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An education service in different levels is an intensely competitive business, especially in
higher education. Each institute has been trying to identify needs of their future students and
satisfy them. The expected outcome is the highest number of applicants for undergraduates. The
effective way to find the needs is to consider each process or technique of needs identification
from three groups of customers: future students, present students, and employers whether it is
practical. Unless the actual needs are addressed, it is hard to encourage future students t6 apply to
universities. The .quality function deployment (QFD) is therefore applied to identify the néeds by
analyzing the voice of customers (VOC). This technique divided into four phases presenting on a
cross relationship matrix. The phases are product planning, product design, process planning, and
work instruction development. As a result, the QFD can help to guide an apbropriate solution to
serve the needs.

After applying QFD technique, it is found that the top three customer needs are job
opportunities, curricula or course subjects, and salary after graduation. However, the needs of
future and present students are different from the needs of employers. This might be the cause of
poor counseling for high school or vocational students. In order to satisfy the needs, eventually,
thirteen process plans of education service are developed. The first three priorities include
academic services performance enhancement, human resource development and personal

potential enhancement, and teaching and learning standard development.





