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Abstract

This research applies quality function deployment (QFD) to improve business process of
rubber seedlings business. The research began with collecting the customer needs which were used
in a questionnaire survey to identify the importance and satisfaction of 98 sample customers. The
needs of customers were put into the four phases of QFD that resulted in the creation of guidelines

for improving products and processes of rubber seedlings business, i.e. details of product and
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service offered on website, standardized seedling production, availability and promptness of staff

and employees on the plot site, and improvement of plantation landscape. After improvement, it

was found that the customer satisfaction average score was increased from 4.0 to 4.5.

Keywords: quality function deployment; business process improvement; rubber seedlings business
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