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A structured planning process that systematically incorporates the voice of the
customer into product design, Quality Function Deployment (QFD) has proven
itself a highly effective development tool for creating globally competitive
products - in software, hardware, services, and many other industries. < This
book not only explains QFD fundamentals clearly and concisely, it takes you
well beyond the basics to provide the advanced techniques, specific information,
and concrete examples you need to implement QFD successfully and derive its
full benefits. Of course, the book contains detailed information about the House
of Quality, the most commonly used QFD matrix that relates customer needs to
technical solutions. But rather than stopping there, it goes even further to explore
the many possibilities for matrices that you can apply to every phase in product
development - including multiple levels of design detail, quality improvement
planning, process planning, manufacturing equipment planning, and value
engineering planning. In addition, you will find concise, experienced-based
guidance on all the practical aspects of implementing QFD from start to finish,
including such issues as establishing organizational support, creating a schedule,
and gathering customer data. The book also covers QFD's relationship to the
product development cycle, as well as its impact on various functions within an
organization. Most important, Quality Function Deployment: How to Make QFD
Work For You helps you to see QFD as a collection of techniques and processes
you can customize and adapt to your own real-life situations.
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Editorial Review

From the Back Cover

A structured planning process that systematically incorporates the voice of the customer into product design,
Quality Function Deployment (QFD) has proven itself a highly effective development tool for creating
globally competitive products - in software, hardware, services, and many other industries.

This book not only explains QFD fundamentals clearly and concisely, it takes you well beyond the basics to
provide the advanced techniques, specific information, and concrete examples you need to implement QFD
successfully and derive its full benefits.

Of course, the book contains detailed information about the House of Quality, the most commonly used QFD
matrix that relates customer needs to technical solutions. But rather than stopping there, it goes even further
to explore the many possibilities for matrices that you can apply to every phase in product development -
including multiple levels of design detail, quality improvement planning, process planning, manufacturing
equipment planning, and value engineering planning.

In addition, you will find concise, experienced-based guidance on all the practical aspects of implementing
QFD from start to finish, including such issues as establishing organizational support, creating a schedule,
and gathering customer data. The book also covers QFD's relationship to the product development cycle, as
well as its impact on various functions within an organization.

Most important, Quality Function Deployment: How to Make QFD Work For You helps you to see QFD
as a collection of techniques and processes you can customize and adapt to your own real-life situations.

"This is far and away the best book on QFD, a book that is very much needed by American and European
industry."
- Don Clausing, Bernard M. Gordon Adjunct Professor of Engineering Innovation and Practice
Massachusetts Institute of Technology
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Over the last twenty years, companies in the United States have moved toward new styles of doing business,
based on overseas competitive pressures, the needs of global economies, and the advances of technology.

U.S. companies have taken many steps to become more competitive. Among them has been the adoption of
the Total Quality Management (TQM) approach or one of its many aliases, all of which have stressed
customer-driven planning, continuous improvement, and employee empowerment.

A key component of TQM is the adoption of "tools" to assist in creative thinking and problem solving. These
are not physical tools, such as computers or micrometers; instead, they are methods that relate ideas to ideas,
ideas to data, and data to data; that encourage team members to communicate more effectively with each
other; and that help teams to effectively formulate business problems and their solutions.

Quality Function Deployment (QFD) is an adaptation of some of the TQM tools. In Japan, in the late sixties,
QFD was invented to support the product design process (for designing large ships, in fact). As QFD itself
evolved, it became clear to QFD practitioners that it could be used to support service development as well.

Today, its application goes considerably beyond product and service design, although those activities are
quite commonly supported by QFD. QFD has been extended to apply to any planning process where a team
has decided systematically to prioritize their possible responses to a given set of objectives. The objectives
are called the "Whats,"(1) and the responses are called the "Hows." QFD provides a method for evaluating
"How" a team should best accomplish the "Whats."

I first learned about QFD in January, 1986. Since then I have used QFD - and helped others use it - for
software and hardware product design, service development, and many other special applications involving
creative interpretations of the "What" and the "How" of QFD. You may assume that because I have written
this book I must be enthusiastic about QFD. In fact, I have used QFD for my own projects, and I have helped
other development and service groups use QFD on almost a continuous basis since those early months of
1986. I am continually amazed and delighted at the power and robustness of the method. Teams I work with
are delighted with the results of QFD, because the process of using QFD helps the team ask the crucial
questions whose answers will give them a highly competitive product or service.

