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13e2:QFD Exercise – Low-go Airlines  
Introduction

LowGo is a new low cost no frills airline that has just been set up in Kuala Lumpur, providing international flights operating to and from several airports both within South East Asia and globally. The company is especially keen to use QFD to help it decide what design elements it should be most focusing on, so that the airline competes effectively with others in the market when it launches at the end of next year. 

Your task today is to do the ‘central matrix’ part of the QFD (as time will not allow you to complete the whole QFD house of quality matrix) and from the analysis make recommendations to the company. 
Part 1: Identify Customer Groups
Your first task is to identify factors that you believe are important and convert them into critical to quality characteristics, i.e. that are very important for you - as a group of customers - flying with an airline.    Each person in the group should try to represent a different customer group likely to be flying with LowGo airline – e.g. business person, family going on holiday, a backpacker travelling the world.  The priorities you select for your representative ‘group’ might be different for each of you.   

Part 2: Brainstorm and shortlist customer needs for an airline

For example, it might be that most important thing for you is to….. feel safe during the flight, get to your destination on time, have your baggage arrive at your destination, be presented with a nice meal on the journey, get value for money or be provided with entertainment on the flight.  There are many factors to choose from, so you should choose those that you agree as a group are important.
List the requirements or needs you might have as a customer (brainstorm up to 20  requirements from which you can select up to 7 that you all agree might be useful)
Express your requirements in a statement “I want to…..” or  “I want to be able to…….” e.g. Safety is not a requirement – I want to feel safe when in the air is a requirement.
When considering your needs, remember to take into account the whole process from a customer’s perspective. This might include booking a flight – getting ticket/eticket – check in – boarding – flying – arriving – collecting luggage etc. 


Part 3: Prioritising the Requirements
Once you have brainstormed your list of requirements and worked out how you are going to measure them, the next stage is to prioritise.  Use the pair-wise comparison technique you have recently learned about to prioritise and record in the figure below.
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Part 4: Brainstorming the Key Design Elements of an Airline 
The next stage is to put yourselves in the shoes of the Airline itself.  [Don’t think too much about ‘customer needs’ at this stage. You will come back to them later in the exercise].
What are the important elements the Airline will have to build in to the design to ensure that they meet the customer’s expectations i.e. what are the important design requirements?  
When people think of designing an airline, their immediate reaction is to think of the aeroplanes. But, there is much more to it than that!  You might need to consider how you will address some or all of the following:

· The type of aircraft you use and how many will you need? Large aircraft can transport more people,  but will cost much more to run and may only be able to land at certain airports. 

· How you will fit out the aircraft?  Maximising seating versus providing sufficient legroom? Creation of ‘atmosphere’ such as mood lighting? 

· What about the entertainment needs – will you have state of the art seat infotainment?   Will people have access to wifi? Can they use their own devices? What will you provide in the way of entertainment and information for passengers? 

· Catering and food – some airlines offer the basics, but others go out of their way to provide a culinary experience that rivals well known restaurants. 

· The staff themselves – you’ll need to hire (and keep well trained) qualified airline pilots and flight attendants whilst in the air, but also you need to ensure you have competent check in and gate checking staff to ensure efficiency and courtesy to passengers.  

· The baggage handling ‘system’ – and where does it start and stop? 

· The check-in process – how much of this is done online these days and could it change? 

· An airline’s website these days is very important to provide information prior to booking – on routing, timetables and schedules, luggage allowances, loyalty schemes, giving feedback but also for booking and issue of tickets, checking in online, information en-route to the airport and at the airport itself.

· The scheduling and code sharing arrangements with other airlines or airline groups to ensure that passengers have as much flexibility to provide a wide range of destinations and also to ensure passengers get to and from their chosen destination.

· Ticket pricing is very important in the airline industry, so decisions have to be made to remain cost-competitive

….and there are many more factors not addressed in this list that may be just as important to an airline.
In order to determine the best design, you should brainstorm the top design criteria that you believe the Airline needs to focus on for the design. 

Finally, you want to work out how well the key Design Requirements meet the Customer Requirements, i.e. how well with the things that you focus on in design ensure that the customers needs are met?
 Part 5: How the design elements satisfy customer requirements
Part 5 is where you will rate how well each of your identified design elements or requirements will satisfy the customer requirements, using a logarithmic scale (see below). In the weighting column, you can use the knowledge gained from part 3 to help you to provide a weighting.  
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Scoring – 9 = requirement will strongly meet customer requirement, 3 = will partly meet customer requirement; 1 = will weakly meet customer requirement; 0 = will have no impact on customer requirement; -3 or -9 may be given if the design parameter will negatively affect customer requirement. 
NB: A logarithmic scale is used to show bigger differences between the various elements. 
Part 6: Interpretation

Will the key elements you are focusing on in your design address all of your identified customer requirements.  Are there any customer requirements not really addressed? (Answering this question may prompt you to identify other design requirements that have to be addressed).  Conducting a QFD is often an interative process, so if you missed important design elements first time round, you would perform a second iteration.

Are any of your design requirements especially important for achieving several customer requirements? 


Answering these two points will help you to ensure whatever design you produce is more likely to meet customer requirements.

Part 7: Reflection - Key Learning Points

From the exercise you have undertaken, identify in your groups your top 3 key learning points. 

Who might your different customers groups be? 























Brainstormed list of needs and shortlist

















The next step is to express these ‘customer needs’ as Critical to Quality requirements (CtQ)





(CTQs are the measurable characteristics – e.g. your Voice of the customer needs might state I want value for money as a requirement, but how will you measure this? (e.g. cost); I want to be comfortable might be measured by the amount of legroom you have or how much padding is in your airline seat.  Expressing the requirements as CTQs helps ensure that everyone has the same interpretation. I want to be comfortable on the flight to one person might mean sufficient leg room to one person, but to another it might mean being cool on the flight. 




















List of requirements for design (brainstorm up to 20 from which you can select up to 7 that you all agree might be useful)





NB: It is important to try to stay high level in the design at this stage. Although it may be important to have adjustable seat belts on the plane, this might be considered too detailed compared to a requirement, for example, to have a good website.
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