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Abstract

With the rapid development of logistics in China these years, the competition between enterprises
is becoming more and more intense and the quality of logistics service is very essential to help the
company survive in the competition. In order to improve the quality of logistics service, this paper
uses QFD to improve the quality logistics service. Firstly, we analyze the characteristics of the lo-
gistics service; then introduce the use of QFD process and the construction process of its basic tool
House of Quality (HoQ); finally, we set an express delivery company in Langfang as an example to
introduce the use of QFD in improving the quality of logistics and it has achieved remarkable re-
sults.
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Bt 5 T A SR R B RO & R AT EL R T vz A, 3R E bR b 45 s K . 2015 4F,  FRIE P
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[1]. VLI MR IR S5 B mT S I IA) A A5 0 5k

Table 1. The main issues and proportion of consumer complaints about logistics service in February 2017

= 12017 £F 2 RiHBRERIFRIEMR S ERBE K AT S5

I i) HIF R 5 1% FRH K%
T 10833 41.4 24.6
ik k2% 8453 323 -10.0
PR S SH 4615 17.6 -26.3
el 1464 5.6 -39.5
e ik 55 488 1.9 -27.2
R B 131 0.5 -415
IieiEs 106 0.4 —44.2
Hof 51 0.2 —53.6
&t 26141 100.0 -6.5
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3. QFD &R AR ST PRI R
3.1. QFD By#E=&
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Figure 1. Structure diagram of HoQ
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Table 2. Customer needs and priority
= 2. BEPNERRIMER

HER R X B
i % S Bt 5 22.73%
TEFCIA 5 22.73%
LB ER 3 13.64%
L[S Pkl 4 18.18%
ks 3 13.64%
MRESRS 2 9.08%
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Table 3. The correlation between customer need and technologies
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Table 4. The correlation index between customer need and technologies

4 BRPERMBEARERBXAK

TR S1 S2 S3 S4 S5 S6 s7
Pz K i 15 5 45
HER I I% 15 15
LFRIB IR 27 9 3

e AEF 4 36 4 12
s 9 9
AR 6 18
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Table 5. Comparison among Z, X, Y for meeting needs
=5 BNRBERFERNIEE

izt B fist HERIFLI% E g ENS T {5 ) i A AR
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X 4 4 4 3 2 4
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Table 6. Comparison among Z, X, Y for technologies achieved
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S1 S2 S3 S4 S5 S6 S7

e 2 0.87 4 0.94 0.89 0
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Figure 2. The final HoQ
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