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RINGKASAN

ANALISIS KUALITAS LAYANAN BENGKEL SEPEDA MOTOR
MENGGUNAKAN INTEGRASI MODEL SERVICE QUALITY DAN QUALITY
FUNCTION DEPLOYMENT

(Muhammad Farid, Syafiuddin Parenrengi, dan Saharuna, 2014, 70 halaman)

Penelitian deskriftif analitik ini bertujuan untuk memperoleh gambaran
keterkaitan antara kualitas jasa terhadap kepuasan konsumen dan selanjutnya
menentukan prioritas layanan pada salah satu bengkel resmi sepeda motor di Kota
Makassar. Obyek penelitian adalah konsumen bengkel sepeda motor beijumlah 60
orang. Pengukuran kualitas jasa menggunakan integrasi model service quality pada
Industri Jasa Otomotif (Farid, 2010) dengan menyesuaikan pada layanan bengkel

sepeda motor dan Model Quality Function Deployment (QFD).

Data penelitian dianalisis, dimulai dengan pengujian validitas dan
reliabilitas instrumen. Selanjutnya dilakukan uji Tegresi untuk mengetahui hubungan
antara variabel service quality dan dimensinya, serta menganalisis hasil pengukuran
harapan dan persepsi konsumen terhadap kualitas jasa bengkel. Hasil tersebut
dituangkan ke dalam house ofquality dan selanjutnya dianalisis untuk rekomendasi

perbaikan.

Hasil penelitian menunjukkan kualitas jasa bengkel sepeda motor X diukur
dengan menggunakan model service quality dengan lima dimensi yaitu: accessibility,
tangibility, responsiveness, competence, dan reliability. Pengukuran dilakukan untuk
mengetahui tingkat kepentingan/harapan dan persepsi responden terhadap kualitas
layanan. Kemudian hasil gap score antara harapan dan persepsi menunjukkan urutan
atribut yang harus diperbaiki. Tingkat kepuasan konsumen pada 24 atribut layanan
berada kategori memuaskan. Berdasarkan analisis house o fquality, maka ditentukan
lima prioritas layanan sesuai keinginan dan kebutuhan konsumen. Upaya
merealisasikan perbaikan terhadap gap score antara harapan dan persepsi konsumen
dengan melakukan: 1) Training karyawan/mekanik, 2) Inovasi layanan dengan

membuat call centre, dan 3) Menambah fasilitas ruang tunggu.



SUMMARY

ANALYSIS OF MOTORCYCLE AUTOSHOP REPAIR SERVICE QUALITY
USING INTEGRATION OF SERVICE QUALITY DAN QUALITY FUNCTION
DEPLOYMENT MODEL

(Muhammad Farid, Syafiuddin Parenrengi, and Saharuna, 2014,70 Pages)

This analytical descriptive study aimed to obtain a picture of the relationship
between service quality on customer satisfaction and further specify the priority of
service at one of the official motorcycle repair shop in the city of Makassar.
Consumer research object is a motorcycle shop of 60 people. Measuring the services
quality using the integration model of service quality in the Automotive Service
Industry (F$rid, 2010) by adjusting the service motorcycle repair shop and Quality
Function Deployment (QFD) Model.

Data were analyzed, starting with testing the validity and reliability of the
instrument. Further regression to determine the relationship between the variables of
service quality and its dimensions, and analyze the results of the measurement of
consumer expectations and perceptions of the quality of workshop services. Results

are poured into the house of quality and subsequently analyzed for recommendations

for improvement.

The results showed quality motorcycle repair services X measured using a
model of service quality with five dimensions: accessibility, tangibility,
responsiveness, competence, and reliability. Measurements were performed to
determine the level of interest/expectations and perceptions of respondents to the
service quality. Then the results of the gap between expectation and perception
scores indicate the order of attributes that must be corrected. Level of customer
satisfaction on 24 service attributes are satisfactory category. Based on the analysis
ofhouse of quality, it is determined five priority services according to the wishes and
needs of consumers. Efforts to realize the improvement of the score gap between
expectations and perceptions of consumers to do: 1) Training of employees/
mechanics, 2) Innovation to make call center services, and 3) Adding waiting room

facilities.
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