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College Sudents Mental Health Service Design Based on KANO Model and PCSI Index

WANG Yang, HU Yu-han, ZHOU Chu-wen, LIU S-yu
(College of Fine Arts, Guangdong Polytechnic Normal University, Guangzhou 510665, China)

ABSTRACT: As a demand quality and satisfaction analysis tool, the KANO model has deficiencies in analyzing the
impact of satisfaction. The work aims to use the KANO model and the potential customer satisfaction improvement index
(PCSI index) in a mixed way to fill the limitations of the KANO model. Through clarifying the relationship among the
KANO model, customer satisfaction coefficient, and PCSI index, the mixed use mode of three tools in service design was
explored to provide a process division of labor for investigating and analyzing the impact of customer demand quality and
satisfaction in service and make an empirical study on the implementation of college students' mental health service. The
mixed use of the KANO model and PCSI index can more deeply and comprehensively analyze the customer demand
distribution, satisfaction level, and the influence relationship between them. According to the investigation, thereis alarge
room for improvement in meeting students' needs and improving satisfaction. The research believes that the inclusion of
anonymous counseling services has a potential effect on improving satisfaction, and can promote the transformation of
service organizations to caring for students.

KEY WORDS: KANO model; potential customer satisfaction improvement index; mixed use; college students' mental
health service
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Tab.3 Potential customer satisfaction improvement index
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With, 24r) @AHiE (Dislike, 143)

TEAEAESE PCSI f8 8 G5 5, vk 3%k
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Fig.3 Schematic diagram of mixed use mode and process of Kano model and PCSI index in service design (drawn by the Author)
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[, PR 20 WiRS (W 4) o XFEEIR S A E
AL 3 AR, rHlE KANO R E X 5%
FE 2R AT PCSI 4845 1 25 1 i 2 B n]

AR LI LR LT 04 245 1y, [EIKCH i)
% 200 3 ( AR 81.6% ) . 7£ KANO FRA 1] 45 Hh f7
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Tab.4 Question setting of questionnaire
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Hizs 6. 5B TR BT (i .l MBI RS
e 7. RIS (A R, ) B %
Y 8 WALIGERS (M. 24 . ) ST
CEIGRE O BB AN (AEEAAEL) SR
10, PR ES ST
- 1. BRORAT NS (BTG . QQ. A ATA%)  Acutli%s
el 12, LT BT A GRS ) B
13, B B

14, RSV (RS, Bt W) ACEfEI

EEIIL 15, e b XUy A8 AT G R T 2 S SR

S 16, B (% . I T

e 17, ARG R b RS A RS
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$d s 19, 7 b5 o 5 9 B 5 T
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i, BR% 9. 13, 14 A1 Better %0 ( H{ELE
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Tab.5 Statistical list of KANO model and PCSI index questlonnaire data

IR 55 33 0 A M [ R Q  FoRkiEfE  Worse{i  Better{§ L{H P{H  PCSI 8%k
1 17 51 18 101 5 8 I -0.19 0.36 3.10 0.07 0.29
2 14 53 17 101 6 9 [ -0.17 0.36 3.10 0.08 0.28
3 16 58 15 100 2 9 [ -0.16 0.39 331 0.07 0.32
4 40 64 17 71 0 8 [ -0.30 0.54 336 0.04 0.50
5 51 59 19 59 2 10 Al -0.37 0.59 335 0.03 0.56
6 26 60 15 89 2 8 [ -0.22 0.45 339 005 0.40
7 42 60 31 59 1 7 A -0.38 0.53 326 0.02 0.51
8 26 77 9 79 1 8 [ -0.18 0.54 338 011 0.43
9 61 57 23 49 4 6 0 -0.44 0.62 346 -0.03 0.65
10 45 62 16 69 1 7 [ -0.32 0.56 333 005 0.51
11 38 70 17 66 3 6 A -0.29 0.57 345 0.04 0.53
12 19 68 10 90 4 9 [ -0.16 0.47 330 011 0.36
13 40 79 10 64 1 6 A -0.26 0.62 340 0.09 0.53
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Fig.4 Customer satisfaction coefficient and current
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FEXT b, %55 9 A1 15 HAT ¢  1) Worse R £1( 3
{H7E-0.40 Li L) o ULBHZ & RIAED A BE
I, K S AT RE M 2R A T R R R, DR f i
Bk, SLRERSHM, Kb, kRS 15 BIETIE
SRR (1), (HERf A iR 5 i E e,
B2 IR 55 -5 BRI 55 Tt 1) T P R B 1 AT
L rF e R BERRSS , DT T RS AR I AR 55 1 RS, 5T It
K2R

