not bad 
yet, 5 ‒ I do not like. 

Students (116 students) of the undergraduate 
departments of Tourism Management and Finance 
in Social Sciences Faculty of Akhmet Yassawi 
University have been applied, and all of them were 
included. Questionnaire consists of two parts. The 
first department of students in the demographic 
characteristics belonging to the questions, while the 
second part group-centered work-studies obtained 
by the students of their educational services related 
to the quality requirements are met or not met in 
case they feel they have been asked.

Table 1 – Sample Kano Questionnaire (Walden, 1993: 5; 
Matzler and Hinterhuber, 1998: 31)

№ Question Answer

1

Functional 
Quality 

Requirements
(Positive)

What do you feel 
if your car km 

indicator (gas or 
petroleum) is in a 
good condition?

1 – I like it
2 – It should be
3 – It does not 

matter
4 – It is not bad 

yet
5 – I do not like it

Disfunctional 
Quality 

Requirements
 (Negative)

What do you feel 
if your car km 

indicator (gas or 
petroleum) is not in 
a good condition?

1 – I like it
2 – It should be
3 – It does not 

matter
4 – It is not bad 

yet
5 – I do not like it

After determination of quality requirements 
related to the product or service and data collected 
requirements related to these requirements, each 
requirement will be defined what phase of Kano 
category it belongs, in other words they are 
classified. Quality requirements of each of the 
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participants in the quastionnaire, two questions 
of Kano type (positive and negative) based on 
their responses are classified according to Kano 
Evaluation Table (see. Table 2). According to Table 
2 of the quality, requirements, which are, belong to 
which categories. For instance; In Table 1, sample 

questions a customer positive for the question 
“1 ‒ I enjoy it,” negative questions, “5 ‒ I do not 
like answered,” If such quality element categories 
according to Table 2 “O” is a category that is, 
the one-dimensional quality requirements in the 
category are included.

Table 2 – Kano Evaluation Table (Walden (Ed.), 1993: 6; Matzler and Hinterhuber, 1998:32)

Quality Requirements of product or service
Disfunctional Quality Requirements (Negative)

1 – I like it 2 – It should 
be

3 – It does not 
matter

4 – It is not 
bad yet

5 – I do not 
like it

Functinal 
Quality 

Requirements 
(Psitive)

1 – I like it Q A A A o

2 – It should be r I I I M

3 – It does not matter r I I I M

4 – It is not bad yet r I I I M

5 – I do not like it r r r r Q

M = Must-be Quality Requirements, I = Indifferent Quality Requirements,
O = One-dimensional Quality Requirements, R = Reverse Quality Requirements,
A = Attractive Quality Requirements, Q = Questionable Quality Requirements,

Quality requirements for each category of 
evaluation enter the simplest way to answer that is 
the statistical mode; frequency analysis is based on 
evaluation and interpretation. However, different 
market segments have different requirements because 
it is usually in some cases can be assigned to a specific 

category of quality requirements are not clear. In this 
case, may not be appropriate to use statistical mode. In 
such a case, satisfaction and dissatisfaction has been 
revealed that the coefficients (Walden (Ed.), 1993: 
18). This is the case of the coefficients of formula 
(Matzler and Hinterhuber, 1998: 33):

Satisfaction = IMOA
OA

+++
+

; Dissatisfaction = )1()( −×+++
+

IMOA
MO

Here is: M = Must-be Quality Requirements,   I = Indifferent Quality Requirements,
O = One-dimensional Quality Requirements,              A = Attractive Quality Requirements 

Coefficient of satisfaction with products or 
services meet the quality requirements an increase 
in customer satisfaction how the coefficient of 
dissatisfaction in the quality requirement is not 
met, the customer is an indicator of how much 
dissatisfaction will occur. The satisfaction coefficient 
is in the range from 0 to 1. A value closer to 1 
greater impact on customer satisfaction and quality 
requirements contained in the mark of the bands, the 
coefficient is closer to 0 indicate a very small effect 
quality requirements. Likewise, the dissatisfaction 
factor -1 in the range of 0. Closer to -1, customer 
dissatisfaction marks a major impact on quality 

requirements in the bands, the coefficient is closer 
to 0 indicate that not lead to customer dissatisfaction 
(Matzler and Hinterhuber, 1998: 33).

