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QFD and Policy Deployment for New Business Creation
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ABSTRACT

This study proposes a new process for concretizing customer requirements and developing

conceptual designs, starting from the company’s distinctive technologies (e.g., attention and
engagement estimation technologies). While conventional Quality Function Deployment (QFD) has
often focused on the voices of existing customers, its direct application is difficult in the upstream stage
of new business creation, where customer images and requirements are abstract and ambiguous. To
address this issue, we applied a technology-driven QFD process to interpret Raw Voice-unstructured
customer expressions obtained through interviews-in context and structure it into the Voice of the
Customer (VOC). These were then hierarchically deployed using the philosophy of policy deployment
to clarify the correspondence with distinctive and candidate technologies. Furthermore, system concepts
were compared using the Pugh method, value propagation was quantitatively validated, and the degree
of performance fulfillment of distinctive technologies was evaluated. These steps were then integrated
to formulate short-, mid-, and long-term roadmaps for technology development. The effectiveness of
this process was demonstrated through a case study targeting office workers, showing its potential as a

general methodology for reducing uncertainty in the upstream stage of new business creation.
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Fig. 1 Customer voice structuring table.
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Fig. 2 Hierarchical VOC deployment toward distinctive technologies.
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Fig.3 Applying the Pugh method for comparing system
concepts and generating new design ideas.
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Fig. 4 Validation of value propagation through the VOC
tree structure.
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Fig. 5 Setting the direction of value evolution using the
VOC tree structure.
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