Bifi Je5 30 4o 22 ] Better-Worse REUZIRIE, Xf 4550
IR 55 () = R R E T AL 2B (LR B) o BT

—2E i (O) MRS 9 RIFAL—ZIR, KWK
FXRT AR WA (7£-050 LN ),
WhgEME ERIUNMEI B XOEH T BTSSR T
BTH2EAGE, TEARE “BEAEMT , FAEET
FIZ IR 55 e X6 IR 45 2 75 R B AR AE AN E T o JRAS
BT IzERFE (1) kS 4, 8. 10, 15, 17H#EA
THE LR, X 5 Wik Bl A o, HXHET
2P T R R RE A — R B RURGR  , ATy RT 2 R A B
R g5 A

gE LT, BRI 12 TR Ss Reri froF 4k
FEATE R, T EL BN R R R M T R, X e
S cf e PR R 45 Al H E B BRI AT g5 itk
AL, BRI, RIB AN FE (A)
R 55 S BER TR B W AR W i (0) o AR
A MR 55 X B FE AR T VE T, B IR 55 O VA28 Ay 1 vim i
T RE Y SRR AR S5, e X i T RS G R 1 5 T e
JRE; KRS 13, 14 MR NI IRSS, B &R
FHWE R, BT AL “H LA MRS,
MARPGH LR B ss 5. 7. 15 IHISN L
MR%5, AHLCEETFHIE R, BT AN B B i
FEHFREERS AT FiRSs 4. 8. 10, 11, 17,
18 VA — MG AR 55, X EE R 280k FL Rl iR 55
CANARLNE ). Mg RS RUitaE ), REARIE%



448 He FRE, 2. FTF KANO FIRIF PCSI 55 AY Ko A O Fifd BE AR 55 % 5T 91
s am e
0.90 - I FE Wri R E
0.80 |-

E= 9.
0.60 - — i @ 14 ”_17_3__ a8 . :5:-_.::_',,:
. 16 gy 19 g o & 15| I
5 0.50 ; = =S A L ;
E 2% n0.196° 20
0.40 | C¥)
030 - 27
020
0.10 - 455K ELRE 10
0 ifﬁ\ﬁﬁ 1 Il 1 1 1 1 %‘ﬁﬁi—ﬁ
0 -01 -02 -03 -04 -05 -06 -07 -08 -09 -10
Worse{H

Kl 5 Better-Worse 2% R
Fig.5 Better-Worse coefficient quadrant

HEARAR— RE B B R — M, T 5

% 3 BREST PCSI BB . Hgit
PCSI #5500 5 () F9%50, 58] L{E; SRIEHBLA %L
PN (3) 5 Fm i@ ad 1545 21 24 iy o 25 5 7=
JEAE (PME) (WFESHE 4) [, 2531k,
B IR 45 4 P HBEE 25 Better 250 AU (E 45T , 1]
F A MR S5 AT R AN i, A R S5 T A
R RZEW, Hrh, RS 9 158 P E Mk, it

0.7¢
0.6F

B EATR BT AR AR AN I S IR 55, R R S
oAl o IEAUHKEEE L P {E, A REM & MR L8 I 55 75 Bl
T T B T T AR ORI, TR R M
A4, AR B25 I 55 i) PCSI F5 (WL
Kl6) . agiit kB, Mss 9 MEfER NN (HE—
0.6 L) , UiWIiZMRss st )n, X5 TH iy
BRI, WE MR E R, BT 54
X AR AL 24 R IR 55 B T B

\
|
|
|
|
\
\
9
3 |06

[PCsHEH | 0.

