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Abstract: The application of QFD in business process 
reengineering is a factor for their effective redesign. The 
information obtained by examining the needs of the 
customers, stakeholders and those interested specifies the 
priorities for reengineering. QFD is a guarantee of adequate 
corporate culture oriented towards corporate change of the 
business processes. The conceptual foundations of QFD are 
important for establishing the priorities of reengineering, 
structuring the requirements and the initiatives in the choice 
of a strategy for its rational implementation.  

Index terms: QFD, reengineering, business process 
management.  

JEL: M12, M29, D11 
 

I. INTRODUCTION  
 

Customers are the most important factor for the 
existence and development of any organization. In the 
countries with well-developed social market economy 
model, the user/customer takes a central place. Through 
the income and  theautonomy of the choice that is made, 
they may purchase goods or require services, depending 
on their own preferences and financial capabilities. The 
customers’ personal choice creates a framework for the 
functioning of the business and the economic actors. And 
they, in turn, seek to profit by satisfying their 
requirements. In this respect, the following guidelines 
should be taken into account (I. Stoyanov, 2010, pp. 68-
70):  

- Customers should be offered high quality products and 
services;   

- Customers always come first;  
- Clients should receive quality and timely service;  
- The organization must quickly adapt in case of 

customer requirements and more.  
In reengineering, business the processes must be created 

according to the level of consumer demand for the 
product. In this situation, the influence is made bya 
number of activities such as:  

- The balance between the demand for the product and 
its price;  

- Determining the impact of the prices of other goods;  
- Determining the solvency of consumers; (if they can 

afford to buy a certain type of product) 
- Determining the seasonality of the product, etc..  
Consumer demand, modeling and business process 

management depends on the product life cycle.  
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With the introduction of innovative forms of business it 
is necessary to design completely new processes. 
Furthermore, the organization needs to solve a number of 
issues related to insufficient demand for the product, its 
growth,its formation or rebuilding. Integrating QFD and 
benchmarking in business process reengineering is a tool 
for differentiation of user requirements, these of the 
stakeholders and minimizing the risk radical amendments 
and changes.  
 

II. CHARACTERISTICS OF QFD AND 
BENCHMARKING IN BUSINESS PROCESS 

REENGINEERING 
 

The value that is created in the transformation of input 
resources into finished products and services also affects 
the modeling and management of business processes. 
Since the latter are a chain of activities they form different 
(in their specifications) transitional units. Collectively, 
they form a workflow circulating between processes.  

In terms of effective management, it is necessary to 
establish the appropriate organizational relationships. This 
is done in order to structure the types of activities that add 
value for the customer. For this purpose, however,  the 
type, the sequence and the location of work must be 
considered. The peculiarities of the various processes are 
taken into consideration since it is necessary to designate 
(identify) their identity in the context of the supply chain 
organization (I. Stoyanov, 2014, pp. 357-362). 

Today, the mdern organizations need to consider the 
impact that customers and stakeholders have. Compared to 
the implemented reengineering and the application of 
QFD, this process is reflected in two ways. First, the 
organization needs to determine who are its customers and 
partners, and secondly, to establish their expectations in 
this regard. It can be seen that this is a complex process 
that requires to comply with certain rules and regulations 
for its effective implementation. Above all, there is a need 
to answer the question what is the ratio between the 
desired (expected) and achieved (received) results 
(indicators) from the implementation of reengineering 
concept and QFD? The answer depends on what strategies 
the organization will apply in the implementation process 
reengineering. It is therefore essential to establish the 
requirements of the end/final users of the relevant 
processes and those of stakeholders and the parties 
interested. Ultimately, this will allow the organization to 
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properly define the mission,the goals and guidelines for 
reengineering (I. Stoyanov, 2010, pp. 68-70).  

