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ABSTRACT

AccomplishmentofcontinuousimprovementcanonlybeachievedbytakinglntOaCCOunttheminimizationof

prospective deftctS that could result due to management and operationlevelnon－COmpliancesin maritime

education and trainlnglnStitution・Decision－making andimplementation ofprinclples should be continua11y

reviewed to ensure the quality objectivesarein process at trainlnglnStitutions，The mqor factors thatare

afftctingtheactualprocessoftraininglnStitutionlsqualityaremostlycausedbyimpalrmentOfteachingmethods，

notproperly deRnedlearnlng and understandinglevels fbrstudents，and theinadequate administrativelevel
COurSeprOgramSandcurriculums．

Thesefactorscouldactivateeducationa］effectivenessindependentlyorsimultaneouslylnterrelated．Then this

COuldleadtoincreasethenumberofcorrectiveactionsinacomplexmannerwhenthepsychologlCalfhctors

begintodealwiththetralnlngprOCeSSaSWell・AscientincapproachshallbecompulsorytoresoIveandprevent

thetrainingdeftctsfbrachievingqualityatMaritimeEducationandTraining（MET）institutions．

Itisalsoexplainedthatacademicstaffpotentialbackgroundsandtheirknowledgeintegritywiththeapplication

Ofmaritimeneldofstudiesplayasign摘Cantroletoensurethequalityofgraduates．Inthisstudy，thegeneral

termsofnonqcompliancemanagementintralnlngandeducationisproposed．Inthisrespect，theimportanceof

StatisticaltechniquesandevaluationmethodsareClearlyemphasized・TheoutputsofthlSStudyareproposedto

generaldiscussion and reviewwith the other Maritime Higher Education and TrainlngInstitutions on a
WOrldwidebasis．

Consequentlyltisalso proposed to carry out similar studies fbr the otherinstitutional member ofIAMU，

achievlngtheenriChmentofsamplingtechniquesandthecombinationofsmoothandefFtctivemaritimetrainlng

andeducationquality．

KEYWORDS：MaritimeEducationandTraining，StatisticalTechnique，AcademicStaffProficiency

l．Introduction

Fortheassuranceofmaritimesafttyandenvironmentalpollutionprotectiono叫ectives，STCW95Convention

requiresqualitystandardsfbralltraininginstitutionsinaccordancewithregulationI／8（IMO．1995）．Theexisting

regulation requlreS that the effbctiveness measurements should be carried out atal11evels ofthe tralnlng

institutions．Inadditiontothatfbrtheestablishmentqualitymanagementsystemstandardsinmaritimetralnlng

and education，it suggests to utilize recognized academic accreditations or quality standards body or

GovernmentatagencieswhiledefiningthecriteriaofindependentreglStrationorcertificationbody．

Themain o叫ective ofthequality standardis to train and certifythe crewmembersin an emcientcontinual

improvement approach complying with the requlrementS OfIMO Conventions such as SOLAS，MARPOL，

STCW，COLREG，LOADLINEandILOamendmentsetc．

Itisobviouslyseenthat，qualityassuranceofaMETinstitutionbecomesmuchmorecomplicatedwhensaftty，

environmentandqualitymanagementcriterianeedtobeintegratedintotheexistingdynamicprocessesofa

tralnlnglnStitutionwhiledefiningtheknowledge，understanding，Skillsandcompetence・Assessmentactivitiesof

ー69－



allMETinstitution，sManagementandOperationalLevelson aworldwidebasisputothercrucialconstraint

CauSedbydiffbrentnationalbackgrounds．

Thequalitymanagementterminologyneedstoexplainedintermsofmaritimeeducationandtrainlngpr10rtO

de丘netherequlrementSOfSTCW－95A－I／8・Inthisconsiderationtherelationshipbetweensupplierandcustomer

additionallytheproductthatisprovidedbythesuppliershouldbeindicatedinordertode甫netheassuranceof

qualityinthegeneraltermsofqualitymanagementliterature．

Actuallythemaritimestudentisnotaproduct・Theproductistheeducationofthestudent．Inthemanufactureof

thisproduct，aSwithanyotherproduct，itisessentialthattheworker（Student）beanactiveparticipantinthe

designandcreationoftheproduct・Thestudent，WhoistheperSOnWhostayswiththelearnlngprOCeSSlongest，

