DAFTAR ISI

LEMBAR PENGESAHAN ...ttt ettt ettt et e s 11
PERNYATAAN KEASLIAN ....ooiiiiieeetee ettt ettt ettt et et n v
PERNYATAAN PERUSAHAAN ...ttt ettt s A%
PERNYATAAN PERSETUJUAN PUBLIKASI........ootiiiiiiieeieeieeeee et vi
KATA PENGANTAR ...ttt et e e e e iae e s naeesnee e vii
ABSTRAK DAN ABSTRACT .......oooeeeeeeeeeeee ettt vae e eeveesanee s viii
DAFTAR IST ..ot ettt ettt et e s ate b e s nbeebeesaeaan X
DAFTAR TABEL ..ottt ettt ettt et et e e s X1
DAFTAR GAMBAR ...ttt ettt ettt st e xii
DAFTAR LAMPIRAN ..ottt ettt s e e e e e e snnnee s xiii
PENDAHULUAN
1.1 Latar BelaKang ..........coooiiiiiiiiiiiiiiieeiceececeeee et 1
1.2 Rumusan Masalah...........cccceiiiiiiiiiiniiiiicecec e 5
1.3 Tujuan Penelitian ...........cccocveiiiiiiiiieiiieeieeeee et 5
1.4 Manfaat PEnelitian ...........cccoveeeiiieeiiiieeeiie et 5
1.5 Sistematika Penulisan ...........ccocoeiiiiiiiiiiiiiiiiiieececeeceeee e 6
BAB II. KAJIAN TEORI
2.1 Kepuasan Pelanggan ............coooviiiiiiiiiiiiiiiiieeeeiee et 7
2.2 Atribut Kualitas Jasa TrUCKING ...........ccccuveeeveeeiieeecieeecieeeee e 8
2.3 GAP ANALYSTS ..ottt e s 10
2.4 Importance-Performance Analysis (IPA) .....ccccccovvveiniiiiniienniieeneen, 12
2.5 Quality Function Deployment ..............ccueeecueeeecueeeseeeeiieenieeeeeeeeeneens 14
2.5.1 Pengertian dan Fungsi QFD .........ccccooiiiiiiiiiiiiiiiieeeceeeeen 14
2.5.2 Konstruksi House of Quality (HOQ) .....ccoveevvereenciienieeeieeeieeeen 15
2.6 Penelitian Terkait Integrasi SERVQUAL, IPA, dan QFD................... 18
2.5 Kerangka ANaliSiS......ccccueeeriiieeriiieeiieeeieeeiieeereeeieeeeieeeeveeesveeeennee s 18
BAB III. METODOLOGI PENELITIAN
3.1 Jenis Penelitian..........cccouieeiiiieiiiiieeiieeeiee et 21
3.2 Metode Pengumpulan Data............ccooovieiiiiiiiiiiiniiiiieeieeeeeeieee 21
3.3 Teknik Pengolahan dan Analisis Data ..........ccccceeevveeeiieeeiieeniieesieeens 22
3.3.1 Pengolahan Data ..........cccoeeiiiiiiiiiiniieeiieeeeeeeeeeeeee e 22
3.3.2 ANalisis Data......cuieeiiiiiiiieeiiieeeeeee e 23
3.4 Batasan Penelitian ..........coocueiiiiiiniiiiiiieiiieeceeeeeee e 24
BAB IV. GAMBARAN UMUM PERUSAHAAN
4.1 Profil Perusahaan .............ccoccueeeviieiiiieeieccieeeee e 25
4.2 Visi, Misi, Nilai, dan Motto Perusahaan..........cccccoeeeeeoeeeeeieieiieeieiennnn. 25
4.3 SruKtur OrGANISAST «...eeevvererereeeriieeeieeeeireesieeesreeesaeeesereesssreeeseeesseens 26
4.4 Portofolio Bisnis Perusahaan ............cccocceeviiiiniiinniiiinniieiiecciecee, 27
BAB V. HASIL DAN PEMBAHASAN
ST HASTL ettt et e 30
5.1.1 Karakteristik Responden...........ccccceeevieinieiniiieeieeeieeceee e 30

