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• To purpose of Kano Analysis is to better understand how customer 
values align with the features of your product or service.  

• This analysis can reduce the risk of providing products or services 
that over emphasize features of little importance or the miss 
critical to quality features/ attributes.

• This analysis helps to understand the level of quality expected by 
customers. 

• This analysis helps to shape your VOC data-gathering plans.

Source (The Lean Six Sigma Pocket Toolbook)

KANO ANALYSIS: Overview



Identify the following levels within a Kato Analysis:
1. Dissatisfiers – Basic requirements which are the entry point for 

getting into a market.
2. Satisfiers – Satisfying performance requirements which allow 

your service to remain in the market.
3. Delighters – Excitement requirements which open the 

opportunity to excel beyond the current state.

Source (The Lean Six Sigma Pocket Toolbook)

KANO ANALYSIS: 3 Levels



Step 1: Research
• Each functional question elicits a response 

as to how the customer would feel if a 
certain feature or product is available.

• Each dysfunctional question elicits a 
response as to how the customer would feel 
if a certain feature or product is 
unavailable.

Step 2: Analysis
• Analyze responses for each function and 

each user questioned.
• Responses will fall under six possible 

categories: Must-have, Linear, Exciter, 
Reverse, Questionable, and Indifferent. 

Step 3: Plot and Diagram Source(www.agile-ux.com/tag/kano-model, 2016)

KANO ANALYSIS: Survey Tool



Source (isixsigma.com)

Requirements Type Definition
Must Be (expected 

quality)
Requirement that can dissatisfy (expected, but 
cannot increase satisfaction)

One-Dimensional 
(desired quality)

The more of these requirements that are met, the 
more a client is satisfied

Delighters (excited 
quality)

If the requirement is absent, it does not cause 
dissatisfaction, but it will delight clients if present

Indifferent Client is indifferent to whether the feature is present 
or not

Reverse Feature actually causes dissatisfaction

KANO ANALYSIS: Requirement 
Types



Source (isixsigma.com)

KANO ANALYSIS: 
Create 1. The following steps are important in drawing a Kano 

diagram:

1. Let the client define key quality characteristics that 
they are looking for in that particular service: E.g.. 
Physician competence, ambience of waiting room, free 
healthy snacks in the lobby, free parking, no wait times 
at the receptionist desk, courteous patient service 
representatives(PSRs), comfortable seats;

2. Categorize those quality characteristics;

- Must-haves/Must-bes: Physician competence, 
courtesy of PSRs;

- Satisfiers: Waiting room ambience, Comfortable 
seats

-Delighters: Free healthy snack, Free parking

3. Assess the level of achievement of the above 
characteristics in the client’s eyes;

4. Position that on the different arrows, and;

5. Determine what the clients want by focusing on 
characteristics that are plotted on the left 
side(especially the left bottom side) of the Kano 
diagram



In this example, improvement 
efforts should be turned to the 
quality characteristics on the left 
side of the diagram i.e. long wait 
times, courteous PSRs, and 
uncomfortable seats.
The client will more likely 
perceive quality in the service 
they receive when these issues 
have been addressed.

KANO ANALYSIS: Illustration
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Source (isixsigma.com)


