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RINGKASAN 

Penerapan Quality Function Deployment dalam Meningkatkan Kualitas 

Pelayanan pada Bank Jatim cabang Jember 

Septian Handy S, 

090810201116; 2014: 67 Halaman; 

Jurusan Manajemen, Fakultas Ekonomi, Universitas Jember 

 

Bank Jatim cabang Jember merupakan salah satu Bank pemerintah di 

Jember. Selain kompetisi antar Bank yang semakin kompetitif dan peningkatan 

perekonomian di Jember,  Bank Jatim cabang Jember perlu melakukan 

peningkatan kualitas pelayanannya terhadap nasabah, apa saja kebutuhan nasabah 

(what) ? dan bagaimana memenuhi kebutuhan nasabah berdasarkan perencanaan 

teknis (how)? . Metode yang digunakan dalam upaya peningkatan kualitas 

pelayanan nasabah adalah Quality Function Deployment (QFD). QFD adalah 

suatu metode yang dapat memudahkan pengembangan produk dan jasa dengan 

mengetahui bagaimana keinginan dan kebutuhan konsumen, kemudian dikaitkan 

dengan sumber daya perusahaan dalam bentuk technical requirement dan nilai 

sasaran. 

Dari hasil penelitian, Berdasarkan suara konsumen (Voice of Costumer), 

diperoleh 15 indikator yang mewakil bukti fisik (tangible), reliabilitas (reliabity), 

daya tanggap (responsiveness), empati (emphaty) dan jaminan (assurance). 

Diantaranya adalah Keleluasan di lahan parkir, Kenyamanan ruang tunggu, 

Jumlah loket pelayanan, Kecepatan karyawan melayani nasabah, Akurasi kerja 

karyawan, Pemahaman karyawan terhadap proses pelayanan, Keramahan 

karyawan dalam melayani, Keadilan dalam penyelesaian komplain  nasabah, 

Kecepatan tanggapan karyawan terhadap usulan dari nasabah, Pemberian 

perhatian secara individual kepada nasabah, Kemauan karyawan berdiskusi 

terhadap permasalahan nasabah, Toleransi karyawan terhadap permasalahan 

nasabah, Kesesuaian kualitas layanan terhadap janji yang diberikan bank, 

Kemauan karyawan memberikan jalan keluar yang saling menguntungkan, 

Pertanggung jawaban karyawan terhadap kesalahan layanan. 
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Berdasarkan penyusunan rumah kualitas (House of Quality (HjjjQ)) 

dihasilkan beberapa persyaratan teknis yang perlu dilakukan menurut prioritasnya: 

memaksimalkan lahan parkir dengan optimal, mengharuskan kendaraan yang 

diparkir tertata dengan rapi, memberikan layanan tayangan  saluran TV yang 

berpendidikan  seperti saluran national geographic, memberikan ruang tunggu 

untuk para nasabah perokok, menambah loket layanan teller khususnya. 

Perbaikan Standard Operating Procedure layanan loket dengan target 10 menit per 

nasabah. 
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SUMMARY 

The Application of Quality Function Deployment to Improve the Quality service 

on 

Jatim Bank of  Jember Branch 

Septian Handy S, 

090810201116; 2014: 67 Halaman; 

Jurusan Manajemen, Fakultas Ekonomi, Universitas Jember 

 

 

Jatim Bank of  Jember Branch  is one of the governmental  Bank in 

Jember . In addition to more competitive competition among Banks and the  

increasing of economy  in Jember.  This bank needs to improve the quality of 

service to customers , what are any customer requirements ( what ) ? and how to 

meet customers' requirements based on technical planning ( how) ? . The method 

used in improving the quality of customer service is the Quality Function 

Deployment ( QFD ) . QFD is a method that can facilitate the development of 

products and services by knowing how the desires and needs of consumers , then 

attributed to the resources of  company in the form of technical requirements and 

the target value. . 

From the research , by the consumer voice ( Voice of Customer ) , obtained 

15 indicators represented physical evidence (tangible ) , reliability ( reliability ) , 

responsiveness (responsiveness ) , empathy ( empathy ) and assurance (assurance 

) . Among them is the flexibility in the parking lot , waiting room comfort , 

number of counters , employees serve customers Speed , Accuracy employee , 

employee understanding of the process of service , friendliness of employees in 

serving Justice in the settlement of customer complaints , employee responses to 

the proposed speed of customers , Giving individual attention to customers , 

employees willingness to discuss the issues of customers , employees Tolerance to 

the problems of customers , service quality Conformance to the promise given 

bank , employees willingness  to gives mutually beneficial way out, 

Accountability employees to service errors . 
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Based on the quality of the preparation ( House of Quality ( HjjjQ ) ) 

produced several technical requirements that need  to do according to the priority : 

maximizing the parking area to the optimum , requiring vehicles parked neatly 

arranged , giving the service of educated TV channel  as national geographic 

channel , giving special room for smokers , adding counter teller services in 

particular . Standard Operating Procedure Repair  service counter with a target of 

10 minutes per customer . 
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