Shouldlearntobecomethecomanagerofhisorhereducation・Thismeans，aCCOrdingtothetenetsofquality

management，thatthestudentshouldbeinvoIved，COnSCiouslyandwithskill，in【hecontinuousimprovementof

theprocessesthatcreatetheproduct・Thecustomersfbrtheeducationofthemaritimestudentareseveral・They

are，inorderofimportance，

1・Themaritimestudent，Whomustlivewiththeproductfbrtherestofhisorherlift．Thestudentmustbecome

thec0－managerOftheproductionoftheeducationand，havingsuchapersonalstake，muStbeconsiderednrst

WhenattemptlngtOdennewhatitmeanstohavequalityineducation．

2・Themaritimestudent’sparentSandimmediatefamilywho，inmanylnStanCeS，arepayingfbrtheproductand

mightalsolivewiththeresultsfbrtherestoftheirlives．

3・Potentialemployerswhowi11relyontheeducationofthestudentaftergraduationtoachievethepurpose卑Of

山eirente叩rlSeS．

4・Societyatlarge，Whichpays a substantialproportionofthecostoftheeducation and requlreSthefuture

partlCIPationofthestudentasacitizenintheoperationofgovernment，aSaCOntributortothegeneralwelfareof

SOCiety，andasataxpayerwhowillsupporttheeducationoffuturegenerationsofstudents．

2．Identificatiomof‘Quality’Conceptand VariousExpectations什omMET（S）

Afterdenningthebasicinterrelationshipbetweensupplierandcustomer，itisneededtodefinespecialboundary

COnditionsofMET・Inshippingbusinessthemanagementoftrainingandeducationcanbeconsideredasthe
technicaland the commercialmanagementofmaritime activities．Thenewregulations or rules thatwillbe

establishedbylMOhavetobetakenintoaccountasaresearchworkandtherequlrementSOfnewruleshaveto

be amendedin relevant department curriculumin an efficient manner．Aswell as the Port State Control

parameters and the effbcts of these parameterSin shipplng enVironment cause rapidly positive change

improvementsofshipmanagement・Asaresultlecturer’SacademicresearchhastopolntOutpOrtStateCOntrOl

inspectionresultsandtheclass摘cationsociety’ssurveyrequlrementSthatcompliesthestatuarycertincationof

VeSSels・FromtheCommercialsideofshipmanagement，thecharterer，scomplaintsandtheconditionofclauses

incharterpartydirectlyaffbctstheclaimhandlingprocess．ThemarinecasualtiesorcargOdamagesthathavethe

directsign摘Cantimpactintrainlngneedsmustbeconsidered．

Themaritimeeducation and tralnlngCanbedennedas asetofinterdependentprocessessuchas teaching，

learnlng，reSearChingand resourcesincluding human，materialandinfbrmation thatfunction harmOniouslyto

achieve speC浦ed educational o句ectivesin the means of ensurlng marine saftty and the protection of
envlrOnment．

InthisaspeCいhemaritimestudent－sroleduringhisorhereducationplaysaslgnificantrole，Whileobtainingthe

OutputSOfrequlrementSthatismentionedinSTCW－95ConventionA－Lr8．Themanagementofqualityandthe

assuranceofcustomersatisfactioncouldonlybedennedinasufncientmannerwhenallspeCincationsandthe
boundaryconditionsoftheproductisclearlydennedandwellmanaged．

Thetralnlngandeducationconceptcanbeanalysedinfburcategoriesfbrdeterminingthegeneralexpectations
andreachingtocustomersatisfactionphilosophy．
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a．Knowledge，Whichenablesthepeopletounderstandwhattheylearninrelationtowhattheyalreadyknow

（Bloom，1996）．Knowledgeisbothpracticalandtheoretical・TheoreticaIknowledgeprovidesthepeoplewiththe

abilitytogeneralise什omunlqueinstances・Withtheoreticalknowledge，peOPlecanaccumulatelongyearSOf

experience such as twenty years．Otherwise，with only practicaIknowledge，peOPlewillhave only one year

repeatedtwentytlmeS．

b．Know－how，WhichenablespeOpletodoandhowtoact・Know－howtakespeOplepastmerelyunderstanding．
Know－how enables people to put knowledge to work（Bloom，1996）．Know－how diffbrs signi且cantlyfrom

knowledge．KnowledgecanbeorganisedintointellectuallytightlCOmpartmentS，andthesecompartmentSmaybe

taughtasasubjecton tothemselves・Know－how，Ontheotherhand，requlreSthepurposefulorganisationof

knowledgefrom manydiffbrentareas oflearnlng・Asknow－howisextended to higherand higherlevels of

