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ABSTRAK

PT MCE merupakan sebuah perusahaan start up yang menyediakan solusi digital
berupa SaaS ( Software as a Service ) dalam hal manajemen serta pelacakan kendaraan.
Perusahaan yang berdiri pada tahun 2017 yang awalmulanya hanya mempunyai
produk berupa GPS Tracker, namun seiring banyaknya permintaan pasar PT MCE
melangkah lebih maju lagi dalam pengembangan produknya, dengan meluncurkan
produk utama yaitu teknologi berbasis SaaS ( Software as a Service ) yang di kenal
dengan nama VSMS dan TMS , yang berfokus terhadap pasar B2B serta dapat
terintegrasi dengan perusahaan transportasi maupun supply chain. Upaya
peningkatan kualitas adalah penting untuk dilakukan perbaikan. Salah satu
faktor yang menetukan kepuasan pelanggan adalah persepsi pelanggan
mengenai kualitas produk yang berfokus pada lima dimensi kualitas jasa yaitu
tangibles,reliability, Responsivness, Assurance, dan empthy. Untuk
meningkatkan kualitas pelayanan pelanggan, diperlukan metode untuk
menganalisis kualitas pelayanan yang diberikan. Dalam hal ini akan
mengkombinasikan antara Metode Quality Function Deployment (QFD) yang
menggunakan model House of Quality. Berdasarkan hasil perhitungan (HOQ)
House of Quality, dari 10 atribut valid yang dinyatakan kepada PT MCE ,
Terdapat 7 parameter teknik yang menjadi prioritas dilihat dari absolut
importance sebagai berikut Implementasi software (342), Tim Technical
standby (315), Customer Service Standby (288), Upgrade Manual book (270),
Upgrade Web Tracking (153), Mobile Apps Custom (138), Upgrade Hardware
27).

Kata kunci : Kepuasan pelanggan, Pelayanan kualitas, Quality Function
Deployment
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ABSTRACT

PT MCE is a start-up company that provides digital solutions in the form of SaaS
(Software as a Service) in terms of vehicle management and tracking. The company,
which was founded in 2017, initially only had a product in the form of a GPS Tracker,
but with increasing market demand PT MCE has gone even further in product
development, by launching its main product, namely SaaS (Sofiware as a Service)
based technology known as VSMS. and TMS , which focuses on the B2B market and
can be integrated with transportation and supply chain companies. Efforts to improve
quality are important for improvement. One of the factors that determine customer
satisfaction is the customer's perception of product quality which focuses on the five
dimensions of service quality, namely tangibles, reliability, responsiveness, assurance,
and emptiness. To improve the quality of customer service, a method is needed to
analyze the quality of services provided. In this case, it will combine the Quality
Function Deployment (QFD) method using the House of Quality model. Based on the
results of the House of Quality (HOQ) calculation, of the 10 valid attributes declared
to PT MCE, there are 7 technical parameters that are prioritized in terms of absolute
importance as follows Sofiware implementation (342), Technical Standby Team (315),
Customer Service Standby ( 288), Upgrade Manual book (270), Upgrade Web
Tracking (153), Mobile Apps Custom (138), Upgrade Hardware (27).

Keywords: Customer satisfaction, Quality service, Quality Function Deployment
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