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48925763 : MAIJOR: MASTER OF INDUSTRIAL ENGINEERING; M.Eng.
(INDUSTRIAL ENGINEERING)
KEYWORD : QUALITY FUNCTION DEPLOYMENT/ TRAINING SERVICE/
CUSTOMER COMPLAINT/ CUSTOMER NEED
SURACHET SUNGKAEW: THE STUDY OF CUSTOMER NEEDS FOR
IMPROVING TRAINING SERVICE USING QUALITY FUNCTION DEPLOYMENT.

ADVISOR: RUEPHUWAN CHANTRASA, Ph.D. 120 P. 2012.

The objectives of this independent study are to study the customer needs and to
propose the guideline to improve the operation of training service in order to increase customer
satisfaction. The research began with collecting customer needs from 50 participants who
attended 7 training curriculums in the sampled training institution. Data were collected via
personal interview and questionnaire. The Quality Function Deployment (QFD) was applied to
identify customer needs by benchmarking with the competitive institution. The specification
requirements of the training service were established. In the final step, the guidelines for training
service improvement were developed. Results from the study showed that customer satisfaction
on the current training service had a score of 4.07 out of 5. The 5 significant customer needs were
1) qualification of knowledge and capability of the trainer, 2) service intention from the
supporting staff, 3) curriculum contents that match customer needs, 4) appropriate training fee
rate, and 5) readiness and availability of the training room and facility. The guidelines for
improvement proposed in this research are 1) to well define the standard qualification of the
trainer, 2) to improve service mind of the supporting staffs, 3) to develop and revise curriculum
regularly to truly serve the customer needs, 4) to analyze and define the appropriate training fee

rate, and 5) to establish standard work procedure to manage training room operation.
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Flow Process Chart
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Flow Process Chart
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