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Combining QFD and TRIZ in Research on Improving
Service Quality for Festival Activities: Dragon Boat
Races during Dragon Boat Festival

shih-Yen Lin" Hung-Yu Liu™
Shih-Tzu Chuang*** Chung-Pin Hung****

Abstract

The Dragon Boat Festival is one of Taiwan’s three major traditional festivals
and dragon boat races are the main activity associated with this festival. Dragon
boat races are a symbol of the festival and an important part of popular cultural
heritage. However, research has shown than most citizens believe the activities
and displays during the Dragon Boat Festival are “lively enough but not refined
enough”. Therefore, with the government’s commitment to develop tourism at
major festivals, increasing the service quality of popular festival activities is an
important element of tourism marketing efforts. In view of this, the present study
first develops the dimensions of dragon boat race service quality using quality
function deployment (QFD). House of quality (HOQ) provides a systematic
structure that uses visitor testimonials about areas they view as important as the
basis for improving the quality technology of operating procedures of relevant

units. We then covert priority items for improvement into Teoriya Resheniya
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Izobretatelskikh Zadatch (TRIZ) and carry out contradiction matrix calculations to
obtain more effective improvement programs, increasing the level of satisfaction
with service quality for festival activities and ensuring the continued enjoyment of

and support for dragon boat races among visitors.

Keywords: festival activities, dragon boat races, service quality, quality
function deployment (QFD), Teoriya Resheniya Izobretatelskikh
Zadatch (TRIZ)
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