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Abstract

Now a day, increasing of competitive business is focused on customer’ s satisfaction. That is why the essential
tools are being discovered. QFD is one of them that can be widely applied by everyone because of its convenience
use. Besides the result of this tool is on high level of accuracy. It is suitable to design products or services by using
QFD in order to access customer s satisfaction.

Therefore, the objectives thesis are to study and implement a QFD concept in order to search for real customer
requirements in a bakery shop. The result of this study indicates real customer needs and help the bakery shop’s owner

improve his service operation.
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