Despite my enthusiasm for QFD, I have attempted to keep the hype out of this book. I am personally turned
off by a hard sell - I like to gather the facts and make my own decisions. Therefore, except for a few
instances of irrepressible enthusiasm, my style in this book has been mainly to present the information and
let you, the reader, decide what's best for you. As for those readers who want reassurance that they are not
wasting their time reading this book - let me tell you, QFD is an incredible development tool, with many
surprising and powerful advantages. Read on!

Most of what I know about QFD comes from first-hand experience and from comparing notes with other
QFD practitioners, who were forced to improvise practical solutions to problems as they encountered them.
Indeed, the verbal tradition of QFD in the United States is quite extensive.

The books, articles, and case studies describing QFD and available today arrived too late to help me and my
colleagues in 1986. When they did arrive, they focused on what QFD is or could be. The QFD experience
itself has been generally glossed over, as if it were self-evident. Implementing QFD is anything but self-
evident! The possibilities for wasting time and leading a team into a cul-de-sac are endless. Many QFD
horror stories have at their root the uninformed decisions of an inexperienced QFD facilitator.

On the other hand, the possibilities for helping QFD teams save time and arrive at breakthroughs are
abundant. Many QFD success stories have at their root the creative decisions of a capable QFD facilitator.



This book has been written to fill a gap still not addressed by the existing QFD literature in English. This
book focuses on the doing of QFD. I've tried to address other aspects of QFD as well: parts of this book
explain what QFD is, and how QFD can fit in with other organizational activities. But I feel the "QFD
Handbook" part of this book is unique in that it provides detailed information on how QFD can successfully
be implemented, along with a wide range of choices for customizing QFD, and their advantages and
disadvantages.

I've taken special pains to discuss such practical issues as time estimates, group facilitation topics related to
QFD, and practical shortcuts. I acquired some of this knowledge the hard way, by making mistakes, and by
trying out new ideas and evolving them over the years. I acquired the rest by learning from my colleagues,
and by adapting ideas from other disciplines. My goal in this book has been to make the QFD
implementation path easier. If the book serves that purpose, then QFD will be used more widely in the
United States, and we can hope for better products, better services, and greater market share as a result.

QFD, Software, and Services

Because of my background in software and computers, many of my early QFD experiences were related to
planning for new versions of these types of products. For some reason, people seem to think that QFD must
be applied differently to software than to other technologies. I have never understood that point of view,
except perhaps as an excuse for not using QFD.

The basic problems of product design are universal: customers have needs that relate to using products; the
needs must be addressed by designers who have to make hundreds or thousands of technical decisions; and
there are never enough people, time, and dollars to put everything that could be imagined into a product or
service.

These problems confront the developers of automobiles, cameras, hot-line service centers, school curricula,
and even software. QFD can be used to help development teams decide how best to meet customer needs
with available resources, regardless of the technology underlying the product or service.

Customers have their own language for expressing their needs. Each development team has its own language
for expressing its technology and its decisions. The development team must make a translation between the
customer's language and their technical language. QFD is a tool that helps teams systematically map out the
relationships between the two languages.

Software engineers are fortunate in that several languages are available to them for expressing their top-level
design: the disciplines of object-oriented design, structured design,(2,3) and structured analysis provide
excellent methods for expressing the technical aspects of a software system. These languages can and have
been used in software QFDs. Other technical language elements that software engineers have used in QFD
are performance measures, subsystem modules, and brief descriptions of product functions. What works best
in QFD is the technical language that the development team is most comfortable with. For more on Software
QFD, please see Chapter 19.

Examples and Case Studies

In this book, I have freely used examples relating to many technologies and industries. For the most part
these examples have come from my own experience, although I have modified them to help clarify the points
I was trying to explain in the book. I hope that these examples will convince the reader by demonstration that
QFD applies across the board for hardware, software, and service development, as well as for other forms of



strategic planning,

I hope the reader will enjoy the Word Processor example that I have used in many places in the book to
illustrate various points. I chose this product because I assume most readers will have used word processors,
and will identify with the customer needs, if not the internal design. This example is a mixture of pedagogy
and fact; I hope it is detailed enough to help you understand QFD, and I am sure that it is sufficiently
modified that it will not reveal any trade secrets of any word processor developers.

How to Read This Book

This book is divided into five parts. Each part looks at QFD from a different perspective.

