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Abstract. Within competitive markets, emphasizing customer satisfaction is crucial for a company’s enduring stability.
This satisfaction lays the foundation for loyalty, strengthening the company’s financial resilience. Consequently, busi-
nesses must pinpoint the key elements contributing to customer satisfaction. While traditionally, Quality Function De-
ployment and the Kano model are utilised for product development and measurement of customer satisfaction, in this
research, an unconventional application of Quality Function Deployment (QFD) and the Kano model for improving
product quality document management will be demonstrated by identifying the most critical aspects of service qual-
ity from the customers’ point of view. The research employs several methods - literature overview, surveys, the Delphi
method, action research, the application of Quality Function Deployment, and the Kano model. It has been concluded
that although the processing of product quality documentation within one day has been identified as of utmost im-
portance and the customers would appreciate it, at the same time, they would not be disappointed if this requirement
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is not fulfilled.
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1. Introduction

Understanding customers’ experiences is crucial due to
its profound implications for the supplier-buyer relation-
ship, especially in the B2B segment. A supplier must be
adaptive to customer needs and requests; otherwise, cus-
tomers will disconnect from using the supplier’s services
(Gounaris & Almoraish, 2024, p. 9).

The customer - supplier collaborative relationship
can be mutually beneficial if the supplier can learn from
the customer and provide the customer with better qual-
ity and production control. Suppliers can proactively
adopt management practices to attain higher customer
satisfaction and enhance competitive advantage against
their competitors (Ueki, 2016, p. 2233).

A key measure of service quality is delivery lead time,
which notably affects the customers’ channel choice, de-
mand, and loyalty (Tahirov & Glock, 2022, p. 417). In
food supply chains, product documentation is necessary
to ensure that adequate and accessible information is
available for the next person in the supply chain to know

the correct, suitable, and safe ways of handling the food
(Noor Hasnan et al., 2022, p. 10).

In this research, handing over product quality docu-
ments to customers is analysed in detail because there
was a growing trend of customer complaints about food
product quality document management deficiencies,
which accounted for 16% of all complaints in the ana-
lysed company in 2022. The essence of the complaints
was about inadequate or missing information in the
product labels and specifications, which is not allowed
according to Section 13 of the Latvian Law on the Su-
pervision of the Handling of Food (Saeima, 1998) which
stipulates that the information provided in the product
labels must not be misleading.

The Kano customer satisfaction model can be op-
timally combined with Quality Function Deployment
(QFD). A prerequisite is to identify customer needs,
their hierarchy, and priorities. Kano model is used to
establish the importance of individual product features
for customer satisfaction, and thus, it creates the optimal
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prerequisite for process-oriented product development
activities (Matzler & Hinterhuber, 1998, p. 30).

Rampal et al. (2022, p. 1486) combined the Kano and
QFD tools to understand customer perception better.
Zhang et al. (2023, p. 3) used Kano surveys as a part of
a QFD-based framework to develop a knowledge-based
decision support system.

Tague (2005, p.17) indicated that customer satisfac-
tion is the primary goal in QFD. A model of customer
satisfaction, developed by Noriaki Kano, is often con-
sidered when QFD is applied. Through the application
of the Kano model, the influence on customer satisfac-
tion can be identified and reflected in the service quality
attributes, and the integration with QFD connects the
quality attributes to technical requirements (Lizarelli
et al,, 2021, p. 12). To manage such challenges as “inter-
preting the customer’s voice” and “identifying the most
important customer demands”, QFD is often combined
with the Kano model, which helps to prioritise customer
needs, based on how they affect customer satisfaction
(Schindler et al., 2023, p. 1000).

The study aims to demonstrate an unconventional ap-
plication of Quality Function Deployment and the Kano
model for improving product quality documentation
management by identifying the most critical aspects of
service quality from the customers’ point of view.

The previous research shows how the results of the
Kano model are used to develop QFD. However, the au-
thors could not identify the research on how the results of
the QFD are analysed with the Kano model to improve the
company’s internal processes, which also substantiates the
relevance of the study.

