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A Study on Strategy for Improving Health Care Service
through Quality Function Deployment

Kim, Soon Yi
Dept. of Nursing, Hyechun College
Choi, Jae Ha
Dept. of Office Automation, Hyechun College

Abstract

It is truism to say that today’s customers demand high quality products and
services; nevertheless, nowhere is this more prevalent than in the medical
industry. Korea's globalization has increased it's citizen’s awareness of greater life
expectancies and medical improvements in other regions of the globe. Therefore, it
is universally . essential that in order to be successful in the medical industry,
vendors must meet the ever increasing demands of better educated customers.

The purpose of this study was twofold: 1) The first objective was discover
what health care services are in demand and the quality factors related to these
services. 2) The second objective was to determine a strategy for improving
health care service through quality function deployment(QFD).

One hundred and ninety-five respondents were randomly selected and asked to
fill out a questionnaire after having undergone treatment at a medical clinic,
located in Daejon, South Korea. The questionnaire was designed to obtain
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information about both the clients’ satisfaction with, and their sense of the value
of, the medical treatment they received. Penalty-reward analysis and QFD were
used to interpret the survey results and to deploy the colléctive voices of the
customers.

The results of the penalty-reward analysis illustrated that the ‘communication’
service quality factor was classified into an excitement factor that incurs no
penalty if not achieved but adds value if the requirement is exceeded. As a result
of the QFD analysis on the ‘communication’ service quality factor, eleven strategic
alternatives were prioritized, and isolated a vital service quality characteristic.
This characteristic can be implemented to bring value-added changes for the
improvement of health care services.
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LEEY ZAAZME HAAN ez Adstod AAYHIT o I T3
Adol A FutalAn 7)o AUEE R AHE AT 28HE RE Y, 7
€, ALy F7HE 249 Mdez dAHEHY, o2 st 714t Fuie AL 3
ZHx Yot WTOAAY 8L AF 2 AMuj2g AAAHLE AFEA T35
F e BZE AU FAd AAARA FAPoA oj71A R 7L Hot d&
F g #74¢ 4% AUk ol vy VAL 7YY AFE AYde}=
AzEornt ohlel FY9 AF, F Mul2E FEdE AHula Eord AR R ¥
AREA M= WAFE 878 U

19899 9€¢ 1Y %FH 8 dde A 39 g FALE dAstn 4. o] A=
7t Y€ F2 g9 FYMol Z2HT AR d@ A FAe] goiAx
Aok, =3 2001 o 8AFY Aelgts AldlH HAE FHAA guAF At
dg s AN 7138 F3 3l 84 9 8 MUk FFo2E AAF
oA dotd g 7hsdel g Aol ARIIES TFE Ao oYE #
HelX 2 Jdete oz AMHlx Fofe #A 2 viAe @3] dEE7] A
A, =¢ B8 ALE HalAH M2E FAFDe Z40] glojo @, Ao FEHW
4& T2z 3 garjae Nula F£F Hris ol3@ oA @ ddely, o5
78S e ARES olde A7 ok, o8 MR F Auls FH de
Z Qste A Hstegn £ 4 ok £ vEhe s MuArt ASHen 3
ol wawg ndchd g4 HAue 2 s floe RE AFE Lol
g8 Mujx gore) AALAE BRI AdME 2o HSHo|n AFAY Ao
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A A A2 B MucE FEHY) Astd =3P Wert Uk olP@ =
& FAANE A ABAG LS 2 E AFAA AAN Jgsee
NoH 2@ REse 29 A7RAST ¥ 4 Ao
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2 AdTFE B3 FIFHez duA e FAAHA dF9 EFHL Sy 2o
AA, 5 2uA7F H3te S FAES AMAZHSE 3, £4, 584 4, 9
B A2 FH3 ddd 2AE MEE =AM ALE F e JMsdE AAsE
o, g8 AHlx FAE AAYE7] A AFH fZ2YLE 24 oY EFE
24387 98t £ A7FE doH 2L 7|} FAE FIY ATE FYsn
At

