Quallty Function
Deployment

BPF2123 — Quality Management System




Chapter Outline

e Introduction

e QFD Team

e Benefits of QFD

» The Voice of the Customer
» House of Quality

» Building a House of Quality
» QFD Process



Lesson OQutcomes

o Understand the basics associated with
creating a quality function deployment
matrix

» Learn QFD application and advantages of
using it




Introduction

e Dr. Mizuno (Professor Emeritus) of the Tokyo
Institute of Technology Initiate the QFD system

e First application (1972) was at Mitsubishi Heavy
Industries and then implemented successfully in
the production of mini-vans by Toyota

e QFD i1s a planning tool used to fulfill customer
expectations or requirements

» A disciplined approach that translate voice of the
customer into technical information that an
organization can use in order to create or improve
a product (product design & development, product
& process planning, engineering services)



Introduction

 QFD helps identify new quality technology and job
functions to carry out operations

» Tool provides a historic reference to enhance future
technology and prevent design error

e A set of graphically oriented planning matrices that
are used as the basis for decisions affecting any
phase of the product development cycle

» Results are measured based on the number of
design and engineering changes, time to market,
cost and quality

» QFD often referred to as the voice of the customer



QFD Team

» Two types of teams - designing a new product or
Improving an existing product

» Teams are composed of members from marketing,
design, quality, finance and production

e Each team must utilize time and Inter-team
communication

e Team meetings are very important in the QFD
process — meeting format should have some way
of measuring how well the QFD process is working

» Meeting will ensure that the right information is
being entered into the QFD matrix



Benefits of QFD

QFDs encourage:

- Team building

- Consensus

- Creativity

- Structure

- Organization

- Development of new ideas

- Remove suggestiveness from the product

development process



Benefits of QFD

Improves
customer
satisfaction

Reduces
implementation
time

Promotes
teamwork
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documentation
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Creates focus on customer requiremen:s
Uses competitive information effecuvely
Prioritizes resources

Identifies items that can be acted upon
Structures resident experience/information

Decreases midstream design changes
Limits post introduction problems
Avoids future development redundancies
Identifies future application opportunities
Surfaces missing assumptions

Based on concensus

Creates communication at interfaces
Identifies actions at interfaces
Creates global view out of details

Documents rationale for design

Is easy to assimilate

Adds structure to the information

Adapts to changes (a living document)
Provides framework for sensitivity analysis




The Voice of the Customer
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The Voice of the Customer

Four types of customers:
> Those customers we already have and can't lose
> Those customers we could lose easily

> Those customers we could gain with minor

product changes

> Those customers we can't get.



It is often called a House of Quality
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House of Quality
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Building a House of
Quality

List customer requirements (WHATS)
List Technical Descriptors (HOWS)

. Develop a Relationship Matrix Between
WHATs and HOWSs

4. Develop an Interrelationship Matrix Between
HOWS

5. Competitive Assessments (Customer and
Technical)

Develop Prioritized Customer Requirements
Develop Prioritized Technical Descriptors



Building a House of

Quality
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Building a House of
Quality

1.
2.
3.

|dentify customer requirements.
|dentify technical requirements.

Relate the customer requirements to the technical
requirements.

Conduct an evaluation of competing products or
services.

Evaluate technical requirements and develop
targets.

Determine which technical requirements to deploy
In the remainder of the production / delivery
process.
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Example
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Figure 11.1

The QFD Process



QFD Process
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Often, more than
one matrix will be
needed, depending
on the complexity
of the project

The process is
accomplished by
creating a new chart
In which the HOWSs
of the previous chart
became the WHATSs
of the new chart



QFD Process
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Summary

» An effective management tool in which customer
expectations are used to drive the design process
or to drive improvement in the service industries

» Some of the advantages of implementing QFD are:

An orderly way of obtaining information and presenting it
Shorter product development cycle

Considerably reduced start-up costs

Fewer engineering changes

Reduced chance of oversights during the design process
An environment of teamwork

Consensus decisions

Everything is preserved in writing