The data obtained, Kano Evaluation Table and 
Satisfaction Factor with quality requirements are 
classified, after first must-be then one-dimensional 
and attractive quality requirements, M>O>A such 
order of priority should be met (Walden (Ed.), 1993: 
11; Dominici and Palumbo, 2013: 92).

Literature review
Kano model (see Figure 1) was developed in 

1984 by Japanese professor Noriaki Kano and colle-
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agues (Kano et al., 1984) to classify customer requ-
irements. Professor Kano said that the quality requi-
rements of products and services are not equal in the 
eyes of their customers (Matzler and Hinterhuber, 
1998: 27; Tan and Shen, 2000: 1143). Kano Mo-
del reveals the relationship between the degrees to 
which functions meet customer requirements with 
customer satisfaction (Lofgren and Witell, 2005: 11; 
Lofgren and Witell, 2008: 63). This model is that 
one, which identifies the reason of ordinary impro-
vement of customer satisfaction level despite of big 
improvement in other customer requirements meet 
in contrast other customer satisfactions are extre-
mely increased when a little improvement is provi-
ded in some customers, meet the needs (Matzler and 

Hinterhuber, 1998: 28; Tan and Shen, 2000: 1145; 
Liu and Wu, 2009: 483; Dominici and Palumbo, 
2013: 90).

As seen in Figure 1, the horizontal axis indicates 
how much successful the quality requirements of the 
product or service were in meeting customer expec-
tations. If the axis moves to the right, it meets more 
the customer expectations of quality requirements; 
if it moves to the left, we can see that it meet less. 
In addition, vertical axis indicates customers satis-
faction level related to products and services quality 
requirements. The more the axis moves upward, the 
more degree of customer satisfaction is high, the 
more the axes moves down, the more customer dis-
satisfaction is so high.

Basing on the axis of Kano schema, based on 
product or service quality requirements Kano Model 
divided into six separate categories and each of these 
six categories in a different way affected customer 
satisfaction. These are (Walden (Ed.), 1993: 3-35; 
Matzler and Hinterhuber, 1998: 28-30; Tan and 
Pawitra, 2001: 421-422; Tan and Shen, 2000, p. 
1,143-1144; Zulte and Mazur, 2006, p. 110-112; 
Dominici and Palumbo, 2013: 90-91; Liu, 2013: 
134-135):

Must-be quality requirements (M): These 
requirements are the must-be criteria of products 

Figure 1 – Kano scheme (Walden (Ed.), 1993: 4; Matzler and Hinterhuber, 1998: 29)

and services. If these requirements are not in the 
products and services, the customer will be extremely 
dissatisfied. On the other hand customers on products 
and services by seeing these requirements if the 
guarantee, it does not affect customer satisfaction. 
Therefore, these requirements only prevent customer 
dissatisfaction. For example, the restaurant is not 
clean, it causes on higher customer dissatisfaction, 
while being clean does not have any influence on 
customer satisfaction. 

One-dimensional quality requirements (O): 
These requirements are directly proportional with the 
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level of how much these requirements are.The high 
level of requirements fulfillment gives a high level 
of customer satisfaction or vice versa. Customers 
often explicitly request these requirements. For 
example, a feature expected by the customer in 
a car, that a car mile of indicators (diesel or gas 
consumption) is good. Better km indicator provides 
customer satisfaction, while a worse km indicator 
leads to customer dissatisfaction.

Attractive quality requirements (A): They have 
the greatest impact on customer satisfaction, quality 
requirements. This is not clearly stated by the 
customers’ quality requirements and not expected. 
The fulfillment of these requirements provides more 
customer satisfaction. If these are not fulfilled, it 
leads to customer dissatisfaction. For example, when 
a car radio antenna turns off automatically the car 
customer feel high satisfaction, but does not descend 
into the car customer do not feel dissatisfaction. 
These requirements differ from the product stream 
and provide a competitive advantage.

In addition to these three main categories, 
there are three different quality requirements. They 
are indifferent. These are not the actual customer 
requirements can be referred to as the characteristic 
(Tontini, 2000: 728; Liu, 2013: 135-137). 

