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Abstract:
Authorized service center is an authorized service center appointed and approved by the
main party. UD Dua Teknik is a business engaged in electronic repair and maintenance
services that focuses on products owned by PT LG Electronics. This research was
conducted to improve the service of UD Dua Teknik using the Servqual method and
quality function deployment. The research shows that the dimensions of reliability and
responsiveness have the largest gap and variables that can be pursued are appearance,
service, handling, response speed. Based on the results of the preparation of the House
of Quality, the proposed improvement is to provide training on all aspects.
Keywords:
Servqual, quality function deployment, house of quality

INTRODUCTION
Yahya (2010) service center is actually a place for consumers to make repairs to their products.
Usually, every well-known brand / brand company will have a service center in every big city
in Indonesia and other countries. Each company has the same aims and objectives, namely
to provide services and convenience for consumers. All of this is done with the hope that
consumers can stay and subscribe to products produced by related companies.
UD Dua Teknik is a business that plays a full role in repair services for complaints or
damage to products produced by PT LG Electronics. Basically an improvement is always
needed by a business / any institution. Thus this research was made to provide an increase in
the services provided by UD Dua Teknik to its consumers. Quality function deployment (QFD)
method is a practice to design a process in response to customer needs that can improve
service quality.
Here is the definition of quality according to experts:
a. According to ISO-8402 (Loh, 2001:35) quality is the totality of facilities and characteristics
of a product or service that meets the needs, express or implied.
b. Tjiptono (2004:11) defines quality as suitability for use. Another definition that emphasizes
meeting customer expectations orientation.
c. Kadir (2001:19) states that quality is an elusive goal, because consumer expectations will
always change. Every new standard is found, then consumers will demand more to get
another new standard that is newer and better. In this view, quality is a process and not an
end result (improving continuity quality).
d. Crosby (1979) defines quality as conformance to the requirements of an approach to the
transformation of a quality culture.
e. Kotler (1997) defines quality as the overall characteristics and characteristics of a product
or service that support the ability to satisfy needs.
f. Taguchi (1987) quality is a loss to society, which means that if there is a deviation from the
target, this is a function of reduced quality. On the other hand, the reduced quality will incur
costs.
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According to Kotler (2008) service is any action or activity that can be offered by one
party to another, which is essentially intangible and does not result in any ownership. According
to Moenir (2008) service is a series of activities that take place regularly and continuously
covering all people's lives in society. Furthermore, Sinambela (2008) suggests that service is
any activity that is profitable in a group or unit, and offers satisfaction even though the results
are not tied to a physical product. This shows that service is related to the inner satisfaction of
the recipient of the service.
The definition of service according to Zein (2009) is a word that for service providers is
something that must be done well. While the definition of service according to Mahmoedin
(2010) is an activity or series of activities that are invisible that occur as a result of interactions
between consumers and employees or other things provided by service providers that are
intended to solve consumer / customer problems.
Based on the above understandings, it can be concluded that service is a form of certain
system, procedure or method that is given to other people, in this case, the customer's needs
can be met in accordance with the expectations or desires of customers with their level of
perception.
Service is a very important thing in the business world because service is a form of
appreciation to customers. Service is also one of the considerations for someone to decide to
buy a product or use the services of a company. Poor service can make customers run away
and switch to other competing companies. Given the importance of service for the continuity
of a company's business, it is appropriate that companies must always maintain the service
provided to customers. Lovelock and Wirtz (2004) Although services often include important
tangibles components, these components together with skilled personnel become the
dominant combination in the value creation series for service performance creation.
Service quality method (Servqual) is a questionnaire used to measure service quality.
The service quality (Servqual) method is a service quality measurement method that is useful
for assessing the service quality of a service provider based on five quality dimensions which
are often called q-rater, the q-rater are:
1. Reliability, is the ability to provide the promised service reliably and accurately.
2. Assurance, namely assurance and trustworthiness owned by the company, including the
knowledge and courtesy of employees in serving consumers, as well as their ability to
maintain consumer trust.
3. Tangible (physical evidence), the appearance of physical facilities and equipment used to
provide or provide services, including the appearance of physical facilities, equipment,
workers or communication tools.
4. Empathy, namely caring, individual attention provided by the company to consumers,
including the ease of making good communication relationships, personal attention and
understanding the needs of customers.
5. Responsiveness, namely the desire to help consumers and provide services quickly,
namely the desire of staff to help customers and provide responsive service.
Quality measurement in the service quality (Servqual) model is based on a multi-item
scale designed to measure expectations on five dimensions for service quality. Evaluation of
service quality using the service quality (Servqual) model includes calculating the difference
between the value given by the customer to the service received, for each pair of questions
related to expectations and perceptions. Service quality (Servqual) scores for each pair of
questions relate to expectations and perceptions. The steps that need to be done in the service
quality (Servqual) method are as follows:
Determining the average value of perception (𝑃̅) for each variable.
𝑃̅ =

