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Abstract

This study has utilized the Quality Function Deployment (QFD) technique in order to plan the tangible (menu) and
intangible (service) product of dumpling restaurant. The engineering characteristics of tangible products were classified into
product planning, purchase management, production management, and information management based on the
production system of foodservice. The engineering characteristics of intangible products were also classified into physical
evidence, human interaction, and pre-communication based on the service operation and delivery system. As a result of
analyzing the QFD, it was found that the customer hope the hygiene factor and response factor to be improved. It is analyzed
that product planning, information management, and production management should be improved first in terms of
engineering characteristics considering consumer needs. In the future, by utilizing the systematic product development
process that the requirements of tangible and intangible product consumers are converted to the engineering characteristics,

the development of competitive product within the market will be possible, and furthermore it is expected to be useful for

reducing the unnecessary time and design costs due to failure of product development.
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<Table 1> Demographic characteristics of professional respondents

(N=8)
Characteristics N %
Gend Male 4 50.0
N Female 4 50.0
A 30~39 2 25.0
8 4049 6 75.0
Less than 10 years 1 12.5
M han 10 ~
Working ore than 10 years 2 25.0
riod Less than 15 years
pe More than 15 years~ 5 625
Less than 20 years ’
Educator Professor 2 25.0
Sales business Team leader 2 25.0
Occupation/ Operation Board of
.. . 2 25.0
Position management directors
Production Chef 2 250
management
College 3 375
Education University 3 375
Graduate school 2 25.0
Total 8 100.0

o Agsy 74 aFsle] Ju BAL A3 A
& 258 U0 duo] AR AN & 2A

ok 20139 7€ 14%E 20133 79 24U7IA] ofH] AL
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Folgt Aitvke AF9Yst 32 9] e 3w 29, v
AEAS vEg 9] 7199 AF g4+ 39, v AEH
i 3 el 390, F §EeE TASSIt<Table 1>, 1-3
2 duto] A= B AF7] B2 (self report) &2 FALE]
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<Table 2> Engineering characteristics of tangible product (menu)

Engineeri
ngmeef‘m.g Factor
characteristics
Product Consumer Trend Analysis

Benchmarking excellent companies

planning Regular product planning
ingredients purchase and management manual
Confirm origin of food ingredients
Optimum temperature for storage management
Purchase  Follow the step-by-step method of storing

management materials
Create list of ingredients
Keep the first-in first-out
Develop and purchase appropriate container

Preparation of a standard recipe
Demonstrates cooking process
Periodically Cooking and Testing
Portion Size Check

nll);ﬁdu;tlll(;it Check heating time during cooking
28 Follow the sales hours after cooking
Periodically manage through sanitary manuals.
Check the surface condition of the instrument, tools
Cloth, Linen etc. check
Information Check the relevant laws to provide nutritional information
R Extraction of Terms for Promotional Marketing
B Collect diverse consumer opinions
© EE A A, 22 AR A9, A%H 22
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<Table 3> Engineering characteristics of intangible product (service)

Engineering

.. Factor
characteristics

Optimal Location of Signing Materials
Readability of Signing Materials

Sanitary conditions inside and outside the store
Managing eating space and waiting space
Durability and safety of containers

Employees’ cleanliness

Stability of packaging

Service Standard Manual

Regular training and inspection
Empowerment

Reaffirm Order Products

Rapid handling of complaints
Minimum Time of waiting time
Provides information about menus

Physical
evidence

Human
interaction

Tasting events

Menu story development

Enhancement of Viral Marketing

Perform new products and event promotions
through various media, including SNS

Conduct events such as coupons and point-of-
points to obtain loyalty from customers.

Produces promotional materials for new customers
and promotional materials.

Pre-
communication

2. 2R} o] ZRALS S8 2A HES| HBIIEX EMEE
12} AL A3 =EE 458 Al el 71s3 549
U B3, els, e B4 A9 <Table 4>3} 2t}

24 A3} CVR(content validity ratio) #< 25 1.000.2
BE 23] 8 0] e AoR AN CH, §
1:‘_‘

EE AA F3e] BF 0.8~1.00, FHEE Al BF 0.0~0.5
2l =2 AR EEe] ool A & F
Aek. HAFH oz F4 FEQ vl 7led 5 3
AY, e, grkde], dRdes =2H0AL o] d
o] & AAA How(Z1e4 54)= A8sileh. Myl =%
o 7led 542 294 4, 94 A, ARARY
Aol 37HZ =EHUL, F42] F A How(Z1E4
59)= 48sisint.

