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QFD — quality function deployment

 Método usado no processo de desenvolvimento de produto cujo objetivo
principal é transformar requisitos de produto definidos pelo mercado
consumidor em caracteristicas do produto.

* “QFD é a conversdo dos requisitos do consumidor em caracteristicas de qualidade
do produto e o desenvolvimento da qualidade de projeto para o produto acabado
através de desdobramentos sistematicos das relagbes entre os requisitos do
consumidor e as caracteristicas do produto...” (Akao, 1990, quem propos o
método);

e Usado na fase de planejamento (ou re-planejamento);

e Originalmente proposto para produtos manufaturados, mas também aplicado
para o planejamento de servicos;

* Ajuda a explicitar e construir consenso sobre requisitos x caracteristicas.
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Casa da qualidade (ou Matriz da qualidade)

* Primeira (muitas vezes unica) etapa da QFD;

* Combina varias técnicas, com o objetivo de:
 desdobramento de requisitos de clientes;
* Conversao de requisitos em caracteristicas de produto;
* Relacionamento entre requisitos e caracteristicas;
* Priorizacao das caracteristicas de produto.

e Técnicas combinadas:
* Diagrama em arvore;
* Matriz de priorizacao;
* Matriz de relacao.
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Relacionamento Requisitos x Caracteristicas

Caracteristica
Técnicas. Ex.
No. de ciclos en
a troca de ole

A

Requisitos

Clientes. Ex.:
Manutencao
Barata
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Relacionando Requisitos e Caracteristicas
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(I EESC - USP Atividades QFD
|1 | identficar desejos do consumidor |

Traduzir desejos do consumidor como requisitos

Definr prioridades do consumidor

Definir prioridade interna

Definir Plano de Qualidade

Traduzir Requisitos em Caracter. da Qualidade

Correlacado Requisitos — Caracter. da Qualidade

2
3
4
5 Fazer Benchmarking
6
I
8
9

Priorizar Caracter. da Qualidade

10 Fazer Benchmarking das Caracter. da Qualidade

11 Definir Qualidade desejada
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Continuas

Informacdes e Informacdes Noticias

Reclamacdes Comerciais sobre o
dos Clientes Setor

Perioddicas \

Dados
Originais
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1 |dentificar desejos do consumidor

Definir prioridades do consumidor

Definir prioridade interna

Fazer Benchmarking
Definir Plano de Qualidade
Traduzir Requisitos em Caracter. da Qualidade

Correlacao Requisitos — Caracter. da Qualidade

OO |IN|O|O||D~||w

Priorizar Caracter. da Qualidade
10 Fazer Benchmarking das Caracter. da Qualidade

11 Definir Qualidade desejada
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m E preciso transforma-

‘Reclamagbes los nos verdadeiros
Requisitos dos
Clientes

‘Medidas

*Exigéncias

Dados Requisitos
Originais dos Clientes



(v" EESC - USP SR
& Passos para Transformar Dados Originais

em Requisitos

Eliminando os redundantes
Dados -Convertendo os Dados Originais

Originais Agrupando e Hierarquizando

NETR (=

problemas Requisitos
com dos Clients
manutencao
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(; eesc.use Atividades QFD

1 |dentificar desejos do consumidor
2 Traduzir desejos do consumidor como requisitos

5 Fazer Benchmarking

6 Definir Plano de Qualidade

14 Traduzir Requisitos em Caracter. da Qualidade
8 Correlacao Requisitos — Caracter. da Qualidade
9 Priorizar Caracter. da Qualidade

10 Fazer Benchmarking das Caracter. da Qualidade

11 Definir Qualidade desejada
12 Proxima Casa da Qualidade...
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Casa da Qualidade

Priorizacao (Grau de importancia
geral — Cliente + Interna)
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Requisitos
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(4 cesc.usr Atividades QFD

|dentificar desejos do consumidor

Traduzir desejos do consumidor como requisitos

Definir prioridades do consumidor

I WIIN| -

Definir prioridade interna

Definir Plano de Qualidade
Traduzir Requisitos em Caracter. da Qualidade

6

7

8 Correlacao Requisitos — Caracter. da Qualidade
9

Priorizar Caracter. da Qualidade
10 Fazer Benchmarking das Caracter. da Qualidade

11 Definir Qualidade desejada
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Casa da Qualidade
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Requirements
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Benchmarking