𝑣 ∑𝑛𝑖=1 𝑃𝑖
𝑛

where:
Pi = Perception value given by consumers for question 1
n = Number of respondents
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Determine the average expected value for each variable.
𝑣 ∑𝑛𝑖=1 𝐸𝑖
𝐸̅ =
𝑛
where:
Ei = Expected value given by the customer for the 1st question
n = Number of respondents
To measure the service satisfaction level score:
Service quality score = Perception score – Expected score
or
KL=P–E
Where
KL: Service quality score
P : Customer perception score
E : Customer expectation score
In principle, the data obtained through the service quality (Servqual) instrument can be used
to calculate the service quality gap score at various levels in detail:
1. Item-by-item analysis, for example P1-E1, P2-E2, and so on.
2. Dimension-by dimension analysis, for example (P1+P2+P3+ P4/4)-(E1-E2-E3-E4/4) where
P1 to P4 and E1 to E5 reflect four questions of perception and expectation related to a
particular dimension.
3. Calculation of a single measure of service quality (Servqual), namely (P1+P2 +…..+ P22/22(E1+E2+.....+E22/22).
By definition, quality function deployment (QFD) is the practice of designing a process in
response to customer requirements. Quality function deployment (QFD) translates what
customers need into what the organization produces. Quality function deployment (QFD) is a
practice towards process improvement that can enable an organization to exceed the
expectations of its customers. In other words, quality function deployment (QFD) is a
methodology used by companies to anticipate and prioritize consumer needs and wants, as
well as incorporate these consumer needs and wants in the products and services provided to
consumers.
The structure of the quality function deployment (QFD) is the House of Quality (Bounds,
1994:277), which consists of six components such as the shape of the house. The left house
wall (Component 1) is the input from the customer. In this step, the manufacturer tries to
determine all the requirements that the customer wants and relates to the product / service. In
order to meet customer requirements, manufacturers seek certain performance specifications
and require their suppliers to do the same.

Figure 1.
The main structure of the House of Quality
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This step is depicted on the ceiling / ceiling of the house (Component 2). The right wall
of the house (Component 3) is the planning matrix. This matrix is the component used to
translate customer requirements into plans to meet or exceed those requirements. In the
middle (Component 4), customer requirements are converted into manufacturing aspects. The
bottom of the house (Component 5) is a priority list of manufacturing process requirements.
On the roof (Component 6), the steps taken are identification of organizational
processes/activities related to manufacturing requirements.
RESEARCH METHODOLOGY
The research methods used in this study are:
1. Designing Service Quality (Servqual) Dimensional Variables and making Service Quality
(Servqual) questionnaires.
2. Questionnaire Distribution.
3. Test the validity and reliability.
4. Processing of questionnaire data to determine user expectations and satisfaction.
5. Make a house of quality (House of Quality).
6. Determine actions based on priorities based on the results of the preparation of the House
of Quality.
RESULT AND DISCUSSION
Dimensional Variable Design
The service quality variable will be the customer satisfaction variable in the repair service
carried out by UD Dua Teknik. Categorized based on five dimensions of service quality
(Servqual), as shown in the following table:
Table 1.
Service quality variable

Consumer Weighting
The results of the calculation of the mean show that each mean is tangible = 0.2232 (22%),
reliability = 0.3768 (38%), responsiveness = 0.1362 (14%), assurance = 0.1246 (12%),
empathy = 0.1391 (14%). It can be seen that the reliability dimension (38%) is considered the
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most important by consumers of UD Dua Teknik. This means, if the satisfaction obtained by
consumers resulting from UD Dua Teknik services is not good, it will cause enormous
dissatisfaction.
Data Processing Service Quality Method (Servqual)
The data obtained from the respondents, namely the expectation-satisfaction data (reality) is
used to calculate the gap for each dimension of service quality (Servqual). The calculation
results can be seen in Table 2 and the gap value for each variable can be seen in Table 3.
Table 2.
Gap calculation result

