
Patient satisfaction / wishes (Kano Model)

Duration: 60  minutes

Material: Post-its, pens

Preparation: Collect wishes / needs of the patients

Goal: Know the needs / wishes / requirements of the patients, classify them and get a 

perspective on where you are today and what could be improved.

The Kano Model helps to prioritise the needs of patients by identifying needs in five groups: 

▪ Basic features : They are taken for granted and are only consciously noticed by patients 

when they are not present. Basic characteristics are implicit must-criteria, they are not 

expressed, but tacitly assumed. If these basic characteristics are missing, patients are 

dissatisfied (at the same time, however, satisfaction does not increase if the basic 

characteristics are fulfilled).

▪ Performance features: They are explicitly demanded by patients and influence 

satisfaction. If performance characteristics are not met, dissatisfaction arises. If 

performance characteristics are exceeded, satisfaction increases accordingly.

▪ Enthusiasm features: These features are able to inspire patients. They create an actual 

or perceived added value. Enthusiasm features are not expected and the absence of such 

features does not create dissatisfaction. However, if an enthusiasm feature is present, 

even a small increase in performance can lead to a disproportionate benefit.

• Irrelevant features: They lead neither to satisfaction nor to dissatisfaction, whether they 

are present or not.

• Rejection features: If these characteristics exist, they lead to dissatisfaction. If, on the 

other hand, they are not present, they still do not create satisfaction.

Instructions: 

▪ Compile the requirements of your patients (preferably with the support of Tool 1 VoP). You 

may need to contact your patients to find out what they need.

▪ Determine which category each requirement or need belongs to in the Kano model. 

▪ Once the needs and requirements are identified, look together at what you have to offer 

today. 

▪ Ideally, you will meet all the basic features, most of the performance features and at least a 

few enthusiasm features. 

▪ If this is not the case, determine how you can achieve the goal.

Overall satisfaction cannot be elicited with this model.

A model for analysing the requirements of patients, developed by Prof. Kano in 1978 as a tool for eliciting customer 

requirements. 
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▪ Overall, the Kano model shows that there are different categories of requirements and needs that influence 

whether patients are satisfied or not. What do you need to offer your patients? What contributes to improving 

satisfaction? How do you stand out from the competition, how do you inspire patients and what should you do 

without?

▪ Increasing the benefits of services through the number of basic features does not lead to successful 

differentiation from competitors.

▪ Performance characteristics can be identified and the presence or absence of such characteristics have a direct 

impact on patient satisfaction.

▪ Enthusiasm features offer the greatest opportunity to stand out from the competition. However, since they are not 

expected or explicitly demanded by the customer, they are not easy to identify (nor are they always successful 

the first time).

▪ Investing in insignificant features makes little sense, as it does not increase satisfaction. 

▪ Rejection features must be avoided at all costs, as they lead to direct rejection and a bad image.

Why is the Kano model important?
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