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Abstract 1 7 9 8 3 9

This thesis has improved the quality in service of logistics business to response to improve
customer satisfaction and to decrease complaints in the company. The researcher chooses the
battery logistics as a prototype because this product has a number of complaints and more
expensive than other products. The objective of this research, therefore, is to enhance customer
satisfaction quality by using four-phase Quality Function Deployment (QFD) technique. The
scoring model in relation matrix of QFD technique may contain bias from evaluator, some hence
the researcher uses an Analytic Hierarchy Process (AHP) for rating in relation matrix because it is
able to measure the consistency of the decision. The thesis begins with transforming Voice of
Customer (VOC) into four-phase models as following: 1) Product Planning, 2) Design Deployment,
3) Process Planning and 4) Product Operations Planning to become Procedure Manual. The results
have demonstrated that the customer satisfaction score has been increased from 6.59 to 7.83 or
increasing 18.82%, monthly complaint rate decreased from 3.73 to 0.33 or decreasing 91.15%. In
addition, complaints rate per logistics transport per month is decreased from 0.0078% to 0.0007%
or decreasing 91.03%.
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