2. Literature review

2.1. Quality function deployment

Quality function deployment was developed by Yoji
Akao (Japan) in 1966, and in 1972, it was industrially
demonstrated at Mitsubishi Heavy Industries (Costa
et al., 2000, p. 306). Traditionally, QFD has been widely
used in product development and production decision-
making (Eldermann et al., 2017, p. 232). Tague (2005,
p.16) mentioned that initially applied to manufacturing,
QFD has been used to design services as diverse as po-
lice work, healthcare, law, and kindergarten and college
curricula.

QEFD is a technique that can be utilized to develop a
process matrix exhibiting interactions between the sys-
tem elements. This technique is a four-phase process: 1.
understanding customer requirements (product plan-
ning), 2. developing a design planning matrix, 3. devel-
oping a process planning matrix, and 4. developing an
operations planning matrix (Farooq et al., 2016, p. 156).
QFD approach allows integrating all parties’ require-
ments and analysing joint priorities (Eldermann et al.,
2017, p. 233).

QEFD shortens the design time and reduces the costs
of achieving product or service introduction. Eventually,
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fewer customer complaints, greater customer satisfaction,
increased market share, and higher profits are achieved
(Tague, 2005, p. 16). This underscores the effectiveness of
the Quality Function Deployment method in discerning
and evaluating customer needs, extending its applicabil-
ity to the service sector.

2.2. Kano model

In 1984, leading Japanese quality management expert
Noriaki Kano proposed the Kano model, a well-known
service quality assessment approach based on Herzberg’s
two-factor theory. The initially introduced model repre-
sents a double standard of satisfaction and dissatisfaction
in the field of quality management (Jiang et al., 2023,
p- 5).

The Kano model of consumer satisfaction, built on
the theory of attractive quality, allows evaluation of the
importance of specific product features both qualitatively
and quantitatively by seizing a more detailed perspective
on customers’ reactions, allowing for a richer interpreta-
tion of their feedback (Nuojua et al., 2024, p.70).

Although the Kano model was initially employed to
enhance product quality development in manufacturing,
many researchers later applied it to the service industry.
A two-dimensional quality model has been used to ex-
plore service quality in banking, laundry services, restau-
rants, and supermarkets. Moreover, some modifications
were proposed to Kano’s two-dimensional quality model
for the case of Italian pizza restaurants to explore res-
taurant service quality and improve indexes (Kuo et al.,
2011, p. €210).

Jiang et al. (2023, p.3) noted that the Kano model has
traditionally been effective in analysing customers’ ser-
vice quality demand attributes as a qualitative analytic
methodology.

The reviewed literature indicates that Kano’s two-di-
mensional quality model, initially developed for visualis-
ing product attributes, is successfully applied to analyse
and improve service quality attributes.

3. Research methodology

The authors have chosen action research as a methodol-
ogy for the study. One of the authors was employed by
the analysed company at the time of the research.

The term “action research” was first coined by the
German American psychologist Kurt Lewin after a series
of practical experiments in the early 1940s (Adelman,
1993, p. 8). Action research is a collaborative approach
aimed at solving a practical problem where the partici-
pants are involved in the stages of the research process
(Reichwald et al., 2023, p. 226).

The survey and Delphi method were also applied in
the research. Fink (2010, p. 152) described a survey as
a system for collecting valid information from or about
people to describe, compare, or explain their knowledge,
attitudes, and behaviour. The system consists of inter-
related activities, starting with defining precise survey
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objectives, choosing respondents, preparing a reliable
and valid survey instrument, testing the survey with
respondents, and conducting all activities in an ethical
manner. The survey is a suitable method for deductive
studies, which can collect large amounts of quantitative
data (Saghiri & Wilding, 2021, p. 7).