Benchmarking
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(4 cesc.usr Atividades QFD

|dentificar desejos do consumidor

Traduzir desejos do consumidor como requisitos

Definir prioridades do consumidor

Definir prioridade interna

O PH||W|DN]|F

Fazer Benchmarking

14 Traduzir Requisitos em Caracter. da Qualidade
Correlacao Requisitos — Caracter. da Qualidade
Priorizar Caracter. da Qualidade

10 Fazer Benchmarking das Caracter. da Qualidade
11 Definir Qualidade desejada
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" Casa da Qualidade

Benchmarking

Requisitos do

Qualidade Planejada
. Plano
. Melhorias
. Argumentos de
venda

Cliente
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Casa da Qualidade

REQUISITOS

DOS
CLIENTES

MATRIZ DE
CORRELAGOES | AVALIACAO
CARACTERISTICAS AVALIACAO QUALIDADE
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QUALIDADE PROJETADA
PESO CORRIGIDO ABSOLUTO PESOS
PESO CORRIGIDO RELATIVO | CORRIGIDOS
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Qualidade Planejada
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o Qualidade Planejada

- Indice de melhoria: quantificacdo do plano de melhoria, através da rela-
cao entre “notas” do plano e do desempenho atual, para cada requisito;

 Argumento de Vendas: beneficios -chave que o produto deve oferecer
aos clientes para o atendimento das necessidades.Pesos diferenciados
(e.g. 1,5 - especial; 1,2 - comum);

* Peso dos requisitos: importancia relativa dos requisitos. Determinado
por:

Peso = Grau de Importancia x Indice de Melhoria x Argumento de Vendas



(! EESC - USP Atividades QFD

|dentificar desejos do consumidor

Traduzir desejos do consumidor como requisitos

Definr prioridades do consumidor

Definir prioridade interna

Fazer Benchmarking

OO PB||W|N|PF

Definir Plano de Qualidade
8

Correlacao Requisitos — Caracter. da Qualidade

Priorizar Caracter. da Qualidade
10 Fazer Benchmarking das Caracter. da Qualidade

11 Definir Qualidade desejada
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Casa da Qualidade

 Priorizacao
Caracteristicas
de Qualidade Benchmarking
Extracao
Qualidade Planejada
Requisitos
dos Clientes
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(; eesc.use Atividades QFD

1 |dentificar desejos do consumidor

Traduzir desejos do consumidor como requisitos

Definr prioridades do consumidor

Definir prioridade interna

Fazer Benchmarking

Definir Plano de Qualidade
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Traduzir Requisitos em Caracter. da Qualidade

9 Priorizar Caracter. da Qualidade
10 Fazer Benchmarking das Caracter. da Qualidade

11 Definir Qualidade desejada
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’ Casa da Qualidade

Caracteristicas
da Qualidade

’ Piorizacao (Grau de importancia geral

Benchmarking
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(; eesc.use Atividades QFD

1 |dentificar desejos do consumidor

Traduzir desejos do consumidor como requisitos

Definr prioridades do consumidor

Definir prioridade interna

Fazer Benchmarking

Definir Plano de Qualidade

Traduzir Requisitos em Caracter. da Qualidade
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Correlacao Requisitos — Caracter. da Qualidade

10 Fazer Benchmarking das Caracter. da Qualidade

11 Definir Qualidade desejada
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Conversao
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Conversao

Tabela “Como ?”

Tabela “O que ?

Peso
Requisitos

Facil de segurar

w | Comprimento

0 | Hezagonalizada

11

44

Nao desliza

= |

19




(! EESC - USP
Conversao
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1 |dentificar desejos do consumidor

Traduzir desejos do consumidor como requisitos

Definr prioridades do consumidor

Definir prioridade interna

Fazer Benchmarking

Definir Plano de Qualidade

Traduzir Requisitos em Caracter. da Qualidade

Correlacao Requisitos — Caracter. da Qualidade

O OO0 DlW[N

___ O Priorizar Caracter daQualidade




(,- EESL - USP Casa da Qualidade

e

Caracteristicas  Priorizacao(Grau de importancia Geral)

de Qualidade

Benchmarking

Qualidade Planejada

Requisitos
dos Clientes

-

Benchmarklng

_ e Qualidade Projetada




/4 EESLC - USP

Casa da Qualidade
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Aplicacoes - QFD em servico

A QFD/hoshin approach
for service quality
deployment: a case
study

K.F. Pun
K.S. Chin and
Henry Lau

K.F. Pun is a Lecturer and K.S. Chin is an Associate
Professor, both in the Department of Manufacturing
Engineering and Engineering Management, City
University of Hong Kong, Hong Kong.

Henry Lau is currently Honorary Research Fellow of the
Manufacturing Information Systems Research Project,
Department of Manufacturing Engineering, Hong Kong.