accompIishment，itrequlreSeXtenSiontomoreandmoreareasofknowledge．When teachingknow－how，itis

irnpossibletoputboundsontheareasofknowledge，Whichwi11beencompassed・

C．Wisdomistheabilitytodistinguishwhatisimportantfromwhatisnot（Spanbauer．1987）．Wisdomenables

peOpletosetpr10ritiesonhowtouseresourcesoftime，energy，andemotion．

d・Character，aSStephenCoveyhassaid，isacombinationofknowledge，know－how，andwisdomcoupledwith

motivation（Bloom，1996），People often recognise the development ofcharacter by certain character traits，

amongwhichmightbelistedas‥honesty，lnltlative，Curioslty，truthfu1ness，integrlty，COOperativeness，abilityto

WOrkalone，abilitytoworkingroups，Self－eSteem．ItisupeachMETinstitutiontoidentifywhattoincludein
eachofthesetburcategories．Itappearsthatinmaritimeeducationandtrainlng，attentionisglVenOnlytothefirst

Ofthefburcategories，WiththelasttwonotevenglVenlipservice．

In maritime education thelecturers often believe，that aHhe universltyleveltheir sole dutylS tO develop

knowledgeandpassitontothenextgeneration・Thedevelopmentofthestudent－scharacterisnoneoftheir
business．

Thelist ofknowledge that students are expeCted to acqulreis usually acomposite ofwhatis required fbr

accreditation and whatthe METinstitution decidesitself・In general，the accrediting authorities shouldpay

attentiontothedevelopmentofeitherwisdomorcharaCterinaccordancewiththegoalsfbreducationinthenew

CenturylikeCAEB，ABET，CHEAetc．Inthisrespect，thetrainlngandeducationsystemrecognisedtheexistence

Ofanumberofsupplier．customerrelations，aSShowninTablel，

Tablel，Customer－SupplierrelationsinEducationandTrainlng

C ustom er Supplier SerYices
Students T eachers

A dm inistrators

Faculty B oards

System M anagem ent
C urriculum D esign
Counselling
L eadership
M aterialsand Equipm ent
System developm entand analysIS
M aterialsand equlprnent
Policy

Teachers A dm inistrators M aterialsand equipm ent

Parents Faculty system K now ledge， Wisdom ， know－how　 and

characterofstudent
Industry Faculty system K now ledge， wi sdom ， know－how and

Characterofgraduates

3．PrincipalsofManagingQualityinTrainingEnvironment

3．1Thedi鮎rencebetweenttaturesandquality

IntheapplicationofqualityprlnCiples，itisimportanttodistinguishbetweentheconceptsofftaturesandquality・
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FeaturesarewhatthelecturerputintotheproducHodistinguishitfromotherproductsandtoappealtothe

PeOple fbr whom the productisintended．The kinds ofkJlOWledge and know－how that areincludedin the

Curriculumrepresentthefbaturesoftheeducationalprogram．AMETinstitutionmayboast，fbrexample，lhe

excellentlaboratoriesandworkshopfacilitiesforstudentuseormaytoutitscomputerfacilitiesandinternship

PrOgramWithindustry，thesearefbatures．Quality，Ontheotherhand，hastodowiththewaythefbaturesare

delivered．Laboratoriesmaybe unkempt，equlpmentmay nOtalways work，theinstructionsmay be poor，【he

internshipinindustrymaybejustanexcusetosendthestudentsawayfbratimeandallowthemtoearnsome

moneywhiletheinstitutionconsults．

3．2Thedif鮎rencebetweenteachingandlearnlng

TeachingoccurswhenthelecturershowthestudenthowheorshesoIveaproblem．Learningoccurswhenlhe

StudentngureouthowtosoIvetheproblem．Qualitymanagementineducationshouldbeconcerned with the

improvementofprocesses，teaChingandlearnlng・LearntngCanneVerbeseparatedfromthemotivationtolearn．

OneofthemostpowerfulprlnCip）esoflearnlngisthis・Lecturerstherefbreshouldpaygreatattentiontocreatlng
ahealthysituationinwhichthestudentsftelaneedtoknow．AcommonmistakeinteachinglStOCreateaneedto
knowthroughfbar，fbrexampleannounclnganimportanttesttobegiveninthenearfutureandemphasislngthat
gradeswillbestronglydependentupontheresults・Thisistheaspec【ofeducationthatmadeEinsteinsaysthatit
WaSOnlyafterhiseducation thathecould begin tolearn（GallagherandMary，1993）・EdwardsDemingis
explicitonthispolntandsaysthatftarisdestructiveofeducation・Atbestitproducesconditionedrefkxes．At

