(% a\ t%4 a wAa = d' A v d' A v
msﬂsuﬂga@mmwamusmsmamaaﬂguﬂmsﬁaumﬂmmmmm Tﬂﬂﬂ1‘5yim]ﬂ1ilﬂiﬂﬁﬂ~l®3ﬂ
AMMNUINMT SERVQUAL waznyusaesveanlu 1 QFD
Service Quality Improvement of Calibration Laboratory by Integration of SERVQUAL and Kano’s

Model into QFD
a ] v A 2
UMW INTYYNDY LAz ﬂﬂ@lmgm

unAage
aw Aao ¢ A o o = Y a a A A o
NuITslTTaglszasamedaszauanuiane lalumsliusmsmsdeviisuinsoaliotauas 1akUNs
UsvdyaazWannguaimmsusmsvesiesdjiamsaeniisunseiiodaioidusunduins Tasldinsesionis
A A A o o = Y a °
Aunw 2 Uszianioe nsededaszaunnuiianelalums1duinms SERVQUAL uazunusiassvoinilu (Kano’s
9 ' 1
Model) #&2¥1M5AATIZHIZAUAUNINAMUUVTIA0INT 2 HUUAILAA LU Y TIMsuDuTIaoaiiowa 18w
< 9 9 ) o a Y A a . . =2 g 4 A
ihdeyatlowdn lidiarumaiianmsnszoieniiNiFagann (Quality Function Deployment: QFD) duiluiaseiiose
a ' @ a 5]
Tumsmlasanudesmsvesduildusns Il gmseenuuuanaumy mswanms Idusmsmsdeuiion 91nmsny

9

Foyanguaregsludivesdnnlduimssau s4 51 wud szavanuianelalums1iusnms SERVQUAL dunld
a = ] o I Ao 1 ~

vimsiianuianels daunundiassvesnilu (Kano’s Model) Usziauguaimniasgluilszinn Must-be ido el

ANUAIAYBNIWINIITUITINAY QFD Aodnimiaseslonaininmiumsdeuiioveglugnmndmiowauuaz lu

H 9 H
enuHamIdouiisuiinnugnaesnsuduuazinesnss viniwhmsysanmsuuuiiaswdninnlamig QFp

A o o A

A A [ Y Y o a o 4 9 S 1 A
W\Iﬁﬂ 1 ﬂﬂﬂ”liﬂﬂﬁ”l‘].lﬂ]'ﬂﬂ?ﬂuﬂﬂ”lﬂl‘ﬂﬂuﬂ ﬁ”lﬂﬂJﬂ@ igﬂ‘]Jﬂ'J’lllqﬁ,lLﬁgl"U11%11&\111&ﬁ@ﬂlﬂﬂﬂllﬁﬂ$ﬁ’lm1 TONANNIND
9 Y a Y A Ay Y o a ) A A o o
izﬂumﬂ‘ﬂmmim&mmmmmmu mﬂsu’e)ﬂmuﬂmﬂmﬂuﬂuﬂmmg QFD W‘Iﬁﬂ 2 ADNIINHUANUANHUSVD
o o A

' { A a ' a Y 9
ﬁ'\luﬂigﬂﬂﬂ‘ﬁﬁ'lﬂiy’ﬂﬂ ﬂﬁ&’ﬁﬂﬁﬂ1W1uﬂ]iﬁﬂﬂ‘ﬂiuﬂqﬂﬁ?ﬂﬁ iﬂﬁaﬁlﬂﬁ@ ﬂ'lﬁﬁ\uﬁﬁllﬂ'lﬁWﬂlu']ﬂf]']llgﬂ?]'lilﬁ'liﬂﬁﬂﬂlﬂﬁ

AAINT

o_o 4 o Y A a o
Mani y: m‘%mﬁammmmw, !L“]J”Ui]']ﬁ'E'NEU’ENﬂ'IIH, ﬂ'liﬂi%i]']ﬂﬁu'lﬁl‘]ﬁﬂmﬂ'lw, NITYIUINITUVVIIAN

Abstract

The objective of this research is to measure calibration service’s satisfactions and to plan for improving the
calibration laboratory service to present for organization administrator using quality management tools. SERVQUAL and
Kano’s Model. Quality levels are integrated and used as input to Quality Function Deployment (QFD). which is a structured
approach to define customer needs and translate them into specific plans. Collection of 54 samples are showed that service
users as satisfactions due to SERVQUAL. After calibration the instrument is in good condition as before and calibration
report is accurate and complete. It’s must-be quality attributes from Kano's Model. The value from integrated model are into
QFD phase 1 to acknowledge that “knowledge of calibration fields” These are importance technical requirements and
enthusiastic service and put into QFD Phase 2 is to acknowledge that training efficacy and development of knowledge and

skills.
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