Indifferent quality requirements (I): Customer 
product or service is fully functional or dysfunctional, 

if not remain indifferent. Therefore, this requirement 
is not met does not make any sense for the customer, 
what is dissatisfied nor satisfied. For example, the 
cigarette lighter in a car that is not an important 
quality requirement.

Reverse quality requirements (R): This needs 
to be in by customer’s products they want and 
they expect the exact opposite at the same time of 
need. For example, in normal conditions, in terms 
of getting the sun in the winter when requesting a 
house overlooking the south side, facing north to the 
distractions of summerhouse are preferred.

Questionable quality requirements (Q): This 
type of question quality requirements or wrongly 
stated or misunderstood by the customer is given an 
answer or unreasonable.

results and reasoning
As a result of the focus group study, higher 

education students about their education and training 
services grouped under four headings, the primary 
quality requirements are determined. These concrete 
elements, with academic and administrative staff, 
courses, and career and with the requirements 
of the qualification are elements. 24 pieces for 
each primary set of quality requirements has been 
identified secondary quality requirements. These are 
all shown in Table 3 (see Table 3).

Table 3 – Quality Requirements Related to Students Higher Education

№ First № Second

1

C
on

cr
et

e 
El

em
en

ts 1 Nice and clean classrooms

2 Modern educational-instructional equipments (for example, video projectors etc.)

3 Lack of support services unit (for example: medical center, sports buffet, dormitories, etc..)

4 Available of rich central library

5 Available WiFi Access

2

A
ca

de
m

ic
 a

nd
 

A
dm

in
is

tra
tiv

e 
St

af
f 

M
em

be
rs

6 Presence of Academic Personnel at Departments

7 Teachers come to the course and explain their own knowledge 

8 Theoretical and practical information of academic personnel must be updated

9 Good teaching and communication skills of academic staff 

10 Student affairs optimum execution speed and carefully

11 Presence of well-mannered and friendly academic staff

3

C
la

ss
es

 
an

d 
C

ar
ee

rs

12 Accordance of discipline contents with future jobs of students

13 Understandable and applicable of lessons

14 Presence of lot of elective disciplines
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15 Correspondence of contents of examination questions with taught units

16 Availability and transparency of examination evaluation standards 

17 Allocation of practices part with the test scores of students 

18 Opportunities and career planning for practice applications at the end of each academic year 

19 Organization of information seminars and available counseling offices for career planning application 

4

Sa
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fa
ct

io
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em
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ts

20 Presence of entertainment and shopping centers at University campus

21 Information studies and a variety of language courses related to foreign language as TOEFL

22 Accessible digital libraries and internationally accepted scientific sites at university or department 

23 Masters and PhD programs, information and preparatory classes for these programs

24 Invitation of famous specialists and scientists to national and international seminars, conferences

Samples: According to the analysis of the 
demographic structure of the sample, female students 
66,37’s%, 33,63% are male and under 20 years of 
58,62%, 41,38% was seen in the 20-25 age range. 
According to the total monthly family income, the 
largest share in the distribution of income between 
$ 200-400, with those who are middle-lower income 
level and the percentage of this group is 47,41%. The 

incomes between $ 200-400, upper-middle income 
group which is a percentage of 31,89%. 25% of the 
students have undergone practical training in case. 
Almost all students want to do practicum. Finally, 
20,69% of respondents 1st form, 24,14% ‒ 2nd 
form, 26,72% ‒ 3rd form and 28,45% are 4th form 
pupils. Structure of the sample is presented in detail 
in Table 4.

Table 4 – Demographic Structure of the Sample

№ Formation Distribution Group Amount Percentage (%)

1 Gender

Female 77 66,37

Male 39 33,63

 total 116 100

2 Age

... ≤ 20 68 58,62

20 ‒ 25 48 41,38

25 ≤ ... 0 0

 total 116 100

3
Total Monthly 

Incomes of 
Family ($)

