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Using Servqual and Kano’s Models for Determining Priority Processes with Aim of
Improvement the Services Organization

Azim Zarei', Hasan Raj abi*, Hadi Moradi’

1- Faculty of Semnan University
2- M. A Industrial Management student of Azad University of Semnan branch
3 -M.A Marketing student of Semnan University
Abstract
Service sector now faces many problems, and main part of these problems has rooted in their business process.
Processes duty is to flow tasks in organization framework like vessels. Whereas these processes become more
inefficient due to diversity, complexity and widespread in service sector, like other organization processes
improvements in service sector are unavoidable. Every organization organized of diverse and multiple processes
particularly process-oriented perspective of services organizations. Moreover process improvement is one stage of
process management implementation. Considering various meassures like resources and facilities limitation, choice and
determine of priority process for improvement is pivotal question. In this paper Servqual and Kano’s models are
presented for determining selected processes in services organization. Research purposed framework has been
implemented in Iran insurance corporation branches in Semnan County. Results have determined priority processes
with regard to needs and expectation of consumers in line with their satisfaction.
Keyword: Management processes, Servqual model, Kano’s model, Services organization
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