The application of QFD in reengineering aims to 
identify the needs of customers and stakeholders, their 
adequate requirements and expectations on reengineered 
business processes (S. Mizuno, 1994; R. Camp, 1995). In 
this respect it is necessary to build a comprehensive 
strategy for structuring the priorities that will carry out this 
activity. The basic idea is to integrate all the resources of 
the organization so as to achieve the desired effect in terms 
of the diagnostic stage of the deployment of QFD. 
Business processes should be ranged upon individual 
priorities - structure (supply chain), level of requirements, 
level of importance and  the relevant documentation for 
this purpose (K. Anguelov, I. Stoyanov & A.A 
Mihartescu, 2009, pp. 82-85; K. Anguelov & I. Stoyanov, 
2012, pp. 8-27).  

Moreover, the conceptual ideology of QFD and 
Reengineering require the use of a team approach to 
solving major problems, respectively, before and during 
the radical change process (R. Camp, 1995). This is 
important for the staff to understand that Reengineering 
requires a new corporate culture towards changes in the 
organization and those in the surrounding business 
environment and therefore new approaches to modeling 
and control of business operations. As a result of this 
fact,the customers and stakeholders are an essential 
element of the company's strategy and thinking of 
satisfying their needs is the first time in the 
implementation phase reengineering. That is why 
adaptation of QFD projects for reengineering business 
processes is crucial to the diagnosis of their needs. This is 
the reason why the teamwork supports the efforts of the 
staff for the rational implementation of this process (S. 
Mizuno, 1994; R. Camp, 1995; G. Doumeingts, 1997). To 
realize it and use it in practice, however,it is necessary that 
self-awareness and confidence to all employees in the 
organization is at hand.  

It is important to have synchronization between the 
individual performers and every one of them to adopt the 
rule that one must do well their work in order to achieve 
maximum effect in determining the needs and wants of the 
customers and partners.  

Proceeding from this position,it should be noted that 
QFD is a concept that aims to plan and structure the 
activities and processes starting from design and finishing 
with the sale of products (services) so as to achieve the 
appropriate balance in the diagnosis and implementation 
of customers’ and partners’ requirements. The application 
of QFD in business process reengineering in the industrial 
undertaking covers eight main stages. They are the 
following (S. Coding, 1998; R. Reider, 2000):  

• planning of marketing;   
• planning the development of the production;   
• planning of technological preparation of production;  
• planning of logistics;  
• planning of management production;  
• planning the quality control  and testing of the 

production;  

• planning the packaging, storage and shipment of the 
products;  

• planning of maintenance after the sale of the 
production.  

For each of these stages preliminary studies are made, 
there are also consultations on how to implement their 
rational conduct and optimal satisfaction of the needs and 
expectations of customers and stakeholders.  

In fact, in the literature on the topic, there is a special 
methodology for implementing QFD, which also reflects 
the main aspects of the concept. Sticking to the specific 
name (home of quality) and its founders, it should be 
noted that it covers some specific areas that are reflected in 
the following aspects (Y. Akao, 2004):  

1.QFD is a concept that applies equally to the 
production and trade organizations, without limitation of 
their size and activity; 

2.QFD is a concept that encompasses all aspects of 
business;  

3.QFD is a concept that is oriented to consumer (and 
those of stakeholders and parties interested) requirements; 

4.QFD is a concept that ensures the effective 
implementation of the requirements of customers and 
partners;  

5.QFD is a concept in which essential meaning is given 
not to the technical characteristics of the product, but to 
the means of satisfying consumer requirements and those 
of stakeholders in determining the preferences for their 
design;  

6.QFD is a concept which regulates the quality of the 
products and services performed and therefore it creates 
responsibility in the minds of all employees;  

7.QFD is a concept that requires a team approach in 
diagnosing the customer needs, those of stakeholders and 
the parties interested in it. 