5

0.51

3.3 KXEHELEEERSZIRITES

AR A ZE R, BRI T AR BORITE R 5 Y
RO 55 (WK 7) o —RMARERT
AT ARG N, UM IR A ] . R T ik
. PSR R | SRS AF . TR R
BN BRI SF A . B AR RETE LRI | =
PRI RIS [ A3 R A, FFAE H B 2 DU vl EE I
R ENCBE W =i i e B 4% R 55 O S A
B MR 5 (LI 8) o BT AR 55 B s i o
TEV IR 55 I O N AB B, RO LE % g W
COBERORS ST B, A 1 H S e R B LUE
HAVE IR ST . T, M55V G/ i

Mo 55 TRPCS R AL
6 e 2 0 T B 4 B A

Fig.6 Distribution chart of potential customer satisfaction improvement index

B S RGN IR A, B IR S5 5 A i
B, AR IR n ik 55 SRR TR 467
I3 e 55 R I8 R A T

B 5 B IE 1R O HE T BE AR ST AR
St gt 10 A, XS YR A0 B R AR
55 BEATVEAT o L G0N o BT I 55 S L A BRER SC 1A
PR TP B o BT RS AR R T AR AR R
255 ViRl dumsi 17 AR 55 IO, Thoe A BE AR AL
WA e 55 58 . o B 9 B 44 5 7 SR AN RE A~ A A
P R A BN DR B, DT B A o i L
FEERT BRI A A RS AAE B PR LS B R, IR n]
RER AT AU M 7



92 %% T 20234F 3 H

EREH
ARSSTEN

NSRS
B

TN

BF SRILE - we A
7y IBEEY AR ¥ Y k2

i LD gQe N favE wAM s L% Lo % UDEB
*Eﬁf oo O 6% %ailo xoz HFE RPT[ HFO T De§m M5y
| FRUE B R |, [SESERR| rEEnE |_[ AEE pETs P
éz\ﬁ | e e | | Az |TIESTS® || gap (1] wey By H %@vﬁ‘
v 3 - 4 14
B e 0E RASINE TR | | (R | | [BEYER
I s i) %?\)gg AEREE| PURRET | | SESI
Z | PR R L ([ =
T [ B8 RESA TR 17 BEDEE
B NSES
AL | [ < RO
LE || ssya 307 >Hﬁmﬁ?§ﬂﬂ%
L
EEvE | [EFm | [ =00 | [ BB | [Eueon| [exeeE || [Roees| | e= | |[=Ese || (B e
£, gmmy | | Heis | (e txg |[|emelal || OREERE | BVER (< ke | CEEEIR
I Y v I Rt I L4 v -
HESILNE 1C3RH SRR TiSE CRFPES SENREA & gEZ= -
| BER - i seasmEn %E_@E%r ZIEN =
v A v = —
= ’fﬁsm&% ’ﬁmﬁaﬁ Bl FIE ‘ i ﬁ%m&%/m@k SE 1 ﬁmgﬁ NG| |SEELE
AL (wozresmn|| ORI |momem || Eus || BEaas EEMER | brewn | | |(BSiw | DEUER
{E ) A v [ A BELER
- CRETST BER | [TReE
BLET o BRE [ LENBR
[EZED
TR AR
_PEB
RO%
ERERT P REAEREF REEL ZHERRDY
. = — S

P 7 R B AR B AR I DR 2 O B A T A 55 i
Fig.7 Adjusted mental health service blueprint of Guangdong Polytechnic Normal University

