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The purposg of this thesis is to evaluate the level of service of carriers with a tool called “QFD
Technique (Quality Function Deployment Technique)”. The findings from the study will assist the
company to match its needs with carrier services available. The evaluation process starts with
gathering regular customers’ needs in transport services, and transforms customers’ needs into carrier
services provided. The survey shows that customers give priority to ETA concern factor, availability
of big lot shipment factor, ETD concern factor, minimum transport time factor, maximum free time
factor, and document accuracy factor, respectively. Then, deploy the carriers’ needs into the carriers’
service, and put the carriers’ past records and services into “The House of Quality” matrix and give
scores to the carriers’ service level. After that, weighted the scores with the level of important ranked
by customers through questionnaire survey. Finally, each customer need is revoked to test the

accuracy of the evaluation result.

The result shows that there is a significant different between levels of service of each carrier

and after revoking each customer need, still there is no significant change.





