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INTISARI

Analisis Quality Function Deployment (QFD) untuk perusahaan manufaktur
secara prinsip menggunakan pendekatan matriks, sementara analisis QFD untuk
perusahaan jasa menggunakan kombinasi antara QFD dan dimensi kualitas jasa
(Servqual) untuk menunjukkan pendekatan lain yang bernama Behara sebagai
pendekatan: House of Service Quality (HOSQ). Tujuan skripsi ini adalah untuk
membicarakan tentang penggunaan pendekatan dalam menganalisis pemanfaatan
suara pelanggan (The Voice Of Customer) untuk menghasilkan kualitas jasa pada PO.
Sumber Alam Kutoarjo.

Hasil penelitian menunjukkan, atribut persyaratan konsumen memperoleh
penilaian sangat penting (5) sebanyak 18 atribut dan penting (4) sebanyak 8 atribut
menurut responden. Target operasional yang harus dilaksanakan yaitu keberadaan
musik., Dan langkah-langkah dalam menanggapi permintaan penumpang yaitu

memperbaiki eksterior dan interior serta peningkatan kualitas pelayanan.

Kata Kunci: Quality Function Deployment, Service Quality Dimension, House of
Service Quality.




ABSTRACT

Quality Function Deployment (QFD) analysis for manufacturing industry
principally applies matrix approacﬁ, while the QFD analysis for service industry uses
a combination between QFD and Service Quality (Servqual) Dimensions to establish
another approach namely Behara as House of Service Quality (HOSQ) Aéproach. The
purpose of this skripsi is to discuss the use of these approaches in analyzing the
benefit of ‘the voice of customer’ to create service quality at PO. Sumber Alam
Kutoarjo.

Result of research shows, that the assessment of customer to get value is very
important (5) as much 18 attribute and important (4) as much 8 attribute according to
the respondent. Operational target which had to execute is music existence. And the
steps to answering passenger request is to repair eksterior and interior and also the

improvement of services quality.

Keywords: Quality Function Deployment, Service Quality Dimension, House of
Service Quality.
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