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Abstract

This study utilizes the Kano model to assess the attitudes/opinions of citizens in Germany and France on political
and economic issues related to the maturing of the European Union. The study attempts to assess current salient
political and economic concerns of European citizenry via the Kano survey research technique. The survey
respondents were asked to answer 20 questions concerning economic and political issues to determine areas of
concern that the French and German governments should consider in order to enhance the satisfaction of their
citizens with the overall political and economic climate within the EU. The survey was conducted to coincide with the
fiftieth anniversary of the Treaty of Rome. The increased pressures associated with further EU integration and
expansion adds credence to the timeliness and importance of this study. The survey results indicate that there are
divergences of opinion between the surveyed countries, and that future research will help shed further light on
European enlargement and integration.
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Introduction and Review of Relevant Literature
During 2008, which was the fiftieth anniversary of the Treaty of Rome, the European Union (EU) appeared at a crossroads. After successfully

launching a common currency over the majority of its member states, and after expanding the European Union from 15 member countries to
now 28, several questions remain as to what directions the economic union will head over the coming years. The much-lauded successes in the
EU are not without accompanying set-backs. Crucial questions remain surrounding whether the European Union continues to expand, whether
the current version of the EU Constitution can be accepted, and what it truly means to be European in today’s multicultural, highly-integrated
society.

These questions and other important issues remain to be answered. While the current version of the EU Constitution has not been ratified, the
authors of this article feel that the 50th anniversary of the Treaty of Rome represented a good time to ask the public their opinions on the future
of the EU. Given that France and Germany have historically been the main powers behind the thrust of progress seen in the European Union,
these two countries were chosen for the implementation of a survey based on the Kano model. For the first country surveyed, MBA students
from the University of North Carolina-Greensboro (UNCG) were asked to interview random citizens on the streets of Paris, France in October
of 2007. This was during a week-long “Experience Business Abroad” program, and during the week of “la greve”, or the strike by the railway
unions which left Paris immobile for three days. MBA students were instructed to ask random English-speaking citizens in Paris to complete a
survey utilizing the Kano model. For the second country surveyed, students at the University of Applied Sciences in Ludwigshafen, Germany
were asked to complete a survey, which was very similar to the French Café Kano Survey. This German survey implementation was conducted in
two phases, the first in December 2007 and the second in May 2008.

Most prior studies utilizing the Kano model, (such as Löfgren and Wittell [1,2]; Kuo [3]; Tan et al. [4]; Lee and Chen [5,6]; Lee [7]; Serelli and
Kauffman [8]; Tontini [9]; Yadav and Goel [10]; Zielke [11]; Gregory and Parsa [12], Dominic and Palumbo [13]; Cheng HT and Cheng KM
[14]; Tontini et al. [15], and Yeh and Chen [16]), have focused on traditional manufacturing or service environments. These studies have
typically been coupled with techniques such as Quality Function Deployment (QFD) to see if individual product and service characteristics can
be better understood using the Kano model. Other studies have attempted to increase the scope of the Kano model to include managerial
assessment enhancements in annual employee evaluations, as well as organizational competitive advantages in knowledge management (see
Phillips JN and Phillips SM [17]; Matzler et al. [18]; Chen and Su [19]; Yang [20]; Chen et al. [21], and Shyu et al. [22]).

There have been some recent studies of the European Union with regard to satisfaction (Karp [23]; IPSOS INRA [24]; Böhnke [25]; Welsch
and Bonn [26]; Pittau et al. [27]; Hobolt [28]; and Linz [29], but the existing surveys have not utilized the Kano model and have been focused
primarily on job satisfaction or specific consumer issues as opposed to overall economic and political concerns. Our present study seeks to

Business and Economics Journal Goddard GJ, Ajami R and Raab G, Bus Eco J 
2014, 5:2

DOI: 10.4172/2151-6219.100095

Research Article Open Access

Bus Eco J
ISSN:2151-6219 BEJ, an open access journal

Volume 5 • Issue 2 • 100095

Bu
si

ne
ss

an
d E conomics Journal

ISSN: 2151-6219

mailto:jason.goddard@wellsfargo.com


answer whether the Kano model can be used to assess national cultural differences and opinions, rather than its primary use as a model for
customer orientation, as the aforementioned studies would indicate. If the Kano model can be used for this purpose, what might this imply for
assessing differences between nations in matters considered to be basic needs, must-be requirements, and matters that are attractive to the survey
respondents? If the Kano model can be used to differentiate national preferences, it might be a solid step toward addressing some of the issues
that the public at large sees as problematic in the European Union specifically, and, more generally, in today’s global environment.

The Survey Hypotheses
In the pages that follow, we will discuss how our Kano survey of the EU was implemented, and the results of the study.

Tentative Relational Hypothesis 1: The Kano Model can be utilized to Differentiate National Preferences on Political and Economic Issues

The survey respondents were different in France and Germany, in that in France, we sought opinions of random individuals, with the only
requirements being that they were willing to complete the survey (either orally or written) and that they spoke English. Recognizing English
speakers raises conceptual challenges; nevertheless, 50 percent of young Europeans begin learning a foreign language in primary school and
English is the most widely taught foreign language, according to Europa, the European Union portal site (Europa, “Language Teaching”, [30]).
Table 1 shows the demographic breakdown of the French respondents.

The results reveal that no particular group was surveyed over another group. This is distinctly different from the German survey respondents,
as all of the respondents were university students, with most of them being between the ages of 18 and 25. By surveying one consistent group
from an age perspective (Germany), and one random group from an age perspective (France), we wished to see if there were any differences of
opinion as to the future of the European Union from an age perspective. The demographics of the German survey are shown in Table 2.

Age % Gender % Citizenship %

18-25 33% Male 57% French 53%

26-39 33% Female 43% EU 13%

40-60 33%  French/EU 17%

40-60 0%  Other 17%

 
Table 1: Demographic Breakdown of French Respondents.

