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Resumo:O mercado está cada vez mais exigente, tornando fundamental a preocupação das empresas
com a satisfação dos clientes, para assegurar a competitividade e até mesmo a sobrevivência do negócio.
No setor de transportes este aspecto, muitas vezes ainda é relegado a segundo plano, mas, aos poucos,
vem sendo agregado aos planos de negócios e, assim, contribuindo para o crescimento e a prosperidade
das empresas. A ênfase na satisfação dos clientes está vinculada à eficiência dos serviços, que devem ser
alvo de análises cuidadosas, devendo ser considerada também a influência do desempenho das atividades
comerciais do país sobre a empresa. Este artigo tem como objetivo estudar o QFD - Desdobramento da
Função Qualidade - aplicado ao transporte rodoviário de cargas fracionadas, que refere-se a um método
adequado para identificar e melhorar a satisfação do cliente, em produtos e serviços. Trata-se de uma
investigação de caráter qualitativo, baseado em revisão bibliográfica, complementada por um estudo de
caso de uma transportadora de São Paulo. 
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




             
          








              




             
             




             
     



           



            
             






       
          

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              
          
          









            
       


            













            
    




           





            
           
             



            
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

           
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 

 

 

 


 














             
              
            






           



           
           
             


            
             


   



     



           
 

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