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Abstract 

 

Quality Function Development (QFD) is a systematic approach specific to quality management that facilitates product 

development by ensuring consumer requirements meeting ”customer voice”, these being taken into account from the 

design phase, then during the entire technological process, being reflected in the quality characteristics of the finished 

product. The purpose of this study was to apply the QFD methodology (House of Quality, HoQ) to improve the quality 

of products in the food industry, taking into account the technological process of chocolate (designing a new product 

that meets the requirements of consumers), thus providing a synthetic model. The working method consisted in the 

participation of a number of 200 chocolate consumers, aged between 20-24 years, who provided the list of consumer 

requirements, prioritizing and weighting them based on a standardized score from 1 to 5 points. The following stages 

were represented by the transposition of consumers' voice in quantifiable technical requirements, their correlation using 

predefined symbols, establishing the direction of improving the quality of the new product, assessing current 

competition and determination of target values. Following the analysis, the most important consumer requirements for 

chocolate were: the taste of cocoa (25%), the flavor (25%), the fine texture (20%), the small amount of sugar (15%) and 

an affordable price (15%). Thus, in order to meet consumer requirements, the replacement of sugar with coconut nectar 

sugar or dates powder as alternative sweetener led to a healthy product, but which will have a higher price compared to 

the products currently available on the market. However, applying the level II/ III of QFD methodology the low cost 

was provided by mitigation of price of raw material’s.  
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Many companies compete to create new 

products that can speed up their marketing time. A 

commonly used method for product management is 

QFD (Rujito H. et al, 2020). Its double purpose is 

to ensure that the true needs of customers are 

properly developed and implemented throughout 

the design, ”construction” and delivery of a new 

product, whether assembled, processed, maintained 

or even software, and to improve the product 

development process itself (Akao Y. and Mazur 

G.H., 2003). QFD is a comprehensive quality 

system that aims primarily at customer satisfaction 

(Pop C., et al, 2020). Since 2015, the QFD 

methodology has been transposed into the 

international standard ISO 16355, which includes 

eight parts structured in several editions, the latest 

from 2017, and others that are still in progress, 

making QFD much more credible and practical.  

Usually, conventional QFD consists of the 

following four phases (Sayadi S. et al, 2017; 

Dvoryaninova O.P. et al, 2020; Isharyani M.E. et 

al, 2019): 

1. the first stage translates the marketing 

requirements into technical attributes;  

2. the second phase translates the technical 

attributes into the characteristics of the parts; 

3. the third phase transposes the characteristics of 

the part into manufacturing operations; 

4. the fourth phase translates the manufacturing 

operations into production requirements). 

The main planning tool used in QFD is the 

Quality House (HoQ). HoQ is a house-shaped 

matrix that connects the customer's wishes 

(WHAT?) and how the product will be designed 

and made to meet the customer's wishes (HOW?). 

Currently, there is no product marketed and 

obtained in Romania on an industrial scale that 

replaces sugar with date powder or coconut nectar. 

Therefore, further research is needed to create an 

industrial production with preferred attributes 

(sugar-free and suitable for diabetics, lower in 

calories, high in fiber, without food additives’), 

based on the quality characteristics provided by the 

consumer, which is certainly different compared to 

the traditional chocolate previously produced. 

Cocoa paste/mass (or liquor) is the product 

obtained from the fermented, dried, roasted and 

ground seeds of Theobroma cacao L. Cocoa butter 