Part I, About QFD, provides motivation for QFD and puts it into perspective within the framework of the
global business environment of the last twenty years. It gives the briefest of overviews of what QFD is. It's
equivalent to the type of fifteen-minute management summary I often gave to popularize QFD shortly after I
first learned about it. It differs from the management overview in that I have tried to compile a chronology of
key events in the U.S. that have lead to the popularization of QFD. Read this part if you are new to QFD, or
if you would like to find out where it came from and how it has become so well known among product
developers.

Part II, QFD at Ground Level, explains QFD in an expository fashion. It's a kind of textbook within a
textbook. It explains each portion of the House of Quality in considerable detail. I hope it will be a useful
reference for QFD implementors who are looking for detailed information about the HOQ. Read this part if
you would like to be fully informed about the House of Quality.

Part III, QFD from 10,000 Feet, assumes the reader has some familiarity with QFD. It provides an
organizational perspective on the way product and service development occurs. It shows how QFD can help
organizations become more competitive by developing better products and services. Chapter 12 paints a
picture of the way I've experienced it. If you want to introduce QFD into an organization, you'll find the
ideas in Part III to be helpful for developing your strategy for organizational change.

Part IV, QFD Handbook, is where the rubber hits the road. It assumes you have decided to implement
QFD, and it shows you how to start, what to anticipate, and how to finish successfully. I wish I had Part IV
before I tried my first QFD. Over the years it seems I've made every imaginable mistake, as I've helped
teams to use QFD. Part IV assembles the accumulated lessons from my mistakes and from those of many of
my colleagues. Read this section before you try to implement QFD. I think it will be a good investment of
your time.

Part V, Beyond the House of Quality, points the way to the extensions of the House of Quality that can
take the development team all the way to the completion of their project. Although it is used predominantly
for product planning, QFD has the potential to help the development team deploy the Voice of the Customer
to every phase of development. Part V describes some of the possible paths teams can take after completing
the HOQ. It also includes some topics that may be of interest only to some readers. These include specialized
adaptations of QFD for software and service development, as well as for organizational planning. Read this
part if you are comfortable with QFD concepts and are ready to make QFD the backbone of the entire
development process.
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Users Review

From reader reviews:

Pat Billings:

The event that you get from Quality Function Deployment: How to Make QFD Work for You could be the
more deep you excavating the information that hide within the words the more you get interested in reading
it. It doesn't mean that this book is hard to recognise but Quality Function Deployment: How to Make QFD
Work for You giving you excitement feeling of reading. The copy writer conveys their point in a number of
way that can be understood by simply anyone who read this because the author of this guide is well-known
enough. This kind of book also makes your own personal vocabulary increase well. It is therefore easy to
understand then can go along with you, both in printed or e-book style are available. We highly recommend



you for having this kind of Quality Function Deployment: How to Make QFD Work for You instantly.

Gary Farrell:

Playing with family within a park, coming to see the ocean world or hanging out with buddies is thing that
usually you might have done when you have spare time, after that why you don't try point that really
opposite from that. Just one activity that make you not experiencing tired but still relaxing, trilling like on
roller coaster you have been ride on and with addition of information. Even you love Quality Function
Deployment: How to Make QFD Work for You, you may enjoy both. It is good combination right, you still
want to miss it? What kind of hangout type is it? Oh come on its mind hangout men. What? Still don't get it,
oh come on its called reading friends.

Shelia Tonn:

As we know that book is significant thing to add our expertise for everything. By a book we can know
everything we wish. A book is a pair of written, printed, illustrated or even blank sheet. Every year seemed
to be exactly added. This book Quality Function Deployment: How to Make QFD Work for You was filled
about science. Spend your time to add your knowledge about your scientific research competence. Some
people has different feel when they reading a book. If you know how big selling point of a book, you can
really feel enjoy to read a guide. In the modern era like right now, many ways to get book that you simply
wanted.

Richard Russell:

That publication can make you to feel relax. This kind of book Quality Function Deployment: How to Make
QFD Work for You was vibrant and of course has pictures on there. As we know that book Quality Function
Deployment: How to Make QFD Work for You has many kinds or variety. Start from kids until teenagers.
For example Naruto or Investigation company Conan you can read and feel that you are the character on
there. Therefore not at all of book are usually make you bored, any it offers you feel happy, fun and loosen
up. Try to choose the best book for you and try to like reading this.
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