The Delphi survey is a decision-making method that
gathers collective intelligence from decision-makers us-
ing iterative anonymous surveys and controlled feedback
Yang et al. (2023, p. 1). Schlecht et al. (2021, p. 2) noted
that the Delphi method represents a powerful tool for
exploring the potential implications of uncertain devel-
opments in complex contexts.

The research was carried out in three stages. A lit-
erature overview was followed by the analytical part, in
which surveys of customers and sales representatives
were performed. The information received was used
in the expert surveys using the Delphi method. In the
practical part, Quality Function Deployment combined
with the repeated customer survey and the application
of the Kano model was used to assess the significance
of customer requirements, the connection to functional
requirements, and the impact on customer satisfaction.

The research analyses the internal processes of a food
wholesale company, paying the most attention to the
problems and solutions in the process of handing over
food quality documentation to the customers.

4. Analysis of the company processes

4.1. The characteristics of the company

The analysed company is a food wholesale and storage
company with its own warehouse. The company primar-
ily focuses on raw food materials for bakery products
(bread mixtures and improvers, yeast, margarine, and
others). Assortment includes around 1,500 different
food products; all products are divided into ten product
groups.

The company comprises several departments — pro-
curement, sales, logistics, innovation, quality, and fi-
nance. The largest departments are sales and logistics,
directly corresponding to the company’s core business —
wholesale and storage.

The main customers of the analysed company are
bread and pastry production plants, bakeries, and con-
fectioneries.

4.2. Surveys of customers and sales representatives

In order to study the product quality document manage-
ment process in more detail, a survey was conducted to
clarify the answers to when and in what way it is the
best to convey information about changes in product
quality documentation to customers, as well as ask the
opinion of what, according to the respondents, could
be the reasons that prevent timely preparation of qual-
ity documentation and handing it over to customers.
The survey included two closed-ended multiple-choice
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questions and one open question (Table 1). Questions for
sales representatives and customers were identical; only
their wording was changed.

Table 1. Structure of the customers and sales representatives
survey (created by authors)

Survey element Explanation

I inform you that “quality documents”

Inf i

nformative are understood as such documents as, for

note at the e . .

S example, specifications, quality certificates,

beginning of , . .
manufacturer’s certificates, testing reports,

the survey )
product labelling, etc.
For sales representatives — In your opinion,
what is the best way to convey information
to customers about changes in quality

The first documents?

question For customers — How would you like to

receive information from a food wholesale
company about changes in quality
documents?

(1) Sales representatives send to their
customers
(2) Quality specialist sends to customers

Answer options
for the first

question (3) Another option
For sales representatives — When, in your
opinion, would be the best time to convey
information to customers about changes in
product compositions, specifications, and

The second labels?

question

For customers — When would you like
to receive information about changes in
product compositions, specifications, and
labels?

(1) Immediately as information is received
from the manufacturer, even though the
product with the changed composition/
specification is not yet in the food
wholesale warehouse and it is unknown
when it will be received

(2) As soon as it is known when the

new batch of goods with a changed

Answer options
for the second

question composition will be received at the food
wholesale warehouse
(3) Simultaneously with the first delivery
of products of the changed composition to
the customer
(4) Another option
The third What, in your opinion, could be the
question reasons that hinder the timely preparation
(common to of quality documentation and timely
both groups of | delivery to customers? Please mention at
respondents) least three reasons.

All seven sales department employees of the food
wholesale company were surveyed, including the sales
manager, key account manager, sales representatives, and
customer service specialists.

Customers were selected according to those customer
segments in which the largest volume of goods was sold
in 2022; respectively, those customers whose sales vol-
ume is over 5% of the total volume sold were selected
for the survey. According to the percentage distribution
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of the volume sold, the number of respondents was cal-
culated, and surveys were sent electronically to 30 cus-
tomer representatives from quality departments or those
responsible for quality issues. Answers were received
from 20 respondents (response rate 66.7%).

