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ABSTRACT
It" sthe nowadays trend that university students travel and live in B & B. The quality of environment and service becomes an
important factor affecting the competitive advantage. In order to provide an improvement direction for B&B owners and to enhance
the quality of accommodation and the competitive strength of the owners, it is used to classify the qualitative characteristic. In the
same time, a questionnaire of fifty questions via Kano two-dimensional model is designed. By calculating Satisfaction Increment
Index and Dissatisfaction Decrement Index and putting them into the relative position of the four-quadrant distribution, we know
the order of initiatives of improvement which can increase university students’ satisfaction or decrease their dissatisfaction. Those
“ the privacy of the rooms” ,* independent sanitary equipment” and“ air conditioners, telephone, TV, refrigerator and other
electrical equipment” are all included in the top five factors of environmental preferences; and in the top five factors of service
preferences, there are “ the ability to maintain the hygiene and the cleanness of environment” ,* the reasonability of price” ,“ the
rapid and efficient customers’  service of complaint” and“ the cordial owners providing dedicated service” . All of them are
provided to the B&B owners a reference of improving the quality.
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