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ABSTRACT
Increasing customer satisfaction is one of the most important factors in determining the success of an

organization and increase customer loyalty. This goal will be achieved by creating and implementing of
measuring and monitoring systems for customer satisfaction as a key factor for improving the
performance. Service organizations such as Bank, due to the fact that are faced with various social groups
with various demands, should identify the real demands of the customer and try to fulfill them. In this
article, after analyzing various aspects of the Kano model, using a questionnaire we try to identifying and
ranking demands of bank customers by the use of Kano model and weighted average analysis. At first,
demand of customers recognized using library resources and research. After that, the Kano model is used
to classify these demands. Finally, to rank and identify the most important demands, weighted average
analysis is used. The sample size for this research is consisted of 117 customers of Tejarat bank in the city
of Yazd.
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