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RINGKASAN

Bisnis jasa pengiriman paket banyak sekali bermunculan, semua saling
berlomba untuk menarik sebanyak mungkin pelanggan menggunakan- jasanya.
Permasalah pada Ninja Xpress Margoyoso masih terdapat ketidakpuasan
pelanggan atas pelayanan yang diberikan. Berdasarkan masalah tersebut, maka
akan dilakukan penelitian menggunakan metode Kano dan quality function
deployment (QFD) dengan tujuan untuk meningkatkan kualitas layanan dan
meningkatkan kepuasan pelanggan. Metode Kano digunakan untuk mengetahui
atribut  yang diinginkan pelangkan, sedangkan metode quality functional
deployment (QFD) digunakan untuk menentukan atribut yang perlu
dikembangkan untuk rancangan perbaikan. Dari 22 atribut layanan terdapat 9
atribut  yang menjadi prioritas  perbaikan. Selanjutnya, untuk menentukan
rancangan perbaikan menggunkan integrasi model Kano dan quality function
deployment (QFD) menghasilkan house of quality (HOQ). Dari penyusunan house
of quality, nilai weight importance tertinggi menjadi prioritas perbaikan layanan
pada jasa pengiriman Ninja Xpress Margoyoso. Hasil penelitian terdapat 5 atribut
perbaikan diantaranya pembuatan SOP ketat untuk pegawai, pelatihan sikap
perilaku pegawai, meningkatkan kebersihan area parkir dan kantor, evaluasi tiap
bulan kepada pegawai, dan penambahan pegawai untuk percepatan pengiriman.

Kata kunci :  Kualitas Pelayanan Jasa, Kano, quality functional deployment
(QFD), house of quality (HOQ).

vii



RANCANGAN PERBAIKAN KUALITAS LAYANAN PADA JASA
PENGIRIMAN NINJA XPRESS MARGOYOSO DENGAN
MENGGUNAKAN INTEGRASI MODEL KANO DAN QUALITY
FUNCTION DEPLOYMENT (QFD)

Student Name : Rachmad Igbal Thoha
Student Identity Number  : 201857036
Supervisor

1. Rangga Primadasa, ST., MT.
2. Sugoro Bhakti Sutono, ST., MT.

ABSTRACT

A lot of package delivery service businesses have sprung up, all competing with
each other to attract as many customers as possible to use their services. The
problem with Ninja Xpress Margoyoso is that there are still customers for the
services provided. Based on these problems, a research will be conducted using
the Kano method and quality function deployment (QFD) with the aim of
improving service quality and customer satisfaction. The Kano method is used to
determine the desired attributes to win, while the quality functional deployment
(QFD) method is used to determine the attributes that need to be developed to
design improvements. Of the 22 service attributes, there are 9 attributes that are
priority improvements. Furthermore, to design an improvement plan using the
Kano model integration and quality function deployment (QFD) to produce a
house of quality (HOQ). From the preparation of the house of quality, the highest
weight value becomes a priority for service improvement on the Ninja Xpress
Margoyoso delivery service. The results showed that there were 5 improvement
attributes including making strict SOPs for employees, training employee
behavior attitudes, improving the cleanliness of parking areas and offices,
monthly evaluations for employees, and adding employees to speed up delivery.

Keywords :  Quality of service, Kano, quality functional deployment QFD,
house of quality (HOQ).
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