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Abstract

Modern management considers customer satisfaction as a baseline standard of
performance and a possible standard of excellence for any business organization
including the college. Quality function deployment(QFD) is a structured approach to
seek out voice of customers, understanding their needs, and ensure that their needs
are met. The strategy value proposed by Chien et al. combines importance,
satisfaction, performance, and ability to enhance decision making effectiveness. But
in their model, the correlation among the strategic alternatives isn’t considered the
decision chain and is therefore eliminated.

This paper proposes how to calculate the new weight of columns to consider
various strength levels of correlations matrix, representing the correlation among
the strategic alternatives, using normalization procedure. The aim of this paper is
to present and original customer satisfaction survey conducted in the college. Thus,
this paper presents an original customer satisfaction survey in the college and
provides to demonstrate the practical usage of the design model to compare this
model with Chien’s model.
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A11.000]0.732|0.666( 0.536 | 0.524 | 0.569 | 0.511
#[0.732[1.000[0.670] 0.481 [ 0.625 | 0.511 | 0.537
o} 0.666 | 0.670 |1.000| 0.707 | 0.702 | 0.598 | 0.671
E|0.536|0.481 |0.707| 1.000 | 0.587 | 0.490 | 0.542
| 0.524 | 0.625 |0.702| 0.587 | 1.000 | 0.616 | 0.579
210.56910.511 {0.598| 0.490 | 0.616 | 1.000 | 0.647
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A-1] 5.000 } 1.330 2.000 4,100 34.153}3.390) 28.2391 28.286] 1.460
A-21] 5.000 | 2.667 1.000 4.270137.008 3.330128.861| 29.554 | 1.606
A-31] 5.000 | 1.333 2.000 4.310(35.91513.340(27.832{28.296 1.638
B-1]1.333 | 4.333 10.333} 1.333 3.520} 25.809]2.660]19.503| 24.192]| 1.412
B-211.333 | 5.000 | 0.333] 1.000 4.260| 32.65713.280]25.144125.344] 1.674
C-1 3.667 | 2.667 4.080]25.843]2.750§17.419| 20.009| 1.916
C-2 4.333 | 2.000 4.100| 25.965}2.780]| 17.606 | 20.039} 1.911
C-3 3.000| 2.667 4.040§22.895]2.890] 16.378|17.888| 1.789
C-4 3.667 1 2.000 4,140 23.461]2.910|16.491117.921] 1.863
C-5 1.667 | 2.667 4.090)17.72612.890112.525]13.649] 1.838
C-6 1.333| 2.000 4.170113.899]3.230{10.766} 10.499| 1.709
D-1 1.667 3.667 [4.000]21.336{2.790| 14.882|15.559| 1.966
D-2 2.667 5.000 13.840329.441|2.760]21.161}22.448} 1.825
E-1 2.000 | 4.333 3.980125.205§2.520( 15.959] 20.039] 1.987
E-2 2.000 | 3.667 3.590420.345|2.030111.504}17.921} 2.008
E-3 2.000 | 3.667 3.7301 21.13812.050]11.617|17.921 ] 2.146
F-1 5.000 | 0.333 | 4.333 4,270]41.274]3.260| 31.511]30.1851 1.791
F-2 2.667 1 1.000 | 5.000 4.330]37.528]2.610422.621|27.078] 2.299
EA | 2.880| 3.880]3.250)] 3.750] 3.130] 3.380 3.750
EAA 50.87156.89159.58| 147.5]140.69]31.54|32.50
8 2 2 1 0 6 1
TRI 73.77159.13174.99] 159.8 ] 49.84 | 40.15} 33.86
1 8 5 3 0 2 8
58.21|45.76 |52.57|112.6 | 29.57 | 27.17 | 24.03
TRA
8 8 2 8 6 6 1
SV(F)]11.83711.343]1.79611.5637|2.064}1.881]1.469
<29y 2> aAREHAES 93 TRV FHNE
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0.188

0.159

0.151

0.142

0.124

0.120

0.116

4.100

4.100

3.390

3.390

3.260

1.547

i

0.191

0.174

0.149

0.127

0.124

0.120

0.116
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4.270

3.330
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1.706

i

0.188

0.159

0.151

0.142
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0.116

4.310
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3.340
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0.164

0.186
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0.131

0.133

0.115
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3.5620
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2.660
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3.200

1.456

0.165

0.192

0.151

0.125

0.133

0.115

0.119

4.260
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3.280

3.280

3.202

1.728

0.129

0.125

0.185

0.175

0.138

0.117

0.130

4.080

4.080

2.750

2.750

3.175

1.906

0.130

0.127

0.189

0.166

0.139

0.117

0.131

4.100

4.100

2.780

2.780

3.176

1.904

0.129

0.124

0.183

0.180

0.138

0.116

0.130

4.040

4.040

2.890

2.890

3.175

1.779

0.130

0.126

0.188

0.170

0.138

0.117

0.131

4.140

4.140

2.910

2.910

3.176

1.855

0.127

0.120

0.178

0.193

0.137

0.116

0.129

4.090

4.080

2.890

2.890

3.174

1.824

0.128

0.121

0.179

0.191

0.137

0.116

0.128

4.170

4.170

3.230

3.230

3.174

1.696

i

0.117

0.117

0.154

0.154

0.131

0.135

0.193

4.000

4.000

2.790

2.790

3.174

1.822

0.117

0.117

0.154

0.158

0.131

0.134

0.188

3.840

3.840

2.760

2.760

3.148

1.697

0.116

0.128

0.155

0.158

0.191

0.127

0.125

3.980

3.980

2.520

2.520

3.173

1.981

1

0.117

0.127

0.155

0.162

0.189

0.126

0.125

3.590

3.590

2.030

2.030

3.173

2.001

0.117

0.127

0.155

0.162

0.189

0.126

0.125

3.730

3.730

2.050

2.050

3.173

2.139

0.125

0.114

0.150

0.172

0.140

0.165

0.134

4.270

4.270

3.260

3.260

3.168

1.766
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0.125

0.116

0.145

0.149

0.147

0.180

0.137

4.330

4.330

2.610

2.610

3.167

2.268

EA

2.880

3.880

3.250

3.750

3.130

3.380

3.750

:

7.208

9.632

9.504

10.716

8.085

7.712

8.977

TRI

10.156

9.938

11.834

11.561

10.40
6

9.250

9.673

TRA

7.279

7.091

8.359

8.146

7.262

6.510

6.821

SV(E)

1.967

1.461

1.763

1.531

1.844

1.704

1.528
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