3. SEE 7|SN SAT TH0| 2T7I0| ARk

ARTVES ool £2E /1eH B4 249 13} 24
H 3Ae] 977ke] RS $AF A <Table 529}
At B A 29ASS A4H 24E BE 4E 7}
g 38 402 Qsiglon, S, F1 £4, #5H
A 0% FRsttha BAEgth B ) 25
27, A SO 9F ahet N7, A7 B st
Fa4o] Dol o= FYHt

I e W s1EH 5470 JREe BN
3} o, @

WS A e Tuleke), AEelsh Auel &
Aoz ZAET, 2SS A 3y Fo) 9
g ohje} Bl ALGEE AR ARl SgE 2 o
e Fo4 SEE /1R WE ARHNE AAB
e} ofje} PAAoln], ST A ool AEsloke
Releh. 914 ait Auw, 4F A% DAyl we
102 zAEON, S aak 9F TSI By
o ¥ Qo A 33 et Bl 349 A}

w

= 5 EREE
4 SARom Fasolol $e < 4 AT T WAR
wahe), A, 2eld aue, poje), A4 s

old #e] o2 AL Al 71
o] AAF NIA] AsFoll thek kst FRE st &
HIZAE A AEETE 2 ola3d F2F 7958 A= +
AThH(Brockman & Morgan 2003). &H]| A} SHo|M = TRk
g ARRE FHE ARe o Aol EEAS THAAA
F= 343 77} AtH(Keh et al. 2007). ZHEE FH

<Table 4> The engineering characteristics of tangible & intangible products

Division Engineering characteristics CVR" Consensus? Convergence”

I Product planning 1.0 0.87 0.33

Tangible products I Purchase management 1.0 0.87 0.33
il Production management 1.0 0.94 0.15

v Information management 1.0 0.80 0.50

v Physical evidence 1.0 0.91 0.21

Intangible products VI Human interaction 1.0 0.93 0.19
VI Pre-communication 1.0 0.87 0.33

YCVR (content validity ratio) - 8 panelists, at least 0.75 is valid

IDelphi panel’s consensus and convergence were limited to 0.80 or more, 0 to 0.5.



<Table 5> Quality of house of dumpling products

Planning matrix”)

i
Al 0.2 13 3.0 0.6 0.0 0.0 0.0 5.59 5.18 7 1.35 7.56 5
A2 3.7 0.2 0.1 29 0.0 0.0 0.0 433 4.24 7 1.65 7.14 8
A3 0.0 29 1.7 0.0 0.0 0.0 0.0 5.67 4.93 7 1.42 8.05 1
A4 29 0.0 0.3 3.0 0.0 0.0 0.0 4.92 4.94 7 1.42 6.97 9
What" AS 0.0 0.0 0.0 0.0 0.6 29 0.6 5.54 4.95 7 1.41 7.84 2
A6 0.0 0.0 0.0 0.0 0.9 0.0 0.5 4.26 3.92 7 1.79 7.61 4
A7 0.0 0.0 0.0 0.0 1.2 0.2 0.0 5.12 4.84 7 1.45 741 6
A8 0.0 0.0 0.0 0.0 1.4 0.0 0.1 5.15 491 7 1.43 7.34 7
A9 0.0 0.0 0.0 0.0 0.9 0.0 0.0 5.14 4.65 7 1.51 7.74 3
j 47 35 39 46 37 24
k 1 5 3 2 4 6 7

DCustomer’s requirement: A1 (sensory factor), A2 (health factor), A3 (hygiene factor), A4 (external factor), A5 (response factor), A6 (promotion

factor), A7 (packaging factor), A8 (visual factor), A9 (spatial factor)

YEngineering characteristics: I (planning), I (purchase management), III (production management), IV (information management), V (physical

evidence), VI (human interaction), VII (pre-communication)

IPlanningmatrix:d (importance of customer’s requirement), e (Performance of customer’s requirement), f (Goal Score: 7), g (Improvement ratio:
f/e), h (Weights: d * g), h (Priority of a: Ranking of h), i (Total score of b: The sum of all c*h), k (Priority of b: Ranking of j)
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