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ABSTRAK

Moh. Fuaedil Kirom. 2011.1021.5126. Analisis Metode Quality Function Deployment
(QFD) untuk meningkatkan kualitas pelayanan jasa service AC pada CV. Sinar Manggala
Teknik.

Penelitian ini tentang Analisis Metode Quality Function Deployment (QFD) untuk
meningkatkan kualitas pelayanan jasa service AC pada CV. Sinar Manggala Teknik. Penelitian
ini bertujuan untuk menetapkan proses penerapan metode QFD dalam meningkatkan kualitas
pelayanan dan menetapkan prioritas kebutuhan pelanggan pada perusahaan melalui matrik House
of Quality. Metode penelitian ini adalah studi kasus dengan pendekatan deskriptif. Hasilnya
menunjukan perusahaan ini telah menerapkan metode QFD. Sementara prioritas kebutuhan
konsumen berdasarkan matrik House of Quality perusahaan perlu memperioritaskan hal berikut:
(1) Tingkat Kenyamanan ruang tunggu; (2) Kecepatan pengerjaan oleh mekanik; (3) Ketelitian
pengerjaan oleh mekanik; (4) Jumlah mekanik dibandingkan dengan AC yang di-service; (5)
Kebersihan ruang tunggu; (6) Harga service standard; (7) Keterampilan mekanik; (8) Kualitas
spare part yang terjamin; (9) Kelengkapan alat service; (10) Kualitas service yang diberikan; (11)
Pihak Perusahaan bertanggung jawab penuh atas hasil service AC; (12) Kecekatan mekanik
dalam melayani pelanggan; (13) Garansi spare part; (14) Pelayanan yang sopan dan ramah
mekanik; (15) Perasaan aman setelah service; (16) Penilaian dalam pelayanan; (17) Area lahan;
(18) Antrian service yang teratur; dan (19) Kelengkapan sarana hiburan pada ruang tunggu.

Kata Kunci : QFD (Quality Function Deployment), matrik House of Quality, konsumen
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ABSTRACT

Moh. Fuaedil Kirom. 2011.1021.5126. Analysis of Quality Function Deployment Method
(QFD) to improve service quality of AC service at CV. Sinar Manggala Teknik

This research is about Quality Function Deployment (QFD) Method Analysis to improve
service quality of AC service at CV. Sinar Manggala Teknik. This research intend to establish
the process of applying the QFD method in improving the quality of service and set the priority
of customer needs in the company through the House of Quality matrix. This research method is
case study with descriptive approach. The results show that this company has implemented the
QFD method. While the priority of consumer needs based on the House of Quality matrix the
company needs to prioritize the following: (1) Leisure Room level; (2) Speed of work by
mechanic; (3) Accuracy of workmanship by mechanic; (4) Number of mechanics compared to
conditioned air conditioners; (5) Cleanliness of waiting room; (6) Standard service price; (7)
Mechanical skill; (8) The quality of guaranteed spare parts; (9) Completeness of service tools;
(10) Quality of service provided; (11) The Company is fully responsible for the results of the AC
service; (12) Mechanical adhesiveness in serving customers; (13) Spare parts warranty; (14)
Courteous and mechanical friendly service; (15) Feel safe after service; (16) Assessment in
service; (17) Land area; (18) Regular service queues; and (19) Completeness of entertainment
facilities in the waiting room.

Keywords: QFD (Quality Function Deployment), House of Quality matrix, customer
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