Table 3.
Gap value for each variable

Service Quality Data Analysis (Servqual)
From the results of data processing, it is found that there are gaps in all service
dimensions. The dimension with the largest gap occurs in the reliability dimension, followed by
the responsiveness, tangible, assurance dimensions, and the one with the smallest gap is
empathy.
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Determination of Voice of Customer
It is the needs and desires of users regarding the services provided by UD Dua Teknik as an
authorized service center (ASC) of PT LG Electronics. Made based on the statements in the
questionnaire that has a gap score. Voice of Customer can be seen in Table 4.
Table 1.
Gap score Voice of Customer

Variable Grouping
Is a step to provide convenience in the selection of variables ranging from variables that can
be pursued to variables that are difficult to pursue. The grouping of variables can be seen in
Table 5.
Table 5.
Grouping of variables based on the level of effort

Preparation of Technical Requirements
Determination of technical requirements is based on the results of the analysis of the service
quality (Servqual) method, namely on all the variables tested. This result is the input to fill the
technical requirement which is located at the top of the House of Quality. The technical
requirements of the UD Dua Teknik service are as follows:
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a. Always pay attention to the appearance and completeness of the technician's attributes.
b. Provide training on broader knowledge materials as well as in good communication services
to respond to consumer responses.
c. Provide more adequate working equipment.
d. Control back work.
e. Give a business card.
Determination of Relationship Between Voice of Customer and Technical Requirements
This section describes the relationship that can exist or may occur between Voice of Customer
and Technical Requirements where the relationship is stated to be strong, moderate, or weak.
The relationship is expressed in the form of symbols, namely:
⧠ : strong relationship
𝜪 : medium relationship
^
: weak relationship
The relationship between voice of customer and technical requirements can be seen in Table
6.
Table 6.
Relationship between voice of customer and technical requirement

Calculation of Technical Importance and Filling in Column Weight
The calculation of technical importance is done by multiplying the gap by the correlation value
for each column in the relationship section and adding down for each 'how' element, after which
the calculation results are entered in the Column Weight. The things that need to be considered
by UD Dua Teknik are those that have a high weight, because they have a high influence in
improving the quality of repair services.
Determination of Relationship of Technical Requirements (Correlation Matrix)
Technical Requirements that have a positive relationship are:
a. Always pay attention to the appearance and completeness of the attributes in accordance
with the standards provided by PT LG Electronics such as wearpacks, safety shoes, and
so on.
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b. Deepen knowledge in related aspects in accordance with the provision of training and
experience.
c. Complete the required tools according to applicable standards.
Preparation of Operating Goal/Target Components
Basically the operating goal / target is the output generated from the technical
requirements. The following is the preparation of the operating goal / target components based
on the determination of the technical requirements obtained from the analysis of the service
quality (Servqual) method:
Table 7.
Operation goal repair service

Prioritizing Improvements to Increase Customer Satisfaction
Improvement priorities are arranged based on the rank of the Column Weight of the main
structure of the House of Quality, including the provision of training. The training here is not
intended only as a theory about how to deal with the product in question, but in all aspects
such as how to deal with customers who like to cheat, or even how technicians are able to
maintain consistency in appearance according to applicable standards in order to maintain the
good name of the company and bring comfort to the company. consumer.
Table 8.
Repair priority list
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Figure 3.
House of Quality Matrix
CONCLUSION
Based on the results of the study it can be concluded as follows:
1. UD Dua Teknik has not been able to meet consumer expectations as evidenced by the gap
or difference between reality and expectations which has a negative value. The dimensions
that have the largest gap are the dimensions of reliability and responsiveness with some of
the variables being variables whose improvement can be sought, namely appearance,
service, handling, and responses to consumers so that they are more optimal in accordance
with consumer expectations / desires.
2. The House of Quality sets out corrective steps that can be taken by UD Dua Teknik with the
biggest priority being providing training which is not only limited to theory on how to deal
with the product in question, but also in all aspects such as how to deal with tinkering
customers, as well as technicians. able to maintain consistency in appearance according to
applicable standards in order to maintain the good name of the company and bring comfort
to consumers.
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