Age % Gender % Citizenship %

18-25 98% Male 55% German 76%

26-39 2% Female 45% German/EU 21%

40-60 0%  Other 2%

Table 2: Demographic Breakdown of German Respondents.*Note: none of the German respondents considered themselves to be only citizens of
the European Union, while this was the case with 13% of the French survey respondents.

Tentative Relational Hypothesis 2: The Survey of Younger EU Members (Germany) will tend to be more open to Globalization, Increased EU
Expansion, and Multiculturalism

Since the younger adults have grown up more accustomed to multiculturalism in education and political discourse, have been beneficiaries of
liberal economic policy, and are further removed from times of political upheaval in continental Europe, the authors surmise that the survey
results show that age plays a significant factor in having good feelings about the future of the European Union. Since the demographic variable of
citizenship did not necessarily show that the survey respondents considered themselves “European”, it will be interesting to see whether our
second hypothesis proves to be plausible. In general, Germany has provided the most funding for the various mechanisms of the European
Union, has a strong interest in the European Central Bank’s operating procedures, and has had more successes in terms of globally-oriented
companies. For these reasons, we felt that our second hypothesis would prove to be plausible.

Tentative Relational Hypothesis 3: French Citizens will have a More Positive View of Migration Policy than the German Citizenry

A higher prevalence of multiculturalism in France is shown via the relative ease of immigrants obtaining citizenship and the acceptance of
immigrants into France with limited restrictions (at least until recently) (Hegen D [31]). This hypothesis is also supported by the number of
Turkish immigrants in Germany, and the perceived problem of this ethnic group being able to successfully become “accultured” to German
expectations. Acculturation is here defined as the process by which a person not only understands a foreign culture, but also modifies and adapts
his or her behavior to make it compatible with the new culture (Ajami and Goddard [32]).
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Tentative Relational Hypothesis 4: Both Germany and France will answer positively to the Questions about Religious Tolerance, but will also
reject the Question Concerning Allowing Turkey Membership into the European Union

This hypothesis is supported with the knowledge that Turkey’s membership process into the European Union has been slow, and various
different reasons have been provided. For example, with the admission of the southern part of Cyprus into the EU in 2005, the primary argument
against Turkey’s membership (geography) became problematic. Additionally, higher levels of interest rates and inflation rates in Turkey, when
compared to the majority of continental Europe, have made membership into the EU difficult from an economic standpoint. Since the most
recent expansion of the EU, negotiations with Turkey have not produced an agreed timetable, or even an agreement on when to discuss their
possible admission.

The Kano Model
The authors of this article have published a book on the global implications of customer relationship management where the concept of the

Kano Model is explored in further detail (Raab et al., Gower Publishing [33]). To summarize for our purposes, the Kano model was created by
Japanese theorist Noriaki Kano in the early 1980s. The purpose of the survey is to assess the satisfaction of a customer to a specific feature of a
product or service offering. Survey respondents are asked a series of question pairs, with one question being called a “positive question”, where a
specific feature is exhibited, while the second question is called a “negative question”, which assesses the respondent’s feelings if that same feature
was not present. The answers to the questions are then broken down into the categories known as “attractive”, “one dimensional”, “must-be”,
“Indifferent”, “reverse”, and “question”. Table 3 below helps to illustrate which question combinations achieve which categories of responses.

As Table 3 illustrates, if a survey respondent answers “I like it that way” to the positive-oriented question, and answers “it must be that way”
for the negative-oriented question, then this feature is categorized as “attractive”.

Functional
(Positive) Question

 
Dysfunctional (Negative) Question

Like It Must Be Neutral It Live With Dislike

I like it that way Q A A A O

It must be that way R I I I M

I am neutral R I I I M

I can live with it that
way R I I I M

I dislike it that way R R R R Q

Table 3: Kano’s Categorization Sheet for Positive Question Pairs. (Source: Kano et al. [34], and Berger et al. [35]) NOTE: Q=Questionable,
A=Attractive, R=Reverse, M=Must Be, I=Indifferent, O= One Dimensional.

Our survey will seek to assess the satisfaction levels of the various components that compose the European Union and its place in an
increasingly integrated global society. The surveys asked specific questions in both the positive and the negative case in order to assess how a
specific variable should be categorized in both of the respondent countries. We decided to utilize the Kano Model for this survey in order to rank
the questions in order of either dissatisfaction or satisfaction. This has traditionally been done via the calculation of coefficients of satisfaction
(CS+) and dissatisfaction (CS-). Table 4 below illustrates how these coefficients are calculated.

CS-=M+O/(M+O+A+I) (-1)

CS+=A+O/(M+O+A+I)

Table 4: Coefficient Calculations for Dissatisfaction/(CS-) and Satisfaction (CS+).

The coefficient provides information about how securely the survey issue is in the position to increase satisfaction, or how negatively
satisfaction would be affected in the event that this product feature was not being fulfilled. The measure of CS- is appended by a negative sign,
which illustrates that the non-fulfillment of a promised or expected service induces dissatisfaction (which is defined as a -1 value). The closer the
value is to -1, the more people were unhappy with the feature. The positive satisfaction coefficient (CS+) ranges from 0 to 1.

The closer the value is to 1, the more influence the variable has on the respondent’s satisfaction.

A value near zero signifies that if this feature is not fulfilled, it produces hardly any movement toward dissatisfaction (Raab et al. [33]).

For purposes of the study, a response would be classified as attractive (a) when respondents chose “I like it that way” to the positive-oriented
statement, such as “the average work week should be extended”, and if the same respondent answered that they could “live with it that way” for
the negative-oriented statement, such as “the average work week should not be extended” (among other scenarios as depicted in Table 5, below).
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A survey respondent would be classified as must be (m) if they respond “It must be that way” for the positive-oriented statement, such as
“Turkey should be admitted into the European Union”, and if the same respondent answered “I dislike it that way” for the negative-oriented
statement, such as “Turkey should not be admitted into the European Union” (Table 5).

