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ABSTRACT

This study aims 1) to develop the quality of ceramic products providing customers’
demand by using Quality Function Deployment: QFD 2) to design the adaptation and
development of ceramic products by using Reverse Engineering in order to save time in design
and to be able to rapidly distribute the products with appropriate production costs for the products
which reach to customers’ satisfaction.

Research methodologies with applying Quality Function Development: QFD for
investigating how to adapt ceramic productions, particularly ceramic souvenirs and ornaments, to
reach customers’ satisfaction were started with data collection of customers’ demand in ceramic
products. Basic information of customers’ demand was collected with interviewing ceramic
distributors. Then target group of customers and target research area were identified in order to
create evaluation forms and Customer Satisfaction Index: CSI for assessing customers’ demand
and satisfaction. There are at least 50 participants from ceramic distributors and customers in this
study. The data of evaluation forms was analyzed by Part Characteristics for the purpose of
specifying format of product model. Additionally, to adapting and developing procedures was
employed by Reverse Engineering for creating product model to rapid development. To gain more

advance innovation for modifying new products with Reverse Engineering or imitating existing



products, plus adding enough Intensive Step was the way to create new ceramic product. Then the
new product was turned back to the customers for evaluating their satisfaction and comparing
product satisfactory after product development. A popular tool using for following up level of
customers’ satisfaction was Customer Satisfaction Index: CSI.

Data collection of customers’ demand was translated and rearranged to customers’
demand format by categorizing into four groups: quality of products, packages, market and
trustworthiness. After developing products with the idea of Quality Function Deployment: QFD
and improving quality of products, designs, applications and packages in order to gain the
products more valuable, plus improving marketing development, selling strategies, distribution
channels, customer services and trustworthiness, level of customers’ satisfaction was increased in
every factor. Customer Satisfaction Index of ceramic product after development was 91.70%
which was more than one before development, 42.70%. Moreover, the results of CSI presented

more than 80% of the study’s hypothesis.



