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Abstract. Mostly, customer satisfaction survey conducted periodically to track the
dynamically of it. One of the goals of this survey is to evaluate the service design by
recognizing the trend of satisfaction score. Many researchers recommend in re-designing the
service when the satisfaction scores were being decreased, so that the service life cycle could
be predicted qualitatively. However, these scores usually set in likert scale and have
quantitative properties, then should be analysed in quantitative model as well so that the
predicted service life cycle would be done by applying the survival analysis. This paper will
discuss a starting point for customer satisfaction survival analysis with a case study in
healthcare service.
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1. Introduction
Many researchers proposed to conduct the customer satisfaction survey periodically to capture the
behavior of this dynamic satisfaction scores [1]. The questionnaire for this survey consists of items
interested by customers that influencing their satisfaction level. Qualitatively, some researchers decide
to re-design the service when there are some indications that the scores being decreased [2]. It means
that there are some limitations in predicting when the re-design process should be conducted. One
needs to expert judge the re-design time base on past experiences.

However, quantitative approach in designing questionnaire for measuring customer satisfaction
should be considered.  Items in questionnaire for this survey usually scaled in likert items, so that the
scores have some quantitative property [3]. Once the survey was conducted and satisfaction score was
calculated, the quantitative analysis could be done and gives stronger interpretation in predicting the
service life cycle.

As in modeling the reliability of an electric product, the similar survival analysis would be fitted
for the customer satisfaction scores. Idea for choosing the product reliability models in this paper was
based on [4] and [5] who has successfully models the customer lifetime value using survival approach.
The satisfaction scores were measured time by time to capture the dynamic behavior of what
customers have perceived. Theoretically, once the new service design deployed to customers, then the
satisfaction would increase due to the new service innovations. At some levels, the satisfactions scores
reach the maximum level, and then decreased as the perceived service started to be unsatisfied. In this
point, new service design should be made and deployed soon to maintain the customer satisfaction
level.


