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Abstract: Various problems happened in the growth process of real estate service because of distempered-
ness of after-sales service management system, irregularities of management and lack of work experience.
Most consumer complaints appear in the real estate market. In order to solve the problems, this paper pro-
vides after-sales service of real estate industry with a new approach by analyzing the customers’ requirements
based on KANO mode integrated with QFD customers (or owners) design method. This paper takes an after-
sales service center of areal estate company in Zhejiang Province as an example and analyzes the application
process and application result of this company with quality improvement tools: KANO model and QFD.
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1. 5]

WK ME(BE 44 ) 7 H =TT R B BR A w2 XX
ER AN —, BI5L 30 24, AKETEE
R—FER, ARG LML, FE
1SO9001 Jii & & FEAA REAT 1SO14001 15545 Hil 44
FRINE. AR EERS F 0, BITHTTE K5
PRI JE RS TAE, SR TorE Bk i B JE
%, RS TAE, Ak EEmIR) PRI T R
B R, (EAE A, AR (Ol T R ),
AT FL I 2R, YEAS A K B SE I 2R A5 T TH
AL T HARACT 40, 2010 SEHIKF 20 330 R . i
HE 71.5%:; BT AL I B 28 81%; BB R A 21.5
FITCIE; Wt e iF 3R 92.5%. N T RERIEH K,
R ZIH RS, X ARREENA I R KT J
AT 82.5%; IR LR FE K I 2 95%;  4EAE AL
A 12 JigUlEs WA SEIFE 95%. PRI A R
A A R N R TR R BGEE AR, S8
IR IR E MR UEATE, WA, RESABI,
B ERSEHET 2 a6 RS, HEER
5 R LI R AR v, B 6 2 7 SR At .

NFFPOX — 8, AT E 2208 R SS T
T HEA R EIAEEIT(QFD), KT EEH
JRERIRZR Sk, LA Bh AL AE IR BRI 5L T
{3 AR 55 Jo R 7 A KR B (R i, IR BV P
B ARV Mt ket . R IhRe R I 2RI H
R EIX— RS TH, KX &R 89, KR
B L IX S T SR AN IR 25 8 s AR I 238 76 oK
M E BN, AT RS 1S a0 S A0 HT, e
Xof i 2 Y B3 T SR A R A P DG B A I m A ek
(B, A5 5 o 3 7 65 J5 AR 55 TAR I I (4 ) kAT T 1
w, Rtz A QFD #HATIH 9 FR SR MW gT, mILL
T I B A A R L E bR, 6 SR RS AR
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JEFFI0 SRR 72 115 H 4518

2. HTF KANO E&RHWBEEKRBAESTH
2.1. MEBEEKRPKES 547
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RIZ o N = Fh A 8RR SRR 2. B ) (1) 75 SR A
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W I3 2% %of 465 i IR 25 1) 45 b B SRORITIA 22 43 Sy mT 4 3R 1)
FIATTHEA . Hk, ALiHAMH T 2 50T B LAREL
AT 75 SRS, LR IR R IR (M RIAS B g
IR, LA R I THI PR B By A S 4 AN S THD PR B B A
X BRATTHf E 1R R A0 G 13 Bl AR A4 52 1 A ]
B 5 IR 55 R 4Eaa il 119,
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5 XX BT B R T SR I H O 2 R
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AR MIE TR . 25, Kz 7 SR 4U%,
PR SE R . LRI R P — gdebrrh, “HIE”
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Table 1. Comparison table of customer demand importance and satisfaction score
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i L A 3.46 41 -0.64 FEAA E R
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Table 2. Correlation matrix about quality demand and quality characteristics
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BRI R R AR 43R, I PRI 25 DR 3 A0 o2 5%
A AEHEATSCU TS AR, R 25 AL ER R R 0%
FNHI R TR B - B AR AT DGR &
R, BARN A ILER 3.

4. RREERFSYHERSBHBR
4.1. ERRSHBHES

PR A, 4ie QFD MM
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AR B I IR 95 I R D Bl 9% 15 8 2 R 55 91 B 2
(AR 22, AT SREBURA IS (R It 92 i 2 ) 5 ) I 55
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Table 3. Correlation matrix about quality characteristics and job characteristics
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BB RS
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2: 5 O EWEBHERAR BEHF

%A BETS

Verd Bkl dEiRA KRR
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BRE TG e 4 (@] (@] (@) o o] 0.8044
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BRANG)” I TAEN A TARRE S, B s “ WA
W7 I TARKY . IR ER, “PWERA R IR
BEFRBUHZ IR, RO BN G348 85 5 IR 55 Al ok
T AR RN, 5 IR 55 Aol B 2 b 2 B A
55 o5t i 4% 5 T BE 0 (KT8 R S 5 v o

4.2. REERIRFHIBGEIEE

PR 55 r L KRR 43 BT 485 SR B T AR SRR i, ek
BB S A E B GRS R R, $Em RN E
(o ARES LR — R G ity -

1) HE RS bRE, AR R LIRSS T,
PR RS R B AN =
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fHUR ST 26 S0 B AR R AT BRI, SR mB T 4
B

3) InsRfE BRI i IR L I 4EIE(E B X
RS UEREM B AE =] 5K, R 5 ) STV I8,
PR AT B s AT SR 3R A S RF DA T T8I I 1) R P i
wIpE, RESE. KRG —QREMARRM T,
TR AR TS

4) B EAS B, T SE St i AR 4B 1
ey XA R AT E S A E N 4EE S
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RFE, (FREAT RMFHPRA, REgEBKT, X
HATF) T4 w0 2 VR AL TR L N RSB FR R

TiH sLie 24, Wl ARSI, ARTE
A5 5 MR 55 75 T AS 3 1 A O B 258, o 3 = FE N
2010 4EH 74.5%$2TH 3] 2011 4F 85%; [ % iFAabF
Je i #2010 4 1) 81%$EFt 2| 2012 4F () 88%; #1 Kk
HEAB AR M 2011 4F 1) 21.5 J5 U/ RFEE] 2012 1) 8
FITCIEE; WAk e iF R M 2011 4R 92.5%42 T3] 2012
E 1) 96.5%.
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