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ABSTRACT 
 To sustain a healthy society, hospitals play a vital role and are considered a significant player 
in maintaining the happiness of the people in every nation. In this paper, an attempt has been made to 
highlight the importance of Quality Function Deployment (QFD) in the health care industry. QFD is a 
technique adopted and implemented in various industries. The primary purpose is to translate 
customer voice into technical language. The components of the House of Quality matrix are briefed, 
which can be easily understood and follow. The practicality of each component has to be studied. The 
implementation approach is suggested, and the outcome can be visualized as continuous improvement 
in customer satisfaction. The decision-makers get a clear awareness about their strengths, weaknesses, 
opportunities and threats (SWOT). A clear understanding of the technical correlations help the top-
level managers to implement QFD in a smooth manner 
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1. Introduction 

Over the years, hospitals have adopted various 
quality tools and methods to improve the efficiency of 
their services. Identifying the right tool and following 
the proper methodology is very important to maintain 
any quality improvement effort. It is valid for healthcare 
organizations also. This paper is about how Quality 
Function Deployment (QFD) can be used to understand 
customer requirements, prioritize organizational goals 
and fetch maximum benefits from the available 
resources. 

2. Evolution of CFD 

QFD approach was developed in Japan in the 
1960s. The aim was to understand the various needs of 
customers and design high quality engineered products 
to provide high value to customers. In 1970,  Mitsubishi 
Heavy Industries demonstrated the positive impacts of 
QFD on the world. According to Akao, QFD is a 
method to develop a design quality aimed at satisfying 
the consumer and then translating the consumer demand 
into design targets and major quality assurance points 
which can be used throughout the production phase. 
QFD can assure the quality of design even though the 
product is still in the design stage. The main objectives 
behind implementing CFD are, 

 

i. Prioritizing spoken and unspoken customer 
needs 

ii. Translating these needs into technical 
specifications 

iii. To build and deliver a quality product or 
service by aiming towards customer 
satisfaction 
 
QFD focuses on the following areas - product 

planning, part development, process planning, 
production planning and services planning. Over the 
years, many organizations have implemented QFD and 
have reaped benefits from it. Today, the use of QFD is 
not just limited to production or manufacturing 
organizations. Service industries have benefitted from 
this approach. QFD is now an integral part of several 
quality improvement methodologies like lean six-sigma. 
Healthcare organizations such as hospitals have adopted 
many tools to improve efficiency enhancement, 
including those practised in manufacturing industries. 
Studies show that healthcare organizations have 
benefitted immensely from the adoption of quality 
practices from other industries. 

 

3. Benefits of QFD 

It has been proved that QFD is an effective tool 
for various types of organizations. QFD is a rigorous 
approach to understanding customer requirements and 
translating those requirements into product or service 
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features, thus satisfying customer needs. It helps in 
providing the right direction to the organization needs. 

4. Components of CFD 

House of quality is the widely used approach of 
QFD. It resembles the shape of a house; thus, the tool is 
popularly called the House of Quality. It is a matrix that 
helps prioritize customer needs based on their perceived 
value and match those against how an organization can 
meet those requirements. The house of quality consists 
of the following components 

Voice of the customer - VoC 
Voice of the Business – VoB 
Interrelationship matrix 
Technical matrix 
Technical correlations 
Planning matrix 

4.1 Voice of the customer  
The left side of the house shows customer 

requirements. In other words, it means what the 
customers ask for in a product or service. Primary 
customer requirements are supported by secondary 
requirements to represent the primary needs in a detailed 
manner. 

 

4.2 Voice of the Business  
The ceiling of the HoQ represents the voice of 

the business or technical descriptors. It represents a set 
of tools and methods by which the organization is 
willing to meet the customer requirements. Further 
definition of the primary technical descriptors is 
achieved by defining a list of secondary technical 
descriptors representing the primary technical 
descriptors in a much-detailed way. 

4.3 Interrelationship matrix 
The relationship between customer 

requirements and the technical descriptors are 
represented in the interior walls of the house. The 
relationship matrix represents the degree of influence 
between each technical descriptor and specific customer 
requirement in a graphical way. 

Technical matrix 
The technical descriptors which are prioritized 

are shown in the foundation of the house. The 
prioritization is based on benchmarking, degree of 
technical difficulty and the listed target value. 

Technical correlations 
It refers to how the technical descriptors 

influence each other, which represents the roof of the 

matrix. It helps to identify similar technical descriptors 
which have a positive or negative impact on the 
technical descriptors, which might adversely impact the 
planning process 

Planning matrix 
It represents prioritized customer requirements. 

The customer requirements are prioritized based on 
several factors, including importance to th customer, 
target value, scale-up factor, sales point and absolute 
weight. 

 
5. QFD in a healthcare organization 

5.1 The Problem 
The routine health checking department of the 

hospital had been receiving several customer 
complaints, which made the overall satisfaction index 
low. The visitors, who were supposed to be 
asymptomatic, have different needs from patients who 
visited the hospital for specific treatments. The 
measures taken by the organization had not resulted in 
any significant improvement. 

5.2 The approach 
The management decided to carry out a study 

based on the QFD approach to understand people who 
visited the preventive health department.  The study was 
carried over for two months. The organization followed 
various methods like reviewing customer feedback 
forms, observing customer behaviour, structured 
interviews with 50 per cent of the total visitors. The 
customers were asked to rate the various parameters 
based on their perceived value and how they rate the 
service characteristics. Several brainstorming sessions 
were also carried out by the organization to identify the 
technical descriptors. Each customer requirement was 
thoroughly examined to understand how it has been 
correlated with the technical descriptors. A target value 
was set for each customer requirement. For the technical 
descriptors, a similar approach was followed. The 
requirements of customers were prioritized based on the 
target value, scale of factor and sales point. 

Similarly, the technical descriptors/business 
requirements were prioritized based on technical 
difficulty, target value, absolute weight and relative 
weight. 

6. Result 

 By completing a comprehensive analysis of 
customer requirements and the technical descriptors, the 
organization will be in a position to prioritize its actions. 
The organization can implement the recommendations 
in high priority areas. In the next few months, a steady 
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improvement in the customer satisfaction index can be 
recorded. 

7. Conclusion 

Organizations should prioritize the requirements which 
can have maximum impact on the outcome. Managers 
need to identify the right approach to solve a problem, 
keeping a proper balance between the available 
resources and the target requirements. QFD is an 
effective tool to prioritize decisions. 
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