 ... ≤ 200 14 0,14

200 ‒ 400 55 47,41

400 ‒ 600 37 31,89

600 ≤ ... 10 0,10

 total 116 100

4 Undergoing 
Practical Training

Undergone Practical training 29 25

Do not Undergo Practical Training 87 75

Person who wants to undergo practical training 112 96,56

Person who does not want to undergo practical training 4 3,44

 total 116 100
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5 Course

1st Course 24 20,69

2nd Course 28 24,14

3rd Course 31 26,72

4th Course 33 28,45

 total 116 100

Investigation and Evaluation of the Data: while 
specified quality requirements are analyzed the 
frequency analysis, evaluation and satisfaction 
coefficient table were used. According to the analysis 
and evaluation of the requirements of 5 based on 
24, 8 one-dimensional, 8 attractive and 3 have 

been identified as indifferent quality requirements. 
Calculation of requirements satisfaction and 
dissatisfaction factors identified above requirements 
to be included in categories more clearly illustrate 
correct. All of these are detailed in Table 5 (see 
Table 5).

Table 5 – Kano Model Implementations

Quality Elements Categories

to
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№ Fi
rs

t

№ Second M o A I r Q

1

C
on

cr
et

e 
El

em
en

ts

1 Nice and clean classrooms 61 27 19 9 - - 116 M 0,40 -0,76

2
Modern educational-instructional 
equipments (for example, video 

projectors etc.)
25 55 30 5 1 - 116 o 0,74 -0,70

3 Presence of entertainment and shopping 
centers at the Univerise campus 58 28 17 10 2 1 116 M 0,40 -0,76

4 Available rich central library 27 10 27 50 - 2 116 I 0,32 -0,32

5 Wireless Internet Access 20 25 60 9 1 1 116 A 0,75 -0,39

2

A
ca

de
m

ic
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nd
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tiv
e 
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af

f M
em

be
rs

1 Academic staff at the department with 
high scientific degree 30 53 25 6 1 1 116 o 0,68 -0,73

2 Teachers come to the course and explain 
their own knowledge 28 50 28 8 - 2 116 o 0,68 -0,68

3 Actuality of theoretical and practical 
information of academic staff 55 31 18 10 - 2 116 M 0,43 -0,75

4 Good communication and teaching skills 
of academic staff 15 14 30 54 2 1 116 I 0,39 -0,26

5 Optimum, speed execution work in the 
most appropriate way of student 22 11 28 52 2 1 116 I 0,35 -0,29

6 Polite and friendly manner of academic 
and administrative staff 22 30 58 6 - - 116 A 0,76 -0,45

3

C
la
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es

 a
nd

 
C

ar
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rs

1 Content of subjects conform to the place 
of work 54 35 17 8 - 2 116 M 0,46 -0,78

2 Understandable and applicable lessons 31 51 28 4 2 - 116 o 0,69 -0,72

3 Presence of a lot of elective disciplines in 
the program 23 20 70 1 1 1 116 A 0.80 -0.38
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4 Content of courses is appropriate with 
exam questions 59 34 14 7 1 1 116 M 0,42 -0,82

5 Open and transparent test evaluation 
standards 22 60 26 6 2 - 116 o 0,75 -0,72

6 Allocation of practice parts with the test 
scores of students 24 19 51 20 2 - 116 A 0,61 -0,38

7
Opportunities and career planning 

application for internship applications at 
the end of each academic year

30 44 27 13 - 2 116 o 0,62 -0,65

8

Organization of information seminars 
and available counseling offices for 

professional opportunities and career 
planning application 

30 40 30 16 - - 116 o 0,60 -0,60

4

Sa
tis

fa
ct

io
n 

el
em

en
ts

1 Presence of entertainment and shopping 
centers at the Univerise campus 18 32 62 2 - 2 116 A 0,82 -0,44

2 Variety of language courses related to 
foreign language as TOEFL 20 29 53 13 - 1 116 A 0,71 0,43

3
Accessible digital libraries and 

internationally accepted scientific sites at 
university or department

23 30 49 14 - - 116 A 0,68 -0,46

4
Masters and PhD programs and 

information and preparatory classes for 
these programs

28 45 31 10 1 1 116 o 0,66 -0,64

5
Invitation of famous specialists, 

businessmen and scientists to national 
and international seminars, conferences

15 25 47 26 2 1 116 A 0,64 -0,35

conclusion

As a result of this study, for the purpose of study;
First of all, student satisfactions have been pro-

ved according to Kano Questionnaire that was ef-
fective in the formation of survey based on student 
needs. So, 4 primary and 24 secondary quality requ-
irements are defined according to Kano model of 
higher education institutions as a result of the imp-
lementation of university students in their education 
and training services.

