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This thesis purpose is service quality improvement  Sales department,Truck
distributor.  order to respond Internal & External customers ' demand and make them
satisfied.Quality Function Deployment or QFD technique is main theory for this
thesis.QFD technique consist of 4 phases which are : (1) Product Planning or House of
Quality (HOQ),proceed customers' demand data collection and translate voice of
customer (VOC) to substitute quality characteristics (SQC) by cross - functional team.
(2) Product Design,deploy SQC to be subsystems and part characteristics.(3) Process
Planning 1 analyse for process improvement decision which can response part
characteristics.(4) Production Operations Planning and Process Control,define control
procedure,inspection method .

Result from service quality improvement by using QFD are in main 4 processes
which are(1)Customer friendly service,concentrate how to take care,follow up customers
closely.(2)Customer database control,introduce information technology to control and
analyse all prospect customer datas.(3)Service quality analysis (SQS) and Serv;ce
quality audit (SQA),settle work instruction and inspection standard in each service
station.(4)Employee support service,create employees( interal customer ) satisfaction
and expand to other external customers.

After introduced improvement procedures along 2 months in Direct sales group,
Sales dept.Then evaluated by Analytical Process Hierarchy technique (AHP)and by
questionaires.The result was good hecause customers more satisfied in quality of new
service systems.
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