A respondent is considered one-dimensional (o) when they responded “I like it that way” to the positive-oriented statement, such as “in the
future, the most recent version of the EU Constitution should be adopted”, and if the same respondent answered that they would “dislike it that
way” for the negative-oriented statement, such as “in the future, the most recent version of the EU Constitution should not be adopted”.

A response would be classified as reverse (r) if the respondent chose “I dislike it that way” to a positive-oriented statement such as “in the
future, Germany should pursue a free trade economic policy”, and if the same respondent answered that they would “like it that way” for the
negative-oriented statement, such as “in the future, Germany should not pursue a free trade economic policy” (Table 5). This is categorized as a
reverse statement, as it is the opposite of what the survey intended/expected.

Other possible answers that a respondent could have selected for our version of the Kano Model are questionable (q) and indifferent (i). A
respondent’s answer is deemed “questionable” when it does not make sense, such as answering that they like both the functional and
dysfunctional scenarios. As shown in Table 3, there are numerous answer combinations that can be classified as “indifferent”. These responses
indicate that the respondent is neither satisfied nor dissatisfied with the question or feature being answered.

Kano Analysis
In this section of the paper, we will discuss each question in turn, and provide both the raw data in terms of question answers, as well as a

summary of how the question pairs (positive and negative) corresponded in terms of the classifications of the Kano model, as well as coefficients
of satisfaction and dissatisfaction values. Since this is the first time that the Kano model has been used for this purpose, it may be helpful to
review both the raw data totals as well as the more traditional Kano approach.

The following Table 5 summarizes the 20 questions that were asked (in both a positive and a negative form) of our 30 respondents from
France and our 42 respondents from Germany.

1. Free Trade Economic Policy

2. Merkel/Sarkozy and US ties

3. Adoption of EU Constitution

4. Average work week extension

5. Pursuit of tax cuts by government

6. Globalization, including migration policy

7. Outsourcing of jobs to remain competitive

8. Admittance of Turkey into the EU

9. German/French workers’ strike capability

10. German/French monetary policy run by the ECB or other

11. German/French citizens’ freedom of religion

12. German/French protective barriers in the agriculture industry

13. Expanding EU membership

14. France pursuit of a Mediterranean Union

15. Germany/France increase of economic partnership with France/Germany

16. German/French universities and admission control

17. Immigrant to France/Germany adaptation to French/German language and culture

18. Government assistance for retraining of the German/French unemployed

19. Germany/France and multiculturalism
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20. German/French universities stress technology and innovation in education

Table 5: Question Topics for French and German Surveys.

Question One
The first question in the survey discusses the need for a free trade economic policy (Table 6). While the survey respondents in France were not

required to disclose their familiarity with what a free trade economic policy means, there has been enough popular media attention to the issue so
as to allow for them to provide a reasonably educated opinion on the matter. This assumption is also helped in that our survey respondents were
required to be at least bilingual (as the surveys were conducted in English only), which might imply a higher level of education, and thus
understanding of economic issues.

 Like It Must Be Neutral Live With Dislike It

Positive France 40% 23% 20% 13% 3%

Negative France 7% 0% 27% 17% 50%

Positive Germany 31% 31% 26% 5% 7%

Negative
Germany 5% 0% 29% 24% 43%

  O A M I R Q CS- CS+ Location

France 1 10 2 5 11 2 0 -0.54 0.43 Indifferent

Germany 1 9 3 8 18 3 1 -0.45 0.32 Indifferent

Table 6: Question One Response.

While the raw data seemed to indicate that the survey respondents in both countries would view free trade policy favorably, it was calculated
as “must be” for France. Thus, rather than having an overly favorable view of free trade policy, it is possible that some of the political debates in
France between President Sarkozy and various left-wing political parties and unions may have affected the issue in the minds of the respondents
of our small survey. Free Trade policy was categorized as “indifferent” for our German respondents, again revealing a lack of excitement over the
issue in general.

Question two
The second question was customized for the country where the survey was being implemented (Table 7). The question aimed to gauge

whether the citizens of Germany and France were in favor of increased ties with the United States or were less excited about the prospect.
German citizens were asked if Chancellor Merkel should strengthen ties with the U.S., and French citizens were queried if (then) President
Sarkozy should increase ties with the U.S.

As is obvious from the tables above, there was little difference of opinion on this issue among our survey respondents. There was not a
majority that felt strongly in favor of strengthening ties with the United States in either France or Germany.

 Like It Must Be Neutral Live With Dislike It

Positive France 27% 17% 30% 10% 17%

Negative France 17% 0% 33% 30% 20%

Positive Germany 24% 33% 12% 19% 12%

Negative Germany 5% 7% 24% 38% 26%

  O A M I R Q CS- CS+ Location

France 2 3 6 3 13 5 0 -0.2 0.36 Indifferent

Germany 2 5 4 6 26 6 0 -0.3 0.25 Indifferent

Table 7: Question Two Responses.
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Question three
The third question in the survey asked respondents how they felt about the most recent version of the EU constitution being adopted (Table

8). Given that neither Germany nor France has put the issue to a popular vote, this represented an interesting chance to understand how our
small population felt about this issue.

 Like It Must Be Neutral Live With Dislike It

Positive France 30% 30% 10% 13% 17%

Negative France 10% 7% 27% 13% 43%

Positive Germany 31% 26% 31% 5% 7%

Negative Germany 7% 5% 29% 21% 38%

  O A M I R Q CS- CS+ Location

France 3 8 1 5 11 5 0 -0.52 0.36 Must Be

Germany 3 9 4 7 18 4 0 -0.42 0.34 Indifferent

Table 8: Question Three Responses.

The raw data reveals that a majority of survey respondents feel as though the current version of the EU constitution should be adopted. This is
not surprising given that the two countries surveyed here have been the traditional catalysts for increased integration and unity on the continent,
at least since the Treaty of Rome was endorsed more than fifty years ago. The Kano analysis reveals a slightly higher level of dissatisfaction in
France should the constitution not be adopted, but a relatively low level of satisfaction in both Germany and France for adoption.