Customer orientation, Hoshin kanri, House of quality,
Quality function deployment

Abstract

Discusses the quality strategy deployment (QSD)
processes, and addresses how service organizations
identify customers’ needs in relation to the development
of viable strategies and deployment of quality services
using the quality function deployment (QFD) and the
hoshin kanri techniques. An integrated QFD/hoshin
approach is proposed to help develop viable strategies
and attain service quality deployment. An implementation
case of the approach is presented based on a recent QSD
study in a typical engineering service organization — the
Manufacturing Engineering Laboratory (MEL) of City
University of Hong Kong. Incorporating the findings of the
study, this paper sets forth the identification of the voice
of customers (VOC), the building of a house of quality
(HOQ), and the deployment of organizational strategies.
Besides, a generic 13-step guideline of QSD process is
elaharated for assisting service arnanizations tn attain

1. Introduction

A consistent feature noticeable in successful
organizations tends to be that short-term
decisions are taken in the context of
consistent, carefully thought out long-term
corporate strategies. Formulation of viable
quality strategies can help sustain competitive
advantage and respond to the challenge of
economic, technological and social changes.
Many researchers and practitioners also
advocate that deployment of quality strategies
could help organizations deliver their quality
products/services and attain their
performance objectives and goals (Black

et al., 1988; Donald and Ronald, 1993;
Porter, 1998; Pun and Ma, 1999). This paper
begins with a review on the processes of
strategy development and deployment. It then
discusses the identfication of users’/
customers’ needs and the deployment of
service quality in line with corporate/business/
functional strategies. A pioneer study of
quality strategy deployment (QSD), based on
a typical engineering service organization, is
described. The study integrated the quality
function deployment (QFD) technique and
the hoshin kanri method to generalize a
feasible approach to service quality
deployment. Incorporating the findings of the
QSD study, a generic 13-step QFD/hoshin
guideline is proposed to help service
organizations develop viable strategies and
deploy service quality to attain performance
improvement.

2. Strategy development and service
quality deployment

The literature of strategic management is

L O ISR D5 TSR SO T
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" Outras aplicacdes de QFD

Strategic planning using QFD Strategic

planning using
Catherine P. Killen QFD
Centre for Management Innovation and Technology,
Management Policy and Practice Group, University of Technology,
Sydney, Australia e
Mike Walker
Customer-Driven Strategies Ply Ltd, Brisbane, Austraka, and
Robert A. Hunt
Centre for Management Innovation and Technology,
Graduate School of Management, Macquarie University,
Svdney, Australia

Abstract

Purpose — This paper outlines the use of quality function deployment (QFD) for strategic planning.
QFD provides a comprehensive process for defining the issues fadng an organisation in terms of
customer and stakeholder outcomes, natural segments and key strategic opportunities.
Design/methodology/approach — An explanation and overview of the two core stages of strategic
planning using QFD are followed by three case examples.

Findings — Strategic QFD avoids complex matrix analysis and instead moves directly to concept
generation and evaluation. One of the main benefits of strategic QFD is the level of commitment and
support for the resulting strategy throughout the organisation. This paper also shows how strategic
QFD can be used to identify and optimise internal capabilities and to find and address specific
customer opportunities.

Practical implications — Strategic planners will find that QFD-based philosophy and methods are
useful tools for the creation of a customer-driven strategy.

Originality/value — This paper provides insight for practitioners and academics into how strategic
QFD systematically translates vision into action, targeting opportunities and creating innovative
strategies that are stable even in fastchanging environments.

Keywords Quality function deployment, Strategic planning, Innovation, Quality concepts

Paper type General review
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QOutras aplicacaes de OFD

METHODOLOGY AND THEORY

Integrating TPM and QFD for
improving quality in maintenance

12,2

150

engineering

V.R. Pramod
Department of Mechanical Engineering, N.S.S. College of Engineering,
Palakkad, Kerala State, India

SR. Devadasan

Department of Production Engineering, P.S.G. College of Technology,
Coimbatore, Tamilnadu State, India

S. Muthu

Dr Mahalingam College of Engineering and Technology, Pollachi,
Tamilnadu, India

V.P. Jagathyraj
School of Management Studies, Cochin University of Science and Technology,
Cochin University, Kochi, Kerala State, India, and

