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ABSTRAK 

 Adam Gusti Perwira. 202010215137. Analisis Quality Function 

Deployment (QFD) Untuk Meningkatkan Kualitas Sistem Pelayanan Pada 

Customer Service Officer (CSO) Di Bank BCA KCU Gajah Mada. 

PT BANK BCA KCU Gajah Mada merupakan salah satu perusahaan 

swasta yang bergerak di sektor perbankan. Jasa yang ditawarkan oleh Bank BCA 

adalah Kredit, internet banking, mobile banking, asuransi, syariah, trade finance, 

cash management, kartu kredit, dll. Pada 6 bulan terakhir PT. Bank BCA di KCU 

Gajah Mada menerima berbagai macam keluhan dari nasabah pada tiap bulannya. 

Dalam upaya meningkatkan kualitas pelayanan yang diberikan terhadap nasabah 

perlu dilakukan penelitian dengan menggunakan metode quality function 

deployement untuk mengetahui voice of customer dari para nasabah Di PT. Bank 

BCA KCU Gajah Mada sehingga didapatkan pengambilan keputusan berupa 

rekomendasi langkah-langkah yang perlu dilakukan untuk meningkatkan kualitas 

yang dilakukan. Berdasarkan dari voice of customer, strategy yang perlu 

dilakukan untuk meningkatkan kualitas pelayanan CSO terhadap nasabah adalah 

penambahan CSO mobile, penambahan mesin CS digital, penambahan tablet 

untuk CSO mobile, menambah ketersediaan kursi backing hall, membuat sistem 

antrian online dan menambahkan media informasi terkait promo, event, asuransi 

yang berlaku. Dari hasil analisis dengan metode quality function deployment, hasil 

pengkuran dari aspek derajat kepentingan, aspek tingkat kesulitan, dan aspek 

perkiraan biaya dari tindakan perbaikan yang dilakukan untuk meningkatkan 

kualitas pelayanan dari atribut yang  masih belum maksimal dalam memberikan 

pelayanan terhadap nasabah di Bank BCA KCU Gajah Mada dapat disimpulkan 

layak untuk dilakukan. 

 

Kata kunci: Keluhan, Kualitas, Nasabah, Pelayanan, Strategi  
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ABSTRACT 

Adam Gusti Perwira. 202010215137. Quality Function Deployment 

(QFD) Analysis to Improve the Quality of Service Systems for Customer Service 

Officers (CSO) at BCA Bank KCU Gajah Mada. 

 PT BANK BCA KCU Gajah Mada is a private company operating in the 

banking sector. Services offered by Bank BCA are credit, internet banking, mobile 

banking, insurance, sharia, trade finance, cash management, credit cards, etc.. In 

the last 6 months PT. BCA Bank at KCU Gajah Mada receives various kinds of 

complaints from customers every month. In an effort to improve the quality of 

service provided to customers, research needs to be carried out using the quality 

function deployment method to determine the voice of customer from customers at 

PT. Bank BCA KCU Gajah Mada so that decisions can be made in the form of 

recommendations for steps that need to be taken to improve the quality carried 

out. Based on the voice of customer, the strategy that needs to be implemented to 

improve the quality of CSO service to customers is the addition of mobile CSOs, 

the addition of digital CS machines, the addition of tablets for mobile CSOs, 

increasing the availability of backing hall chairs, creating an online queue system 

and adding information media related to promos, event, applicable insurance. 

From the results of the analysis using the quality function deployment method, the 

results of the measurement of the degree of importance aspect, the level of 

difficulty aspect, and the estimated cost aspect of the corrective actions taken to 

improve the quality of service for attributes that are still not optimal in providing 

services to customers at Bank BCA KCU Gajah Mada it can be concluded that it 

is worth doing. 

 

Keywords : Complaint, Customer, Service, Strategy, Quality 
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