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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.

Key words: quality, quality requirements, quality of education, Kano model.
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YHuBepcuteTTepaeri 6iAim 6epy canacbiH apTTbIpy YLUiH
CanaAblK, KQKeTTIAIKTepPAi aHbIKTay

ByA 3epTTey >kymbicbiHAQ KaHO MOAEAI TypaAbl >k8He OfFaH KaTbICTbl TOAbIK, MAAIMET 6GepiAreH
JKOHE YHMBEPCUTET CTYAEeHTTepiHe OarbiTTaAfaH KOAAAHOAAbl (KEMCTIK) 3epTTey >KyprisiAreH. Ax-
MEeT Slccaym YHMBEPCUTETIHIH CTYAEHTTepi ywiH KaHO MOAEAT KOAAAHBIAFaH, OAAPAbIH >KOFapbl HiAiM
6epy canacbiHa KOSITbIH MaHbI3Abl TaAanTapbl, SFHW CanaAblK KaXKeTTIAIKTEpi, OAAPAbIH MaHbI3AbI-
AbIFbl TYPAAbl >K8HE CamaAblK, KaXXeTTIAIKTEPiHE KATbICTbl 63 YHUBEPCUTETIH KaAan GaraAanTbIHAbI-
Fbl TypaAbl cypakTap KoibiaFaH. Ocbl 3epTTeyAiH MakcaTbl AXMeT Slcaym yHMBepCUTETIHAE TypU3M
MEHEAXKMEHTI XX8He Kapbl 6akaraBpuat GaraapAamMaAapbiHbiH, CanachbiHa KATbICTbl CTYAEHTTEPAIH
KaXKeTTIAIKTEPIH aHblKTay, CTYAEHTTEPAIH KaHaraTTaHy, KaHaraTTaHOay AspexkeaepiH Geariaey, 6i-
AiM 6epy canacbiH aHbIKTay MEH >KETIAAIPY XOAAAPbIH TaAady GOAbIN Tabbiraabl. Ocbl MakcaTka
SKETY YLUiH, eH arAbiMeH KaHo cayaaHamach! Ty3iain, 116 cTyAeHTKe KOAAAHbIAABI >kaHe Giaim Gepyre
>K&He OHbIH canacblHa KATbICTbl CTYAEHTTEPAIH TaAanTapbl MeH KaXKeTTiAIKTepi TOMTbIK, >KyMbICTap
apKbIAbl aHbIKTAAAbI. EKiHWiAeH, OYA aHbIKTAaAFaH TaaanTap MeH KaxeTTiaikTep KaHo 6aranay kec-
TecimeH XikTeaai. OcblAaiiia, camna TaAanTapbl TOPT caHaTtka GeAiHAl: 6OAybl THic, 6ip eALIEMAI,
TapTbIMAbI XeHe 6erTapan. COHbIHAQ, KAHAFATTaHY MeH KaHaraTTaHOayAblH MOHAEPI ecenTeAai xo-
He CTYAEHTTEPAIH KaHaFaTTaHy MeH KaHaraTtTaHbay AeHrerAepiH >KOFapbIAATy MEH TOMEHAETYAE OCbl
TaAanTap MeH KaXXeTTIAIKTEPAIH POAI alKbliH aHbIKTAAAbI.

Ty¥iin ce3aep: cana, camnaablk KaXkeTTiAikTep, 6iAiM 6epy canacbl, KaHO MOAEAI.
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OnpeaeAeHne KaueCTBeHHbIX MOTPeOHOCTeN AASl YAYULLIEHUSI KaveCcTBa
00pa3oBaHusl B yHMBepCUTeTE