G. Dhakshina Moorthy

Government Automobile Workshop, Goundam Palayam, Coimbatore, India

Abstract
Purpose — To provide maintenance engineering community with a model named "Maintenance
quality function deployment” (MQFD) for nourishing the synergy of quality function deployment
(QFD) and total productive maintenance (TPM) and enhancing maintenance quality of products and
equipment.
Design/methodology/approach — The principles of QFD and TPM were studied. MQFD model
was designed by coupling these two principles. The practical implementation feasibility of MQFD
model was checked in an automobile service station.
Findings — Both QFD and TPM are popular approaches and several benefits of implementing them
have been reported worldwide. Yet the world has not nourished the synergic power of integrating
them. The MQFD implementation study reported i this paper has revealed its practical validity.
Research limitations/implications — Since MQFD requires strategic decision making, the
management commitment and support are required to test implement it. Since the case study was
conducted in a public sector service station, this could not be achieved due to the requirement of
Emerald following complex admmistrative procedures. However, the feasibility of obtaining customer voices
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~ Outras aplicacdes de QFD

Using QFD and ANP to analyze the environmental production requirements
in linguistic preferences
YuanHsu Lin?, Hui-Ping Cheng®, Ming-Lang Tseng®*, Jim C.C. Tsai ®

* Department of Finance MingDao University, Tahwan
® Deparnent of Business Innovation and Development MingDoo University, Taiwan

ARTICLE INFO ABSTRACT

Keywards: This study is to apply fuzzy quality function deployment ( QFD) model with interdependence relations of
Fuzzy quality function deployment environmental production requirements (EPRs) aspects and sustainable production indicators (SPls) cri-
Aralytical network process teria for original equipment manufacturing (OEM) firm in Taiwan At first, to facilitate the main issue of
Sustainable production indicators the QFD problem, however, the “Whats” question of EPRs and “Hows" problem of the SPIs have to be
EoWnmestal proiien ceqiseents made, which are two major components and be emphasized on the house of quality matrices. In conjunc-

tion with fuzzy sets theory and analytical network process, the systematic analytical procedures are pro-
posed. Subsequently, a case study demonstrated the evaluation process for identifying “Whats™ and
“Hows". The results of empirical study show that (1) five aspects of EPRs are deemed to have priority
to improve the environmental practice; and (2) twenty-two feasible SPIs criteria are practical indicated.
In addition, it is suggested that case firm should aware attentively the SPls and emphasize on expliting
these EPRs effectively. And develop the “Hows" issues, which should continuously strengthen of the EPRs,
respectively.

@ 2009 Elsevier Ltd. All rights reserved.
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i Supplier selection using QFD:
a consumer products case study

Angela Tidwell
284 Howard University, Washington, DC, USA, and
J. Scott Sutterfield

School of Business & Industry, Florida A&M University, Tallahassee,
Florida, USA

Abstract

Purpose — During the past decade the role of purchasing in global competitiveness has been steadily
increasing m importance. Similarly, the role of packaging continues to increase in importance because
of its dual function in advertising and shipping. The purpose of this paper is to employ the Quality
Function Deployment (QFD) methodology to analyze the common purchasing problem of supplier
selection for toothpaste packaging. Thus, a technique well known in quality management is adapted
for use m the entirely new context of supplier selection in purchasing.
Design/methodology/approach — The paper begins by stipulating the properties necessary for
suitable packaging. It then examines the type(s) of packaging necessary to satisfy these properties.
Finally, it moves to the selection of a supplier having the necessary properties to provide packaging.
The analysis is performed with a QFD construct.

Findings — The QFD process led to a mapid identification of those suppliers most capable of
providing the product characteristics that met the corporate total value goal at the time of study.
Practical implications — The paper presents a structured management approach to deal with the
common problem of supplier selection. In doing so, it provides an approach that may be generalized to
solve many types of deasion problems confronting operations and supply chain managers.
Originality/value — This paper presents a management approach to the very important area of
supplier selection. In doing so, it employs a technique well known in the product design area, but not
used in the area of supplier selection, that of Quality Function Deployment (QFD). It extends beyond
the dyad in that it brings to bear a powerful technique from the Quality Management discipline toa
problem in another discipline, Purchasing,

Keywords Sourcing, Supplier evaluation, Supply chain management, Marketing,

Purchasing techniques, Packaging, Quality function deployment, Supplier selection, Production process
Paper type Case study



‘O Eesc- usp

¥

Associacoes de QFD

QFD Institute

s==e] ) The official source for QFD

Training Calendar FAQs Resources

QFD: Quality Function Deployment

1. Seeks out spoken and unspoken customer needs from fuzzy Voice of the Customer verbatim;
2. Uncovers "positive" quality that wows the customer;
3. Translates these into designs characteristics and deliverable actions; and

4. Builds and delivers a quality product or service by focusing the various business functions toward achieving a common goal—customer satisfaction. Read more...

