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Abstract
This article presents a case study of quality function deployment for environment (QFDE) in service

improvement within the boundary of Suvarnabhumi airport passenger terminal building. The research involved
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data collection from 100 airport users, and proceeded along the QFDE methodology in order to obtain

appropriate service specifications. It also showed how the importance-satisfaction model (I-S model) could be

integrated into QFDE process to improve the quality of users’ needs analysis.

Keywords: quality function deployment for environment (QFDE), importance-satisfaction model (I-S model),

service improvement, Suvarnabhumi airport
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13 [Audaveafiuenin 24575 | 278 || 51.07%
14 |szduanuiianelalumsiansiudnisz ansam 236.44 267 | 53.75%
15 [szAvgamgiinielueims 235.77 267 | 56.41%
16 |TnesmsuazuTovienruguuanyInNeIueusd 232.94 264 | 59.05%
17 [$rmudeves 219.63 248 || 61.53%
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38 |auansavessmiuduniszlumsdenidhiutiuladen 78.68 0.89 97.75%
39 [msisgiliumanssnunadanuy (SIA) 77.14 0.87 [ 98.62%
40 |UszdAniamvesdumesiialimeniuiage 61.07 069 || 99.32%
41 S wusadudunise 60.50 0.68 [ 100.00%
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