IVEZ T VEZ D

BE oW, 2R | [ BESEEN | | CEERET
R 4=

KO FETENE | [FEArRETE BRRRIERE ALHERR

Bglumsms || @osssp o5 TER | [ ER, [ D

* BASER EgEe) || ERENE

BEFIEIA, —8 Pr N2 HEBHEEE
TERESCHR® BAE \ BEHSE B, mE

BE ) 5, ot

s,
B2X
=

K8 EAEMMS TR
Fig.8 Anonymous consulting service scheme

2%,
i KANO BRI R B, 7RSO R B

4 L5iE

ARICRGISIR T KANO BLRY | 52 35 55 5 2 8%
TR il R R el R L (PCSI H5 40 % T R
SHMA, HiE T S ENERSKA, BEELEIA
PCSI 50Ok AN KANO A5 7 1l 76 BE 52 0 40 M7 /2 18T
RIS BE , I IR S BT A B2 — N & = A4
T HATR A R Zd X m A A Ao P R
IR 55 R F 2 S B, E T IR A T iR 55 b
JoiE 725 5 SR it T B R e EL A B T o bR e
B KANO BRI F PCSI $5 iR £ =X {45 1k 22 451

M4 bR 4 5. 7. 9. 11, 13, 14, 18 gl L2
AR R S A R R, R EARSS 4. 5. 7. 8. 9,
10, 11, 13, 14, 15, 17, 18 fEA AR TF 44 i
JE . LS5 G PCSI 88T L ehotk 44 T R
% (MR%59) 7 ZMA MRS L, BEAMUEK
S R IRSS, 1 LR H R A AR A RS .
XM E I T AR MRS AL E S . BHRE,
FE R 2 AR O B R IR 55 v TR 37 2 A o 2 e BEASURI 9
A, IR 2P e A BoRA , SR 3R T2 A Tl A B



Maats 46N

FHRE, 4. T KANO B PCSI 5500 27 2k O B f B IR 45 % A 9% 93

Fo BEFEIA R, $RALGE I B 44 1A IR 55 A s B
it B i 55 A A4 1045 B Ry vl 1), LA e ) A8y
]« DA2F AR SRy oD G A 1 A

SRMT, B 44 % 100 R 555 o A 3 160 3 11 %) A B g
JE, W[ RSN B 44 5 R 55 I PRk R 55 5503 R v
B B S R S5 IR, IR RTESCHRIHE, X
MR ST ZER AW IS I ER 5o nT AT, Rk
e o A 22 B TE 1Y) B 24 T TR IR 55 F B B
HE O PR R IR 55 1 BB R R T 1] o

AN, KANO HLRIF PCSI 8504 208 F b
KRBT KANO BLHY HA U iy Jy e APk o #:T70k,
7 KANO #i#1 5 PCSI 48 $iR & =0l 1 iy S6htk L, B
TR EBEE-GREENHE (IPA) | fEFE
(NPS) . &% 51154 (CES) A F k44,
{EHASWFE it — 2R

S 23k :

[1]] KIM M J, LIM C H, LEE C H, et a. Approach to
Service Design Based on Customer Behavior Data: A
Case Study on Eco-Driving Service Design Using Bus
Drivers' Behavior Data[J]. Service Business, 2018,
12(1): 203-227.

[2] ULWICK A W. Turn Customer Input into Innovation[J].
Harvard Business Review, 2002, 80(1): 91-97.

[3] HERZBERG F, MAUSNER B, SNYDERMAN B B.
Motivation to Work[M]. New York: Wiley, 1959.

(4] Wi, DEE AR LIS IM]. bt dbatsciE
ezt prL, AR Rk, 2006.

QING Tao, LUO Jian. Introduction to Human Resource
Management[M]. Beijing: Beijing Jiaotong University
Press, Tsinghua University Press, 2006.

[5] KANO N, SERAKU N, TAKAHASHI F. et al. Attra-
ctive Quality and Must-be Quality[J]. The Journal of the
Japanese Society for Quality Control, 1984, 14(2): 39-48.

[6] #hmidd. Kano AR 55 7 i 22 HARAY 1) HE AL 5T
[J]. Ay BT, 2006(9): 10-13.

WEI Li-kun. A Comparative Study on Kano Model and
Gaps Model of Service Quality[J]. World Standardi-
zation & Quality Management, 2006(9): 10-13.

[71 BERGER C, BLAUTH R, BOGER D, et a. Kano's
Method for Understanding Customer-defined Quality[J].
Center for Quality of Management Journal, 1993,
2(4):3-35.

