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Study of Service Quality of Rural Credit Cooperatives
Based on Kano Model and AHP

YUAN Gui-lin' , JIN Jun-xi’ , HUANG Zong-fu'
(1. Business Planning School of Chongqging Technology and Business University, Chongqing

400067; 2. Graduate Department of Chongqing Technology and Bussiness University,

Chongqing 400067)

Abstract: This paper has constructed the index system of service quality evaluation of rural credit cooperatives,

and using Kano model to design questionnaire and research, classified with different service quality elements af-

fecting customer satisfaction,and then using AHP method studied the degree of influence on customers by dif-

ferent quality elements, dimensions,and indexes,to provide decision support to improve service quality of rural

credit cooperatives.
Key words: Kano model; AHP;service quality
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