WOrSt，itgeneratescynicismanddisgustwitheducation（GallagherandMary，1993）．

3．3Theroleoftestsandexaminatioms

Qualityleadersinworldcommercehaveeliminatedtheneedfbrnnalinspection，SOShouldtheaimofacademia

betoeliminatetheneedtbrnTlalexaminationsineducation（Deming．1986）．FinalinspeCtion used【obethe

methodwherebyamanufacturerattemptedtoassurethecompanyanditscustomers【hattheproductwasfitfbr

use．Itseemedlikeareasonableapproach，and，fbrmosteducators，theconceptofannalexaminationseems
rationa1．Inindustryltisた〉undthatrelianceon爪nalinspectionincreasescost，PrOducesinfbriorproducts，and

maskstheinefficienciesoftheprocess．

AsOnewhohasbeenanexecutiveandhashadtorelyontheeducationofemployees10prOducebetter，mOre
COmpelitiveproducts，WhateveryenglneerlngeXeCutivewilltellthatmostoftheemployeesdonotknowhowto
makeuseofthematerialstheystudiedinschool・Mostuseonlyaverysmallfractionofwhattheyhavebeen
taught．TheemciencyoftheteachingandleamlngprOCeSSisloweducation，fbrmoststudents，isgettlngpaStthe
ne7’teXamination．Forexamplewhentheteacherasks，’’Arethereanyquestions？”andthe丘rstquestionisalways，

”IsthismaterialgolngtObeonthetest？’’ManyeducatorsarebeginnlngtOunderstandthefbllowlngPrlnCiple

withregardtoexaminations．

TheonlylegltlmatePurpOSeOfanexaminationistoenablethelecturerandlearnertodecidewhattodonext．

WhatisimpliedinthispnncipleisthaHhelearnlngprOCeSSShouldbeaprocessofconstantimprovementinthe

acqulSitionofknowledge，know－how，wisdom，andcharacter．Theassessmentsshouldbedesignedtoprovide

fbedbacktoboththestudentandthelecturerasameanstoimprovetheprocessesofteachingandlearnlng．The

StudentshouldusethefbedbacktoimprovethelearnlngPrOCeSS．Thelecturercanusetheinfbrmationtohelpthe

Studentimprovethewaythestudentlearns．Sinceeachstuden【mayhaveadiffbrentstyle，Studentsshouldbe

encouragedtoperfbrmtestsandtomeasuretheresultsofdiffbrentapproaches・

Thelecturershouldusethefbedbackh・Omallstudentstoassesstheeffectivenessoftheteachingprocessandto

improveit．At the beginnlng Ofthe semester，thelecturer should discusswith the entire class thelist of

COnlpetenCiesandthelevelofmasteryexpectedR）reaChcompetenCy・Thestudentsshouldparticlpatein the

discussion ofeach competency；how they，themselves，Willknow theirlevelofcompetency；how theywill

demonstrateit；howthelecturerwillassessit；andwhatthelecturerwi11dotohelpthemachieveit・

4．EstablishmentofQualityActivitiesinMETInstitutions

Qualityactivitiesarenecessarybecausetheirsuccessfu1implementationwillenableMETinstitutionto：

・　reaCtquicklytocustomerneeds．BydetermlnlngCuStOmereXpeCtationsand surveylngSatisfaction，MET
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Institutioncanbecomemoreresponsivetotheneedsofitscustomers．

fbcuslimitedresourcesonactivitiesthattru1ysatisfycustomerneeds．Withdataandinformationregarding

CuStOmerSatisfactionareaSMETinstitution can eliminate services thatare nOt key drivers ofcustomer
Satisfaction．

makeimprovementsin a systematic way・Engaglngln the problem soIvlng PrOCeSSwillenable MET

institution to analyse fhcts and base actions on facts and test results．thereby becomlng mOre efFbctive

Organisation．

●　engageandusethecreativeabilitiesfbrallmembers・Anefftctivequalitylmplementationstrategyinhigher

educationwi11invoIveallcommunltymembersinthecontinuousimprovementandch■angeprocess・

FocusonimprovlngprOCeSSeSWhenresultsareunacceptable，METins【itutioncannowchart，trOubleshoot，and

modifythe processes that deliver those results・Inindustry，a focus on the productis perhaps the most
Straightfbrward application oftotal quality because product characteristics are relatively easy to measure，

monitor，andimprove・SupportservicesareSlowertoadoptqualitymanagementprlnCiples・Inhighereducation，
itisseen thatprogressionin theoppositedirection．Theproductofeducationisdeliveredin thecurriculum．