There is a consensus among sales representatives and
customers about the best time and way to hand over
quality documentation to customers — 59% of the re-
spondents indicated that they would like information on
changes in quality documents to be given as soon as it is
known when the new batch with changed composition
will be received at the warehouse.

Answering the open question of the survey, the re-
spondents indicated unequivocally that the most es-
sential reason that hinders the timely preparation and
delivery of quality documentation to customers is “Not
receiving timely and appropriate information from the
manufacturer/supplier” (mentioned by 33.9% of the re-
spondents), followed by “Large amount of work” (men-
tioned by 11.9% of the respondents), “Lack of time”
(8.5%), and “Lack of workforce (including vacations, sick
leaves)” (8.5%).

The reasons for this are summarized and prepared
into nine factors for evaluation in the expert survey.

4.3. Expert surveys and the Delphi method

Those working in food distribution, whose daily duties
are related to the circulation of quality documentation at
various levels, were invited as experts. The expert team
consisted of 8 experts from five different companies from
Latvia, Lithuania, Estonia, Finland, and Sweden of the
leading bakery and ice cream ingredients supplier in the
Nordics and Baltics, whose core activity is food whole-
sale and storage. Among the experts were three quality
specialists, three quality managers, a food technologist/
sales consultant, and the head of the quality department
of several joint food production companies.

The experts were asked to rank the factors that influ-
ence the timely preparation and delivery of quality docu-
mentation to customers in the food wholesale industry,
which were identified during customers’ and sales repre-
sentatives’ surveys, where 1 is the most important factor,
and 9 is the least important factor. Table 2 represents the
results. According to the experts’ opinion, the smallest
rankings represent the most important factors.

To determine the degree of agreement between the
experts, the calculation of Kendall’s coefficient of con-
cordance was used, which was carried out according to
the formula (1):

2

n
i=1

m

{Z j=tji
(i -n)-mS

where: r;; — assigned rank, j - expert, i — object to be
evaluated, T; is determined by the formula (2):

—;m(n+1)}2

>

W= (1)

1
—m
12
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T, =3 -t)) @

4
where t; is the number of rank repetitions (Karpi¢s &
Markovics, 2007, p. 38).

Kendall’s concordance analysis is used to check for
consistency in the rankings given by respondents. Kend-
all’s coefficient of concordance (W) evaluates agreement
among a group of experts on a set of variables, indicating
how much the actual rank variation aligns with the maxi-
mum possible variation (Nahar et al., 2022, p.3).

The calculation of Kendall’s coefficient of concord-
ance was carried out using Microsoft Excel.

Kendall’s coefficient of concordance shows the degree
of consensus among experts. The values of the found
coeflicient are in the range 0 < W < 1. If it is below
0.5, there is a low consensus; if it is equal to or greater
than 0.5, there is an acceptable consensus (Karpi¢s &
Markovics, 2007, p. 38).

After the first round of the experts’ survey, Kendall’s
coefficient of concordance was W = 0.20. Considering
that if W < 0.5, the obtained result indicates a low con-
sensus among the experts and mutually very different
opinions. After the second round of the experts’ survey,
Kendall’s coefficient of concordance was W = 0.54; thus,
W = 0.5. Therefore, the obtained result is evaluated as
valid, and the experts’ consensus is acceptable.

Table 2. Experts ranking (2nd round) of the factors
influencing timely preparation and delivery of quality
documentation to customers (created by authors)

No. Factors The sum of
the ratings

Not receiving timely and appropriate

1. |information from the manufacturer/ 11
supplier
Lack of communication in one of the

2. . 19
stages of the supply chain
Lack of knowledge and skills of

3. 36
employees, as well as the human factor
Lack of resources (time and labour,

4. |. . . . 41
including vacations, sick leaves)

5 Deficiencies in the document 43

" | management process

6. | A large amount of work 45
The need to develop a translation

7. | of the document into the national 51
language

8. | A large assortment of raw materials 53

9. |Request for a new product 61

According to the experts, the most impacting factors
are “Not receiving timely and appropriate information
from the manufacturer/supplier’, “Lack of communica-
tion in one of the stages of the supply chain’, “Lack of
knowledge and skills of employees, as well as the human
factor” The least significant factor is the “Request for a

new product”
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5. The application quality function deployment
and Kano model

5.1. Quality function deployment

Quality function deployment was applied to find out
the possibilities of improving the quality documentation
management process of the food wholesale company
according to customer requirements. In applying the
method, the quality documents of the food wholesale
company are taken as the “product”, while the “customer”
is the customer of the analysed company.