In the literature it is possible to distinguish a number of 
approaches and current recommendations for effective 
approbation of QFD in business practice of modern 
organizations (L. Sullivan, 1987). In reengineering of the 
business processes, they can have a different configuration 
depending on the complexity of their redesign. According 
to the experience of the leading world corporations, some 
of them can be structured in the following sequence (K. 
Anguelov, I. Stoyanov & AA Mihartescu, 2009, pp. 82-85; 
I. Stoyanov, 2010, pp. 68-70):  

- Documentation and description of the needs of 
customers,stakeholders, and parties interested;  

- Categorization of the needs of customers, stakeholders 
and the parties interested 

- A comparative analysis of the needs of customers, 
stakeholders, and the parties interested;  

- Determining the needs of customers,stakeholders, and 
parties interested on the design of technical and 
technological characteristics of products;  

- Measurement of technical and technological 
characteristics in determining the needs of 
customers,stakeholders, and parties interested;  

- Creating a matrix of interdependency in analyzing the 
needs of customers, stakeholders, and parties interested;  
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- Creating a matrix of correlations in the analysis of the 
needs of customers,stakeholders, and parties interested;  

- Analysis of the usefulness of the needs of  
thecustomers,stakeholders, and parties interested. 

These lines and directions actually form a part of the 
structure of QFD. In this sense, their rational 
implementation is essential for achieving optimal results in 
the redesign of business processes within and outside the 
organization. In a situation when  re-engineeringis applied, 
they are a key indicator for choosing an option of its 
enterprise application (K. Anguelov, 2004, pp. 169-192). 
From this perspective, the documentation and description 
of the needs of customers and the stakeholders is applied 
when it is necessary in a written form to set the priorities 
specifying their wishes.  

In the specialized type of literature this stage is known 
as "the voice of  the users and partners." In general, it is 
easy to implement since it involves the description of the 
most important requirements that should be in a few 
sentences without using technical terms and concepts. The 
attention here is focused on the psychological aspects and 
to the expectations and ideas of the customers (and 
stakeholders) for desired products or services offered. 
Asking questions (survey) and the description of 
information (requirements) is achieved through the use of 
various techniques, interviews, surveys and more. (K. 
Anguelov, I. Stoyanov & AA Mihartescu, 2009, pp. 82-
85).  

A number of organizations are willing to equate this 
third stage of integrating QFD with the use of 
benchmarking in the organization. In this respect they 
define them as incoming benchmarking processes. Of 
course between these stages and the sequence of execution 
of benchmarking as a concept, we  can identify a number 
of things in common and in this sense it is somewhat true. 
But here we have to bring some further clarification that 
these stages are directly related to the application of QFD 
in the organization (and in particular in terms of 
reengineering) and solve only certain, well-defined 
problems.  

Benchmarking has a more general use in reengineering 
business processes. In this respect the different authors 
propose different methods for its implementation covering 
several phases: (G. Watson, 1993; G. Doumeingts, 1997; 
R. Reider, 2000). 

 • planning;  
 • analysis;  
 • assessment;  
 • training;  
 • implementation.  
The process of Planning aims to define the objectives 

and strategies for the comparison. In this sense, through its 
application the processes are  pre-fixed and standardized. 
So the main goal here is to accumulate/collect information 
which is inherent to the process and to take further action 
for their diagnosis.  

The Analysis is a stage through which the organization 
seeks to establish processes that do not add to the users’ 
and stakeholders’ value. 

The Assessment applies when it is necessary to take 
specific management solutions for the optimization of 
business processes through reengineering.  

The Preparation is a stage which helps to complete the 
activity before administration of and application of the re-
engineering concept.  

The Implementation is the stage that provides the 
effective redesign of processes. 

 
 

III. CONCLUSION  
 

Benchmarking is a methodology that is consistent and 
compatible and you can find specific practical application 
not only in QFD, but also in the radical change in business 
processes. On the other hand, it can be used for their 
comparison not only before deployments of reengineering, 
but also after its implementation. In this case, however, 
information is accumulated on how the organization 
operates under the new working conditions and what 
strategies can be applied, if any adjustments are necessary. 
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