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Abstract © This paper develops a framework of combining Balanced Scorecard (BSC) and Quality Function Deployment (QFD) using
Analytic Hierarchy Process (AHP) and Analytic Network Process (ANP) and evaluates the performance Jactors of container terminals
using the framework. This study designs a BSC of container terminals and then transforms this into QFD in order to determine the
priority of performance factors. This paper provides a modified QFD model and shows a causal relationship among perspectives of BSC
to find out critical performance factors of container terminals. This modified QFD model is different from traditional models in that a
correlation and relation matrix is presented. This combination of BSC and QFD with AHP and ANP helps to create more realistic and
accurate representation of QFD models.

Key words : Container terminal, Performance factor, Balanced scorecard(BSC), Quality function deployment( QFD), Analytic hierarchy
process(AHP), Analytic network process(ANP)
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