Question four
The fourth question deals with increasing working hours in both countries surveyed (Table 9). This question was included in the survey

because many economists have noted that the lack of competitiveness in labor markets in Germany and France is caused, in part, by the
shortened number of working hours in these two countries. Since most other industrialized countries utilize the 5-day, 40-hour work week, when
comparison statistics are used for making offshore location and outsourcing decisions, the effect of the shorter work week in Germany and
France is to make their hourly wage levels appear higher by comparison (Sinn [36]). The real culprit, in terms of higher wage rates may, in fact,
be the prevalence of strong labor unions in Germany and France that argue for higher than sustainable wage rate levels. This question was
included in order to see if the survey respondents understood the issue at hand and had any strong feelings about this issue.

 Like It Must Be Neutral Live With Dislike It

Positive France 30% 10% 17% 10% 27%

Negative France 10% 13% 20% 13% 37%

Positive Germany 31% 10% 24% 29% 38%

Negative Germany 7% 12% 31% 19% 10%

  O A M I R Q CS- CS+ Location

France 4 8 3 3 8 8 0 -0.5 0.5 Must Be

Germany 4 0 0 2 22 17 1 -0.08 0 Indifferent

Table 9: Question Four Responses.

French respondents were of very different opinions about this issue, hence the Kano statistics which are right down the middle of the
satisfaction portfolio (-0.50, 0.50), achieving “must be” status. The Germans, on the other hand, had very low levels of either satisfaction or
dissatisfaction for this issue.

Question five
Given that the railway strike in France was due, in part, to the Sarkozy government’s considerations of tax cuts and other economic

liberalization efforts, the fifth question asked the respondents whether the French or German government should pursue tax cuts (Table 10).
Given the turmoil of the railway strike in France during the French survey implementation, there could have been some influence on the results
for the French respondents.
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 Like It Must Be Neutral Live With Dislike It

Positive France 43% 30% 20% 3% 3%

Negative France 0% 3% 23% 20% 53%

Positive Germany 40% 24% 17% 7% 12%

Negative Germany 7% 10% 21% 24% 38%

  O A M I R Q CS- CS+ Location

France 5 11 2 6 10 1 0 -0.59 0.45 Must Be

Germany 5 8 7 7 13 5 2 -0.43 0.43 Indifferent

Table 10: Question Five Responses.

While 73% of the respondents in France felt that the ability to strike was either “like it” or “must be”, overall, the Kano statistics revealed
“must be” categorization. This is more than likely due to the high level of neutral responses for both the positive and the negative questions.

Question six
The sixth question asks our survey respondents their opinions concerning globalization, including migration policy (Table 11). The words

“including migration policy” were included in the question to allow the survey respondent to realize that migration policy is a significant part of
globalization: typically, globalization is seen purely from a trade and job outsourcing and off-shoring viewpoint.

 Like It Must Be Neutral Live With Dislike It

Positive France 40% 33% 13% 10% 3%

Negative France 3% 0% 17% 27% 53%

Positive Germany 33% 33% 21% 7% 5%

Negative Germany 2% 5% 21% 12% 60%

  O A M I R Q CS- CS+ Location

France 6 11 1 5 12 1 0 -0.55 0.41 Must Be

Germany 6 11 1 13 15 2 0 -0.6 0.3 Must Be

Table 11: Question Six Responses.

There were very few differences in the two country’s responses for this category. Neither the German nor French respondents had a
particularly high level of attraction to globalization. In the end, however, both sets of data seem to indicate that the respondents feel that
globalization is here to stay, and is something that they must embrace, like it or not.

Question seven
The prior question leads directly to our seventh question (Table 12). The survey respondents were asked whether companies should pursue

outsourcing of jobs to remain competitive. Given the various levels of success achieved in both French and German industry from the
outsourcing of jobs to lower-cost offshore locations (whether it be to colonial ties in Africa for France, or to Eastern Europe for Germany), this
question was included to help assess popular sentiment on this issue in the surveyed countries. While the German survey respondents were
university students who have been educated as to the benefits and trade-offs of an outsourcing strategy, we do not have this same level of
confidence in the French respondents given the random nature of survey implementation.

 Like It Must Be Neutral Live With Dislike It

Positive France 13% 30% 20% 23% 13%

Negative France 10% 3% 23% 30% 33%

Positive Germany 2% 40% 12% 19% 26%

Negative Germany 17% 10% 19% 19% 36%
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  O A M I R Q CS- CS+ Location

France 7 4 0 7 15 4 0 -0.42 0.15 Indifferent

Germany 7 1 0 11 16 11 3 -0.43 0.04 Indifferent

Table 12: Question Seven Responses.

We were surprised to see that the German university students had an indifferent opinion as to “job outsourcing”. Both data sets had just about
the same level of dissatisfaction with this topic, with both showing “indifferent” as the most frequent answer pairing.

Question eight
The eighth question is crucial for the survey as it relates directly to our fourth hypothesis and indirectly relates to our third hypothesis (Table

13). Survey respondents were asked to assess their feelings regarding the possibility of Turkey joining the European Union. The question did not
contain a timetable for entry, so the primary point of the question was to obtain the feelings about whether Turkey should ever be allowed to join
the EU.

 Like It Must Be Neutral Live With Dislike It

Positive France 17% 7% 33% 23% 20%

Negative France 27% 3% 40% 17% 13%

Positive Germany 7% 7% 12% 12% 62%

Negative
Germany 48% 17% 12% 21% 2%

  O A M I R Q CS- CS+ Location

France 8 4 1 0 17 8 0 -0.18 0.23 Indifferent

Germany 8 1 2 0 13 26 0 -0.06 0.19 Indifferent

Table 13: Question Eight Responses.

While both data sets showed as “indifferent”, here is an example of where viewing the raw data, rather than simply reviewing the Kano
statistics, is helpful. The CS- and CS+ calculations do not include “reverse” scores, which were high for this question in Germany: the most
popular response in the German sample was the opposite of the question asked. In other words, the survey respondents would like it if Turkey
did not join the EU, and would not like it if they did. This is in stark contrast to the most common answer in the French survey, which is
“neutral”. Given Germany’s large Turkish population relative to France’s (roughly 2.6 million in Germany and approximately 500 thousand in
France), the Kano model alone would not have been helpful in determining the true voice of the people. While the Kano model showed
indifference in Germany, the true answer appears to be “reverse”.

