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RINGKASAN

Anggun Kusuma Hartadi. 202010215220. Peningkatan Kualitas Layanan
Pengiriman Menggunakan Service Quality dan Quality Function Deployment di PT
Bharany Tri Mitra.

PT Bharany Tri Mitra (BTM) merupakan supplier sayur untuk PT Patra
Drilling Contractor (PDC). Pada saat pengiriman tiba di Marunda Jetty, pihak PDC
mendapati menemukan kecacatan dan ketidaksesuaian kuantitas pengiriman pada
sayur pokcoy, kangkung, dan bayam selama 1 tahun sebanyak 70,4 kg. Selain itu,
pihak BTM terlambat melakukan pengiriman sebanyak 10 kali dari total 52 kali
pengiriman di tahun 2023. Penelitian ini bertujuan untuk menentukan nilai
kesenjangan kualitas layanan PT BTM, menentukan atribut prioritas perbaikan,
serta menentukan usulan perbaikan pada layanan pengiriman sayur di PT Bharany
Tri Mitra. Hasil penelitian ini adalah nilai kesenjangan kualitas pada dimensi
tangible -2,37, dimensi reliability -2,19, dimensi assurance -1,77, dimensi
responsiveness -1,00, dan dimensi emphaty -0,88. Atribut prioritas perbaikan pada
layanan pengiriman PT BTM di antaranya kondisi peralatan bongkar muat,
kelengkapan APD karyawan, kesesuaian waktu pengiriman sayur, kesesuaian
kuantitas pengiriman sayur, kesesuaian temperatur berdasarkan barang atau jenis
sayur yang dikirim, dan kualitas kiriman tanpa cacat. Selain itu, prioritas respons
teknis yang akan menjadi rekomendasi perancangan peningkatan pelayanan, yaitu
pelatithan karyawan, audit keselamatan, audit peralatan, kalibrasi rutin dan
perawatan sistem chiller, implementasi sistem monitoring real-time untuk

pengiriman, dan pembuatan SOP.

Kata kunci: Layanan Pengiriman, Importance Performance Analysis (IPA), Service

Quality, Quality Function Deployment (QFD).
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SUMMARY

Anggun Kusuma Hartadi. 202010215220. Improving the Quality of
Delivery Services Using Servqual and Quality Function Deployment at PT Bharany
Tri Mitra.

PT Bharany Tri Mitra is a food ingredient supplier for PT Patra Drilling
Contractor (PDC). When the shipment arrived at Marunda Jetty, the PDC found
defects and inconsistencies in the delivery quantity of bok choy, kale and spinach
vegetables for 1 year amounting to 70.4 kg. Apart from that, BTM was late in
making deliveries 10 times out of a total of 52 deliveries in 2023. This research aims
to determine the value of the gap in PT BTM's service quality, determine priority
attributes for improvement, and determine proposals for improvement in the
vegetable delivery service at PT Bharany Tri Mitra . The results of this research are
the quality gap value in the tangible dimension -2.37, reliability dimension -2.19,
assurance dimension -1.77, responsiveness dimension -1.00, and empathy
dimension -0.88. Priority attributes for improvement in PT BTM delivery services
include the condition of supplier and unsupplier equipment according to standards,
employees being equipped with adequate PPE, suitability of vegetable delivery
times, suitability of quantity of vegetable deliveries, suitability of temperatures
based on the goods or types of vegetables sent, and delivery quality without defects.
Apart from that, priority technical responses will become recommendations for
designing service improvements, namely employee training, safety audits,
equipment audits, routine calibration and maintenance of chiller systems,

implementation of real-time monitoring systems for deliveries, and making SOP.

Keywords: Delivery Service, Importance Performance Analysis (IPA), Service

Quality, Quality Function Deployment (QFD).
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