Second, these quality requirements are classified 
through Kano Rating Tables is basing on this mo-
del. So, in the evaluation of the quality requirements 
specified frequency analysis, evaluation and satisfa-
ction coefficient table were used. According to the 
analysis and evaluation of 5 requirements over 24 
are `must-be`, 8 requirements over 24 are `one-di-
mensional`, 8 requirements over 24 are `attractive` 
and 3 requirements over 24 have been identified as 
`indifferent quality` requirements. 

Finally, student satisfaction and dissatisfaction 
with the quality of the programs to analyze their role 
in improving satisfaction and dissatisfaction coeffi-

cients were calculated. Calculation of requirements 
satisfaction and dissatisfaction factors were identifi-
ed above these requirements to be included in cate-
gories more clearly illustrate correct.

These results are new, detailed information on 
the detected quality requirements is given as fol-
lowing: 

5 must-be quality requirements as specified 
requirements: classes are nice and clean, the support 
service units that the academic staff of the theoreti-
cal and practical information to be updated, the con-
tent of courses is appropriate with exam questions, 
and the content of subjects taught consistent with 
each other. These quality requirements are must-
be criteria of educational services. If these require-
ments are absent at the University or at department, 
students become extremely dissatisfied. Thus, for 
the first time Univerisity head should meet these 
requirements.

8 units specified one-dimensional quality requ-
irements as those: availability of classrooms with 
modern educational-instructional equipment, pre-
sence of high scientific-grade academic staff, te-
achers of the classes who come and explain own 
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knowledge, understandable and applicable lessons, 
open and transparent test evaluation standards, the 
application possibilities and career planning for 
each academic year at the end of training practices, 
organization of information seminars and availab-
le counseling offices for professional opportunities 
and career planning application, Masters and PhD 
programs and information and preparatory classes 
for these programs. Students’ satisfaction is direct-
ly proportional to the fulfillment of these require-
ments. Taking into account these results, University 
management should increase students’ satisfaction 
and fullfill these requirements for achieving neces-
sary level. In other way, young people who want 
to study at this department of the University go to 
other universities or other departments and cause 
dissatisfaction.

Other 8 of them are identified as attractive qu-
ality requirements. These include: wireless internet 
(wireless) use is open, polite and friendly manner of 
academic and administrative staff, presence of a lot 
of elective disciplines in the program, practical acti-
vities, part allocation of the test scores, presence of 
entertainment and shopping centers at the Univerise 
campus, information studies and a variety of langu-
age courses related to foreign language as TOEFL, 
digital libraries and internationally accepted scienti-
fic sites, university or department is accessible to the 
scientific, professional, invitation of experts, busi-
nessmen and scientists to national and international 
seminars and conferences. They have the greatest 
impact on student quality requirements satisfaction. 
These quality requirements are not clearly stated 

and to be expected by the students. However, the 
fulfillment of the quality requirements and provision 
of more student satisfaction compared to competi-
tors differentiation of the university or department, 
allows it to become attractive. Requirements, which 
are not fulfilled, lead to dissatisfaction of student.

Finally, the remaining three of indifference was 
identified as quality requirements. These include: 
a presence of rich central library, good communi-
cation skills and the teaching of academic staff and 
students in the most appropriate way of work is car-
ried out quickly and carefully. These requirements 
are met, students not to remain indifferent. So, these 
requirements are not met, does not mean anything 
for the students, what are neither pleased nor disple-
ased. Therefore, these quality requirements are ful-
filled in the University management as not to need 
to take into account now.

According to these results, one-dimensional qu-
ality requirements must be met firstly then must-be 
and attractive quality requirements. Therefore, stu-
dents determined and classified according to Uni-
versity and Department should develop themselves 
in order to meet quality requirements the one-di-
mensional quality of must-be needs without negle-
cting the attractive. This is part of the University’s, 
more effective’s use of the limited resources, and 
will provide differentiation compared to its compe-
titors. In conclusion, this study will help university 
or department management to guarantee the quality 
of the undergraduate program and to develop furt-
her decisions in this direction and develop their own 
strategies.
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