Customer requirements are developed based on the
results of customer and expert surveys obtained in the
previous research steps. The evaluation of the signifi-
cance of these requirements within the company, along
with the analysis of both the company’s and its com-
petitors” performance, is derived from feedback given
by the company’s CEO, which was collected through
a survey.

In the survey, the CEO of the analysed company
was asked to provide answers to 4 questions. assessing
the importance of the customer’s requirements for the
company, rating 9 if the customer’s requirement is very
important, 3 if the customer’s requirement is moder-
ately important, 1 if the customer’s requirement is not
important for the company. In addition, he was asked
to evaluate the performance of the company and its
competitors in fulfilling these customer requirements
on a scale from 1 to 5, as well as the performance of
competitors in fulfilling functional requirements.

The relationships between customer requirements,
functional requirements, and the direction for the im-
provement can be seen in Table 3.

Table 3. The relationships between customer requirements
and functional requirements (created by authors)

End of Table 3

1 5 6

Direction of
v O | A | A A
Improvement
Functional 2 -
Requirements 21 8 S
S) g g &
B &l g R
= = 555
g S| E SEZ
S < ) CR= g
09 S | 5 5 e
o = S S g 40O
+— = -
5 Z | o =)
5 2 < | g g5 g
£ & T | E S &3
Zg .| s £ TES
S2E| 5| 3 =87
E25| 8| E|&| 855
°oBT =) Sl=l <5<
S=5| 2| 22| =9 =
esal Bl 8| 8|E=8
Customer g g5 8| 25| 2|8 S g
. ~ — ]
Requirements <ZE| 2| & |E|0F8
1 2 3 4 5 6
(A) Receive
information about
changes in quahty ° ° e | o o
documentation from
the quality specialist
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(B) Receive
information about
changes in product
compositions,
specifications, and
markings within one
working day after

it becomes known

on which date the
batch of goods with a
changed composition
will be received in the
company’s warehouse

(C) To process the
received information
and pass it on within
one working day

(D) Ensure that the
information provided
corresponds to the

requested

The notations used to reflect the interrelationship
between customer requirements and functional require-
ments are evaluated with the following values and visual
markers — “Significant interrelationship” - 9 or @, “Minor
interrelationship” — 3 or © and “Insignificant interrela-
tionship” - 1 or V. Also, the direction of improvement is
determined considering the company’s strategic develop-
ment priorities, where “We want to increase” — A, “We
want to reduce” - ¥ and “We want not to change” - <.
The main conclusions of the application of the method
are as follows: As a result of the application of the quality
function expansion method, it was concluded that cus-
tomer requirements (A) and (B) - from whom and when
to receive changes in the product quality documentation
are relatively well met, competition is not pronounced,
no significant improvements are required to achieve the
goal. Investments are required to improve customer and
business-critical (C) and (D) requirements and outper-
form the competition. To improve the performance of
the parameter — “Clearly defined communication chan-
nels, participants, minimum content and volume of in-
formation” (relative importance 27%), so that there is no
need to increase the parameter - “Recruitment of addi-
tional employees” (relative importance 24%), which the
company would not want to change. The greatest atten-
tion should be paid to the performance of requirement
(C) because, currently, the company is relatively weak in
fulfilling this parameter, which is essential for the client.
Accordingly, the requirement (C) is advanced for further
investigation using Kano’s model.