AE AMul2 Ford BAATAE BEEH7] AslME Boh AT Holn AU 2
A FAe MzE s MU]AE FE37] Hstd =HE vt e ul, a7
AalMe FAROE o8 42U 27F 98 LHXY TBHA HFHoz £
R, oo}, #He do] ddg=ojol @ wEtM 71F WA o8 ANAAE dEos
FEAE A3dde 2% 7128 E FIY. A5F 30l ¢sHW d= AF
A€ TP HAILET 2FES TN, £HE AEE dAHoE 27/, A
E3lgtch o8 AvAe aFAgE Bo FAAA o8 AMula AP R AP
A717l A F 7HA E4 3 e F3 FI ¥ A, vE&E o8y TAFY R
Aubge] st HA-HAEHE o] &3t g8 AMA 3te AHlZ aAE A
Aoz R £49 AAZ o5 AHl2 e 7E8d 4He s #3g
22 FEEY A4, 2A-2AEHY e EYE 5 Mul2d did o8 4y
Ze] Fg3 87 TAHA & Mul2 AFoz AGAI7] Azt FA7IF AN
(QFD) ¥ & o] 43t Hago.
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Ag7A g Mels A R UL F4 BHE B YA} 7B AYH
of gtk gy 8 AMulA AP AFEY dRELS HUY Nulx dgy 98y >
Hlzbg e HAAd™ A9 dAdHeq, duride] A4 ¥¢ §F F2 vAH
FEAAMe dFE0l FE olFT ATHCR7IF, 1992, Hdoll, 1992, AA4, 1988; o
A, 1985 A7, 1995). =AY EF @29 UAF], W8 L8N, AYE
o A, g4 A4, AT HAL, W8 %59 ojuA] FI o] gy AR
£ Bute] daddoM HIse A7t AR ol (M A B3 A Se U3,
1996; Greenich, 1993). 2t} °l2ig HIZWYL F7iHoln ulhAFHA AFgA

JdE Muzd HFE ASEdE BAZ AT DAY ALY 2L AFve
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gABohe oE 2ulad FF 289 BIYAA HANN 9B Auzel e
AN FYE FRAD, R Avie] 2TG FgHE Mu2E FEAE 4RD

2 A (R EEe Y Mul2 dgo] N3 278

Mula 4 A B A7 A S0 7Sl FFY AFEQA o] Yo A
& ZA "ol mel AMEF Muj29 o SEAHES FHY Hrlei2 BHEAoYyE
2oz gddtA APE s v}l Zeithaml T Avj= EA9 g 2do g
LHNEFL E4387] 918l SERVQUAL 28E 71289 Zeithaml et al, 1990).
Cronin & SERVQUAL &#2 4% 71 dA¢te /MEstd 1 $A4E UAF3t
% 29 (Cronin et al., 1992), Richard 5& SERVQUAL® #A ™ g A3+ E &4
tH(Richard et al, 1993). Behara $& SERVQUAL¥ QFDE& ZA#3E service QFD
doll )l A3 cH(Behara, et al, 1993). Lymane QFD EZHE ZAA 214
M3 EAEAe] BAE Jetded JodA AdAA e AAEE AT
(normalization)o} W3ty AT 3R HLyman, 1990).

B Ao BAETFY YR o] &zl st QFDUH L AF3st ojgie 1y
o FAH 2FE FAYY HAZEZ HEd}y] A 7Y 19663 Yoji Akao
(1990)7F Hgo=z MNde AASIR, 19723 Y& oj2ujyale) nuj(E)=2 A 20l
A ddod ARA Agez AL, AHEE 7IHelt 19839 Fuji-Xerox AbellAe A
2 A7I= 19803 FHER-E v|=9 Ford, GM, Hewlett Packard, AT&T, ITT %
B 2 HAF 7dolA o 7S Esd & 4FHE AFNULH, HAITde BF
ol ¥ Mujxgopo7tA] EL&HAZE o] AL E AtejEo] HaHa