Question nine
The ninth question discussed the popularity of labor unions in both France and Germany (Table 14). Survey respondents were asked whether

it was a good idea for their national labor unions to be able to strike, regardless of the cost and consequence. Each national survey undertaken
asked respondents the question in relation to the home country. In other words, German respondents were not asked their opinions of French
labor unions, and vice versa.

 Like It Must Be Neutral Live With Dislike It

Positive France 17% 17% 10% 17% 40%

Negative France 7% 3% 20% 20% 50%

Positive Germany 2% 5% 19% 14% 60%

Negative Germany 7% 12% 10% 10% 62%

  O A M I R Q CS- CS+ Location

France 9 5 0 4 8 5 7 -0.5 0.28 Must Be.
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Germany 9 1 0 8 8 8 17 -0.53 0.06 Must Be.

Table 14: Question Nine Responses.

As the data shows, there was broad agreement on this issue in both data sets. The most common answer was “I dislike it” for both questions,
which might mean that the phrasing of the question was suspect. However, the Kano statistics reveal a low level of satisfaction with labor strikes,
and a relatively high level of dissatisfaction. Both Germany and France are categorized as “must be” for this question, which is consistent with the
social-democratic form of government in both countries. The populace does not like strikes, but sees them as a necessity.

Question ten
The tenth question attempts to achieve clarity on the issue of monetary policy in the EU (Table 15). Survey respondents were asked whether

their national monetary policy should be run by the European Central Bank as opposed to a more nationalistic alternative. This question seeks
clarity on the feelings concerning national sovereignty issues especially as they relate to central banking policy.

 Like It Must Be Neutral Live With Dislike It

Positive France 37% 40% 13% 0% 20%

Negative France 27% 3% 40% 17% 13%

Positive Germany 7% 7% 12% 12% 62%

Negative
Germany 48% 17% 12% 21% 2%

  O A M I R Q CS- CS+ Location

France 10 12 0 1 13 3 1 -0.5 0.46 Must Be.

Germany 10 6 1 5 20 10 0 -0.34 0.22 Indifferent

Table 15: Question Ten Responses.

The statistics reveal some interesting paradigms on this question. France had a much higher percentage of respondents disliking monetary
policy being run by a group other than the ECB. The German respondents were indifferent to this question, possibly given the historical lineage
of the Bundesbank in Germany and the ECB (Hayo [37], and OECD [38]). The survey respondents in France did not have as strong a substitute
organization in their minds, thus the French respondents felt that it “must be” that the ECB should run French monetary policy.

Question eleven
This question deals directly with the freedom of religion (Table 16). If the respondents had concerns about Turkey becoming a member, and if

they had apprehensions about a liberal migration policy for the EU in general, this question aimed to assess whether “German citizens” or
“French citizens” should be allowed to pursue freedom of religion in all circumstances. Again, each national survey only asked respondents to
assess whether their home country should have these freedoms.

 Like It Must Be Neutral Live With Dislike It

Positive France 37% 40% 13% 0% 10%

Negative France 13% 0% 10% 10% 67%

Positive Germany 33% 21% 24% 10% 12%

Negative Germany 7% 7% 26% 12% 48%

  O A M I R Q CS- CS+ Location

France 11 12 0 9 5 4 0 -0.81 0.46 Must Be.

Germany 11 13 0 5 17 5 2 -0.51 0.37 Indifferent

Table 16: Question Eleven Responses.

Both data sets scored high on the frequency of “dislike it” to the question about citizens not having the freedom of religion in all
circumstances. Both countries felt that the issue was something that they needed to have, but it did not score high on satisfaction for either data

Citation: G Jason Goddard, Riad Ajami and Gerhard Raab (2014) The Kano Model and the Future of the European Union: An Attitude
Assessment of European Citizenry. Bus Eco J 5: 95. doi:10.4172/2151-6219.100095

Page 9 of 17

Bus Eco J
ISSN:2151-6219 BEJ, an open access journal

Volume 5 • Issue 2 • 100095



set. The French data set scored very high on dissatisfaction, which implies that the lack of religious freedom would be very disagreeable to those
surveyed.

Question Twelve
Question twelve deals with the implementation of agricultural policy in Europe (Table 17). This has been one of the defining issues in the lack

of progress of the Doha Development Agenda, as both the Common Agricultural Policy of the EU and the various mechanisms of farm industry
subsidy and protection in the United States have proven to be one of the hardest industries in terms of obtaining international agreement for
lessening of trade barriers (Sachs [39]; Bhagwati [40]; Lal [41]; Boko and Seck [42]; and OECD [38]). Each national survey asked whether it made
sense for the national government to pursue protective barriers in the agricultural sector. The implication of asking the question in a national
viewpoint is that those who feel that their home country ought to lower barriers in the farming sector would more than likely have these same
opinions at the international level. Those who believe that national barriers should be maintained at home, but expect unilateral reduction in
other countries, have been the source of the trouble with this issue.

 Like It Must Be Neutral Live With Dislike It

Positive France 20% 20% 30% 23% 7%

Negative France 10% 13% 37% 13% 27%

Positive Germany 21% 10% 38% 7% 24%

Negative Germany 14% 14% 33% 7% 31%

  O A M I R Q CS- CS+ Location

France 12 6 1 2 19 2 0 -0.29 0.25 Indifferent

Germany 12 10 0 2 20 10 0 -0.38 0.31 Indifferent

Table 17: Question Twelve Responses.

Unfortunately, the survey respondents didn’t have much of an opinion on this question, as the most common response was neutral for both
data sets. It appears, at least based on our sample surveys that more work needs to be done on educating the public on the importance of this
issue.