5.2. Repeated customer survey and Kano model

For the repeated customer survey, the same customers
(n = 30) as before were selected. The survey was anony-
mous. Answers were received from 31 respondents,
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which may be explained by the fact that in some com-
panies, there is a common e-mail for the quality depart-
ment, which several employees monitor.

The customers were asked about the most critical
customer requirement identified by the QFD method.
According to the Kano model, customers were given two
choices. These choices were — functional (Provided) and
dysfunctional (Not provided), representing the availabil-
ity of a particular feature in the process (Rampal et al.,
2022, p. 1482).

The survey consists of two questions (Table 4) to de-
termine the respondents’ attitude if the specific statement
is fulfilled (Provided) or not fulfilled (Not provided).

Table 4. Structure of the Kano survey (created by authors)

Survey element Explanation

“The food wholesale company processes
and forwards my request for product
quality documentation* within one
working day”

Statement

* Processing and forwarding documents
within one working day means that when
receiving a request from the customer,

it is forwarded within one working day.
When receiving a response from the
manufacturer/supplier, the information

is transferred to the customer within one

Clarification of
the statement

working day.
The first Please rate how you would feel if the
question statement above WERE FULFILLED.
The second Please rate how you would feel if
. the statement above WERE NOT
question

FULFILLED.

(1) “I would like that”

(2) “T expect that”

(3) “I have a neutral attitude”
(4) “I can handle that”

(5) “I would not like that”

Answer options

The answers obtained were analysed and summarized
with the help of the evaluation scheme given in Table 5.

Explanation of notations used in Table 5:

(1), (2), (3), (4), (5) answer options as described in
Table 4.

M - Must-Be Attributes,

A - Attractive Features,

O - One-Dimensional Features,

I - Indifferent Features,

R - Reverse Features

Q - Questionable Features (Rampal et al., 2022,
p. 1482).

To further analyse the attributes based on Kano’s
model, two formulas are proposed to calculate the co-
efficients for increasing customer satisfaction (3) and
the coefficients for decreasing customer dissatisfac-
tion (4):

(A+0)

(A+O0+M~+1)’ ©
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(0+M)

(A+O+M+1) 1),

(4)
where: A - Attractive attributes, O — One-dimensional
attributes, M — Must-be attributes, I — Indifferent attrib-
utes (Shen et al., 2021, p. 4).

Table 5. Evaluation scheme for Kano analysis (created by
authors)

The attitude if the statement would not
Statement be fulﬁlled
(1 2 3) (4) (5)

(1) Q A A A 0
The @ | R I I I M
attitude
of the
statement 3) R I I I M
would be
fulfilled (4) R I I I M

5) R R R R Q

The results of the repeated survey (Table 6) indicate
that the highest number of responses (35%) is for the
category Attractive attributes, which can be described
as an exciting quality that customers would be happy
about but do not expect as a matter of course. Next
comes Indifferent attributes with 23%, which shows cus-
tomers are not worried about this parameter. On the
other hand, 19% expect such quality, and 16% take it for
granted. The attitude of two respondents, or 6% of all
respondents in this matter, is not clear; when examining
the survey data, it can be observed that both of these re-
spondents answered “I would like it” to both questions,
which indicates a possible careless error when answer-
ing the survey questions.

Positively, no answers were received that respondents
would not be satisfied if the analysed food wholesale
company would process and forward their request for
product quality documentation within one working day”,
so it is essential for customers to receive the requested
quality documentation in time.

Table 6. The results of the repeated customer survey
according to the Kano model (created by authors)

Category Notation Ijssr:(t:relzezf %
Attractive attributes A 11 35
Must-be attributes M 5 16
One-dimensional attributes (@) 6 19
Indifferent attributes I 7 23
Questionable attributes Q 2 6
Reverse attributes R 0 0
Total: 31 100%
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According to formulas (3) and (4), the calculated and
obtained coefficient results are:

- Customer satisfaction increase coefficient = 0.586

- Customer dissatisfaction reduction coefficient = -

0.379.