[8] MATZLER K, HINTERHUBER H H. How to Make
Product Development Projects more Successful by
Integrating Kano's Model of Customer Satisfaction into
Quality Function Deployment[J]. Technovation, 1998,
18(1): 25-38.

[9] LIM S U, PARK Y T. Potential Customer Satisfaction

Improvement Index Based on Kano Model[J]. Journal of

the Korean Society for Quality Management, 2010,

38(2): 248-260.

dAS. Kano BRES 7|Hto 2 & IAA uns

M Ao st 4 Ao #3E AT D] A S

73 < ¥k 8k, 2005.

(10]

(11]

(12]

(13]

(14]

[19]

(16]

(17]

(18]

(19]

[20]

LIN Cheng-xu. Research on the Development and
Application of Potential Customer Satisfaction Impro-
vement Index Based on Kano Model[D]. Seoul:
Sungkyunkwan University, 2005.

KRISTIN R F. What is Service Design? : a Simplified
Guide to Aid in Today's Confusion About a New
Discipline of Businesg[D]. Simplified Guide to Aid in
Today's Confusion About a New Discipline of Business
Finland: Tampere University of Applied Sciences, 2010.
CLATWORTHY S. Service Innovation Through Touch-
points: Development of an Innovation Toolkit for the
First Stages of New Service Development[J]. Journal of
Exercise Science & Physiotherapy, 2011, 5(2): 15-28.
AURICH J C , MANNWEILER C, SCHWEITZER E.
How to Design and Offer Services Successfully[J]. Cirp
Journal of Manufacturing Science & Technology, 2010,
2(3): 136-143.

KINNUNEN M. When Dreams Come True: Service
Design Methods As Part of Developing a Small
Business: Case: Juhlahumua[D]. Finland: Lahti Univer-
sity of Applied Sciences, 2018.

FLPLHG /R A 228K, 3 v - R, E45 R D
M 22 0. IS E R (B 7 )M skE R, HK
B, P dEET AU Y A, 2018.

ZEISMANN A W, BITNER J M, GRAMLER D D.
Service Marketing (7th Edition of the Original Book)
[M]. ZHANG Jin-cheng, BAI Chang-hong, Translated.
Beijing: Mechanical Industry Press, 2018.

TR, TR, B, T 0L A 7R (4Ds) Yy R 1E IR
SBR[, 236 T2, 2020, 41(14): 73-84.
WANG Yang, YU Dong-jiu, ZHAO Cheng. Design of
Home-Stay Service Based on Double Diamond Model
(4Ds)[J]. Packaging Engineering, 2020, 41(14): 73-84.
kI, W1, 2020 R R AR AR IR A R [R]. AE AT
T, EFE R, 2020.

ZHANG Kun, CHU Yang. 2020 Health Survey Report
of Chinese College Students[R]. Beijing: Dxy, China
Youth Daily, 2020.

Wik, TA. KA SCOCHALG BLgL S AL ] 2
[J. BRimst 4Rl 2015(4): 155-157.

YANG Hong-yu, YU Jie. Construction of Humanistic
Care and Psychological Counseling Mechanism for
College Students[J]. Social Sciences in Heilongjiang,
2015(4): 155-157.

/N2, SR o E R B R R R RS (2019~
2020) [R]. dbmt:rBbgeo BEF ST BT, #hasRbaE R
11, 2020.

FU Xiao-lan, ZHANG Kan. China National Mental
Health Development Report(2019-2020)[R]. Beijing:
University of Chinese Academy of Sciences, Depart-
ment of psychology, Social Sciences Press, 2020

)N “00 J&" KA 0 BR A B K- ) SETEAIF 57—k
TIEWTT 4 2018 Rk —2# A B 4[], SR AR AT
BHF, 2019(3): 95-99.

MA Chuan. An Empirical Study on the Mental Health
Level of Post-00 College Students—Based on the Data
Analysis of nearly 20, 000 Freshmen in 2018[]].
Ideological & Theoretical Education, 2019(3): 95-99.

SRS BRAE