B AaHHOM mMccaeaOBaHMM MpPeACTaBAEHbl CBEAEHWS O MoaeAn KaHO M mpoBeaeHbl NMPUKAAAHbIE
paboTbl CO CTyAEHTaMK yHMBepcuTeTa. MoaeAb KaHo NpuMeHnAM cpeam CTYAEHTOB YHUBEpCUTeTa Ax-
MeAa SlcaBu, rae 3aAaBaAMCh BOMPOChI KACAaTEAbHO TPEBGOBaHWI, MPEABABASIEMbIX K KAUECTBY BbICLLErO
06pa30BaHKsl, KAUECTBEHHbBIX HY>KA U NMOTPEGHOCTEN, MX 3HAUYEHMs, KPOME TOro, CTyAeHTaM Bbiaa npe-
AOCTaBAEHA BO3MOXXHOCTb AATb OLEHKY CBOEMY YHUBEPCUTETY KaCaTEAbHO YAOBAETBOPEHUS noTpeb-
HoCTen B ob6AacTv KavectBa. LlIeAblo AQHHOrO MCCAEAOBaHMS SIBASIETCSl YCTAHOBAEHME MOTPeGHOCTEN
CTYAEHTOB YHMBepcHTETa B 06AACTM KauecTBa Nporpamm 6akaaaBpmara rno CreLmasbHOCTIM <MeHeAX-
MEHT Typu3ma» 1 «DUHAHCbI», ONpeAeAeHre YPOBHS YAOBAETBOPEHHOCTU CTYAEHTOB, a Takyke KayecTBa
06pa3oBaHMs 1 NMyTeN ero COBEpLLEHCTBOBaHUS. AASI AOCTUXKEHMS MOCTABAEHHOM LieAM OblAa CO3AaHa
aHkeTa KaHo 1 npoBeaeH onpoc 116 CTYAEHTOB, MOCAE Yero nMoCPeACTBOM rpymnnoBoi paboTbl GbiAM
yCTaHOBAEHbI TPeboBaHMs 1 MOTPEOGHOCTM CTYAEHTOB B 06AACTM 06pa3oBaHuMs U ero Kavectsa. Aasee,
BbISIBAEHHbIE MOTPEBHOCTU 1 TpeboBaHMs ObIAM CrPYMMMPOBaHbI COTAACHO OLLeHOYHOM Tabamue KaHo.
Taknm 06pasom, TpeboBaHMs B 06AACTM KadecTBa GbIAM PACTIPEAEAEHDI M0 YeTbIPeM rpymnnam: Heo6xo-
AVIMble; OAHOMEPHbIE; NMPUBAEKATEAbHbIE; HelTpaAbHble. B 3akAtoueHue GbiA MPOBEAEH MOACYET 3Have-
HUI YAOBAETBOPEHHOCTM M HEYAOBAETBOPEHHOCTM, MOCPEACTBOM Yero YCTAaBHOAEHA POAb 3TUX Tpe-
60BaHUi1 M MOTPEOHOCTEN B MOBbILIEHMN AMGO CHUXKEHUM YAOBAETBOPEHHOCTH (HEYAOBAETBOPEHHOCTH)

CTYAEHTOB.

KAtoueBble cAOBa: KauecTBO, KaUYeCTBEHHble I'IOTp86HOCTM, Ka4yeCTBO o6pa3OBava/ Moaeab KaHo.

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
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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 —1I enjoy
it, 2 — it should be, 3 — it does not matter, 4 — not bad
yet, 5 — 1 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)

Ne Question Answer
1 —Tlike it
. What do you feel 2 — It should be
Functional if your car km

3 — It does not

Quality indicator (gas or matter
Requirements | petroleum) is in a .
o . 4 — It is not bad
(Positive) good condition? yet

5 —1do not like it

1 —TIlike it

What do you feel 2 _ It should be

1 | Disfunctional if your car km

Quality L 3 — It does not
Requirements indicator (gas or matter
(Negative) petroleum) isnotin |, It is not bad
a good condition? yet

5 — 1 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
“l1 — 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)

Disfunctional Quality Requirements (Negative)
Quality Requirements of product or service 1 1likeit 2 —Itshould | 3 —Itdoesnot | 4—1Itisnot 5 —1donot
be matter bad yet like it
1 —T1like it Q A A A (0]
Functinal 2 —It should be R 1 I I
Ql.lahty 3 — It does not matter R 1 I 1 M
Requirements
— It 1s not bad yet
(Psitive) 4—1ti bady R I I I M
5 —1do 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
itis usually in some cases can be assigned to a specific

A+ O

Satisfaction = At O+ M1’

Here is: M = Must-be Quality Requirements,
O = One-dimensional 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 O 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

ISSN 1563-0358

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):

O+M

; Dissatisfaction =

(A+O+M +1)x(—1)

I = Indifferent Quality Requirements,
A = Attractive Quality Requirements

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.

Custumer Satisfaction

Attractive Quality

One-dimensional

Indifferent Quality

Disfunctional Quality Requirements
Not Implemented Level \

Must-be Quality

I Functional Quality ﬁequirements
Implemented Level

Reverse Quality

Customer Dissatisfaction

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

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

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
productor 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

Ne First Ne Second
= 1 Nice and clean classrooms
g 2 Modern educational-instructional equipments (for example, video projectors etc.)
1 E, 3 Lack of support services unit (for example: medical center, sports buffet, dormitories, etc..)
é 4 Available of rich central library
S 5 Available WiFi Access
. 6 Presence of Academic Personnel at Departments
g % 3 7 Teachers come to the course and explain their own knowledge
Q % _dg 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
s v 12 Accordance of discipline contents with future jobs of students
3 _ﬁ g g 13 Understandable and applicable of lessons
v © 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

20 Presence of entertainment and shopping centers at University campus
_§ B 21 Information studies and a variety of language courses related to foreign language as TOEFL
4 'aé g 22 Accessible digital libraries and internationally accepted scientific sites at university or department
% 2 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

Table 4 — Demographic Structure of the Sample

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.