Question thirteen
The thirteenth question in our Kano survey concerned future expansion in the European Union (Table 18). Respondents were asked whether

the EU should continue expanding its membership. The question did not imply a timetable for said expansion or any suggestions regarding
which countries the EU should consider as possible new entrants. This question was trying to assess the “bigger vs. deeper” debate that has raged
in Europe for many years—especially as the EU has expanded into fewer and less economically similar locations.

 Like It Must Be Neutral Live With Dislike It

Positive France 37% 10% 30% 10% 13%

Negative France 17% 3% 30% 10% 40%

Positive Germany 5% 19% 12% 12% 52%

Negative Germany 38% 7% 17% 29% 10%

  O A M I R Q CS- CS+ Location

France 13 9 1 3 12 5 0 -0.48 0.4 Indifferent

Germany 13 0 2 4 13 23 0 -0.21 0.11 Indifferent

Table 18: Question Thirteen Responses.

Neither set of respondents appeared too excited about the prospects of continued EU expansion. The French were closer to registering an
opinion other than “indifferent”, while the Germans were clear in their opinions. The raw data shows that over half of the German respondents
dislike future EU expansion, while 38% of the same respondents like the idea of the EU not expanding. In France, 40% of the respondents would
dislike it if the EU did not expand. This is yet another example where the raw data tells a much different story than the Kano model.
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Question Fourteen
This question deals with the French government’s prior discussions about pursuing a Mediterranean Union (Table 19). Since Germany would

not be included in this proposed grouping of countries, German respondents were asked their opinion on whether they would be in favor of
France pursuing this additional arrangement. Since this would be outside of Germany’s commitments to the EU, German citizens may have
either shown disinterest in this question, or a preference one way or the other for French involvement.

 Like It Must Be Neutral Live With Dislike It

Positive France 17% 0% 53% 13% 17%

Negative France 17% 0% 57% 13% 13%

Positive Germany 5% 0% 45% 7% 43%

Negative Germany 33% 10% 50% 7% 0%

  O A M I R Q CS- CS+ Location

France 14 5 0 0 25 0 0 -0.17 0.17 Indifferent

Germany 14 0 2 0 22 18 0 0 0.08 Indifferent

Table 19: Question Fourteen Responses.

The majority of German citizens surveyed were indifferent to this question, which was similar to the opinion of our French respondents: 43%
of Germans answered that they would dislike it if France pursued the Mediterranean Union, while only 33% of the respondents would like it if
they did not pursue it. Overall, there was not much to glean from the responses.

Question fifteen
Question fifteen directly relates to the future of the economic partnership between Germany and France (Table 20). Both national surveys had

the question posed as “should the domestic country increase its economic partnership with the foreign country”, so that the question assessed the
home country’s willingness to increase the economic partnership between Germany and France. The phrasing of this question could help to
show if one country or the other felt that they have done enough in the past to increase the partnership already.

 Like It Must Be Neutral Live With Dislike It

Positive France 67% 13% 10% 10% 0%

Negative France 0% 0% 27% 10% 63%

Positive Germany 43% 14% 26% 14% 2%

Negative Germany 2% 5% 31% 26% 36%

  O A M I R Q CS- CS+ Location

France 15 17 3 2 8 0 0 -0.63 0.67 One Dim.

Germany 15 13 5 1 22 1 0 -0.34 0.44 Indifferent

Table 20: Question Fifteen Responses.

The French respondents were clear here: they were in favor of an increased partnership with Germany, and would be dissatisfied if it were not
so. This is in contrast to their indifference to the earlier question regarding increasing ties with the United States. The Germans, on the other
hand, registered as indifferent to an increased partnership with France.

Question sixteen
Since the questions were either being completed by students (in Germany) or requested for completion by students (in France), we felt that a

question concerning proposed changes to European universities was appropriate for this survey. Both German and French respondents were
asked whether their domestic universities should have more control over which students were admitted (Table 21).

 Like It Must Be Neutral Live With Dislike It

Positive France 27% 20% 30% 13% 10%
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Negative France 7% 20% 20% 17% 43%

Positive Germany 40% 26% 17% 10% 10%

Negative
Germany 5% 2% 26% 29% 38%

  O A M I R Q CS- CS+ Location

France 16 5 2 4 16 2 1 -0.33 0.26 Indifferent

Germany 16 13 3 4 18 4 0 -0.45 0.42 Indifferent

Table 21: Question Sixteen Responses.

The Kano data sets did not reveal anything particularly interesting for this question. The raw data did show some preferences in the positive
responses in Germany, as well as the negative responses in France, but overall, both data sets proved indifferent.

Question Seventeen
One significant part of culture and an issue of EU integration is language (Ajami and Goddard [32], and OECD [38]). This question asked

respondents whether immigrants to Germany or France “must adapt to” German or French language and culture (Table 22). The answer to this
question would be interesting to view in terms of the answers to question nineteen on multiculturalism, question six on globalization and
migration issues, and question eleven regarding the freedom of religion.

 Like It Must Be Neutral Live With Dislike It

Positive France 53% 27% 13% 3% 3%

Negative France 3% 0% 10% 30% 57%

Positive Germany 68% 38% 2% 0% 0%

Negative Germany 0% 0% 0% 19% 81%

  O A M I R Q CS- CS+ Location

France 17 12 4 5 7 2 0 -0.61 0.57 One Dim.

Germany 17 19 4 15 4 0 0 -0.81 0.55 One Dim.

Table 22: Question Seventeen Responses.

Both countries surveyed exhibited “one-dimensional” characteristics here. In other words, both countries would like it if immigrants adapted
to the local language and culture, and would not like it if they did not. One of the highest scores in our entire survey was registered for the
German data set, where 81% of the respondents would dislike it if immigrants did not adapt to local culture and language. Given that the answers
registered higher satisfaction and dissatisfaction scores than did the prior questions on religious freedom and embracing globalization, it appears
that the opinions of those surveyed were that religious freedom and globalization are necessary facets of today’s integrated societies, but they still
want immigrants to honor the age-old adage of “when in Rome, do as the Romans”.

