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Product Planning Process Based on Voice of Customer
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Products with numerous functions or high performance do not always satisfy customers.

In order to develop successful products, it is

essential to ask: “Who are our customers?” “What do they want?” and “How can we implement their requirements in our product?”  Quality
function deployment (QFD) is one of the major tools available for transforming customers’ requirements into goal specifications.

Toshiba has developed a product planning process based on the voice of customer (VoC) principle centering around QFD as a core
tool, and has also developed supporting tools.  This process has been widely introduced in Toshiba and applied to many product develop-

ment projects.
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Customer value chain analysis (CVCA)
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