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To complete a quality system
from design to production
50 as to assure the finished product
could meet users’ satisfaction

Customper
Satisnetion
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To convert users’ requirements into
counterpart characteristics
s0 as to determine
the design quality for the product

each of the process elements

4 Based on the counterpart characteristics,
systematically deploy the correlations among
the quality of each functional components
& that of the individual parts as well as
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Core Components of
Quality Table
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uality Element Deployment Chart
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Other Components of

Quality Table
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Analyze
performance
&
formulate
strategy
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Review
the degree of
contradiction
between
quality elements

T
(o1 o
O Wajor Cortrbtion

Business System QFD S m——
P8 FY39 (09 June 98) Froot ks
SAE House g Wi
= e
i < |l 2| A @ svewcuns
A Eg i El g %} i Ea 5;; 5? ®
e & |2 2|1 22 88) G2 14 3 =
= AERNEERNREEEE =
e 8| @][A][@]O][C][0][Cl[A]O] O]
R +|@]o][@[o]a][@|c]cfo]o]=
meewsena |4 ] 0] @)[@]@][0][0][0][0]Ol[0]E=
S T o | 4 | [[A ol [ [a[A]@=
i ARE ol ] llalolo]=
[ 2] @]A][C]@][C][AlC][@ICIOE
e —— \\200@0@@_@\@@0
Lmnhng 162| 97 | (156132 [108] E'ﬁ 87| o1 111

15 Hong Kong Quality Function Deployment Association

HKSQ QFD Seminar

Those of
high weights

are
the important
quality elements
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Quality Planning of QFD

J
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Degree of Concern
with each demanded quality

Degree of Satisfaction
with the performance of both the company
& competitors of each demanded quality
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Quality Level Selling Tactics
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Planned Quality
Satisfaction with Company’s Performance

E.g.5/3=1.67
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Quality ElementDeployment Table / \ Quality Standarg€ N\
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Notcumbersome 0 2 3 1 0 59
Anyone can assemble 3 1 3 3 45
Easyto transport
Y P ightweight materials 9 1 1 o 7 81
Does nottake up space 77
Easyto pedal
Can selectcomponents 2 0
Comfortable ride [Less vibration 3 8
Good chassis balance 3 3
Curvy fluid design 4.43 3| 3| 3| 3| 4] 4] 4] 1.33 5.91 3.16
Stylish design
Can carry things 2.67 3| 3| 3| 1] 2| 1 1.00 2 142
Easytouse [Canride immediately | 1.85 | 3] 3] 2| 4| 4| 3|\ 3] t.00] | | IR 099 |
Has manyoptions 128 3] sl 4| 1| 4] 2 1.00 1 068
Hard t
b’e:k'do‘:v" Hard to chip paint 1.13 3] 4] 4| 3| 4| 3[\3] 1.00 113 0.60
Durable parts 2.35) S| 4] 4 2] @ 1,00 T2

Does notsoil
clothing

Quality Elem ent Weight

Does notcause oil
stains
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on Understanding

An Example of Applying QFD

Patients’ Satisfaction with Surgery
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This study was conducted by Ms Yukie
Kozawa, PhD student of Prof. Yoji Akao, at
a hospital in Japan. Yukie reported this
study at the International Conference on
1ISO9000 & TAM at Shanghaiin 2005.

J

Source: Akao, Y., & Kozawa, Y. (2005). QFD and knowledge management: A QFD case study on a survey of surgery patient satisfaction.
Paper presented on The 10" International Conference on ISO 9000 & TOM, 28"-30" March, Shanghai, China.
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Medical experts have been
traditionally focused on
technology-driven
treatment advancement

J

However, their efforts
do not always fully satisfy
the patients’ needs

28
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It is undeniable that the main concern J

Of the patients is being cured

Patients have other concerns

; But, it is not the only concern
J

which are related to treatment )
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Technological development of
medicine & surgery techniques

Provision of hospital, rehabilitation
& other related care services
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Define the qualities demanded
by patients for surgery services

Translate the demanded qualities of patients
into the quality elements of surgery services

©2013
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e In20’s

| want unnoticeable scar, ...,

® No surgery
| want to wear bikini

experience

Good Appearance

7

Extracted ltems Can Wear Bikini

Small Wound
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® [n40’s
® Has surgery

experience

| worry with my diabetes.
The scar would not heal well.

