
IMPROVING SERVICE QUALITY IN CASUAL DINING RESTAURANT    Page 62 of 64 

USING KANO MODEL AND QUALITY FUNCTION DEPLOYMENT (QFD) 

 

 

 Kalvin Darmawan 
 

REFERENCES 

Anggoro Bayu, R. (2008). Jurusan Teknik Industri Fakultas Teknik Universitas 

Muhammadiyah Surakarta 2008. 

Bougoure, U. S., & Neu, M. K. (2010). Service quality in the Malaysian fast food 

industry: An examination using DINESERV. Services Marketing Quarterly, 

31(2), 194–212. https://doi.org/10.1080/15332961003604360 

Chen, K. J., Yeh, T. M., Pai, F. Y., & Chen, D. F. (2018). Integrating refined kano 

model and QFD for service quality improvement in healthy fast-food chain 

restaurants. International Journal of Environmental Research and Public Health, 

15(7). https://doi.org/10.3390/ijerph15071310 

Ha, J., & Jang, S. C. (2013). Attributes, consequences, and consumer values: A 

means-end chain approach across restaurant segments. International Journal of 

Contemporary Hospitality Management, 25(3), 383–409. 

https://doi.org/10.1108/09596111311311035 

Hakimi, S., Zahraee, S. M., & Mohd Rohani, J. (2018). Application of Six Sigma 

DMAIC methodology in plain yogurt production process. International Journal 

of Lean Six Sigma, 9(4), 562–578. https://doi.org/10.1108/IJLSS-11-2016-0069 

Joshi, A., Kale, S., Chandel, S., & Pal, D. (2015). Likert Scale: Explored and 

Explained. British Journal of Applied Science & Technology, 7(4), 396–403. 

https://doi.org/10.9734/bjast/2015/14975 

Kim, W. G., Ng, C. Y. N., & Kim, Y. soon. (2009). Influence of institutional 

DINESERV on customer satisfaction, return intention, and word-of-mouth. 

International Journal of Hospitality Management, 28(1), 10–17. 

https://doi.org/10.1016/j.ijhm.2008.03.005 

Marson, E., & Sartor, M. (2019). 5 Quality Function Deployment (QFD). 

Miranda, S., & Widjaya Tunggal, A. D. A. M. (2003). Istilah Penting Manajemen 

Mutu. 

Parasuraman, A. P., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-

Item Scale for measuring consumer perceptions of service quality Cost-Effective 

Service Excellence View project Customer Portfolio Analysis View project. 

https://www.researchgate.net/publication/225083802 



IMPROVING SERVICE QUALITY IN CASUAL DINING RESTAURANT    Page 63 of 64 

USING KANO MODEL AND QUALITY FUNCTION DEPLOYMENT (QFD) 

 

 

 Kalvin Darmawan 
 

Rotar, L. J., & Kozar, M. (2017). The Use of the Kano Model to Enhance Customer 

Satisfaction. Organizacija, 50(4), 339–351. https://doi.org/10.1515/orga-2017-

0025 

Sarmah, H. K., & Bora Hazarika, B. (2012). Determination of Reliability and Validity 

measures of a questionnaire Determination of Reliability and Validity measures 

of a questionnaire 1. In Indian Journal of Education and Information 

Management (Vol. 508). www.iseeadyar.org/ijid.htm 

Singh, G., & Verma, A. (2017). A Brief Review on injection moulding manufacturing 

process. Materials Today: Proceedings, 4(2), 1423–1433. 

https://doi.org/10.1016/j.matpr.2017.01.164 

Smętkowska, M., & Mrugalska, B. (2018). Using Six Sigma DMAIC to Improve the 

Quality of the Production Process: A Case Study. Procedia - Social and 

Behavioral Sciences, 238, 590–596. https://doi.org/10.1016/j.sbspro.2018.04.039 

Stevens, P., Knutson, B., & Patton, M. (1995). Dineserv: A Tool for Measuring 

Service Quality in Restaurants. Cornell Hotel and Restaurant Administration 

Quarterly, 36(2), 56–60. https://doi.org/10.1177/001088049503600226 

  

  



IMPROVING SERVICE QUALITY IN CASUAL DINING RESTAURANT    Page 64 of 64 

USING KANO MODEL AND QUALITY FUNCTION DEPLOYMENT (QFD) 

 

 

 Kalvin Darmawan 
 

CURRICULUM VITAE 

 

 


