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INTRODUCTION

Resky Jaya Motor Makassar is a general

motorcycle repair shop that provides services
suchas medium service, light service, and heavy
service. A service business is a type of business
that sells or offers knowledge and expertise, then
consumers will pay for the services provided [1].
Every company must pay attention to the quality
of service provided to each of its customers,
because every customer expects to get good
service beyond what they expect or want so that
customers will feel satisfied and happy [2][3].
[4] there are five perspectives on quality that are
currently developing, namely the transcendental
approach, product-based approach, user-based
approach, manufacturing - based approach, and
value-based approach [5][6].

[7], service quality includes 5 dimensions,
namely: Tangibles: this dimension in cludes
physical facilities, equipment, personnel and
means of communication; Reliability: this
dimension in cludes the ability to produce the
promised service performance accurately and with
certainty; Responsiveness: namely being ableto
answer needs or can be interpreted with a
willingness to help consumers and provide fast
service; Assurance: includes a guarantee of
customer safety for the environment as well as the
services provided to provide security; and
Empathy: namely the existence of an inspiration
and personal attention to consumers as well as the
ease of making good communication relationships
and understanding of customer needs [8] [9].

The task of translating target customer
requests into a functioning prototype is assisted by
several methods known as Quality Function
Deployment (QFD) quality function deployment
[10][11]. QFD is a customer-focused approach
where customer requirements are brought in while
designing products and services. Its adaptability
and ability to capture what customers want has
seen researchers apply QFD in areas such as
product development, banking services and supply
chain[12][13].

[14] QFD provides a number of benefits for
organizations that are trying to enhance their
competitiveness by continuously improving their
quality and productivity. The benefits of QFD
include customer focus, time efficiency,
teamwork orientation, documentation orientation
[15][16].

The main tool of the Quality Function
Deployment (QFD) process is the matrix. Where
there sults can be achieved through the use of
inter-departmental / functional teams by
collecting, interpreting, documenting and
prioritizing customer needs. The following is the
form or matrix of the House of Quality [17].

The QFD process at this stage requires customer
data written as attributes of the service. These
attributes or needs are potential benefits that
customers can receive from the
service[18][19].Generally, qualitative data is
obtained from interviews and observations with
customers, while quantitative data is obtained
from surveys [20][21].

Location or customer voting as follows
Importance to customer is a tool to record how
important each need is for the customer, Customer
satisfaction performance is the customer's
perception, Competitive satisfaction performance
In some companies to be competitive, the team
must understand the competition, Goal decides the
level of customer performance to be achieved in
order to meet every consumer, Sales point
contains information about the ability to sell
products/services, based on how well each
consumer needs: No selling point (0), Medium
selling point (1,2), High selling point ( 1.5),
Improvement Ratio Is a measure of the efforts
made to increase customer satisfaction, Raw
weight contains the calculated value from the data
and decisions that have been made during the
planning matrix and Normalizet raw weight
contains the raw weight value, scaled in the range
from 0 to 1 or expressed in percentages [22][23].
House of quality (house of quality) is a technical
graphic to explain the relationship between
customer desires and products (or services)
[24][25].

Only with Applying this relationship an
operations manager can build products and
processes with the features that customers want
[26][27].

RESEARCH METHODS

The research location which is the object of
research in data collection is carried out at the
Rezky Jaya Motor Workshop on JI. Bandang
No.123, Bontoala District, Makassar City, South
Sulawesi Province, with a research period of on
emonth (21 March 2022-27 March 2022)
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Data collection

a. Primary data

In this study the primary data in the form of
preparation in improving services to in crease
customer satisfaction with the services of two-
wheeled motorized vehicles obtained by
conducting interviews

b. Secondary data

Secondary data in the form of data obtained from
monthly report archives containing time of
machine breakdown, number of machine
breakdowns, machine repair time, and working
hours data.

Data processing

The data processing used in this study uses the
Quality Function Deployment (QFD)method,
namely:

1. Data Sample Processing

2. Validity Test and Reliability Test

3. Determining the Level of Interest

4. Determination of Satisfaction Level

5. Steps in Filling House Of Quality (HOQ)
a. Planning Matrix
b. Technical Correlation

Technical relationship

Technical importance

House Of Quality

® a0

RESULTS AND DISCUSSION

Validity test

Validity test in this study using the help of SPSS
25 software for windows. This test is carried out
using the Corrected Item-Total Correlation
technique. If r count r table means the question
item is declared valid and vice versa if r count r
table means the question item is in valid.

Tablel.The results of the calculation of the Interest Level Validity Test (Importance to Customer)

No Statement R Count R Table Information
1  Have aclean toilet 0,349 0,1654 Valid
2 Has a comfortable waiting room (AC ,TV, and Sofa) 0,400 0,1654 Valid
3 Have a place to try/test the vehicle 0,311 0,1654 Valid
4 Have a good security system (security) 0,532 0,1654 Valid
5  Have an experienced mechanic 0,601 0,1654 Valid
6  Willing to provide services in an emergency 0,403 0,1654 Valid
7 Friendly and polite 0,697 0,1654 Valid
Employees remind consumers when the next .