CurriculumisthedomainoftheMETinstitutionwhomayresistchange．Resultscanbedimculttomeasure．

AsaresultthesupplierandthecustomerrelationshipandthecustomerexpeCtationsneedtobeinvestlgatedin

moredetailedapproach・Forthisreasonitisessentialtodennethecustomerofhighereducationandtraining
institution・ForthispurposethecustomersofhighereducationareillustratedinFig．日ntermsofinternaland
externalenvironment．

Fig．lCustomersofhighereducationintermsofinternal＆externalcustomer

AsFig・2details，Whatis requiredis atwofold quality process，One that addresses not only basic offbrings

（Curricula），butencompassesadministrativeprocessesaswell．ByunderstandinghowMETinstitutioncandeliver

enhancedservice（bydeterminingwhatMETinstitution’scustomerswouldliketoseeinthefuture）．Eventually

WhatwasinitiallyanenhancedservicewillbecomepartOfeitherthebasicofftringorsupportserviceinorderto

yieldhigherlevelsofcustomersatisfaction．Thisalsowi11enabletheinstitutiontoprovideproductsorservices

thatcompetitorinstitutionsdonotcurrentlyofftr，Whichyieldscompetitiveadvantage．

AdoptingtotalqualitynecessitatewillglVeupOWnerShipofthecurriculumbytheMETinstitution・Itwillrequlre

COnSideration and accommodation ofthe needs ofmultiplecustomergroups．Nolongercan METinstitution

Simplysaythecurriculumistheexclusivedomainoftheinstitute・METinstitutionwillneed todevelopand

modify curricula according tolnput，data，andinformationfrom customer segments，including students，

employers，andparents．Inaddition，METinstitutionwi11needtobecognlZantOftheconnection betweenthe
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Classroomandco－Curricularstudentdevelopmentopportunities・

ProfbssionalserviceprovidersmustdevelopmoreefftctivestrategleStOengagetheprofbssionalsintheadoption

andimplementationoftotalquality・TheclassicimplementationstrategylnindustrylSatOP－downapproach・

WiththisstrategythereistyplCallyafu11－SCale，Organizationwidetotalqualitylaunch・Train．nglSCOnducted，

teamsarelaunched，andallemployeesareexpectedtobeinvoIvedwithinarelativelyshortperiodoftime・

Fig・2Atwo－fbldtotalqualityfocus

AmaingoalofthequalitydepartmentinMETinstitutionisthedevelopmentofanorganizationalinfrastruCture

tofhcilitatetotalqualitylmplementation・Themodel，tObedetai1edfbrMaritimeEducationandTraining，uSlng

theShiba’sapproximation．Spec摘celementsofeachoftheinfrastructureareasareasfbll〇WS．

1・GoalsettJnglnVO］vesarticulatingwhatMETinstitutionwanttoachievewithrespeCttOtOtalquality・This

includesresultsaswellasprocessrelatedgoalS・Thiscanbeachievedthroughtheincorporationofqualitygoals

intothecurrentevaluationsystemandpreparationofastrategICplanfbrqualitythatincludesspecincgoalsfbr

thenextspeC摘edterms．

2・OrganizationsettlnglnVOIvesdeploylngthenecessaryresourcesfbrimplementation・ThiscouldinvoIvesettlng

upadepartmentwhoreportstothehighestlevelintheorganization・

3・TrainingandeducationinvoIveenablingpeoplewithtooIsandtechniques・Decisionsmustbemaderegarding

thecontentandlengthoftrainingbasedupontheindividualneedsoftheinstitution・Asignincantproportionof

thetrainlngisdedicatedtoeffbctivemeetlngSkillsIinordertoenableamoredisciplinedandefftctiveprocessfbr

meetlngS．

4・PromolioninvoIves，neWSletters，andotherwrittenmaterialsaswellasvisualdisplaysandpromotionalevents

toplqueinterestandenthusiasm・METinstitutioncanalsosubmitinfbrmationonqualitylnltiativetothestudent
andemployeenewslettersonaregularbasis．

5・Diffusionofsuccessprocessisamechanismtolearn危・OmOthersandincludescommunicationofspecific

meansandresults，themethodologyappliedbyparticularteams，andsofbrth．

6・DiagnosisandmonitoringinvoIvesaplan－do－Check－aCt（PDCA）cycleoftheoveralltotalqualityinitiative，