~

Good Healing of
Surgical Care

J

No Infection Occur

34
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No. Data Source Data Scene Requireditens Required quality
SWIH
1 | Not experienced surgery | Want painless surgery During surgery{ No pain No pain
Student in twenties _| Fiorsmrecery
}W«pﬁiﬁmﬂdsutgﬂy Want unnoticeable scar After surgery |Want scar [canwear | Good appearance
Worn in twenties Want to wear swinsuit bikini with Can wear swinsuit D
~__ Sl vond __—|
3 | Experienced surgery Hetped ithsailetsuhen Loouldn? After aurgery [Wast-aiHenebsoftetp—Cood toilet care
t walk by myself. 'when I canfffnove
Woman in sixties Helped me wipe off Good cleanliness
care
4 | Experienced surgery 'Waiting for me at work or home, so | After surgery | Want to choose operative |Can leave hospital
want to get back quick method if endoscopy is
Manin forties used e
L5 Fxperienced surgery 1{Ef worried that with diabetes, the | During surgery| Don’Svant complications| Good healing of surgical Care-_|
scar wonfFheal well from another illness D
Man in forties After surgery No infection oocurs
6 | Experiencaxtsargery—| Right afier coming (o I sawa patient| Afier surgery [Right affer coming to || Bresthingresy
o could get up sputumby
Mo insities yself 62013
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«Create Demanded Quality
Deployment Chart Affinity D'ag'?((\
AN
VAN \
No. Data Source Data Scene Required itens Required quality
SWIH
1 | Not experienced surgery | Want painless surgery During surgery{ No pain No pain
Student in twenties After surgery /
2 | Not experienced surgery | Want unnoticeable scar After surgery [Want scar I can wear | |Good appearance
Worman in twenties 'Want to wear swirsuit bikini with Can wear swirrsuit
Sl wound
3 | Experienced surgery Helped me with toilet when I couldn?) After surgery (Want all kinds of help] | Good toilet care
t walk by myself. when I canfFove
Worman in sixties Helped me wipe off Good cleanliness
care
4 | Experienced surgery Waiting for me at work or home, so | After surgery | Want to choose Can leave hospital
want to get back quick method if endoscopy is
Man in forties used soon
S | Experienced surgery 15 worried that with diabetes, the | During surgery| DonffSivant complicationi{ Good healing of surgical care
scar wonfffheal well fromanother illness
Man in forties After surgery \k)infedion(xnns
6 | Experienced surgery Right after coming to, I saw a patient| After surgery [Right after coming to, I ing easy
o could get up sputumby il /
Monave myself ©2013
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Good postoperative
care
' .

Good Postoperative Care

C bse observaton ]—
Good Anesthesia J

Goad dowel
Good Surgical Techniques

l TOUTMEaTCare ‘ [Go0d oUTcome

Recoverly of phystal
functbns

Approprate cure

Good cleanlness care

prin ary secondary ternary
> Good bowe Imovem ent care
Good care / G ood m eal care
- |Good ckanlness care A
V¥ [Appropriate surgery / Gr‘oup
{Good surgical technique") 0od outoom e [

Recoverly of physical funclions equir‘ed qua“ties

\
Good [ nesthesia effectve throughout

surgery surgery :
Good anesthesia Good wakefu hess lnto 5 levely

No postoperative side effects
Good eqp Bnaton of patent

Good postoperative F‘Td t"; -
U pse opservaton

care
| Approprite cure
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primary

secondary

No pain

No pain on movement

Effective medicine

Attention given to pain

Quick recovery

Can move soon

Can eat soon

Can leave hospital soon

Good surgery

Good care

Good surgical technique

Good anesthesia

Good postoperative care

Small wound

Good appearance

Can wear swimsuit

inconvenient in clothes

No complications

Breathing easy

No infection occurs

Good healing of surgical wound
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Patients of a hospital

J
Employees of a company who have
undergone surgery before

J

Employees of a company who have
not undergone surgery before

(52013
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entify Important Demanded Qualities
Overall quality Quality of planning
. @
Aggregated Weight of g gl . o
the Importance of g s < 2[EZ
E a 2 = =5 s
. one o 2 s -| 25
the Required Qualities 5 sl o] 2 Elss
@ =< @ Z ° 2 I
= o 5 = EE B
Required quality £ £ S £ 3 S|29
No pain on movement J0.015 14 (0.06)]4(0.06) [4(0.06) 1.5]10.01
No pain Effective medicine 0.043]4(0.17) |4(0.17) |4(0.17) 4.3] 0.04
Attention given to pain 0.044J4(0.17) |3(0.13) |4(0.17) 4.2] 0.04
Can move soon 0.028(14(0.11) 14(0.11) [4(0.11) 2.8/ 0.02
Quick recovery  |Can eat soon 0.03504(0.14) |4(0.14) |4(0.14) 3.51 0.03
Can leave hospital soon 0.04715(0.24) |5(0.24) |5(0.24) 4.7] 0.04
Good care 0.048]4(0.19) §3(0.14) |5(0.24) | 1.25|© 9] 0.08
Good surger Good surgical technique 0.0993(0.30) 4(0.40) |4(0.4) 1.33|O 149]0.13
SUIEEY [Good ancsthesia 0.102[4(0.41) 14(0.31) J4(0.41) 10.2] 0.09
Good postoperative care 0.092)4(0.37) 14(0.37) [4(0.37) 9.2] 0.08
Good appearance 0.02544(0.1) J4(0.1) 4(0.1) 2.5] 0.02
Small wound Can wear swimsuit 0.0144(0.04) [4(0.04) [4(0.04) 1] 0.01
inconvenient in clothes 0.04504(0.18) [4(0.18) [4(0.18) 4.5] 0.04
Breathing easy 0.05914(0.24) 14(0.24) [4(0.24) 5.9/ 0.05
No complications No infection occurs 0.159]4(0.61) |4(0.61) |4(0.61) 15.2] 0.13
Good healing of surgical