21 2% A4S

HAdo] EolA 4v|ARe 23FFo|y nARF FHAN FAEL o, FA
€ B TgHoln AAgd Mdez Hgslels APl FREA ey g
utodel 1994). FHE ‘AFE =T MYzt BAH 22 SAF 9FE UFENIE
Yol e 54 Tt 549 FA'E FAHI KS A 3001, 28 ISO 80429 A<
= .ogd Agg Z vdstn o

ZAe AFHoz 1 ey Yo nAVELE FUEes FEY F¥L FEEY
B gart ok <F 1> FZe did 1249 AAE Herzberge®] F7]F o] 80A
Fr38tod 5712 Pel2 FEF Aolch(H A3t 1995).

<E 1I>I9A AAG 57k FF8AF FAH FF8AS BAFY FF8A FAF
FAQ2E Kano’t A¢steE a4 9tE 2 d(Kano's diagram)® 9453, A
F2d24+ Kano 2o A ‘vhFH (% 1)) F 3 (delighters)2 AH =1 9z, FA3
FAH84E ‘998 FA(satisfiers)' 2, SAH FRR2E ‘FAH FH(dissatisfiers)’
2 BHAGOTEFLCRE et al, 1984). B d7oME o] 3714 FA/FEE 71884, A
Bas BIHeLAE foj2 FASFCY 259 nAREAGNE FAHA nAg
T $£5 ¥ o, nAE olX AZA Xiz AUD FAH &34 FEA
A Fojoiut AAHF mAUZ sigsittn B Utk FAH FFasHcE #A)

—



A&l - HA3 QFDWH & o] 8¢ o8 Mul~ Mdded #8 A7 5

3 ZA8LE Foldo AL FH WMINPe2H o & FIUtAE FEE
F A7 dEolot.
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T 2 & ANT 2557 Yuias udol % EF
w27 e $UES IANA Gt B

¢ 23, 22597 god #ug AL E

°

AFHo U5E 74 %A%, 2597 9od

AR ) | FFH

W uE

Edes | aie ZAE
CEEICEE NN ——
2
A

Ed8 % N

BEAH(FAH) | #5HE 7

Edns | B9g obNAE E
74 5302 259E 229x 95 UEE BUEE opr|AJIA dE &F
q Eans | ZSUCIE BUEE SHIATIAY, FEAA GOIE WEE SHIAAE
> | =a

22 Mulz EAY S4% AdFas

2Ed ®BE AMulx dFEL Mul2 FFE nAINE {FA&ed M Fad
22%F9 duz st A zAY FFHY AFoly FHY Mul2Yy BF JF
2 Z3 Qde HAAe Tt AFAA sFHE Aol FFolgY My~ RE
dqME EFHo] 2 7€,

Aol A2ge gutd oz 3712 FAHLA F 1) MY2E FASE A3 8L,
2) A A Mul2E AFsted Had F), 3) nAA AT Mulxe HA
o] Fgow o]2o] ATHFitzsimmons et al, 1994). o3 MHu]A T HulA AlA
g 54 ¥3 A(Intangible), ©] 24 (Heterogeneous), A}2 4 (Perishible), AAF#} A
Hl¢] E7}E4(Inseparable) 22 QFACH(HE 4 9], 1994; Sasser, 1987).

< E 2> MulAx EFe E2FR¢9

EETR] TN T

i

DATR Y hiy S

“ ~ ’I‘as) T

N Auzed ARUACNY A2 5o wopa,

A2 4 (Reliability) of&3t Mul2F JY3A £ & Je= Y.

o} ¢4 (Responsiveness) AL =90, A& MU 2E AFslee 24,

% ¥ (Competence) Aujx 8o dag 7153 4L 2a Yesp?

of 3 (Courtesy) di2Fe] AFE A, A2, 5907 wa] 5.

214} 4 (Credibility) Aul2AF e A, AFA, AP 5.

ok 4 (Security) A4d, #1714l gt 5.

784 (Access) HAZ7H54, &9 8014 5.

