Journal of Management, Education and Development in Digital Age

Submission Date: 2025-05-18 Revision Date: 2025-10-13 Accept Date: 2025-10-20 Initial Publish Date: 2026-06-25 Final Publish Date: 2026-10-23

Evaluation of the Components Influencing the Perception of Digital
Educational Service Quality Based on the Kano Model (Case Study:
Design Education Services)

1. Behnaz Foladpanjeh®: PhD Student, Department of Industrial Design, Islamic Art University, Tabriz, Iran
2. Sajjad Pakzad*: Assistant Professor, Department of Industrial Design, Faculty of Design, Islamic Art University, Tabriz,
Iran

3. Meysam Khodashenas': Assistant Professor, Department of Industrial Design, Faculty of Design, Islamic Art University, Tabriz, Iran

*Corresponding Author’s Email Address: s.pakzad@tabriziau.ac.ir

Abstract:

This study aims to identify user needs and expectations, enhance the quality of design education services, and establish sustainable user
satisfaction by precisely identifying and evaluating the qualitative components of these services. The purpose of this research is not only to
provide a comprehensive analysis of the strengths and weaknesses of design education platforms but also to propose practical strategies for
improving service quality and increasing user satisfaction. The study seeks to address the existing gap between user expectations and the
services provided and to contribute to the enhancement of digital educational services by introducing attractive qualitative components that
can be applied in the design of educational services. The present research examines user satisfaction and dissatisfaction based on the Kano
model. Given that the Kano model allows the transformation of qualitative data into quantitative form and is a user-centered method, it was
selected as the primary research approach. The components affecting the quality of services (design education) and their impact on user
satisfaction or dissatisfaction were accurately categorized and aligned with service dimensions. The findings of this study provide practical
guidance for designers of specialized digital education platforms, enabling them to deliver more user-centered and interactive services through
a deeper understanding of user needs and expectations. Moreover, the results serve as a foundation for future research aimed at developing
and improving educational service platforms.
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Extended Summary

Introduction

In the contemporary digital era, the expansion of new technologies has brought about transformative shifts in lifestyle,
communication, and education. Digital education, utilizing online platforms and interactive tools, has emerged as a central
mechanism for knowledge dissemination due to its flexibility, accessibility, and personalization. Nevertheless, ensuring the
quality of digital educational services remains a major challenge, especially in creative and human-centered domains such as

design education. This field requires not only the transfer of technical knowledge but also the stimulation of creativity,
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interaction, and innovation. Therefore, evaluating and enhancing the quality of design education services demands an approach
that reflects users’ perceptions and expectations rather than merely institutional or technical metrics.

Service design, defined as the systematic planning and implementation of comprehensive and sustainable service systems,
seeks to optimize the interaction between service providers and users (Parasuraman, 2002). Designers envision and structure
service solutions that may not yet exist, translating needs and behaviors into potential future services (Parasuraman et al.,
1985). Human-centered design approaches enhance user satisfaction by grounding decisions in users’ lived experiences
(Ritonga et al., 2022). From this perspective, service design becomes an iterative and interdisciplinary process, focused on
shaping the systems, processes, and experiences that define user interaction (Robert et al., 2014). The emphasis on creativity
and usability within service design highlights the dual responsibility of fulfilling user needs while fostering meaningful
engagement (Pribadi et al., 2022).

Service quality, as conceptualized in marketing and management literature, is inherently subjective and determined by users’
perceptions (Abbasi et al., 2016). It is the outcome of comparing users’ expectations prior to service delivery with their actual
experiences (Mojafari, 2017). High service quality enhances satisfaction and loyalty, both of which are vital for the survival of
digital education providers (Karimi Alavijeh & Mohammadi Amin, 2017). Moreover, user satisfaction has been associated with
positive attitudes toward the service (Cheng et al., 2021; Deng et al., 2010) and improved organizational performance and
profitability (Chand, 2010; Fornell et al., 1996). Therefore, the evaluation of digital service quality extends beyond technical
performance—it involves understanding users’ emotional and cognitive responses to the service environment.

One of the most influential frameworks in service quality evaluation is the Kano model, introduced by Noriaki Kano in 1984
(Kano et al., 1984). Unlike linear models that assume a proportional relationship between performance and satisfaction, the
Kano model highlights the asymmetric and nonlinear nature of user satisfaction (Lin et al., 2010). It classifies service attributes
into categories such as must-be (M), one-dimensional (O), attractive (A), indifferent (1), reverse (R), and questionable (Q),
based on how their presence or absence affects satisfaction (Shahin, 2013; Zheng et al., 2015). The model’s two-dimensional
structure enables a more nuanced understanding of user needs, distinguishing between factors that prevent dissatisfaction and
those that actively enhance delight. This distinction is critical in digital design education, where user engagement,
personalization, and aesthetic experience play major roles in satisfaction.

Previous studies have shown that user satisfaction arises from comparing perceived performance with expectations (Oliver,
1980; Parasuraman et al., 1985) and that its maintenance depends on the interaction quality and reliability of the service
(Gronroos, 1984; Um & Kim, 2018). Integrating the Kano model into digital education research allows for identifying both
explicit and latent needs, thereby supporting the design of platforms that are not only functional but also emotionally resonant.
Consequently, this study applies the Kano model to evaluate components influencing the perceived quality of digital design
education services, aiming to bridge the gap between user expectations and service provision through user-centered quality
enhancement strategies.