wound \J.15A 3(0.48) [3(0.64) [4(0.64) ] 1.33 21.21 0.18

overall quality i 3.8 39|40 ©2013
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Primary Secondary Termary Quality Hlements Quality Hements
Good toilet care Appropriate toilet care Appropriate care
Goodcare  |Good mealtine care Appropriate meantine care
| Good deapliness. care. \ppopsiaiecleanliess e |
/ Good postoperative course —>Favqaﬂe[xxl(paaﬁvemm1- mgmlmm
Good surgical - )
< tedmige Cureof pre-opillness =3 | Recovery of bady function
] Recovery of physical functions—$ymptons alleviated B
Good Novaniting @ Good wakefilness Prevertion finfection
care cpotien
Good anesthesi Bf@wmm&ﬂahu@m Ammlalemﬂmahmgmn Fffctiveness of nmdicine
operation operation
Fully awake and alert Appropriate anesthesia after operation
.. . . . Explanation of measures against
Doctar visits often Appropriate patient cbservation conmpliceiorn
Good postoperative - — -
care Godepasiondlandion | ppropriale option PP v Finfrtion
Appropriate treatment Appropriate postoperative cure Speedy treatrent ©2013
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Demanded Qualities — Quality Elements

Good Favorable
—>| Postoperative |—>| Postoperative —
Course Course
Good Cure of Recovery of Surgical
Surgical > Pre-operation —> Body Technique
Techniques lllness Functions Reliability
Recovery of
—> Physic)a(ll —> Symptoms
. Alleviated
Functions
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Primary Secondary Termary Quality Hlements
Good toilet care Appropriate toilet care Appropriate care
Goodcare  |Good mealtine care Appropricte meantinecare___s /
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— |Appropriate care

Levelof surgicalappropratness

Surgical techn ues
re lab ility

Anesthesia technique

Appropriate toiet care

Favorabk postoperative
course

L

Good wakufu hess

Levelofcure

Approprate patent
observaton

lAppropr‘ate m eattm e care l

lRecovery of body function ]

Approprate anesthesi
throughout operation

Approprate exp Bnatbn of
be course

lADDmnrate cleanlness carel

lSyutom s alkvited

Approprate anesthesi
after operatiom

Appropriate

D

ve cure

L

tness

primary secondary ternary
> Appropriate toilet care
Appropriate care Appropriate ime care
Appropriate cleanliness care
. Favorable postoperative course
Surgical -
/\ I Recovery of body function
reliability =
—> Level of \ p alleviated
surgical Good wakefulness
appropria- Appropriate anesthesia throughout

Anesthesia technique

A ]
G

roup

Appropriate anesthesia after

Level of cure

Appropriate patient observation

Quality Elementsg
into 3 levels

Appropriate explanation of
ive course
Appropriate postoperative care
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primary

secondary

Painlessness

Painlessnee when moving

Level of attention to pain
Effectiveness of medicine

Degree of recovery

Early ability to get up from

Early commencement of
eating and drinking
Leave hospital on schedule

Level of surgical
appropriatness

Appropriate care

Surgical techniques

Anesthesia technique

Level of cure

Aesthetic degree

Meet the demand for

hobbies and age
Cosmetic satisfaction

Minimum wound size

Prevention

of complications

Explanation of measures
against complicetiona

Prevention of infection

Prevention of postoperative

complications
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C l Quality Ch
. Complete Quality Chart
Ley lof surgioal appropratness| Aesthetic degree |  Prevention of
Quality element complications _|
i
“ 2
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< 1%} =3 (6] = ul ola
[No pain on movement 0.015
No pain [Effective medicine 0.043 2
[Attention given to pain - T 4
Can move soon 0.0275] | 2 T
Quick recovery [ Can cat soon 035 2
< hospial soon 047
Sood care 048
(Good surgical technique 099 lmportant
Good surgery
Good anesthesia 102 4 .
Good postoperative care_ | 0.0918 Quahty
Good appearance 0.025 24 4
[Small wound [Can wear swimsuit 0.0096 | 4] 2 4
T, P i Elements
Breathing casy x 7] ]
No [No infection occurs 0.152 1 1 1 2) 4 /4
Good healing of surgical ~
wound otse| [ 1| 1 a4
nad jistred we ght 1346 | 8 86.4] 86¢] 143.1]) 18] 36| 37.8] 127.8] 267.9(2047 >
uality e bm ent we pht 100 1 0
osph 3 4 4
ospB T\ 4 3 4|
G ualty ofdesgn [\ 5 4] ©2013
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oy Important Quality Elements
to Related or Planned Aspects

Medical Aspect

Quality

Elements Surgical Aspect

Hospital Aspect
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