10 %
Mr.Konosuke
Matsushita Matsushita Electric Industrial ‘
( Customer Service Center )
( Customer's hands )
11
2 ( Division )
( Marketing Division ) 8 ( Department )

(Sales Department )
( Credit Control Department )
( Service & Engineering Department )
( Spare Parts Department )
(Planning & Business Department)
( City Bus Operation Department )
(Account & Finance Department )
(Personnel & General Affair Department )



( Manufacturing Division ) 4
( Production Control & Purchasing Department )
1 (Production 1 Department )
2 ( Production 2 Department )
( Quality Assurance Department )

3 (Group)
( Dealer Sales Group )
( Direct Sales Group )
( Sales Planning Group )
( Government Tender )
(Big Users ) ( Fleet Users )
( Flow Chart) 11
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6 10

30-60

2- 314
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1.2



( External Factor )

( General on Tariffs and Trade : GATT ) 22
2524 20 2525
1 1
1 1 1
1 ,
( Local Parts Content ) 45%
40% 1 2543
2
1
2
( Lost
Customer Analysis ) ( Brain Storming )
3

(Analytical Hierarchy Process )
, 1
13



SERVICE

PRICE

PAYMENT

il

Abbreviation
SERVICE
PRICE
PAYMENT

13

55%

( Service Mix )

Synthesis of Leaf Nodes with respectto GOAL

OVERALL wCONSISTENCY NDBC * 0.04

59%

Definition

Service between sales process
The fust offer price
Payment condition

( Company Policies )

( Customer Satisfaction )

67%
1 6
2 (25412542 ) 5
10 17



( ISBN :974-8324-38-9  172-174 )
( Service Quality Characteristic )

L (Company Image )
2. ( Creditability of Company )
3. ( Cost of Service )
4, ( Creativity of Service )
. ( Conveniency )
6. ( Correctness )
T. (Courtesy )
8. ( Complexity )
9. ( Carefulness )
10. ( Carelessness )
11 7( Competence )
12 ( Conformance to
Customer Expectation )
13 ( Completeness of Service )
14 ( Consistency of Service Quality )
15, ( Complaint Handling )
16. ( Cost Effectiveness )
4
6 2
4
L ( Evaluation by questionnaire )
12
1 1
1 1
1 : 1
, 1



( Good-Bad) / Total

0.8
10 9 90%

2. ( Amount of money )

3. (No. of new
themes )

1
4,
2 ( Mistake rate )

( Complaint rate )

. 2543 11



( Service Quality Characteristic )

0.80

13

13

Indicator

Evaluation By Questionnaire
Evaluation By Questionnaire
Amount of Money
No. of New Themes
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Mistake Rate
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Complaint Rate
Evaluation By Questionnaire

10

16

Formula

(Good-Bad)/Total
(Good-Bad)/Total
Amount of Money
No./ Month

(Good-Bad)/Total
(Good-Bad)/Total
(Good-Bad)/Total
(Good-Bad)/Total
(Good-Bad)/Total

No./ Customer
Good-Bad)/Total
Good-Bad)/Total
Good-Bad)/Total
Good-Bad)/Total
No. / Customer
(Good-Bad)/Total

A~ /N /N

2543

Result

0.60
0.60
15.00
0.00
0.40
0.60
0.80
0.40
0.60
0.05
0.80
0.60
0.40
0.20
0.08
040
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13

Deployment ) Four phase model

Competitive Benchmark)

Focus group

10

( Quality Function

( Technical
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HOQ

12

12

Ww 12 v 2 3 4 5 6 71 8 9
2 4 43 43 43 43 43 43 43 43 43



( Voice of Customer )

: Dealer ( Quality
Function Deployment ~ QFD)

( Quality Function Deployment

QFD) “Four-Phase Model” 14
6  (Phase)
Phase 1 Phase 2 Phase 3 Phase 4
Manufacturing Production
Product Planning  Product Design Planning Operations Planning

(Flouse of Quality) (Part Deployment) (Process Planning)  (Process Control)
Performance

Measures Process Production
(SQCs) parameters operations
characteristics
Measures importance parameters
technical importance
importance

14 Four-Phase QFD Model
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Phase 1 (House of Quality )
QFD
2
/
, /
4 ( Focus
Group ) 6
- Affinity Diagram VOC  HOQ
Planning
matrix requirement
SQCs ( Brain Storming )

( Performance measure )
requirement SQCs
requirement

SQCs

SQCs



Phase 2

15

( Product Deployment or Service Design )

function tree

function tree 15

Function tree diagram

( Priority Ratings )

(Target Values )

14



Phase 3

16

15

( Service Process Planning )

16

(Hows)

( Priority Ratings )
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Phase 4 ( System Control )

QFD

7 New QC 4
QFD

OFD 4

Phase 5

QFD model for truck service quality system
( Pilot implementation ) 2

Phase 6

OFD
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