81 7 o] 4 (Communication) :T_’-;—‘:QL T2 Aol gon, 44 YolEL & UA T3
= b .

ki L T o % ol sl &l

(Understanding the Customer) LAH 286 8T E clAAAE =F.
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19800 ™) o] AAE Berry §9 7€ AMul2 FA9 £4E o#se o g
¢ 712 € vt AT °lE2 A9 Y IFFH] AHRALE Fatd My
F49 107hA #d& =289 HZeithaml et al, 1990). <E 2> Berry $ol #¢H
& Mulx F29 10714 Ade B2 A Holoh

23 98 Adjx H7}

olg AMuj=o] Pt it AF37] Mol g8 Mulxe A Yo it =9
€ & 9ar v F ouE o8 AMu|2E gAY 98 Muxen 2E 5 Yo
o, oJ7A & o8 AH|29 HFo ZTFAZY F JEA 2 Y7L FAHHolof &
t} o8 AMul2e] AL tEd] 98 Av Ao EHQ FEAo|t} XL g8 AH
2o il ofd o5 AHAE ES 7E ¥4, oW AuzEe BUFg -2
T Aok Al wegt T PPl wkel Fedtin Az Fde FAHLo E
F AUtk 95 Auj2e] Ax AAHE &£ 2 EAFL g8 Muj2r) g5 A8
oA o] EA PolEAA 1 A=AE H71shr] AF ABHA HZE viHdrs} o
e Aotk g5 4v|A/E =7ls 9F5 Mulx9 AL FAHolm FAAHQ Holv)
W golch Aulx FF3 AAE €& FAEL AMulx EZE Hrlsied dolA ot
= 28 EAH4&g mEder doxn AT U AA, A9 YA Mulx
F3& Hrtdde AL AFY FAE Hrste ARG 24 oy, uaty 170
Mula FZe i HrZIEE A7 ojF T A, Y EL Mul2o EAL
A 7t FrskA e St A2 AF AAHAZ FaoAFT A, nHrto)
AMulx FF1E J71E 5 ey, b oud Frtx FR/3R ¥

olg AMul2z9 e BAF ¥ A FEVES AL AHEY, Mayers(1969)
= Ao o888 HITA(accessibility), #H(quality), A& (continuity), E&A
(efficiency)®] 47}A 899 FAFoz wPdH TR QAT 1996). Vuori(1982)&
dde o AMul2E EIA(effectiveness), 8 H-714¢3 A (scientific-technical
quality), 7734 (adequacy), & &4 (efficiency)2E FE3ttt. Donabedian(1983)-&
el 820E 371A WFAA H4sidEd, 2 37k PFole 71¢3 HF(technical
domain), W #A % E(interpersonal domain), 33 A (amenity)e] T} o]y
AAEL o8 Aoz HYE vudy ZHA dHsT U F g 7|FEL A
Fardol A o8 Xul2e] Hrto &83}r]dle TqF&HA M/ R Fidn @
F U

HZ ¥ dFo] osdd dF Bl AXNEA FHAE & FEAMY 987
ol Ui PJrbE stnA de FAYol YElU AHFITYE QA3 19%). &
Hi7| &Y HAAVEESE FFZAINEAE BIsd FYY AN 7 5799
24 &g FAFHe2 Hrsux ste Azt Jdelvdz ok 19949 194 74
g g7t gt MEHAY 2 ‘a2 F Mulas HIAE EUL AN
F Ae Aoz 19959 RE 5718 Huok =3 & A#HT ) o] Ax9
Algel disle Ao g8 ozle] Hrulgae AU A g 5 B
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< % 3>29& MulAe| X HIIE
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RAE

34

ANdE 7 EFojok siny, @] HHsoF it
- A THEE

CFAANLE FEEN

-HU GUEARE BT YA FaHoY HAMEE fA Rotd F+ devl?

-HW/RAYEE AHAIN? (d: QS E, ZHAY, HEEH)

-HY/MFe HgANE(RE Wr)EL, YRR, F5A44, H34d, 3F A4,
FAZX A5Hu]. FFH TV 5)& F2871?