1X



5.1.2 Identifikasi Atribut Kualitas Jasa Trucking .........c.cccceceeeeveevereeennnenn. 32

5.1.3 Uji Validitas dan Reliablitas ..........ccooceeriieiniiiiniiiiniiinieeeeeeen 33
S5.1.4 GAP ARQLYSIS ..ottt s 34
5.1.5 Importance-Performance ANGLYSIS ...........ccceeeeecueeeeeciueeeeeiiieeeeennns 36
5.1.6 Kategorisasi Prioritas Atribut Kualitas Jasa Trucking ...................... 39
5.2 Pembahasan..........cociiviiiiiiiniiiie e 40
BAB VI. PENGEMBANGAN STRATEGI
6.1 Pengembangan Strategi dengan Quality Function Deployment .......... 43
6.1.1 Identifikasi Customer ReGUIFeMENLS .............cccueeecueeeccveeecreenereeennnnn 43
6.1.2 Customer Requirements Prioritization .............cccccoeeeueeveveevcueeennnen. 45
6.1.3 COMPELItiVe ASSESSMENL .......c.vveeeveeeereeesieeesieeeeieeeereeeireeseseeesseees 47
6.1.4 Formulasi Strategic ReSPONSE.............oeeeeeeveeeeeeciiieeeeciieeeeeiieee e 48
6.1.5 Strategic Response Correlation Matrix ..............ccceeeeueeeeveeeceeennnnn. 53
6.1.6 RelationShip MAITIX.........cc.ueeeeueeeecueeeeieeeeieeeeieeeeee e e e ereeeereeeevee s 54
6.1.7 Priority ASSESSIENL ........ccuveeereeeereeeeieeenieeenieeesreeeaseessreeseseeessees 55
6.2 Rencana Implementasi Strate@i.........coevveerviveeriieenniieeniiieenieeenieeenneenn 65
6.2.1 Work Breakdwon Structure (WBS) dan Gantt Chart ....................... 65
6.2.2 Responsibility Assignment Matrix (RACI Matrix).........cccceeuveenne... 73
BAB VII. KESIMPULAN DAN SARAN
7.1 KeSTMPUIAN ...eeeiiiieiiieeiie ettt e e s beeeenaee s 78
7.2 Saran IMplementasi.........ceevueeeriiernieeiieeeiieeeeeeeee et 78
DAFTAR PUSTAKA

