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ABSTRACT
The focus of communication industry has been transferred to service level from technical level. Mobile communications companies
in Taiwan are facing more competition, and consumer consciousness is raised. Therefore, to improve competition ability, it is vital
for the companies to understand what consumers demand for quality. According to Kano model, this research categorizes service
quality of mobile communications into attractive quality element, one-dimensional quality element, must-be quality element,
indifferent quality element and reverse quality element. The questionnaires are used to find out what consumers expect from mobile
communications, and analyze the competition of Taiwan Mobile Co., Chunghwa Telecom Co. and Far EasTone
Telecommunications Co.. Finally, this study tries to understand the relationship between Kano model and Quality Function
Deployment. Some suggestions for future improvement of mobile communications are also provided.
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