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Quality Index Optimization of
Express Service Based on QFD
DU Xue-mei L! Wan-ting

( School of Economics and Management,
Tongji University, Shanghai 200092, China)

Abstract. With the rapid growth of express delivery industry, it is urgent
to build a consumer-oriented system of quality service. This paper applies
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QFD( Quality Function Deployment) to the quality index optimization of
express service. Through the construction of House of Quality, this study
obtains the key indices( KI) that are most related to meeting the customer
demand, and carries out the optimization measures focusing on these KI,
thereby setting a direction for quality improvement in express enterprises.
A case about the EMS of China Post is finally given to reveal the process
of optimizing the quality index of express service and discuss optimization
measures about the abstracted KI.

Keywords: QFD; Quality index; Express service
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