QFD 4 (Four Phase)

QFD

( Customer's Requirement )

( Verbatims ) (Voice of Customer )
( Technical Requirement ) 1
( Product Planning or Plouse of Quality )
2, ( Product Design
Product Deployment )
3. ( Process
Planning ) 4, ( Production

Operations Planning and Process Control )

QFD
L ( Market Research )
2. ( Basic Research )
3. ( Invention )
4, ( Concept Design )
) ( Prototype Testing )
6. / ( Final product / service Testing )
1. (After sales service and Trouble shooting )
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( No. of midstream Design Changes )
( Implementation Time )

QFD
31
16 ( Service Interface )
L
2.
3
1 1
4,
b, 1
6.
1

!

54
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56

. 2543 10
0.80 2
1 13
L ( Company Image )
2. ( Creditability of Company )
3. ( Creativity of Service )
4, ( Conveniency )
) ( Correctness )
6. ( Complexity )
. ( Carefulness )
8. ( Carelessness )
9. ( Conformance to
Customer Expectation )
10. ( Completeness of Service )
11. ( Consistency of Service Quality )
12 ( Complaint Handling )
13 ( Cost Effectiveness )

Focus group



10.
11
12

13.

14
15.
16.

Service mind

32

5
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3.3 (QFD ) 4

I

I

I

( Intangible )
( torable )
QFD
2

( Product Planning or House of Quality )

QFD
(Who)1l  (What)1 ( How )
(WHO are the customers? )
2
(WHAT does the customer need ?)
( HOW will the needs be satisfied ? )

2541-2542

2041 1,579 1,453 145
2542 2,200 1,959 241
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2541 2542
% % 5
54 37 %8 4 6
48 33 80 33 4
24 17 il 17 1
i 8 12 5 0
8 5 10 4 0
145 100 241 100 il
31 2541 - 2542
17 6
5 2 i
30
Normal 17
100% 6 4
1 1
1
6 3 3
3 4
2 2 2
1 10 17
59%
( Focus Group )
4 6 67%

( Survey )
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( Questionaire ) - 1 1
( Big Users ) 5 2 6
il 55% 2
3.2

( Cross - functional

Dept. )
( Affinity Diagram ) 3.3
3
1 ( Degree of full service )
2 ( Degree of customer service )
( Degree of information service )
( Degree of special needs service )
1 (Service in unusual circumstances )
3
( Conveniency )
( Correctness )
( Complexity )
( Carelessness )

( Completeness of Service )
( Consistency of Service Quality )
1 (Carefulness )

( Company Image )
( Creditability of Company )

( Creativity of Service )
( Conformance to
Customer Expectation )
( Cost Effectiveness )



( Complaint Handling )

service mind
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Service mind

Iy

Service mind

TZ

64
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(Affinity Diagram : KJ Method )

65
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13

34



HOQ

( Target Values )
( Competitive Analyses )
3.3

( Relation Diagram )
6

33

IMP

39

67



35 VOC Relation Diagram
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IMP

(Rating ) 1-9 9

( Geometric Mean )
=V (N, FN2* 3%...%Nn)

AJBICI
90%

3.2

1-

9

16
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( Degree of Organization Difficulty )

10

10

( Movement of Target )

6.92
4.98
8.80
1.66
6.75
6.76
548
8.89

1
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1
3.3
Technical Requirement Target Value Movement
0
0
3 1
2 0
0
1 0
100% 0
1 Y
3.3
A 1



79

(‘ldentify Technical Interaction )

( Leveling up Factor
and Weighed Importance )

128

=128
=692

- *

1.28%6.92 8.86
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I
(Technical Importance Weight and Relative Weight )

X ( IMP * SQC)

((6.92*3 ) + (88 )+ (7.66'L )+ (6.75%9)+ (6769 ) + (5489 ) +(889%3) )
= 2%

v )+ 100

= (235/ 1759)*100
=133 %
= 13%

34



Technical Requirement

34

Important
Weight
235
74
213
186
249
346
224
232
1759

50%

HOQ

Relative
Weight
13
4
12
1
14
20
13
13
100

SQC

36

81



Correlation Roof

B I strong "t B moderate i
“ XX strong “ X" moderate
' 1

8

7

6 A

5 v '

