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Abstract

This study aims to classify the perceived service quality of expressway rest
areas based on visitors’ purposes—tourism, freight transportation, and commuting
—using the KANO model. To address the limitations of the KANO model,
particularly its lack of sensitivity to the degree of customer satisfaction, the
study also applied Timko’s Customer Satisfaction Coefficient. An online survey
was conducted with visitors who had used expressway rest areas within the past
month. The results indicate that service quality attributes perceived as important
vary depending on the purpose of use. For tourists, 19 attributes were classified
as one—dimensional quality and 8 as attractive quality, with high satisfaction
coefficients observed for innovation and regionality in specialized services, and
fulfillment in food and beverage services. For freight transport users, 21
attributes were categorized as one—dimensional quality and 6 as attractive
quality, with high satisfaction associated with fulfillment and comfort in food and
beverage services, as well as overall facility comfort. For commuting users, 20
attributes were categorized as one—dimensional quality and 7 as attractive
quality, with high satisfaction noted for fulfillment and innovation in specialized
services, and overall facility comfort. This study holds academic significance by
conducting a multi—dimensional analysis of service quality In expressway rest
areas according to visitor purpose. The findings can serve as a foundational
reference for developing differentiated service strategies and improving

user—centered quality management in expressway rest areas.

Keywords : Highway Rest Area, Service Quality, KANO, Timko customer

satisfaction co—efficient
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