Question eighteen
Question eighteen introduces the topic of government assistance being increased for purposes of retraining of the unemployed workers in

Germany and France (Table 23). Answers to this question would be interesting in comparison to question four dealing with the possibility of
increasing working week hours, question six regarding globalization and migration policy, question seven regarding outsourcing of jobs, and
question one regarding free trade economic policy. Given that the national response to job losses owing to globalization in the United States
(primarily in lower-paying manufacturing positions) has been focused, government-sponsored retraining efforts (Goddard and Ajami [43]), this
survey question sought to determine the level of interest in this option in the opinions of the respondents.

 Like It Must Be Neutral Live With Dislike It

Positive France 47% 10% 13% 17% 13%

Negative France 13% 0% 20% 10% 57%

Positive Germany 19% 36% 19% 14% 12%
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Negative Germany 12% 12% 21% 21% 33%

  O A M I R Q CS- CS+ Location

France 18 13 1 4 8 3 1 -0.65 0.54 One Dim.

Germany 18 5 4 9 19 5 0 -0.38 0.24 Indifferent

Table 23: Question Eighteen Responses.

The opinions of the French respondents were much clearer than the German respondents on this issue. The French registered as “one
dimensional”, thus showing a slightly positive satisfaction for increased government assistance for retraining the unemployed, and a higher level
of dissatisfaction if it were not the case. German respondents were indifferent to this question, and this could be because the respondents felt that
the efforts of the German government on this issue were sufficient: indeed, government assistance to the unemployed in Germany is among the
world’s most generous (Sinn [36]). These responses can be compared to the indifference shown regarding increasing working hours (which may
help to hire additional workers and to create more employment opportunities via foreign direct investment as increased labor hours with
sustained productivity will help bring down wage rates as compared with other countries where workers are putting in a full work week). The
survey respondents in France were in favor of more government assistance but not for more working hours for the labor force. This is interesting
in light of the subsequent election of Socialist party candidate Francois Hollande in 2012, which would seem to mirror these views.

Question nineteen
Question nineteen deals with embracing multiculturalism (Table 24). This question directly relates to our first hypothesis as mentioned

earlier. The question was phrased in such a manner that the survey respondent was asked to react to whether his or her home country embracing
multiculturalism would be a good strategy in the future.

 Like It Must Be Neutral Live With Dislike It

Positive France 47% 17% 13% 23% 0%

Negative France 0% 7% 20% 10% 63%

Positive Germany 45% 24% 12% 17% 2%

Negative Germany 0% 7% 17% 24% 52%

  O A M I R Q CS- CS+ Location

France 19 14 0 5 11 0 0 -0.63 0.47 Must Be.

Germany 19 15 4 6 16 1 0 -0.51 0.46 Must Be.

Table 24: Question Nineteen Responses.

Both countries surveyed had similar opinions when viewed in terms of the Kano statistics. France had a higher level of dissatisfaction should a
strategy of multiculturalism not be followed. These responses track equally with the earlier question of embracing globalization. In the minds of
the survey respondents, embracing globalization and pursuing multiculturalism are necessary in today’s global economy, but they are not too
satisfied with the situation.

Question twenty
The final question in our Kano survey involves university emphasis on education (Table 25). Survey respondents were asked whether they

would be in favor of their home country’s universities placing a higher emphasis on technology and innovation in education. In an increasingly
integrated global society, the strength of a nation’s research and development as well as creative and entrepreneurial energy are a key success
factors now and in the future.

 Like It Must Be Neutral Live With Dislike It

Positive France 53% 30% 13% 3% 0%

Negative France 0% 0% 13% 7% 80%

Positive Germany 55% 40% 2% 0% 2%

Negative Germany 5% 2% 0% 17% 76%
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  O A M I R Q CS- CS+ Location

France 20 14 0 9 6 0 0 -0.8 0.5 One Dim.

Germany 20 15 4 13 4 1 0 -0.8 0.59 One Dim.

Table 25: Question Twenty Responses.

Both data sets were clearly one dimensional for this question. Both would be highly dissatisfied if their respective country did not pursue
technology and innovation in education, but were less satisfied if these strategies were pursued.

Trends and Analysis
We began this paper by asking whether the Kano model could be relevant in a study like this. While there were are few questions where the

Kano statistics did not relay the entire story, for the most part, the Kano model appears to have been successful in determining the level of
satisfaction and dissatisfaction achieved by survey respondents in terms of the questions posed in our EU Kano survey. One thing must be
mentioned: none of the questions in our survey achieved the category of “attractive”. Given the lack of recent success of the EU, whether it be the
stalled constitution effort, the rejection by Ireland of the EU reform treaty (Pogatchnik [44]), or the EU sovereign debt crisis, there have not been
too many areas exhibited on an international scale for attractive features of the EU. Perhaps our results are not too surprising! The following
table itemizes the questions categorized as either must be or one dimensional for both data sets.

Must Be

France Germany

Free Trade Tax Cuts

EU Constitution Worker Strikes

Work Week Hours Religious Freedom

Tax Cuts Embrace Multiculturalism

Embrace Globalization  

Worker Strikes  

Freedom of Religion  

Embrace Multiculturalism  

Table 26: Must Be Responses.

One Dimensional

France Germany

French/German Partnership Immigrants Adapt

Immigrants Adapt

Univ. Stress Tech & InnovationGov't Assist Unemployed

Univ. Stress Tech & Innovation

Table 27: One Dimensional Response.

Given the fact that the Kano model was used in order to differentiate how different opinions on political and economic issues affect
satisfaction, the first hypothesis should be accepted. Now that we have addressed our first primary hypothesis, what remains is how our other
three hypotheses fared in the actual survey results. We will take each of the hypotheses in turn below.

Our second hypothesis was that the survey of younger EU members (Germany) will tend to be more open to globalization, increased EU
expansion, and multiculturalism. This hypothesis does not appear to be validated by the results of the survey. As shown in tables 26 and 27, both
the Germans and the French considered embracing globalization and multiculturalism as “must be” factors, and neither data set considered EU
expansion to be a satisfying feature of the survey. Table 28 below illuminates just how consistent the indifference was for any question relating to
the EU.

