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ABSTRACT

Improving service quality is essential to retain existing customers and is one of the
main keys to attracting new consumers. Sutoyo farm is an SME in Tumbreb village
which is engaged in layer farming. In its recent development, a lot of complaints
have occurred regarding the quality of services provided. On the other hand, the
emergence of similar businesses threatened the sales. Therefore, it is necessary to
improve the quality of service at these SMEs. This research measures the level of
customer satisfaction by analyzing the current performance of service quality and
finding effective ways to improve service quality. The method used in this research
is SERVQUAL analysis by integrating with the Quality Function Deployment
(QFD) method. Through SERVQUAL, service attributes are obtained that need to
be prioritized for improvement, while QFD is used to find a proposed response. The
attributes that become priority attributes are employees dressed neatly (-2.07), egg
delivery is always on time (-1.79) complete office facilities (-1.4), complete cage
facilities (-1.32), employees master product information (-1.23), with a satisfaction
level of 75.84%. Through QFD, technical responses are carried out in the form of
conducting dress ethics training, training in chicken farming, adding UV and

blower fan facilities, adding office facilities, toilets and parking lots.

Keyword: Service quality, SME, Servqual Analysis, Customer Satisfaction,
Customer Expectation, Quality dimension, Quality Function Deployment (QFD).

vii



ACKNOWLEDGEMENT

This Final Project cannot be completed without help and support.
Therefore, I would like to express my deepest gratitude to the

following:

1. God Almighty, who makes everything possible. Thank you for giving

me abundant blessings.

2. My family, Bapak and Mamak, never stop giving encouragement and
prayers. Mba Ina, my beloved sister who has supported and comforted

me.

3. To Mr. Toha as the Final Project Advisor, who has provided a lot of

input and suggestions for preparing this report.
4. All lecturers 1in the faculty of industrial engineering
5. All of my friends

6. Other parties that I cannot mention one by one but always support

and motivate me.

viii



TABLE OF CONTENT

FINAL PROJECT ADVISOR .....ooiiiiiiiiiieciieieeeee et il
RECOMMENDATION LETTER .....cooiiiiiiiiiieieieeeeesee e il
STATEMENT OF ORIGINALITY ..cvtiiiiiieieiesteeieeeeeeeeeeeee e il
SCIENTIFIC PUBLICATION APPROVAL FOR ACADEMIC INTEREST ..... v
ADVISOR APPROVAL FOR JOURNAL/INSTITUTION’S REPOSITORY ..... \%
ABSTRACT ...ttt sttt eae e vii
ACKNOWLEDGEMENT .....oooiiiiiiiiiieieeeiese et viii
TABLE OF CONTENT .....ooiiiiiieseteee ettt ix
LIST OF FIGURES.......ooitiiiiiieieeeese ettt xii
LIST OF TABLE ...ttt xiii
LIST OF TERMINOLOGIES.........ccottiiiiiiieieieeeeeeeeeee e Xiv
CHAPTER T ..ottt 1
INTRODUCTION. ..ottt sttt ettt sttt ettt eseesbesbesnens 1
1.1 BACKEIOUNA ...ocuviiiiiiiiecieee ettt e s 1
1.2 Problem Statement .........cccevueriiriiierieniieieeeseee et 2
1.3 OB JECHIVES. ..utieneieeiiieite ettt ettt ettt et et et et eebeesaaeenbeessbeenseeeneeenseennns 2
Li SCOPE ..ttt ettt ettt et e et e et e et e et e e et e e sabee e e 2
1.5 ASSUMPLION ..eintiieiiieiieeiieeiie ettt ettt et eite et et e ebeesaaeenbeeseaeenseesneeenseennne 3
1.6 Research OULIINE .......cceovuieiiiiiniiiieeieecceee s 3
CHAPTER TL...ciiiieeeeeee ettt 5
LITERATURE STUDY ..ottt 5
2.1 SEIVICE .ttt ettt ettt sttt et ettt ettt b et sh ettt b bt 5
2.2 QUALIEY ..ttt et et sttt e et et e et e nbeenneennns 5
2.3, Service QUALILY. ..ccueeiiieiieeie ettt e 6
2.3.2 Service Quality Model .........ccociiiiiiiiiiiiiiiieieeee e 6
2.3.3 Dimensions of Service QUality .........cccoecveeviiniiiriieniieieeie e 8
2.3.4 Calculation of SERVQUAL.........cooouiiiiiieeiee et 9