Here you will find a comprehensive list of resources and opportunities to:

Learn QFD :
¢ Public QFD Courses

¢ In-house Training
¢ QFD Certificate Program
¢ Free QFD Newsletter

¢ Published Case Studies and Research

Advance Your Skill :

» Kansei Engineering
¢ Modren VOC for DFSS
¢ Analytic Hierarchy Process (AHP)

Hoshin (Strategic Policy Planning & Mgmt)

* More ...

Participate & Network:
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QFD Builder \ QFD Forum | QFD Templates ‘ QFD Tutorials \ Resources

Articles Directory

Search

Recent Articles

Do We Need a Matrix for
QFD?

QFD Builder (Online Software)

QFD Online is pleased to announce the beta release of our new
online QFD Builder. This browser-based software allows users to
The Psychology, of Notation build, store, and share their Houses of Quality online!

It All Depends

Blending the Voices of
Disparate Customers

Saving Time by Voting

A Spoonful of QFD Helps
the Agile Go Down
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Planning for Failure: HOQ
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= Advice

= Agile Features include:

= CTC

= CTQ = Unlimited rows, columns and HOQs

» DFSS = In-place sorting of requirements by weight, name, and/or
« FMEA custom ordering

= Access from any machine with a current web browser

= Simultaneous editing & sharing with remote users (i.e. multi-
user collaboration)

= And much, much more!

= History of QFD
= House of Quality
= Lean Six Sigma

7

Sign into QFD Builder

store & share

your, Houses of Quality
online with our new
QFD Builder!

» Learn more

| | |
\ Contact Us | About |

Advertise With QFD Online!

Training, Coaching
and Facilitation

czZe
SOLUTIONS,

IN-HOUSE & WEBINARS

A’

ACADEMY
ASSOCIATES

Simplify, Perfect, Innovate
QFD Training
Online

des

EMEX

MBA Executivo

MBA Executivo
em Finangas
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Softwares de QFD

WSigmaZone

Customers Training and Consulting Company Articles p ‘

Home Products

Downloads | Support

Products > SnapSheets XL

.o,' Next Steps
Download Free Trial
Getting Started

Obtain Pricing
H Download

Free Trial Version
Example Models

Version Updates

@ Watch

Video tutorials

Read

) - Enhancing Excel

N\ — E Simple. Easy. Proven.

[D" 9o

SnapSheets XL Software for Microsoft® Excel®

SnapSheets XL is a cost effective easy to use software package that integrates into Excel for Quality Function
Deployment (QFD), Failure Mode Effects Analysis (FMEA), and Pugh Concept Selection. Whether your needs are for
Six Sigma, Design for Six Sigma (DFSS), 1SO 9000, or general use, SnapSheets XL is the solution for your Failure Mode
Effects Analysis (FMEA), Quality Function Deployment(QFD), and Pugh Concept Generation and Selection needs.

SnapSheets XL Integrates into Microsoft Excel

~ BB
‘t@ A :
E Home Insent Page Layout Formulas Data Revew View Developer Add-ins Acrobat SigmaZone
‘mo«yxu N8 ﬂ‘MHOQ {—’t o Add 1o Pugh ~ |.. At
hhr!(o PCM "a [l Pareto HOQ ) .& ‘ I ::I T Insert into Pugh ~
(1". Create Create | Nea Create Creats
oo B3sereom oo Hog 21 sonHoQ vmua piis Pugh W remove from pugh ~ 5 w [

QFo Pygh and EA

5] o add 1o fmeA ~

I insert into FMEA ~

Create
MEA x Remove from FMEA *
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Beneficios do QFD

* Foco (cliente e mercado, ou outro objeto de analise)
* O esforco de analise comparativa,
* O registro de informacoes em tabelas e matrizes.

* Formato visual ajuda a dar foco para a discussao do time
de projeto, organizando a discussao.

* O processo de elaboracao das matrizes leva a uma melhor
compreensao da situacao e a um maior
comprometimento com as decisdes tomadas.



(! EESC - USP
Dificuldades do QFD

®Depende de comprometimento e integracdo de time multifuncional;

" Definicdo de graus de importancia e relacionamentos podem gerar duvidas
guanto a importancia relativa;

" Definicdo de notas para julgamentos qualitativos (importancia,
relacionamento) pode gerar duvidas;

®Excesso de formalismo no uso da ferramenta pode desmotivar o uso da
ferramenta.