4

3

2 <

1 Vv

1 Smaller the better
0 Target the best 3
= ! 0 A 0 !

A Large the better .
Average Point

£
RN 11
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<
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§ % 8§ 4 »
IMP
« 1 ~ ©
CUSTOMER REQUIREMENTS
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, ! 498 39 5 7 7 5 14 70
i . « € 6. 9 3 9 3 9 9 9 9 6 9 6 6 15 101
& 889 3 9 9 9 ¢ 3 9 7 7 & 5 10 89
} 548 9 1 9 1 6 8 5 5 13 11
ORGANIZATIONAL DIFFICULTY 6 5 5 3 1 4 3 3
TARGET VALUES ,
k 5
c-» o/ 1 f
c, ¢ |F o a
SERVICE A 717 9 2 1 3 5 5
TECHNICAL ABSOLUTE 25 T4 23 w49 M6 24 2
IMPORTANCE
RELATIVE (% ) s o+ 20 uw D o s

36 HOQ 1




HOQ 1
9
(Bias ) ( Adequacy )
2
Product Deployment )
HOQ

35

Technical Requirement

OFD

39

83

( Completeness )
2
( Product Design

3.7
Relative Weight

20
14
13
13
13
12
il
4
100
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IMP

3.6

Technical Requirement

3.6

8

(Product Design  Product Deployment )

( Inter - functional Team )

(Target Value )

20
14
13
13
13
12
i
4

IMP

Relative Weight

( Tree Diagram )

1-5

IMP

_ W w e o
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1-9 ( Inter - functional Team )

5 3.9

Movement of Target

Technical Requirement Target

Imp
1 1 / 5
2. 4
3 4
1 1 4
5. 100% 4
6. 3 3
7. 2 3
8. 1

Target Value

Importance Weight

Relative Weight ( 70)

39 2

239

© o o

133
25

<D

B

C*

“Ar

&

-53

89
17

¢ 1S
»
|
&
(o c
oE‘r DET
9 9
9 3
9
9 3
9
3 3
9
3
P
B
¥
? =S
-53 g
189 117
36 22
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Technical Requirement

3.10

131.

1

I

Relative Weight

2,

36
25
22
17
100

88
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3. ( Process Planning )

2 4
1 1
1
1-5 2
( Inter
functional Team ) 5

311

1

SQS 1SQA
2
3
Customer hot lines
4

Service mind
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0
0
0
0
0
. (Inter - functional Team )
Trade off Portfolio
Extremely Important
Concentrate here Keep up the good work
Low priority Possible kil
Slightly Important
4
( Service Quality Analysis )
( Service Quality Audit) 1 ( Customer Databases
Control ) 1 ( Customer Friendly Service )

( Employee Support Service )



1 « #
« 3
3
1 «
1
1
itjyfl

311 Function tree



1
System / Part characteristic Target
1
Target Value
Importance Weight

Relative Weight ( %)

312

312

$0S, SOA

&R 0 o

Customer Database Control

2

Customer Friendly Service

«

Employee Support Service

92
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3.12

313

L Customer Friendly Service

2. Customer Databases Control
3.SQS 1SQA

4, Employee Support Service

3.8

313

Relative Weight

28
2
24
A
100

HD 1 Customer Friendly
Service

Q 3. Customer Databases
Control

7 4,508, SQA

1 5 Employee Support
Service

93



94

4, ( Process Control Planning )
3
39
( Customer Friendly
Service )

( Service Quality Analysis )
(Service Quality Audit)1 ( Customer Databases Control )
( Employee Support Service )



Claim / Complaint

Connect

10

0

9%
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10

10

Update

96
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60%

60%

60%

100%

Check sheet

Check sheet

97
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(Thickness)

QFD

98

AHP

( Qualitative Problem )
( Dimension )
(Hardness )

( Degree of full service )
( Degree of customer service )
( Degree of information service )
( Degree of special needs service )
( Service in unusual circumstances )

( Conveniency )
( Correctness )
( Complexity )
( Carelessness )
( Completeness of Service )
( Consistency of Service Quality )
1 ( Carefulness )

(Company Image )
( Creditability of Company )



Customer Expectation )

13

3.10

99

( Creativity of Service )

( Conformance to
( Cost Effectiveness )
( Complaint Handling )
(5QC )

1
19

QFD
4

( Customer Friendly Service )
( Customer Databases Control )
( Service Quality Analysis )
(Service Quality Audit)
( Employee Support Service )

QFD
Input Output

oD 4



QC

100



Input

« 1]

Output

Tool
+ Brainstorming
+ Affinity Diagram
+ Relation
Diagram

+

Input Output Tool

+ + Brainstorming
+ Tree Diagram

3.10 Input 10utput

Input

Tool

Output
+SQS1SQA
+ Customer
Database Control

Tool
+ Brainstorming
+ Tradeoff
+ PDPC

+ Customer Friendly ~ + Tree Diagram

Senvice
+ Employee
Support Service

OFD

Input Output
+SQS, SQA +
+ Customer
Database Control
+ Customer
Friendly Service
+ Employee
Support Service

Tool

+ Brainstorming
+ AHP
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