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Abstract

In modern times, "customer satisfaction" had become a crucial guiding principle for
products and services providing. Though "service" played a vital role in enhancing customer
satisfaction, it is of critical importance to provide "true" service for target customers. In this
research, investigation of true needs of logistics customers was conducted, using Kano's model
questionnaire and analysis. With Kano's model, logistics services could better satisfy customer
needs. Quality function deployment was used as the main framework to turn the customer needs
measured by Kano's model into the design parameter. Correlation between customer needs and
design parameters were then determined. Priorities of each design parameters were identified.
Finally, package logistics services were designed using modularity concept. It was found that
customer needs derived by Kano’s model fit better with customer expectations than traditionally
method. Also, more versatile services could be proposed by modularity concept in design

process.

Keywords: quality function deployment, Kano's model, service design

uli



	Abstract

