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Abstract

The primary aim of this investigation is to scrutinize the determinants that impact the
service requisites of private vehicle inspection enterprises and to augment the service quality
of such establishments through the application of the Quality Function Deployment (QFD)
methodology. The research commences with a systematic inquiry that systematically
translates customer feedback into intricate plans and operational protocols within the QFD
framework. This approach, characterized by its methodical and structured nature, emerges as
a valuable instrument for businesses. The researchers, utilizing Taro Yamane's theory,
ascertained the sample size of service users of private vehicle inspection facilities in the
eastern region, resulting in a cohort of 375 participants. The findings underscore the
significance assigned by service users to the standardization of vehicle inspection facilities as
the foremost factor. Subsequently, priority is given to the competence of inspection
personnel, the efficiency of service delivery processes, the lucidity of service procedure
explanations, and the accessibility of inspection tools and equipment. The discerned factors
illuminate the paramount importance of certifying inspection facilities in alignment with
customer demands and technical specifications. Following this, emphasis is placed on the
qualifications and training of personnel, acquiring pertinent business licenses, developing
comprehensive operation manuals, and establishing equitable service pricing. These identified
factors serve as guiding principles for private vehicle inspection businesses to effectively refine

and enhance their services in the post-COVID-19 era.
Keywords: Quality Improvement, service, quality function deployment
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