A4

gzsEel Fotor Bt
RSB A, %, $% 5o AHoE e

2 Rk

TAAA AESHT 22T ANLE ATHAT A7} AAoF B,
AEHPAM JAtE BaAA FEE olobE HFD QeI
CFENE FEA FEI 4 ¥ IEE k3 AL
- BAZH wASE AssA Hels F= WA
L @AY DI (B AN, THVD, h2W BE BT $IE B
A AYsA wD BEafol Y AW A2
AERE AFUE AL VY o FEAN

JASFAEM, 5N, A2 59 SACIS, Aol Eotop o,
- A ARE BIHD YT MY WE FH) BEsEN?
WA 5E FRSHT Q= 5N 25 S VIl

THIFAEA, FEA, AW 5)= A2 T2 delHoloof Bo.
cARHRRAN oAt BAE VA dAFE WA
- REAE AAE WA
A A9, g%, 9E B9ste Ade DA

SgH FTE AR L& 7 dojok 3tv, &AL Fol B AAHAk @}
- g g gu] YFdo] Bg T A
-9AL R S ALe] ANB(E)ZE A Al AR o] Fo|AE WA
- AR GEADo] F AAAE HAAN?
-HF Aol Fo NS BE 5 YE Al JEEH F) AFY & AEI?

gl A@(A: AAE, F4 Flol HAE 7lFof gt
-OE Wi AEE R L HAHo Yel?
-gEegle] Ae(e FYHLST T d@ daE Ye)?

7H&-4

F&3434, £E3Y Fol BHdm ity BFALE 4A T 5 ook @
-AUFEe FHAe] (AP
- AR TE, dof WEY] FdE}E WYPI}?
-2 AL R HBUIAE doF do hd F e
- QEAAA Hele Aol HH@?
- W3 Al oAtete] AEAZHE Y F AT
- %5 dj7jAlRbe] HAHEI?

ARY
Aol 4

ANLE(IEZARY ts, AFol qa ol 5ol & Slojof wok.
CARAAAN BA A ARHHol et Bt SR ol @ 4+ gl
5 A g¥alel FE WA
SN YHEE ARE 4 oldE 5+ AEs?

a2 Zol 8|

gz TE Aol X, ol o] Uojo} gtk
<At 3 AL Yol A it BAE 23 didFe WA
- YT BAY AU HB(ol: AAL A E Flol mSa eI
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gl Wt $2HE EBSD Je Aol Aol a3y avH ity oa
7bA A E 275t 8@ dF 4§ Wil ¥ ojug FHYzE A
&, 73td o] W@zt

€ A7olME Berry $01 AYT Aulx FF 9 10714 Ade 7122 3t o8
Mul =8 a9 AFAA Hrtst BRauzx @k 2@u Berry §°] FE# Al
LAEL ST Zokol FHAN FEolE7] Boe Mu|2] HAE ojg7Ae B
ofof 3k, 1 MY WHE WAY A JIFoldn & F Ao B AFolA
£ °] 10714 71E€ A8 AMul=9 Hrte] HE3t7] A3t gy Au|xe AU
Y71 EE <E 3> Zo| A3

3. A7

31 AEA AAe EA4%Y

£ dFeA gz 2uAY g8 £33 st Age HdEAE A AP
A8 JABAE 2FRE TR, ] HEAE A FEoE FAIFAL A
WA REe 7 A7 e d9sn Pdxg TFihe JAMEER T4 A4 F
A FEelrE ALY 4, vo], g+, Ay, JA70E B AES
Ak A WA § 8L Berry $ol AAF AMujx FAL AN 10744 o5 A
2 298 7122 &(FE 3 #:) J8 Mu2g 98 469 YFAA Hrhst
71 1 AR EE FAHRAT AHVAE Wz § AEAY F ¥, 107HA 5
st 26712 AR H FAHA YEEE B VY AE, F 2709 ARz 7
FAon, 63 AAE FEE FE RS AT L8RS ddo FHe A4
A #AL dAgaxe ez @ HEAYG A HAMEY Jd4RA RS
AEe d¥E. 571 9 AN, F 30709 ARz FAINUG ¥ HA BE
€ 10714 Mul2 291 F ZAAAAA7E Hula EA8AQ8¢ dstd Juihy F238
A BAHEAE Fotr7] AT AR SE P HEAY A HA FEo] &
el o8 Aujzo] i A3 VFHEEE xAMEY] AT UgolE, W UA AEL
o8 Mulze FHUAF FAE /M Fad 8oz JdgEan YeA 21 IEE
ZA8t7] g FEoldn ¥ + Ao viAgez i WA FEL A AR}
Ao o8 AMulzd diste Zldste FEL Ad2H L HFEo2 AP A YEE
At HEA 74 drFA AR ES nHdR e, HEXAAZ St9F &
@A AE o= ¢ H444E 47 a b, c2 WEFES A

