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Abstract

Virtual communities have become one of
most popular visiting websites in the internet.
Recently, the main research topics on them
include social networking, success factors,
reasons for participating, and consequences from
joining in virtual communities. Relative few
works to discuss what important quality factors
are for attracting customers to join the virtual
community websites. From the viewpoint of
increasing margin of websites, to identify
important quality characteristics for attracting
more internet customers in virtual community
and to recognize precisely customers’ needs are
crucial for website enterprisers. Therefore, this
study uses Kano model, refined Kano model, and

Importance-Satisfaction model to discover
customers’ needs. Besides, the data mining
techniques including decision trees and
association rule discovery have also been
employed to extract knowledge regarding
customers’ needs of virtual community’s users.
Finally, based on the found results, some
suggestions of improving service quality will be
given to website service providers to increase
customer satisfaction and attract more internet

users to join their websites.

Keywords:  Virtual Community  Websites,
On-line Service Quality, Kano Model, Customer
Need, Data Mining.
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