With the majority of responses (35%) falling un-
der the Attractive attributes category, customers will be
happy if the analysed food wholesale company process-
es and forwards customer requests for product quality
documentation within one business day but will not be
upset if it does not happen. This correlation is also con-
firmed by the customer dissatisfaction reduction coef-
ficient — 0.379, which indicates that there will be a rela-
tively small impact on the level of customer satisfaction
if the requirement is not fulfilled.

Based on the research results, the proposed improve-
ment action is to include similar questions in the next
annual customer satisfaction survey that could be ana-
lysed using the Kano model. The correlation between
customer responses and the customer sector they repre-
sent (industrial and multinational factories or small bak-
eries and pastry shops) could also be analysed, allowing
the choice of more appropriate strategies to increase cus-
tomer satisfaction.

6. Results and discussion

The customer satisfaction improvement coefficient is
usually a positive value, and the closer this value is to
one, the easier it is to improve the degree of customer
satisfaction. The coeflicient of reduction of customer dis-
satisfaction is usually a negative value, and the closer to
minus one this value is, the easier it is to reduce cus-
tomer satisfaction (Yu & Ye, 2021, p. 179), or in other
words - the closer to minus one, the more significant the
impact of non-fulfilment of requirements on the level of
customer satisfaction (Mkpojiogu & Hashim, 2016, p. 8).

Accordingly, considering that the obtained coefficient
of increasing customer satisfaction is 0.586, there should
be no difficulties in increasing the degree of customer
satisfaction. On the other hand, the obtained customer
dissatisfaction reduction coefficient is — 0.379, which in-
dicates that there will be a relatively small impact on the
level of customer satisfaction if the requirement is not
fulfilled.

The study of Rampal et al. (2022, p. 1486) points out
that combining the Kano model and QFD allows one to
understand customer perception better. This study also
uses the same methods — the Kano model and QFD -
but in reverse order, obtaining indications for the desired
solution. In the same way, the methods were also applied
by Schindler et al. (2023, p. 1001), where the Kano mod-
el was then integrated into the QFD process to reach a
deeper understanding of requirements and yield maxi-
mal customer satisfaction.

Service quality is characterized as a gap between con-
sumers’ expectations of the service and their perception
of the service provided by the organisation. One of the
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factors influencing the quality of services implies that it
is important to only promise the customer what can be
delivered (Dale et al., 2016, pp. 123-124). Accordingly,
approving customer requests within one business day of
receiving them would be desirable, but this is not manda-
tory in the studied case.

7. Conclusions

The analysis of customers’ requirements using QFD dem-
onstrated that attention should be paid to the perfor-
mance of requirements to process the received product
information and pass it on to the customers within one
working day because, currently, the company is relatively
weak in fulfilling this parameter, and this parameter is
essential for the client.

The analysis of customers’ preferences and attribute
importance using the Kano model indicates that custom-
ers will be happy if the food wholesale company processes
and forwards their request for product quality documen-
tation within one working day. This aligns with previous
research stating that delivery lead time is one of the key
service quality determinants (Tahirov & Glock, 2022, p.
417). However, the customers would not be upset if this
requirement is not fulfilled. This finding asks for more
profound research. Considering that the survey was
anonymous, it is impossible to make a more in-depth
analysis of the underlying reasons for these results at this
stage, but it opens an opportunity for further studies.

The paper’s authors recommend that future customer
satisfaction surveys include questions that can be ana-
lysed using the Kano model. The survey results can then
be analysed, and the correlation between customer re-
sponses and the customer-represented sector (industrial
production and multinational factories or small bakeries)
can be evaluated, allowing the choice and the develop-
ment of more appropriate strategies for increasing cus-
tomer satisfaction.

The main theoretical implication of this study is the
unconventional use and combination of the QFD and the
Kano model.

The study’s limitation is that it only applies QFD and
KANO models in a single case in one company. Future
research could investigate further the same combination
and sequence of these two methods’ applications.
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