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ABSTRACT

The research aim is to study the present status of users’ satisfaction and their needs, as
well as carry out the Quality Function Deployment (QFD) as a guideline for the development of

Private Car Inspection Provider.

The data of this study has been collected mainly from questionnaires and interview. The
data was analyzed through the use of means, percentages, and standards deviations using SPSS

11.5 software.

The results of this study indicated that the needs of users to develop the Private Car
Inspection Provider were generally high and the current satisfaction was also high. Then, the
users’ needs were analyzed by using Quality Function Deployment (QFD) and were applied to
create techniques to respond to the users' needs. After that, the House of Quality table was
elaborated in order to analyze and prioritize the techniques, and the way to develop the Private
Car Inspection Provider was determined. It was found that the technique received the highest
scores was the use of Personnel management because human resource was importance for service

business.