24 QFD ittt ettt ae e 10
2.5 House 0f QUALILY ...oovuiieiieiiieiieeiee ettt 11
2.7 QUESHIONNAITE ....eecuviieeiiiieeiieeeieeeereeeeteeeeeeeesabeeeareeetreeeeteeeeseeesaseeesaseeeennes 19
2.7.1 Preparing Questionnaire QUESLIONS..........cccvrerueerieerieerirenieenreenieeneens 19

X



2.7.2 Determining the number of SAMPIEs ........ccceevvieriienieiiiieieeieeieeee 20

2.8 TESHING AALA ...eeuiiiiieiiieiiee ettt ettt et beesaeesaeeareens 21
CHAPTER Tttt 22
RESEARCH METHODOLOGY ....cootiiiiiiniiniieiieieieieie ettt 22

3.1 Research Methodology framework .............cccoevciieiieniiinieniicieceeeee 22

3.2 Initial OBSEIVALION. .....eetiiiiiiieiiriieciceie ettt 23

3.3 Problem IdentifiCation...........coeriirierierienierienee et 23

3.4 LAterature STUAY ... cecovieiiieeiieiieeieeeiie ettt ettt et re e sbe et e s aeeseesaaeens 24

3.5 Data CollECtiON. ......ccueiiieiiiriieieeieseeeee ettt 25

3.6 Data Processing and Analysis data ..........ccoeceeriiieiieniienienieeieee e 25

3.7 Conclusions and recommendations. ...........ccceeveerierierieneenenieneeneeee e 26
CHAPTER TV ettt 28
DATA & ANALYSIS ..ottt 28

4.1 Enterprise profile........cccooieeciieiiiiiieiecieee et 28

4.2 Tnitial ObSETVALION. ..c..eeruiriieiieiieiierieete ettt sttt st 28

4.3 Questionnaire Preparation...........c.eccveerieeiiierieeiiienie et esiee et esiee e eiee e ens 30

4.4 Number of SAMPIES ......ccueeruiiiiiiiiiieiiesie ettt ens 33

4.3 ValAILY TESt..eeuiieiiieiiieiieeie ettt ettt ettt eaee e esaesaneens 33

4.4 REHIADIIILY T@ST...ccvieiuiieiieiieeieeeiie ettt ettt ettt e e eseeseneens 38

4.5 SERVQUAL ANALYSIS ....eeouiieiieiieeiiesiie ettt ettt siee e eaeeseneens 39

4.5.1 Calculation of consumer Expectation Value............cccoceeveeriienieninn. 39
4.5.2 Calculation of Customer satisfaction SCOTe..........cccceevvierienieeniieninane 41
4.5.3 Calculation of Servqual SCOTE........cccevvieriiieriieiiieieeie e 42
A58 CSLaiiiieeeee ettt 46

4.6 Quality Function Deployment...........cccceecuiirieeiiieniieeieeiecieeee e 49
4.6.1 Consumer Information MatrixX ..........coceeveevierieneenienieneeeeeeneese s 50
4.6.2 Planning MatliX........ceeeeeueeriienieeniienieenieesteeteesveenseeseaeeseessseesseesnsaens 50
4.6.3 Technical RESPONSES ......cc.eevvieriieiiiiiieiieeie ettt 55
4.6.4 Correlation MatriX.......coveveeierienieeienieeneeieet ettt 58
4.6.6 Technical PrIOTItIES .....ccccevuieierieiieieiieieeieee et 61
4.6.7 HOQ ANALYSIS. ..cuvieeiiieiieeiieeiieeie ettt ettt et et sae et e eeseesnnaens 64
CHAPTER V..ot 66
CONCLUSION & RECOMMENDATION .....ccceiiiiiiiniinieneeieeeeieesie e 66
5.1 CONCIUSION. .....eiutiiiiiiieiieiieettee ettt e 66



5.2 RECOMIMENAALION. ... e e e e e e e e e e e eeeeeaeaeaeaeeeaeaeaeaaaans 68

REFERENCES......ooiitiiiiitine ettt e 69
APPENDIX ...ttt 71
Appendix 1 List of Interview QUESHIONS ........cecuevueeruieienierienieneeieerenieeie s 71
AppendixX 2 QUESHIONNAITE. ....c.erveriieiieieniteie ettt 73
Appendix 3 Recapitulation Of Questionnaire Result...........ccccooceeviriiniencnnen. 76
Appendix 4 Validity & Reliability Test......cccceoeriiririienienirieneeieeieseeeene 82
Appendix 6 House of QUAlity ........ccoooierieiiiiiiniiiiiieeeceeeeee e 1

Xi



Figure 2.
Figure 2.
Figure 2.
Figure 2.
Figure 2.
Figure 2.
Figure 2.
Figure 3.
Figure 3.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.
Figure 4.

