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ABSTRACT
The global financial crisis results in economic recession, and has negatively impacted many industries. For the direct marketing
industry, as its products have a high level of similarity, and there is no a big difference between different markets, this impact even
reveals that surviving in the direct marketing industry is very challenging. Therefore, it is very important to understand how to
enhance market competitiveness from the level of service. This research investigates the level of service quality that customers pay
attention based on the A case company. Next, other direct marketing companies in Taiwan are considered for comparisons and
analyses in order to figure out the important issues of enhancing service quality. In particular, in order to find out the satisfactory
features of service quality in the direct marketing industry, this study first of all uses Kano Two-Dimensional Model to categorize
quality service, and then integrates Quality Function Deployment to analyze the relationship between the level of attention and
satisfaction from customers. The research result shows that service quality has a high level of significant difference over the feature of
population statistics. Specifically, we found that there are 20 one-dimensional quality features and two must-be quality features based
on the 22 features considered in this research. In addition, after the integration of Kano Two-Dimensional Model and Quality
Function Deployment over the case company, we obtain the priority of enhancing service quality from the customers, which are the
charge for every items is very precise and trustworthy as the highest priority, the facilities are developed with humanity, and staffs
will not neglect customers requests when they are busy. On the other hand, for the issues of service quality that customers pay
attention to are reliability, reactivity, empathy, tangibility, and assurance.
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