32 Hy-nyd B4
AEXNE T3 38 J5E FAHc=Z BEAE7] st WE & (percentage) ¥
¥} & (proportion)2 ©o| &% Aol 3yl ¥ -1 A(penalty-reward) #4 & o|&



A&ol - AAst QFDYE & ol 8% o8 Mujx /AU HFY oE A7 9

319 cHDutka, 1993). H3-HAEAME Mo QAL AA 71E 8 A(basic
factor), A3 %2 4 (performance factor), ¥ 3] 2 4 (excitement factor) 37}A12 & fF @}
7NNBEeAE 2FAE] $EHAY £ 2FAgEY 23d AL AZdAE UF
S F7hstA gAY 8 FA o] FFHA god AL ENFZEHA HeE 848
gyl gty 2 FASE UEA7)A] REE Aol ¥ FH(penalty)E WA H,
277 BEHAY 2FAHAE Bireward) e Ut AFL22E 8TFAIYE UFA
712 £5H WL 9 Hi STALS UEAINAY 2H3H 2AAE BA He
SAE T 384 8FAE o UEFHZA FEix EHL gy s FAIERG
298 AL AFsH BAL B He 848 Ttk 5 HEE AIRENUE A ¢
7NR8 4 Aues, #$Ia42 FEISE WY 029 2o WA 4 §Fd g
HIlx g oh3 Zo] EHT

B7rA 1, 2 D ae T
b b E Y D27 Q Tl
BJ7kx 4,5 AALTE 3

Pe B e
o ooft I

ol' #FEo| thd VEolM HIAE VU, 28 FAG 1A FoM AF dAl
e JrlE 4, 52 BEAG e WELE ¥ ZH(deficient) LTFAIYS] HEFo]
gta &, oW FEd g BEFEAAN HrlAE Foz BEAY 1Y FAA AF
Aol g H7HE 4, 52 EAY 1o HE LS HFW(meets) 2FALGS] HE
golgtz 310, oW FZo @ UF=oM HIIXE 4, 52 FAY 1A FAA
AE Aol g JrHAE 4, 52 FAG nH HEEE 2 FHF(exceeds) &TA
go] WRgoletn ot o, W FFd distd ‘1, 22 FIHYE nHe] 7699
i o] FojA 4%o] AF Mo FA wEx HrlE 4, T2 HriAUE F 53
LT G WEEL 476 = 00526 (5.26%)7t Bt} 3@ 2FA YT 24 aF
Atglo] BAHOE tdEA 41 FFF 2FAYe] dE F JHA HELT e B
ot 72842 TEEY HPE 27AEH 2343 2FAYH FEF 2 FAE
WEgo] 47 tg Agole AANesLe FEIAY. T 2FAYH HIGFH 47
Abgto]l BAAoZ tE2A @1 £234F 2 FAIYe] 8 F 1A #HELH g P
de #3lesz FEID <E 4OE A B C 2 §Eo] 7|Eas Anaes #3a
22 FEHAAE dolt.

