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ABSTRAK 

Hotel New d'Dhave merupakan hotel berbintang 2 di kota Padang Hotel New d'Dhave 

tergolong baru kerena berdiri tahun 2016. Hotel ini beralamat di Jl. Berok Raya No. VIII Jembatan 

Lama Siteba Tepi Banjir Kanal Batang Kuranji RT IV RW III Kecamatan Kurao Pagang 

Kelurahan Nanggalo Kota Padang Untuk mengindetifikasi tingkat persepsi pelanggan 

menggunakan 5 dimensi utama yaitu bukti langsung (tangible), keandalan (reliability), jaminan 

(assurance), daya tanggap (responsiveness), serta empati (empatly) menggunakan metode 

Servqual. Untuk meningkatkan faktor pendukung kepuasan pelanggan dan kualitas pelayanan 

menggunakan metode QFD (quality Fucntion Deployment). Hasil dari dimensi kualitas pelayanan 

yang menjadi harapan pelanggan pada Hotel New D'Dhave belum memuaskan, hal ini terlihat dari 

kelima dimensi yang diukur rata-rata memiliki nilai negatif (gap) yaitu tangibles sebesar -1,79, 

reliability gap sebesar -1,38, responsiveneness nilai gap -1,38, empati nilai gap -1,48 dan gap 

assurance sebesar -1,48, Disimpulkan bahwa gap terbesar terdapat pada dimensi tangibles (bukti 

fisik) yaitu -1,79. Hasil dari diagram kartesius terdapat 3 variabel yang memerlukan perbaikan 

antara lain. Karyawan hotel mampu berkomunikasi dengan baik (15, Empati) dengan nilai gap 

terkecil sebesar -1,45, Karyawan hotel memahami kebutuhan pelanggan (17, Empati) dengan nilai 

gap sebesar -1,47, Brosur hotel ini memberikan informasi yang jelas. (3, Bukti fisik) dengan nilai 

gap sebesar -1,48 dan Karyawan hotel merespon permintaan pelanggan secara tepat dan cepat (10, 

ketanggapan) dengan nilai gap terbesar yaitu -1,51. Menindaklanjuti hasil Voice of Customer. 

hasil analisa QFD menunjukkan 3 Variabel yang memerlukan prioritas utama untuk ditindak 

lanjuti adalah karyawan hotel merespon permintaan pelanggan secara tepat dan cepat, karyawan 

hotel mampu berkomunikasi dengan baik dan karyawan hotel mampu memenuhi kebutuhan 

pelanggan. Adapun rekomendasi yang di peroleh dari pihak manjemen hotel dengan melakukan 

perbaikn pada pelayanan hotel, SDM hotel dan kenyaman hotel. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

ABSTRACT 

 

Hotel New d'Dhave is a 2-star hotel in the city of Padang. Hotel New d'Dhave is 

relatively new because it was established in 2016. The hotel is located at Jl. Berok Raya No. VIII 

Old Bridge Siteba Edge Flood Canal Batang Kuranji RT IV RW III Kurao Pagang District 

Nanggalo Village Padang City To identify the level of customer perception using 5 main 

dimensions, namely direct evidence (tangible), reliability (reliability), assurance (assurance), 

responsiveness (responsiveness ), and empathy (empatly) using the Servqual method. To increase 

the supporting factors of customer satisfaction and service quality using the QFD (quality 

Function Deployment) method. The results of the dimensions of service quality that are customer 

expectations at Hotel New D'Dhave have not been satisfactory, this can be seen from the five 

dimensions measured on average have a negative value (gap), namely tangibles of -1.79, 

reliability gap of -1.38 , responsiveness gap value is -1.38, empathy gap value is -1.48 and gap 

assurance is -1.48. It can be concluded that the biggest gap is in the tangibles dimension (physical 

evidence) which is -1.79. The results of the Cartesian diagram there are 3 variables that require 

improvement, among others. Hotel employees are able to communicate well (15, Empathy) with 

the smallest gap value of -1.45, Hotel employees understand customer needs (17, Empathy) with a 

gap value of -1.47, This hotel brochure provides clear information. (3, Physical evidence) with a 

gap value of -1.48 and hotel employees respond to customer requests appropriately and quickly 

(10, responsiveness) with the largest gap value of -1.51. Follow up on Voice of Customer results. 

QFD analysis results show 3 variables that require top priority to be followed up are hotel 

employees responding to customer requests appropriately and quickly, hotel employees being able 

to communicate well and hotel employees being able to meet customer needs. The 

recommendations obtained from the hotel management by making improvements to hotel services, 

hotel human resources and hotel comfort. 
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