
ABSTRACT 

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) 

 

In t he years of  2014  the l evel o f O I p atient s atisfaction at  O I o f S emen 
Gresik Hospital is low with an average of 73.75% of Minimum Service Standart 
of Hospital ( SPM-RS) (≥ 90%). This r esearch i s meant to f ormulate a  
recommendation on t he s ervice qua lity improvement b y Quality Function 
Deployment ( QFD) m ethod as  a s trategy t o i ncrease s ervice q uality at S emen 
Gresik H ospital. This r esearch i s an  o bservational s tudy w hich us es t he c ross 
sectional method in the data collection. This research was conducted in four steps 
for six months from April to September 2015. The respondents of this study were 
patients who had received services more than twice at the disease clinic of OI of 
Semen G resik H ospital. This s tudy c onsists of four s teps : th e f irst s tep is to 
construct que stionnaire which is  used i n t he s tudy, t he s econd s tep is g etting 
expectations an d t he actual f act o f customer s ervice t hrough que stionnaires and 
compiling ga p b y comparing b etween t he expectations a nd the r eality of t he 
service based on i ts s cale, t he t hird s tep i s to build t he House of  Quality which 
comprises t he s teps of  ( 1) P reparation of  C ustomer's N eeds, ( 2) P reparation of  
Planning M atrix, na mely the d etermination G oal ( goal), c ounting Improvement 
Ratio, R aw Weight a nd N ormalized R aw Weight, ( 3) P reparation of  R esponse 
Technical, ( 4) D etermining  the ma trix tie s ( relationship), ( 5) P reparation o f 
priority of technical r esponse, (6) Determining th e Technical Correlation on the 
roof of  House of  Q uality. T he f ourth s tep is analysis a nd formulating 
recommendations.  

The results from the House of Quality are priorities of the most important 
customer’s needs and management response based priority technical response and 
strong r elationships be tween t echnical r esponse. R esults of  this s tudy a re 
proposed as efforts to improve quality of service. 
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