< E 4> 7824 MQAa 549 o

1-2 (&) 3 (39) 4-5 (23}) B2
A &= 5.26% 52.06% 50.67% AR
B ¥% 3.36% 17.00% 73.49% Aaar

C &% 7.26% - 8.88% 58.27% alar
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3.3 QFD %H

QFDE 279 godt 87 AYEL FAHIFANIN DL, YolsiM AF 5L Hulx F

g AAFLZ HuE F YA e FREA AFAY ¢ ALE A By
veta & 4 otk QFDe AAdE e Ad AR, AA, 2FA4Y, 3AHAY, 2¢da &
AA g o]277A RE DAIE Fdd nA 8F7 HFAE £ Aulid F
A3 UAEHEE 3o nAe] NETE FUIsted 2HLE T2 AoH(Oakland,
1989). Aol g 3te Z(H)Y FIASAHL FHHon HAHHA dojz FHH7|
2ol o] 2uiE MAlo]l wrgsls|st Tt ok ol F Ao UdAHY 8
TE A g & Adv AFHA SHoz ABso A AFTE FU A
712z} st Ro] QFD2 7122l watolr), ‘

QFDE ¥®9 AAS B39 A 837 4 DAY FAAHY Sx2 A
Hu AR oz nAo] e s FHo) AF AF AYs FHIEE &
ASHA AAZGAolc did AE] wtzl QFDY AAWUY L 2% 34 F 7R
2 Uro Edu {F¥9 AE(FE Az Yo FF(FE Hulzd)ez U
F Aoy, AU AANLEH e A 2z & & o A=xgde A F4
AN e g3 2o

) ZAFD 2 AFo g A, AFe HF, AFe T g}

2) 8F&AY F&, STFEAY A

3) FAEAY &, FAEAHY A

4) 8THA) FE ¥ HFA9 A&,

5 8F&A FSxo o§ AL vlmE .

6) 874545 FAEAY ¥A, FASALY F3HAE Hot

7 EAEAY F8E9 ALl

8) EAEA g EMAl By,

9) BEEEA(HF 4AFA)Y 4A.

el FAAN £MdA 2) ~ 99 HAFL EFE(quality tables)o] A€t £3
Ex A2vzte]l 8 FA 3K customer requirements, &-& voices of the customers &
customner attributes), & 87443 ol U@ F & EA(quality characteristics, &&
product control characteristics, &< engineering characteristics, &< design
requirements)?te] AE JYehls PP Y] =F32A QFDY FAe dY. QFD
FAHL g T2 1 o4 EFEE T8l AAHE XY, o] Y AFE ‘F
3 FH'(HOQ; Hause of Quality)olgtx # &t}

HOQE: e @FANATEA)E AZF 3o, 223 a8 289 9aFAYE
< FFA717] 8% 71ed g(EFHEANNE AF Fo dASE oz FHF.
A7l BN 2F&EAHL BHo| Ha EFFEAL fdo] g 4o nA4 274
g5 T4 HrtHn #4471 wlAZG. o97)dlE= Emphasis 7|8 && Paired
comparisonZ]| o] 8&¥ 4 v} uAe] gy LHAEo] AAHHY o]AEL 1A
Brte] B HABAe vlmEld oA HESEY, 3E A= HOQY 2%
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of EA%Y 87&AH FEEA] Z2AHY diele 2755 FEEAHTY B
AE Pristey =485t o] ¥R & central relationship matrix2ti ¥ 28 HOQS
4ol "ot olol U@ Hrie AEIMEZ FAHAE 8 FAHAYEY FY F& u¥e
2 AAHoz olFojA. 7o AL HE AVA AFe gtH o2 1-3-9 scale®
AHE 3l 2 BA(@), REHAQ), dFBA(A)Z 4¥ =Y. HOQY AR &2
St Rioe FASATY AodA, & Jledd MA sFAYEDY BAE 2
§ Fo ABHA, FUAEY 49 BA, FHAEY 29 A, AT 9 WA=
TFEI T AEE AHES EA @
HOQ«] olgf HEole FAEAF Wi 71&AHY dAE, MLAZ, v E T @
f]‘—} X}/\}«l 7168 AL ZAAAY vlud A3 AR, 7€y EAHE9
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