LAMPIRAN



No. Hal
Tabel 1. Dimensi dan Atribut Kualitas Jasa LogistiK........cccceevveeeviieniieeniieeniieeee. 10
Tabel 2. Ketentuan Penilaian Hubungan di dalam Correlation Matrix ..................... 17
Tabel 3. Ketentuan Penilaian Hubungan di dalam Relationship Matrix..................... 17
Tabel 4. Beberapa Studi Menggunakan Integrasi SERVQUAL, IPA, dan QFD........ 18
Tabel 5. Metode Pengumpulan Data ............cccovieiiieiniiieniiecieeciee e 21
Tabel 6. Skala Likert Ekspektasi, Persepsi, dan Kepentingan (Importance) ............. 22
Tabel 7. Jumlah dan Tipe Truk di Tiap Cabang..........cccceevveeeviieeniieniiieeieeeeeeeen. 27
Tabel 8. Atribut Kualitas Jasa TrUCKING ..........c.oeeecueeeeiiieeieeeeiee et 32
Tabel 9. Hasil Uji Validitas dan Reliabilitas ...........cccocveeviieeniieeniieeieecieeeee e, 33
Tabel 10. Gap Analysis Kualitas Jasa TrUCKING .........ccveeeeveeeeveeeeieeeieeecie e 34
Tabel 11. Hasil Paired Sample t Test pada Gap Ekspektasi dan Persepsi ................. 35
Tabel 12. Nilai Rata-Rata Importance dan Performance.................ccccooueeeeecrveeeennnen. 36
Tabel 13. Perhitungan Mean Difference Pada Importance dan Performance............ 37
Tabel 14. Kategorisasi Prioritas Atribut Kualitas Jasa Trucking.............ccccecceeuennee. 39
Tabel 15. Customer REGUITEMENLS..............ccuueeeueeeeieeeeieeesieeeeieeesieeeireeesaaeesseeesaseees 43
Tabel 16. Komponen Customer Requirements PrioritiZation...............ccccceeveueeenunee.. 45
Tabel 17. Raw Weight dan Normalized Raw Weight..............ccccoevueeevvveeeviueencneennnen. 46
Tabel 18. Competitive ASSESSIENL ........cccuueeeeeeureeeeeciieeeeeirieeeeseraeeeeeaeeeeenaaeeeeeeees 47
Tabel 19. Formulasi Alternatif Strate@i 1........cccoevviieeriiiieniieeiieeieeeeeeee e 48
Tabel 20. Implikasi Alternatif Strategi 1 Terhadap Customer Requirements ............ 49
Tabel 21. Formulasi Alternatif Strat€@i 2........ccceeveveeeriieenieeeiee e eeeeevee e 50
Tabel 22. Implikasi Alternatif Strategi 2 Terhadap Customer Requirements ............ 51
Tabel 23. Formulasi Alternatif Strat€@i 3........ccceevviieeriiieeniieeieeeiee e 52
Tabel 24. Implikasi Alternatif Strategi 3 Terhadap Customer Requirements ............ 53
Tabel 25. Formulasi Alternatif Strat€@i 4 ........cceeevvveeeieeeniieeiee e 54
Tabel 26. Implikasi Alternatif Strategi 4 Terhadap Customer Requirements ............ 55
Tabel 27. Formulasi Alternatif Strat€@i S.......ccceevviieeriiieeniieeieeeiee e 56
Tabel 28. Implikasi Alternatif Strategi 1 Terhadap Customer Requirements ............ 57
Tabel 29. Correlation MAITiX .............cccoooeeeuiiiiiiiiiiieee ettt 58
Tabel 30. RelationShip MALFIX ............ccoueeeeuveeecrieeeieeeeieeeeiee et e et e eaae e aae e svaeesavee s 59
Tabel 31. Perhitungan Contribution Strate@i 1..........cccceevviieeviieeniiieeieeeieeeee e 60
Tabel 32. Perhitungan Contribution Strategi 2...........ceecueeveeeieenieeneeeieenieeieeseeeeeen 60
Tabel 33. Perhitungan Contribution Strate@i 3..........ccccveevvieerieeenieeeiieeeieeeee e 61
Tabel 34. Perhitungan Contribution Strategi 4...........coecueeveerciieiienieeieeieeee e 61
Tabel 35. Perhitungan Contribution Strate@i S..........cccceeevveeerieeenieeeiieeeieeeiee e 62
Tabel 36. Priority ASSESSICHL ...........uueeeeeueeeeeeiieeeeeeiieeeessreeeeeseseeeesssseeeesnssseesenssees 62
Tabel 37. Gantt Chart STrate@i 1 .........ccoeeeviieiiiieeiieeeiee et 67
Tabel 38. Gantt Chart Strategi 2 dan 5 .........cocoveviieiiiiiieieeee e 68
Tabel 39. Gantt Chart STrate@i 4 .........c.oeeecuvieeiiieeeiee ettt eaee e v s 70
Tabel 40. Gantt Chart STrateZi 3 .......ccueevueeiiiiiieeie ettt 72
Tabel 41. Matriks RACI Strate@i 1......cc.coociiiiiiiiiiiieeeiieeeeeee e 74
Tabel 42. Matriks RACI Strategi 2 dan S.......cccoooviiiiiiiiniieeieeeieeeceeeeceee e 75
Tabel 43. Matriks RACIT Strate@i 4.........ccoouvieeiiieeiiieeeiieeeiee et 76
Tabel 44. Matriks RACI Strate@i 3........ccovviiiiiiiiiniieeieeeeeeeeeee e 77

