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Abstract

This paper aims to enhance the service quality of Al intelligent English learning platforms. Based on
user research conducted on the “Sibolexue” English learning platform, it delves into users’ deep-
seated needs, identifies key factors influencing platform service quality, and utilizes an integrated
Kano-IPA model to evaluate the platform and prioritize areas for improvement. The research find-
ings indicate that the service quality elements requiring priority improvement on Al intelligent Eng-

» o

lish learning platforms are “avoidance of incorrect operations”, “helpful customer service center”,
and “clear interface layout and structure”. The service quality indicators that need to be consist-
ently maintained are, in order, “ease of information resource retrieval” and “explanation of im-
portantindicators”. Finally, based on the analysis results, optimization strategies such as enhancing
technological effectiveness, simplifying operations, refining services, and guiding users’ learning
are proposed. This paper provides a valuable reference for the development of Al intelligent English
learning platforms and offers theoretical and methodological insights for related research.
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Table 1. Service quality factors of Sibolexue English autonomous learning platform
# 1 BERFREEEFITERZIREER

Y5 55 IR
f1 FRTHIAT &) 25 K5 W
f2 RO 7 B S
fa FERES TRE
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Figure 1. IPA matrix analysis diagram
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Table 2. Summary of Kano IPA model analysis

5% 2. Kano-IPA RIS iC Ak

ohRe Kano 57 432 IR Y=Y JE R L S SR TRAE SN
f1 | oY 0.28 3.85 3
fa | oY 0.38 4.00 9
fa O HeE R 0.43 451 - 2
fa O HAEE & 0.40 4.40 - 1
fs | oY 0.33 3.75 5
fe M 2525 0.36 4.04 2
f7 O HeE R 0.42 4.42 - 3
fs | oz 0.38 3.94 10
fo A k1 0.41 4.19 - 6
fio A Ttk Sy 0.42 4.28 - 7
f1 | oY 0.33 3.56 6
fi2 | oz 0.36 3.73 7
fi3 | oz R 0.33 3.73 4
fia M 2% 0.38 4.22 1
fis O HAEE &Y 0.45 4.42 - 4
fi6 O fHE ™ 0.44 4.32 - 5
fi7 | o2 7 0.38 4.07 8
fis A k1Y 0.44 4.20 - 8
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