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Prioritizing Factors Affecting Bank Customers Using

Kano Model and Analytical Hierarchy Process
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6- Conclusion

Table 1 shows customer needs in three basic, functional and motivational categories.

As previously, mentioned, basic need is an essential need and lack of this need leads to unsa-
tisfactory. So this group of need must consider as first priority. Functional and motivational
are in next priority needs respectively.

According to table one basic, Expected and Exitement needs of customers, depends on differ-
ent criteria such as technology, employees, appearance and so on. To satisfy any of these re-
quirements all relevant indicators must be considered. For example, we cannot say that only
by focusing on employees the basic needs is provided. Because the basic needs is depends on
different main criteria. In table 2 customers' needs classified into three groups and the
weights that obtained from AHP method is given in front of each of these needs.
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