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Service Design Based on QFD-1PA Model
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ABSTRACT: In order to improve enterprises service quality, and promote the customers' satisfaction, it proposes a ser-
vice design method based on QFD-IPA model. Starting with systematic analysis of service design, and centering on how
to conduct service design effectively, QFD method is used to determine the weight of service quality factors, carrying on
the importance and performance analysis of key service quality factors which affect customers' satisfactions through | PA
model. Through the advantages and disadvantages analysis of all service quality factors by this method, it can provide
important basis for enterprises to cognition of their own situation and service design improvement. Moreover, we apply
this method to service design of 12306 ticket booking system, and prove the feasibility and validity of the method. It ex-

plores a new way of theory study and practical application for service design.
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Fig.3 Customer demand hierarchical structure of 12306 ticket booking system
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