Ne Formation Distribution Group Amount Percentage (%)
Female 77 66,37
1 Gender Male 39 33,63
Total 116 100
.. <20 68 58,62
20-25 48 41,38
2 Age
25< .. 0 0
Total 116 100
..<200 14 0,14
200 — 400 55 47,41
Total Monthly
3 Incomes of 400 - 600 37 31,89
Family ($)
600 < ... 10 0,10
Total 116 100
Undergone Practical training 29 25
Do not Undergo Practical Training 87 75
4 Ur}derg01{1g' Person who wants to undergo practical training 112 96,56
Practical Training
Person who does not want to undergo practical training 4 3,44
Total 116 100
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1%t Course 24 20,69
2" Course 28 24,14
5 Course 3" Course 31 26,72
4™ 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

Table 5 — Kano Model Implementations

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).

Quality Elements Categories = =
o] =] L=
- | 82|28 53
Ne| .= | Ne Second M| O A I R|Q = <5 = 8 ERS
=9 O 35 S O Zh®)
E | A
1 Nice and clean classrooms 61 | 27 | 19| 9 - | - | 116 M 0,40 | -0,76
@ Modern educational-instructional
g |2 equipments (for example, video 25 | 55 | 30 5 1] - 116 O 0,74 | -0,70
E_; projectors etc.)
1 . :
513 Presence of entertainment and shopping ss ol 17110012111 116 M 040 | -0.76
S centers at the Univerise campus
]
O |4 Available rich central library 27 10 | 27 | 50 | - | 2 116 1 0,32 -0,32
5 Wireless Internet Access 20 | 25 | 60 | 9 1|11 116 A 0,75 | -0,39
1 Academlq staff at t}}e department with 30 | 53 | 25 6 11 116 o 0.68 073
high scientific degree
o
0 .
g 5 Teachers come to the course and explain 28 | 50 | 28 8 121 11s o 0.68 0,68
g their own knowledge
g 38| 3 Actgahty of .theoretlcal and practical ss 31 l1sl 10l -121 116 M 0.43 075
2 g information of academic staff
2 =S
g @g 4 Good communication _and teaching skills 5101413054211 116 I 039 | -026
é 2 of academic staff
Q . . .
g 5 Optimum, speed.executlon work in the »l1r w5221 116 I 035 029
g most appropriate way of student
6 Polite and fnend.ly.manper of academic 2 | 30 | 58 6 | 116 A 0.76 | -045
and administrative staff
- 1 Content of subjects conform to the place sa |35 | 17 8 12 116 M 046 | -0.78
g of work
s 2
3 § g 2 Understandable and applicable lessons 31 | 51 | 28 4 2 | - | 116 O 0,69 | -0,72
SO
) .
3 Presence of a lot of elective disciplines in 23 |20 | 70 1 e 116 A 080 | -038
the program
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Content of courses is appropriate with

. 59
exam questions

34 | 14| 7 1| 1] 116 M 042 | -0,82

Open and transparent test evaluation

standards 22

60 | 26 6 | 2| - | 116 o 0,75 | -0,72

Allocation of practice parts with the test

scores of students 24

19 | 51 | 20 | 2| - | 116 A 0,61 -0,38

Opportunities and career planning
7 | application for internship applications at | 30
the end of each academic year

44 | 27 | 13 | - | 2 | 116 (6] 0,62 | -0,65

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

Presence of entertainment and shopping

L 18
centers at the Univerise campus

32 | 62 2 - | 2| 116 A 0,82 -0,44

Variety of language courses related to

foreign language as TOEFL 20

29 | 53 [ 13| - | 1 | 116 A 0,71 0,43

Accessible digital libraries and
3 | internationally accepted scientific sites at | 23
university or department

30 { 49 | 14 | - | - | 116 A 0,68 | -0,46

Masters and PhD programs and
4 | information and preparatory classes for | 28
these programs

S
Satisfaction Elements

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

Invitation of famous specialists,
5 businessmen and scientists to national 15
and international seminars, conferences

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

Conclusion

As aresult 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-

204

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 staft 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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