

Many partnerships have significantly improved the collection of service user and patients’ views and attempted to be more focussed on the responsiveness to these views in the design and review of services. However, there remain difficulties in incorporating qualitative dimensions of performance into routine, quantitative monitoring programmes and into the management of service change.

Some tools from Lean and Six Sigma business processes may be able to help, although partnerships would require training or facilitation in their use:

Quality Function Deployment (QFD) is a Six Sigma methodology for building the ‘Voice of the Customer’ into the design of products and services.

QFD aims to capture and prioritise customer requirements and translate them into design specifications. The process begins with collecting the ‘Voice of the Customer’
QFD recognises that frequently, service users do not speak in SMART KPIs when they voice their wants and needs. ‘Customer Verbatim’ can be vague and difficult to pin down initially. The QFD approach takes customer verbatim and translates them into customer requirements and from there into service or product design requirements, checking back with the customer throughout the process on how far this is right, how much impact each design feature has on the outcome required and which features are critical versus desirable (Critical to Quality Characteristics).
Kansei is a Japanese term which means psychological feeling or image of a product. Kansei engineering refers to the translation of consumers' psychological feeling about a product into perceptual design elements. Kansei engineering is also sometimes referred to as "sensory engineering" or "emotional usability." This technique involves determining which sensory attributes elicit particular subjective responses from people, and then designing a product or service using the attributes which elicit the desired responses.
‘The House of Quality’ is a way of bringing relative strength of customer desire and product features together to ensure relevance of service or product design to customer requirements whilst also highlighting any contradictory requirements and seeking to resolve them. It looks like a House with correlation matrix as its roof and service user desired outcomes versus service features as the main part. It also is reported to increase cross functional integration within organisations using it. The matrices are filled with indicators of whether the interaction of the specific item is strongly or weakly connected.
A Flash tutorial exists showing the build process of the traditional QFD "House of Quality" (HOQ). There are also free House of Quality templates available that walk users through the process of creating a House of Quality. 




