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ABSTRAK 

 

 CV. Mandiri Ceria Travel salah satu biro perjalanan di Rimbo Bujang. Metoda Servqual 

digunakan untuk mendapatkan informasi mengenai kepuasan pelanggan, dan harapan terhadap 

kualitas pelayanan. dan untuk menentukan spesifikasi pelayanan travel mandiri ceri dengan 

metode QFD. Hasil penelitian didapatkan 23 variabel dari penyebaran kuesioner semi terbuka dan 

dikelompokkan kedalam 5 dimensi servqual. Dari gap yang paling tinggi dan ekspektasi dijadikan 

VOC pada HOQ dengan membandingkan 11 variabel. Posisi terhadap kompetitor yaitu Rimbo 

Trans Wisata dan Vadia dilakukan perhitungan penentuan prioritas perbaikan. Yaitu: Kondisi AC 

mobil normal dan tempat penyimpanan barang, Penyedian handsanitizer, air minum didalam 

mobil, Tersedia kantong plastik untuk antisipasi pelanggan mabuk, Kondisi fisik mobil yang 

disediakan memberikan kenyamanan dan kebersihan, Memperbaiki standar pelayanan tanpa harus 

menerima kritik dulu dari konsumen, Memberikan suasana yang perjalanan baik, Pihak travel 

sigap melayani konsumen ketika memesan tiket, Jika penumpang telah pesan tiket namun travel 

penuh, pihak travel wajib memberikan pengganti atau cadangan mobil, Memberikan pelayanan 

pada semua konsumen tanpa membedakan status, Sopir mengemudi mobil dengan baik, Pelayanan 

sopir yang ramah selama perjalanan dan sering berbaur dengan penumpang. Dari hasil spesifikasi 

teknik prioritas pertama didapatkan hasil yaitu Kualitas SDM, Pelayanan Travel, Fasilitas Mobil, 

Kemampuan Pelayanan Petugas Melayani Pelanggan, Kenyamanan Mobil dan Kondisi Mobil, 

Kejelasan Informasi dan Pemesanan dan  Menindak Lanjuti Kritik Dari Saran Yang Diterima. 

 
Kata Kunci: Dimensi Kualitas Pelayanan, QFD 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



ABSTRACT 

 

 CV. Mandiri Ceria Travel is a travel agency in Rimbo Bujang. The Servqual method is 

used to obtain information about customer satisfaction, and expectations of service quality. and to 

determine the specifications of the cherry independent travel service using the QFD method. The 

results of the study obtained 23 variables from the distribution of semi-open questionnaires and 

grouped into 5 dimensions of servqual. From the highest gap and expectations, the VOC is used in 

the HOQ by comparing 11 variables. The position against competitors, namely Rimbo Trans 

Wisata and Vadia, is calculated to determine the priority of improvement. Namely: Normal car AC 

conditions and storage areas, Provision of hand sanitizer, drinking water in the car, Plastic bags are 

available to anticipate drunk customers, The physical condition of the car provided provides 

comfort and cleanliness, Improving service standards without having to accept criticism from 

consumers, Providing an atmosphere those who travel well, Travel parties are quick to serve 

consumers when ordering tickets, If passengers have ordered tickets but the travel is full, the travel 

party is obliged to provide a replacement or spare car, Provide service to all consumers regardless 

of status, Driver drives the car well, Friendly driver service during the trip and often mingle with 

the passengers. From the results of the technical specifications of the first priority, the results 

obtained are the quality of human resources, travel services, car facilities, the ability of officers to 

serve customers, car comfort and car conditions, clarity of information and ordering and follow up 

on criticism from suggestions received. 

 
Keywords : Dimensions of Service Quality, QFD 
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