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ABSTRAK 

 

 

Hasnan Habib 201710215045. Analisis Perbaikan Kualitas Pelayanan 

Menggunakan Metode RFM (Recency Frequency Monetary) Dan Fuzzy QFD 

(Studi Kasus Retail Industri Cibitung) 

Industri Retail Cibitung berlokasi di Muktiwari, Kecamatan Cibitung, Bekasi. 

Pengecer menyediakan kebutuhan dasar sehari-hari di area yang lebih kecil dari 200 

m2, memiliki permasalahan yaitu adanya gap antara harapan dan kenyataan dan 

berdampak pada  daily store performance. Analisis awal dilakukan dengan data 

daily store performance tahun 2021 dan kuisioner yang didapat melalui wawancara 

langsung dengan pelanggan, data penjualan dianalisis menggunakan RFM (recency, 

frequency,monetary) dengan bantuan software Rapidminer dan menghasilkan 3 

cluster masing-masing cluster recency 62 transaksi, cluster frequency 74 transaksi, 

dan cluster monetary 64 transaksi. Selanjutnya dilakukan pengolahan data 

kuisioner menggunakan metode Quality Function Development dan menghasilkan 

3 prioritas perbaikan yaitu durasi waktu pelayanan yang terlalu lama pada kasir, 

kesalahan penginputan jumlah barang, area parkir yang kurang luas dan tidak 

adanya petugas parkir. 

Kata Kunci: Recency Frequency Monetary, Rapidminer, Quality Function 

Development 
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ABSTRACT 

Hasnan Habib 201710215045. Analysis of Service Quality Improvement 

Using RFM Methods (Recency Frequency Monetary) and Fuzzy QFD (Case Study 

of Industri Retail Cibitung)  

Industri Retail Cibitung is located in Muktiwari, Cibitung District, Bekasi. 

Retailers provide basic daily needs in an area smaller than 200 m2, have problems, 

namely the gap between expectations and reality and have an impact on daily store 

performance. Initial analysis was carried out using daily store performance data 

for 2021 and questionnaires obtained through direct interviews with customers, 

sales data were analyzed using RFM (recency, frequency, monetary) with the help 

of Rapidminer software and produced 3 clusters, each cluster recency 62 

transactions, cluster frequency 74 transactions, and monetary cluster 64 

transactions. Furthermore, questionnaire data processing was carried out using 

the Quality Function Development method and resulted in 3 priority improvements, 

namely the duration of service time that was too long at the cashier, errors in 

inputting the number of items, parking areas that were not large enough and the 

absence of parking attendants. 

Keywords: Recency Frequency Monetary, Rapidminer, Quality Function 

Development 
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