Whichallowsmodificationifnecessary・AsaresultofinitialPDCA，METinstitutioncanstartworkingmore
Closelywith the cabinet oninspeCt川g the process andfurthering team motivation・Additionaltrainlng

OppOrtunitiesinresponsetoemployeeneedscanbedeveloped．
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QFD（QualityFunction Deployment）isanチpPrOaChtooperationalisingtheconceptofcustomerfbcusfbran
entireproductorservicelineinanorganizat10n・TheQFDprocessensuresthatcustomers－needs，eXpreSSedin

CuStOmerS’ownlanguage，becomethebasisfbrdennitionofaproductorservice・Theseneedsaretranslatedinto

Operational］ydefinedcharacteristics，withtargetvaIuesanddetailedplansfbrachievingthoseva］ues，QFD’S

purposeistoensurethatquality，aSdemandedbythecustomer，isincorporatedintoeachstagefromdennitionto

deliveryoftheproductorservice（Axland・1991）・

IntroducedbyYqjiAkaointhelate1960S，QFDwasusedinJapanintheearly1970sbyMitsubishiandToyota

toimprove the quality oftheir products（Robinson etal・1991）・Because ofits successinJapan，American

COmPaniesrecentlyhaveshownagrowinginterestinQFD．

Atthispoint，METinstitutionhastodecidetoR）CuSattentionononeofthebroadlydennedcustomerdemands，

realizingtheeffbrtrequiredtoaddresseachdemandwouldbeslgn摘cant・Althoughitisimportanttoeventually

attempttoaddressallcustomer－identifieddemands，initiallyoneortwoprlOritydemandsshouldbetargetedfbr

immediateadditionalanalysis．InsettlngPr10rities，itmustbeconsideredtherelativeimportanceofeachdemand

tothecustomer，thedegreetowhichtheorganizationcurrentlyissucceedinglnmeetlngthedemands，andthe

interrelationshipsamongdemands．Thegoalistofbcusnrstontheoneortwocustomerdemandsthatwillresult

inthegreatestperceivedandactualimprovementinservice・

ToassistinsettlngprlOrities，itisusefuHoconsiderrelationshipsamongthebroadgroupsofdemandsidentined．

One way to understand these relationshipsis to construct aninterreIationship digraph．Fig．3displays the

interrelationshipdigraphfbrbroaddemandedstudentcharacteristics・

Notifyingthecategoryl’understandingofreal－WOrldissues一’hasfburarrowspolntlngtOOthercategories．This

SuggeStS thatifchanges could be made toimprove this category，【hese changes would affbct fbur other

CategOries：一’ability to analyse and synthesize，H Hability to recognlZe and soIve problems，一‥lknowledge of

COmpetitivestrategleS，．landHrenaissancepeople・llThus、basedonitsrelationshipswithothercustomerdemands，

”understandingofreal－WOrldissues”isasstgnedahighpriorlty・

Fig・3InterrelalionshipdigraphforbroaddemandedstudentcharaCteristics・
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AsaresultQFDisaprocessbywhichcustomerrequirementsaretranslatedintodesignfbatures，SpeCincation予，
andoperationaltargets．Customer－perCeivedvaluedrivestheprocessfrombeginnlngtOend．InthisstudyitlS
illustratedhowtodeterminebroadcustomerdemandsandhowto usethesebroaddemandsasabasis toderive

morede（ailedrequlrementS．Itisshownhowtodevelopmeasurablecharacteristicsthatarecorrelatedwiththe
detailed demands and how to summarize the correlation’s between the derived measurable values and the

CuStOmerdemands．

Finally，itisindicated howtosummarizeallthisinfbrmationin amannerthatis usefulfbrdevelopmentof

improvementpIans・ThisisonlythebeginnlngOfaprocessofcontinuousimprovement．Eachsubsequentcontact

Withthecustomerisanotheropportunltyfbrthesuppliertore－eXaminetheproductorserviceinlightofcustomer

requlrementSandtomakechangesasneeded．

ThestrengthofQua）ityFunctionDeploymentcomesfromitsabilitytocaptureacustomer●sneedsandtomake

themdriversofallprocesses，什omdesigntodeliveryofaproductorservice．Byitsnature，QFDinvoIvesthe

METinstitutionseekingtobringaboutchange，enablingindividualmemberstodiscoverwaystocontributeto

theimprovementofaproductor service．Customerneeds andperCeptlOnS Ofquality change，requlrlng the

Suppliertolnqulreandlisten，eXamineagalnandagaln・
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