LIST OF FIGURES

1 The Customer Service quality model ...........cccceevverciiinieniieieenen. 7
2 House of qUality.......cccccieiiiriiiiiicii e 12
3 Customer ReqUIrements..........c.eeeeeeriierieeiiienieeieesie e eiee e 12
4 Technical RESPONSES......c.eeviieriieiiieiieeiieiee ettt 13
5 Technical IMPOTtANCe .......cceeeevieriieeiiieiieeieeie et 14
6 Relationship MatriX ......ocueeeieeiiienieeiieie e 14
7 Correlation MatriX .......ooueeveriereiiienienieeieeeesie et 14
1 Research Methodology Framework....................oooiiiiin. . 22
2 Data Calculation Framework..........cccccoceevininiiiiniiniiciicceee 27
1 Production VS Sales.........covuiiiiiiiiiiiiiiiiiiiee 29
2 Sales GIaph.....coocvieiieeiieiieeieeeee et 29
3 Reliability test result of customer satisfaction............ccccceceenueneee. 38
4 Reliability test result of customer expectation..........c.ccceevvereennene 39
5 Service AtribULE GaAP ...ccveevvveerieiieeiieeiie ettt 45
6 Quality Service Dimension Gap ........cccceeeveereeeiieeniesiieenienieeinans 46
7 Correlation MatriX .......coeeveriereiienienieeieeeesieee e 59
8 Relationship MatriX .....cc.eeeveeriieeiiieiieeiieeie et 60

Xii



Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
7

LIST OF TABLE

1 Production and sales of Sutoyo SME.........ccccccevviiiiieniiienieeieeies 28
2 Customer COMPAINES.......c.eereeeriiereieereerieeieeseeeteesieesaeesieessreeseens 30
3 Customer Criteria of Eggs Purchasing.............ccccoevieviiiinieninnnnen. 31
4 Dimension and Attributes of service quality..........cccoeevverierieennnns 31
5 Validity test Customer Preception ...........cccoecveeviieniieniienieeniienene, 34
6 Validity Test Customer EXpectation..........cccccceeeveeiienieenieenneennans 36
7 Mean Importance Score Calculation (Customer Expectation) ....... 40
8 Calculation of Mean Satisfaction SCOTe .........ccccvevvierienieeniiennnnne. 41
9 Servqual Score Calculation..........c.cooveeviieniienieniieieeeieeiee e 43
10 prioritized ArIDULES .......eevvieiiieiieeieeiieee et 44
11 Dimension Servqual SCOTe.........cccccvuieiieriieriieiiieieeie e 45
12 Customer satisfaction iNdeX ..........ccceevuereerienieniieneeneeieneeieee 47
13 CSI Calculation .......cc.eeueeieniiieniereeeeeseee e 47
14 Attributes Goal Value ........ccceoceviiiiiiiniiniiicceecceee 51
15 ImProvement ratio SCOTE ........c.eevueerueeriierieeriienieenieesreeseesneeneeens 52
16 Sales POINL....c..coouiiiiiiiiiiieiecceee e 53
17 Row weight & Normalized Row Weight score .........cccccoceeuennene 54
18 Technical RESPONSES.......cccuveruiieiiiiiieiieeii et 57
19 Correlation Symbol..........ccocveviieiieniieiieeiiee e 58
20 Relationship matrix Symbol ...........cccevvieeiiieniiiiiienieeieeie e 60
21 Impact Score of Technical Response..........cccceevveevieeciienienieennnns 61
22 Direction of Improvement Symbol ..........c.cccceeviieiieniiienienieeens 62
23 Direction of IMProvemMent.........cccueeeveerieeeiienieeieenieeieesieeereeeens 62
24 Absolute importance score and Relative importance score........... 63
25 priority technical RESPONSES .........cccveeviieiieniiiiieiecieeiee e 64

Xiii



SME

MIS

MSS

CSI

LIST OF TERMINOLOGIES

Small and medium sized enterprise is a
productive  business owned by
individuals or groups with certain
annual net income in accordance with
Law no 20 of 2008.

The average value of importance or
customer  expectations of  the
product/service

The average satisfaction value or
performance value that customers get
Value or percentage of customer

satisfaction.
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