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Quality = Performance

Expectation

Fitness for use

Conformance to specifications

Producing the best results

Total customer 

satisfaction

Exceeding 

customer 

expectations

Excellent products or services
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The Kano model relates three factors to their degree of 
implementation or level of implementation, as shown in 
the diagram. 
1) Basic ("must be") factors
2) Performance ("more is better") factors
3) Delighter ("excitement ") factors.  

The degree of customer satisfaction ranges from disgust, 
through neutrality, to delight. 
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}Delivery

}Responsiveness 

}Cost

}Safety
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