Citation: G Jason Goddard, Riad Ajami and Gerhard Raab (2014) The Kano Model and the Future of the European Union: An Attitude
Assessment of European Citizenry. Bus Eco J 5: 95. doi:10.4172/2151-6219.100095

Page 14 of 17

Bus Eco J
ISSN:2151-6219 BEJ, an open access journal

Volume 5 • Issue 2 • 100095



EU

3 Must Be Indifferent

8 Indifferent Reverse

10 Indifferent Indifferent

13 Indifferent Indifferent

14 Indifferent Indifferent

15 One Dim. Indifferent

Table 28: EU Related Responses.

Only France showed any interest in the questions pertaining to the EU, considering the EU constitution (question 3) to be a “must be”
requirement, and the French and German partnership (question 15) to be a one-dimensional feature in the survey. The only question without a
25 indifference rating for Germany was the Turkish membership in the EU (question 8), which provided a reverse classification.

As to the openness to globalization and multiculturalism questions, the Table 29 below does not seem to indicate much difference of opinion
for the two data sets.

Globalization Culture

France Germany  France Germany

1 Must Be Indifferent 11 Must Be Indifferent

2 Indifferent Indifferent 17 One Dim. One Dim.

6 Must Be Must Be 19 Must Be Must Be

7 Indifferent Indifferent    

12 Indifferent Indifferent    

19 Must Be Must Be    

Table 29: Globalization and Culture Responses.

Given the similarity of the responses for questions associated with the EU, globalization, and culture, the second hypothesis must be rejected.

Our third hypothesis was that French citizens will have a more positive view of migration policy than the German citizenry. Table 29 on
globalization and culture shows that there were not major differences between the two data sets for issues that directly and indirectly address
migration policy. The third hypothesis must be rejected.

Our fourth hypothesis was that both Germany and France will answer positively to the questions about religious tolerance, but will also reject
the question concerning allowing Turkey membership into the European Union. Based on the information discussed in question 11, both
countries responded that the freedom of religion is a must be feature, but the two data sets were not in agreement about Turkey joining the EU.
While the Kano statistics revealed indifference for both countries, a look at the raw data showed that the Germans were not in favor of Turkish
membership, as was discussed earlier in the paper. While the rejection of this hypothesis is not as obvious as with hypothesis number 2, it would
not appear to be validated with our survey.

Table 30 below summarizes the questions in the survey which pertain all or in part to Turkish membership in the EU.

Turkey

6 Must Be Must Be

8 Indifferent Reverse

13 Indifferent Indifferent

17 One Dim. One Dim.

Citation: G Jason Goddard, Riad Ajami and Gerhard Raab (2014) The Kano Model and the Future of the European Union: An Attitude
Assessment of European Citizenry. Bus Eco J 5: 95. doi:10.4172/2151-6219.100095

Page 15 of 17

Bus Eco J
ISSN:2151-6219 BEJ, an open access journal

Volume 5 • Issue 2 • 100095



19 Must Be Must Be

Table 30: Turkey Related Responses.

Overall, there was not much difference in the responses on the Turkish membership questions, or the related questions of EU expansion,
immigrants adapting to the local culture, and embracing globalization and multiculturalism.

Conclusions
Now that we have discussed the results of the survey with regard to our initial hypothesized relationships, a few items remain. We would like

to discuss whether there was anything that the survey revealed that was surprising, and given the overall results of the survey, if there were any
lessons for what national governments and academic practitioners should do in the future to improve the public image of the European Union.

The areas that showed surprising results were in government intervention and labor issues. At first glance, these would not appear to be areas
for disagreement between Germany and France, but our Kano survey did reveal some differences. In terms of government intervention, the
French were more interested in seeing increased unemployment assistance and tax cuts than the German survey respondents. Table 31 itemizes
the differences in terms of questions pertaining to government and labor issues.

Government Labor

France Germany  France Germany

1 Must Be Indifferent 1 Must Be Indifferent

2 Indifferent Indifferent 4 Must Be Indifferent

5 Must Be Indifferent 6 Must Be Must Be

16 Indifferent Indifferent 7 Indifferent Indifferent

18 One Dim. Indifferent 9 Must Be Must Be

20 One Dim. One Dim.    

Table 31: Government and Labor Responses.

For labor-related issues, the French survey respondents had more clear opinions on free trade economic policy and increased work hours than
their German counterparts. While neither data set provided an “attractive feature”, the differences between the two national surveys imply that
there may be a use for the Kano model in future studies of overall citizen satisfaction with political and economic issues.

While the Kano model has been used in a non-standard way, the model appears to be a useful beginning regarding important and useful
suggestions for cross-cultural and border differences dealing with mindset, attitudes, and sentiments toward overall cross-cultural perceptions.
Empirically mapping out soft dimensions of cultural sentiments, mindsets, and attributes would help introduce a new stream of research that
tends to fuse together soft cultural dimensions with empirical variables and dimensions. It is a beginning that should further our understanding
of cross-cultural differences.

Since the Kano model prescribes resolving “must be” issues before attractive needs, it would appear that the next step for EU governments and
practitioners would be to prepare more focused Kano studies concerning issues seen as “must be” or “one dimensional” in the hopes of
determining what, if anything, can be done to create opportunities for “attractive” features within the EU context. Since this is the first study of
economic and political issues utilizing the Kano model, there is ample room for further study to better understand the benefits that the Kano
model can provide in terms of increasing overall satisfaction levels of EU citizens with their national and regional governments and businesses.
Our small survey is a starting point for something very important: finding a means of creating the excitement in the EU citizenry that comes with
satisfaction with their political and economic alternatives. If such satisfaction can be generated, it would appear that the road to increased
economic and political integration of EU members (if this is indeed the desired course of action) would be possible. What is simply not palatable
are any further advances in economic, political, and regional integration without seeking the support of the citizens whom will be most affected.
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