8 Service is repeated 0,297 0,1654 Valid

9  Employees are responsive to customer requests 0,466 0,1654 Valid

10 Provide pick-up/drop-off facilities for vehicles 0.616 0.1654 valid
That are about to be serviced ’ ’ all

1 E;(r);lde an explanation of the damaged spare 7,000 0,1654 valid
Employees and mechanics are friendly and .

12 Honest with customers 0,429 0,1654 Valid
Guaranteed re-service without additional costs

13 ifthereis damage during a certain period of time 0,533 0,1654 Valid

14 keep the spare parts order period 0,530 0,1654 Valid
Guarantee for replacement of spare

15 parts in case of damage when new spare parts are 0,332 0,1654 Valid
Replaced (wthin a certain period of time)

16 Maintain the integrity of goods or vehicles 0,400 0,1654 Valid
While in the workshop

17 Customers can easily contact the workshop by 0,330 0,1654 Valid
telephone
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No Statement R Count R Table Information
18 Mechanic gives tips on vehicle maintenance in 0,286 0,1654 Valid
An emergency
19 Provide non-cash payment facilities 0,443 0,1654 Valid
20 Send invoices to the customer's home or office 0,527 0,1654 Valid
Table2.Theresults of the calculation of the Consumer Level Validity Test
(current satisfaction performance)
R R .
No Statement Count Table Information
1 Have aclean toilet 0,349 0,1654 Valid
2 Has a comfortable waiting room (AC, TV, and 0,400 0,1654 Valid
Sofa)
3 Have a place to try/test the vehicle 0,311 0,1654 Valid
4 Have a good security system(security) 0,532 0,1654 Valid
5 Have an experienced mechanic 0,601 0,1654 Valid
6 Willing to provide services in an emergency 0,403 0,1654 Valid
7 Friendly and polite 0,697 0,1654 Valid
8 Employees remind consumers when the next service is 0,297 0,1654 Valid
repeated
9 Employees are responsive to customer requests 0,466 0,1654 Valid
10 Provide pick-up/drop-off facilities for vehicles 0,616 0,1654 Valid
That are about to be serviced
11 Provide an explanation of the damaged spare parts 7,000 0,1654 Valid
12 Employees and mechanics are friendly and 0,429 0,1654 Valid
Honest with customers
Guaranteed re-service without additional costs if 0,533 0,1654
13 There is damage during a certain period of Valid
time
14 keep the spare parts order period 0,530 0,1654 Valid
Guarantee for replacement of spare parts in case of damage 0,332  0,1654
15 when new spare parts are Valid
Replaced (within a certain period of time)
16 Maintain the integrity of goods or vehicles while in the 0,400 0,1654 Valid
workshop
17 Customers can easily contact the workshop by 0,330 0,1654 Valid
telephone
18 Mechanic gives tips on vehicle maintenance in an 0,286 0,1654 Valid
emergency
19 Provide non-cash payment facilities 0,443 0,1654 Valid
20 Send invoices to the customer's home or office 0,527 0,1654 Valid

A. House of Quality (HOQ)

The house of quality is a technical
graphic to explain the relationship

between customer desires and the

product (or service).
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Table 3. House of Quality (HOQ)

0,0541 5

4,02
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replaced(within
A certain period of time)

Maintain the integrity of goods or| @ |©
vehicles while in the workshop

'E'} 394 3,7 135 | 15 7,99

5 0,0511

Keep the spare parts order period

3,84 35 5 1,43 | 15 8,23 0,0526

O
Guarantee for replacement of © 0
spare parts in case of Damage
when new spare parts are
replaced (within a certain period
of time)

@ 0
@ 0

3,94 3,75 5 133 | 15 7,88 0,0504

Mechanic gives tips on vehicle © ©
maintenance in an emergency

m 403 [384 5 1,30 15 [7.87 10,0503

Provide non-cash payment 0 ©
facilities

3,97 [347 5 1,44 1.5 8,58 10,0549

Send invoices to the customer's & ©
home or office

391 3383 5 131 1.5 [7.66 10,0490

Absolute Importance 107 a8 1

36

88

p3

Design priority : 3

CONCLUSIONS

Based on the data collection, processing,
and analysis that has been done. Then it can be
concluded that:

1. Attributes of service desired by service users
based on observations there are 20 attribute
statements. It can be seen that among the 20
attributes there are 5 attributes that are
the main priority, namely:

a. Guaranteed re-service with out
additional costs if there is damage
during a certain period of time.

b. Provide pick-up/delivery facilities for
vehicles that will be/finished in service

c. Mechanics provide vehicle
maintenance tips in an emergency

d. Fulfill the spare parts order period

e. Providing non-cash payment
facilities”

In improving the quality of vehicle service

services at the Rezky Jaya Motor

Makassar workshop, technical

engineering is carried out on the wishes

of service users contained in the list of

service user needs so that the service

attributes that are expected to provide

satisfaction to service users include

Full responsibility of the workshop

Procurement of workshop facilities

Workshop facilities

Service user comfort level

Regular service queue

Waiting room cleanliness

000 T
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