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Meningkatkan Kepuasan Pelanggan Dengan Menggunakan
Metode Servqual Dan Matriks House Of Quality (HOQ) Di
PT XYZ.

Sebagai perusahaan yang bergerak dibidang jasa sertifikasi, PT XYZ
menyadari pentingnya memuaskan kebutuhan pelanggan guna bersaing pada era
globalisasi. Tujuan penelitian ini  adalah untuk mengetahui atribut  kualitas
pelayanan yang perlu diperbaiki untuk meningkatkan kepuasan pelanggan dengan
menggunakan metode servqual dan matriks HoQ. Berdasarkan hasil pengolahan
data tabel distribusi dan persentase kepuasan pelanggan diperoleh bahwa sebesar
0% Pelanggan merasa Sangat Tidak Puas, 0% Pelanggan merasa Tidak Puas,
8.29 % merasa Cukup Puas, 52 % Merasa Puas dan 39.71 % Pelanggan Merasa
Sangat Puas dengan Kepuasan Pelanggan PT XYZ sehingga dapat disimpulkan
bahwa atribut kualitas pelayanan yang menjadi prioritas perbaikanyaitu, membuat
standar operasional prosedure (SOP) dalam pelayanan konsumen, penambahan
atau perbaikan pengawasan dilingkungan PT XYZ, melakukan penilaian dari
konsumen tiap tahun sebagai review dan perbaikan evaluasi kinerja, memberikan

pelatinan Service Skilldan communication skill secara berkala bagi karyawan.
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ABSTRACT

Name . RosyennyAshriningtyas
Study Program . Industrial Engineering
Title . Service Quality Improvement Strategic For Improving

Customer Satisfaction With House Of Quality (HOQ)
Matrix and Servqual Method in XYZ Company

As a company that is engaged in the business of Certification Services,
XYZ Company realize how important to satisfy customer requirement in order to
compete in the era of globalization. The purpose of this observation is for
knowing the services quality equipment who need to be repaired for improving
customer satisfaction with House Of Quality (HOQ) Matrix and Servqual
Method.Based on Processing Result of Distribution Table Data and Customer
Satisfaction Percentage, obtained at 0% very dissatisfied customer, 0%
dissatisfied customer, 8.29% quite satisfied customer, 52% satisfied customer and
39,71% very satisfied customer with customer satisfaction in XYZ Company, so
that it can be concluded that services quality equipment who become repairment
priority is making standard operating procedure in costumer services, addition or
repairment of surveillance in XYZ Company, doing assessment from customer in
every year as a review and evaluation improvement of performance, providing

Service Skill and Communication Skill Training periodecally for employees.
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