DAFTAR TABEL

X1



No. Hal
Gambar 1. Grafik Pertumbuhan PDB Sektor Logistik 2014 — 2018..........ccccevevveeennes 1
Gambar 2. Grafik Total Pendapatan Tahunan 2014 — 2018 ........ccccoovvveeiiieviieeniieenee, 2
Gambar 3. Grafik Pendapatan per Pelanggan 2014 —2018........ccccccviiieieiieeeeiiieeees 3
Gambar 4. Grafik Total Trip Tahunan 2014 — 2018.......cccoeeiiiieriiieieeeeeeeee e 3
Gambar 5. Grafik Total Pendapatan per Trip 2014 — 2018 .....cccooiiiiiiiiiiiiiiienieeee 3
Gambar 6. Tingkat Kepuasan Pelanggan SP...........ccccooviiiiiiiiiniiieeeeeeeee 4
Gambar 7. Service Quality Model ..................c..ooccueeeceieeiieeeiieeeieeeeiee e 11
Gambar 8. Matriks IPA ...t 12
Gambar 9. Modifikasi Matriks IPA .........ccooiiiiiiiieeeeeeeee e 13
Gambar 10. House of Quality (HOQ) ...cceouviieieiieeiiieeieeeiee ettt 15
Gambar 11. Kerangka ANaliSiS.......ccoccueiiiiiiiiiiiniieeniieerieeesiee e 19
Gambar 12. Struktur Organisasi PT Samudera Perdana Pusat tahun 2019................. 26
Gambar 13. Proses Export-Import and Inter-Island Containerized Cargo................ 27
Gambar 14. Proses Direct SRHipper CArgo ...........cuuucueeeceeeeciieenieeesieeesieeeseeeseneens 28
Gambar 15. Proses Reposition Empty CONLAINET ...............ueeeeecuveeeeeciieeeeeieeeeeevveens 28
Gambar 16. Proses DiStribution CATGO .............occvueeeeeeeeceeesiieenieeesieeeeieeseveesianeens 29
Gambar 17. ProSes Project CArgo............uuuueecueeeeeeieieeeeiieeeeeiieeeeeciaeeeesiveee e vaeeans 29
Gambar 18. Proses Intra Port Haulage Service ..............coueecveeecreeescrieaiieeeiieenineenns 29
Gambar 19. Job Title RESPONAEN ........cocueeiiiieiieiiieiieiie ettt 30
Gambar 20. Bidang Usaha Pelanggan ............cccoocvveeiiiieiiiiieniieeieeciee e 30
Gambar 21. Jumlah Karyawan ...........ccccoouiiiiiiiiiiiiniicieeeteceeeeee e 31
Gambar 22. Usia Perusahaan..........cc.ccoooeiiiiiiiiiiiiiiiceeceeeeeeeeeee e 31
Gambar 23. Lama Berlangganan ...........cocceeviiiiiiiiniiiiniieeieeecceeee e 31
Gambar 24. Jenis Layanan........ccccceeeiuieeiiieeiiieeieecieeesieeesiee e e eree e e saneesnee e 32
Gambar 25. Matriks Importance-Performance Analysis (IPA) .......ccooeeeeeveeeeecnnennn. 38
Gambar 26. House of Quality (HoQ) LengKap .......cccceevvviieriiieniieeiieeieeeieeeieees 64
Gambar 27. Work Breakdown Structure (WBS) Strategi 1.........cocceviiieniiniiienienienn. 65
Gambar 28. Work Breakdown Structure (WBS) Strategi 2 dan 5.........cccceeeeveeennenns 67
Gambar 29. Work Breakdown Structure (WBS) Strategi 3.........ccoceevviievienieeniienienns 69
Gambar 30. Work Breakdown Structure (WBS) Strategi 4.........ccccevvveeevieeecveencnennns 71

DAFTAR GAMBAR

Xil



No. Hal
Lampiran 1. Kuesioner Karakteristik Responden...........cccccceeviieriiiinniiiniiinniienneen. 84
Lampiran 2. Kuesioner EKSpektasi..........cocvuieroiiiiniiieeniieciieeieeeieeeee e 85
Lampiran 3. Kuesioner Persepsi PT Samudera Perdana ...........ccccccoooiiiniiinnncnnneen. 86
Lampiran 4. Kuesioner Persepsi Kompetitor (Benchmarking) ...........c.cccceceeeevveennnen.. 87
Lampiran 5. Ku€Sioner IMpOrtanCe. ..............occueeviueeincuiiiniieeiieeiieesieeeee e 88
Lampiran 6. Penentuan Strategic Response dan Relationship Matrix........................ 89
Lampiran 7. Strategic Response Correlation Matrix .............ccccccceveeeeeenceeeneenceeenenn. 90
Lampiran 8. Customer Requirements PrioritiZation ...............ccceeveeeecveeeeveeeneveennnnn. 91
Lampiran 9. Competitive ASSESSMENL ............cccueiviuieeniuieeniieeiieeeseee et siee e 92
Lampiran 10. Priority ASSESSIENL ...........cccueeeeueeeeiieeenieeenieeesreeesseesnereeesaseessseesssees 93
Lampiran 11. House of QUALILY ........ccceevueiiiiiiiiiiieieee ettt 94
Lampiran 12. Hasil Uji Validitas dan Reliabilitas Ekspektasi .........c.cccceeeveereveeennen.. 95
Lampiran 13. Hasil Uji Validitas dan Reliabilitas Persepsi .........cccccceveenveeiicniennen. 96
Lampiran 14. Hasil Uji Validitas dan Reliabilitas Importance................cccceeuueen..... 97
Lampiran 15. Relationship Matrix Strate@i 1 .........ccceeviieiieniiieiienieeieeeeee e 98
Lampiran 16. Relationship Matrix Strate@i 2 ..........cccecveeerueeerieeenieeeiieeeieeesereeesnnens 99
Lampiran 17. Relationship Matrix Strategi 3 ..........ccceeveeriiienieniiieieeieeree e 100
Lampiran 18. Relationship Matrix Strate@i 4 ........c.ccccvveevvveeeriieeeniieeiieesieeeieeeeenes 101
Lampiran 19. Relationship Matrix Strategi S .........cccceeveeriiienieeiiieiieeieeiee e 102

DAFTAR LAMPIRAN

xiii





