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 SUMMARY 
 

 Improvement of Service Quality by Quality Function Deployment (QFD) 
Method 

(In the purpose of improving the Service Quality of Outpatient Installation at 
Semen Gresik Hospital) 

   
 Outpatient Installation ( OI) is  th e f ront-line s ervice uni t of  hos pital as 
many patients are admitted to the hospital through OI for the first time. Therefore, 
unsatisfying OI visit can turn into a failure. The problem raised in this study is the 
low l evel of  s atisfaction o utpatients r eached 73.75% of  M inimum S ervice 
Standard of Hospital (≥ 90%) in the years of  2014 at O I of Semen G resik 
Hospital (SGH). This research objective is to formulate a recommendation on the 
service q uality i mprovement b y QFD m ethod a s a s trategy t o i ncrease s ervice 
quality at SGH. The specific purposes of this research  ar e: (1) Determining the 
customer's needs in every customer service at OI of SGH, (2) Develop a planning 
matrix of customer's needs which includes: the ratio improvement, the magnitude 
of the weight of crude (raw weight) and the weight of net (net /  normalized raw 
weight) of t he customer's ne eds in each s ervice at O I of S GH, (3 ) Prepare 
technical r esponse o f e ach service at O I of S GH, ( 4) Determine t he s trong 
relationships of technical response to customer's needs in every service at OI of 
SGH, (5) Determine the priority of technical response and priority of Customer's 
Need of every service at OI of SGH, (6) Prepare the structure of  house of quality 
of each service at OI of SGH, (7) Prepare recommendation efforts to improve the 
quality o f s ervice in each OI of S GH by the m ethod of  Q uality Function 
Deployment. 
 This research is an observational study using the cross sectional method in 
the d ata co llection. T his r esearch w as co nducted in four s teps. S tep I, w as 
preparing the questionnaire used in the s tudy. The questionnaire was then tested 
for its validity and reliability before using it at a later stage. At this stage besides 
determining external respondents which are patients, we also established a team of 
the Quality Improvement of OI as internal respondents in this study. Step II, was 
getting expectations and the actual fact of customer service through questionnaires 
that h ave b een t ested for its validity a nd r eliability and compiled gap b y 
comparing b etween t he expectations an d the r eality of t he s ervice b ased o n i ts 
scale. Step III , was t he step of Preparation o f t he H ouse of  Q uality w hich 
comprises t he s teps of  ( 1) P reparation of  C ustomer's N eeds, ( 2) P reparation of  
Planning M atrix, n amely th e d etermination G oal, c ounting Improvement R atio, 
Raw W eight a nd Normalized R aw W eight, ( 3) P reparation of  Response 
Technical, ( 4) D etermining the ma trix tie s ( relationship), (5) P reparation of  
priority of technical r esponse, (6) Determining th e Technical Correlation on the 
roof of House of Quality. Step IV, which was the stage of analysis and preparation 
of r ecommendations. Four s tages of  t his r esearch were conducted for 8 m onths, 
from October 2014 to Juni 2015. Sources of information of the research in phase I 
and II were patients who had received services more than two times at the disease 
clinic o f O I of S emen Gresik H ospital. In step IV , to achieve t he goal a nd 
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technical response obtained based on Focus Group Discussion (FGD) conducted 
by m anagers a nd h eads of uni ts i n out patient SGH t otaling 9 pe ople, w hile t he 
relationship was obtained through the scoring of all 9 managements. 
 The Result of  the f irst phase of  the s tudy i s to  determine the Customer's 
needs of OI of SGH. Data of patients interest level is obtained based on the patient 
expectations, w hile C ustomer S atisfaction P erformance i s obt ained ba sed on  
assessment of the current services. Next all the data obtained are calculated for the 
Improvement R atio an d R aw W eight an d Net R aw W eight, b esides it a lso 
determines the technical response, technical response relationship and the priority 
of response t echnique. Calculations a re t hen s ummarized i n a  hous e of qua lity. 
The house of quality obtains the priority of customer’s needs and order of priority 
technical r esponse t o d raft r ecommendations of O I of S GH s ervice quality 
improvement . Then we draft a strategic issue for FGD. FGD aims to describe the 
results of research and make clarification. 
 Based o n t he an alysis o f t he r esearch u sing Q FD, t here are s ome 
Conclusions as the following:1) The results of an analysis of the House of Quality 
got f irst pr iority t he ne eds of  t he c ustomer a re ( 1) t he a ccuracy o f t he ope ning 
hours doctor service, (2) a discussion of nurses with patients and family enough, 
(3) th e w aiting time  o f p atients a t e nrollment q uickly, (4) th e waiting time  
laboratory r esults q uickly, ( 5) th e w aiting time  f ast r adiology r esults. 2 ) 
Recommendation efforts to improve the quality of service that must be done is (1) 
physician s ervices are 1 ) t he e valuation of  t he implementation of  t he S PO, 2)  
supervision of  c ompliance w ith t he doc tor t o S PO, 3)  a  s ystem of  r eward a nd 
punishment to the doctor, 4) SMS Gateway RSSG as a  reminder hour Physician 
practices, 5 ) P hysician Practice reschedule h ours. ( 2) N ursing s ervices ar e 1 ) 
training of Customer Services, 2) evaluation of the implementation of the SPO, 3) 
undergraduate nursing e ducation programs, 4)  t he r eward s ystem for nu rses. (3) 
Patient E nrollment S ervices a re 1 ) th e evaluation o f p atient enrollment S PO, 2 ) 
registration is divided into BPJS and Non BPJS, 3) updates to the master patient 
index according SPO, 4)  t raining of  Customer S ervices. (4) Laboratory s ervices 
are 1) supervision of the implementation of the SPO, 2) the evaluation of the SPO  
3) t raining pl ebotomi, 4 ) M oU repair LIS, 5)  i ncreasing t he vol ume o f us e of  
laboratory equipment, 6) Increase the use of LIS. (5) Radiology services are 1) the 
evaluation of  t he i mplementation of  t he SPO, 2)  s upervision of t he 
implementation of the SPO, 3) D4 Radiografer education program. 
 As f or s uggestions a s follows: 1)  the hospital ne eds to socialize and 
implement the results of the research and steps are taken to improve the quality of 
customer service at OI of SGH. 2) the hospital needs to improve the coordination 
between t he related units to ach ieve the customer s ervice qua lity i mprovement 
program  at OI of SGH. 3) the hospital needs to evaluate the implementation of 
quality of service at OI of SGH or in other units.  
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