Methods and Materials

This study employed a descriptive—analytical and mixed-method design using the Kano model as the primary analytical
framework. The population consisted of undergraduate students in industrial design and visual communication at the Islamic
Art University of Tabriz. Data collection occurred in two stages: qualitative exploration through semi-structured interviews

and quantitative evaluation through the Kano questionnaire.

O
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In the first stage, in-depth interviews were conducted with 20 students (10 male, 10 female) to extract hidden and explicit
user needs related to digital education services. Based on these interviews and the expert validation of faculty members, paired
functional and dysfunctional questions were designed for the Kano questionnaire. The second stage involved distributing the
questionnaire to 35 participants, out of which 33 valid responses were obtained. The responses were analyzed using the Kano
evaluation table to classify service attributes into the six Kano categories. Finally, satisfaction and dissatisfaction coefficients
were computed to determine the relative influence of each attribute on user satisfaction.

Findings

The analysis identified five major categories of quality attributes: attractive, one-dimensional, must-be, indifferent, and
reverse.

1. Attractive Quality Elements (A): Users perceived features such as specialized and updated training, the involvement of
well-known instructors, the issuance of international certificates, social responsibility programs, user-driven scheduling, loyalty
programs, networking opportunities, availability of mobile applications, and visually cohesive, multilingual interfaces as
sources of delight. These attributes were not necessarily expected but created significant satisfaction when present.

2. One-Dimensional Quality Elements (O): Attributes such as clear categorization of courses, ease of communication with
instructors, feedback mechanisms, live support chat, platform reliability, intuitive navigation, trust in payment processes, and
effective customer support were directly proportional to satisfaction. The absence of these elements led to dissatisfaction.

3. Must-Be Quality Elements (M): Standardized and up-to-date educational content, accuracy of information, data security,
fairness in accessibility, and functional website design were classified as essential. Users assumed their presence; failure to
meet these expectations caused dissatisfaction even if other features performed well.

4. Indifferent Quality Elements (I): Aspects such as multilingual accessibility and optional testing modules for
certification did not significantly influence satisfaction or dissatisfaction.

5. Reverse Quality Elements (R): Unexpectedly, the use of excessively bright color schemes and excessive social
interactivity were found to reduce satisfaction, indicating users’ preference for moderate, visually balanced, and personalized
environments.

Through the Kano analysis grid, these elements were positioned within four zones—opportunity, desirable, caution, and
neutral spaces—to visualize their impact potential. The “opportunity space” captured attractive elements that, though not
expected, could significantly boost user satisfaction if implemented. Conversely, the “desirable space” comprised one-
dimensional attributes that must be prioritized for consistent performance. Must-be attributes occupied the “caution space,”
signifying their vital preventive role against dissatisfaction.

Overall, results revealed that tangible dimensions of service—such as design aesthetics, visual identity, and accessibility—
were dominant determinants of user perception. The synthesis of satisfaction coefficients confirmed that visual and experiential
quality play decisive roles in shaping trust and loyalty within digital education platforms.

Discussion and Conclusion

The findings of this study underscore that digital education service quality is multifaceted, combining both functional and
emotional dimensions. Users no longer evaluate online learning platforms solely based on technical performance or content
quality but increasingly value interactive design, personalization, and brand identity. In design education, where creativity and
aesthetics are paramount, user satisfaction depends as much on the learning environment’s sensory appeal as on instructional

rigor.
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The Kano model proved effective for classifying user needs and guiding improvements in digital education services. The
identification of attractive quality elements provides actionable insights for differentiation and innovation. By investing in
specialized course offerings, responsive interfaces, loyalty and networking programs, and consistent visual identity, providers
can foster deep engagement and emotional connection. These attributes form the foundation of “experience-driven quality,”
positioning digital education platforms as both functional and inspiring.

Conversely, the one-dimensional and must-be elements highlight the operational backbone of user experience—clarity,
reliability, and transparency. Ensuring secure transactions, effective feedback channels, and professional communication
fosters trust and continuity of use. The contrast between attractive and must-be factors reveals the need for a dual strategy:
maintaining functional consistency while innovating in user delight.

Practically, implementing these insights involves adopting a user-centered design process that continuously integrates
feedback loops and satisfaction monitoring. The focus should shift from mere service delivery to co-creation of value, where
users become partners in shaping their learning experiences. Digital education institutions can establish creative think tanks to
generate new ideas, refine service touchpoints, and sustain competitiveness in an increasingly saturated market.

In conclusion, this research bridges theoretical understanding and applied design practice by providing a comprehensive
framework for evaluating and enhancing the quality of digital education services. The results demonstrate that recognizing the
nuanced structure of user satisfaction—comprising both expected and unexpected elements—enables educators and platform
designers to move beyond basic usability toward emotionally engaging and trustworthy experiences. The study’s insights offer
practical guidance for developers of digital learning environments to improve service quality systematically, strengthen user
trust, and cultivate long-term loyalty—contributing ultimately to the broader evolution of digital pedagogy in the creative

industries.
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