DAFTAR ISI

LEMBAR PERSETUJUAN ......ccccoiiiiieienieee Error! Bookmark not defined.
LEMBAR PENGESAHAN .......ccooiiiiiee Error! Bookmark not defined.
LEMBAR PERNYATAAN ....ccoiiive e Error! Bookmark not defined.
KATA PENGANTAR ...t Error! Bookmark not defined.
ABSTRAK ..o Error! Bookmark not defined.
ABSTRACT ..ot Error! Bookmark not defined.
DAFTAR ISL..cociieee ettt saae e nnre e vii
DAFTAR GAMBAR ...ttt nrae e e e enee e IX
DAFTAR TABEL ..ottt X
DAFTAR LAMPIRAN ..ottt st Xi
BAB | PENDAHULUAN. ..o Error! Bookmark not defined.
1.1. Latar Belakang........ccccooeviiiniiiniinnnn. Error! Bookmark not defined.
1.2. Rumusan Masalah ............ccccccevveivnnnnn. Error! Bookmark not defined.
1.3, Tujuan Penelitian........ccoevvniinnininnnnn Error! Bookmark not defined.
1.4, Batasan Masalah...........ccccoooiiininnnnnns Error! Bookmark not defined.
1.5. Manfaat Penelitian............cccoccoivnnninnnn. Error! Bookmark not defined.
BAB Il TINJAUAN PUSTAKA........ccoiiieeiiei, Error! Bookmark not defined.
2.1, Service QUality .......ccocovveriiiiiiiiniienn Error! Bookmark not defined.
2.2. Quality Function Deployment (QFD)......Error! Bookmark not defined.
2.3.  Kepuasan Pelanggan...........ccccoovvvevenne. Error! Bookmark not defined.
2.4. Penelitian Terdahulu..........ccccoooeiiinne, Error! Bookmark not defined.
2.5. Kerangka BerfiKir..........cccoooviiiniieninnnnns Error! Bookmark not defined.
BAB 111 METODE PENELITIAN .....cccovvviiine. Error! Bookmark not defined.
3.1. Waktu dan Tempat Penelitian ................. Error! Bookmark not defined.
3.1.1.  Tempat Penelitian.............cccccoeunenne. Error! Bookmark not defined.
3.1.2.  Waktu Penyebaran Kuisoner.......... Error! Bookmark not defined.

3.2.  Objek Penelitian ...........cccceevvevviinrnenenne. Error! Bookmark not defined.
3.3, Jenis Penelitian ........c.cccoevvevivevenienneiene Error! Bookmark not defined.
3.4.  Sumber Data Penelitian..............ccccvenennee. Error! Bookmark not defined.
3.5.  Metode Kuantitatif Deskriptif............ Error! Bookmark not defined.

vii



3.6.  Data Primer Service Quality (Kuisoner) .......... Error! Bookmark not
defined.

3.8. Uji Validitas Dan Reabilitas.................... Error! Bookmark not defined.
3.8.1. Uji Validitas ........cococevevieiineiiennn, Error! Bookmark not defined.
3.8.2. Uji Reabilitas.........c.ccceeevieinenenne. Error! Bookmark not defined.

3.9. Teknik Pengumpulan Data....................... Error! Bookmark not defined.

3.10. Rumus-Rumus yang Berkaitan................ Error! Bookmark not defined.

3.10.1.  Analisis QFD (Quality Function Deploypment) . Error! Bookmark
not defined.

3.10.2.  Service Quality........ccceevrverrenrnne. Error! Bookmark not defined.
3.11. Prosedur Penelitian.........cccccoovvvvverrireenes Error! Bookmark not defined.
BAB IV PEMBAHASAN.......ccccoiiiienieeee Error! Bookmark not defined.
4.1. Hasil Analisis Service Quality................. Error! Bookmark not defined.

4.2. ldentifikasi Kebutuhan Pelanggan (WHATS)......... Error! Bookmark not
defined.

4.3. Prioritas Kebutuhan Pelanggan ............... Error! Bookmark not defined.
4.4. Penyusunan House of Quality (HOQ).....Error! Bookmark not defined.

4.5. House Of Quality UMKM Es Teh........... Error! Bookmark not defined.
4.6. Pembahasan...........ccccnnnnnnie Error! Bookmark not defined.
BAB V KESIMPULAN DAN SARAN...........cce...... Error! Bookmark not defined.
51  Kesimpulan......oooimiiininininiieies Error! Bookmark not defined.
5.2 SArAN ..o Error! Bookmark not defined.
DAFTAR PUSTAKA ... Error! Bookmark not defined.
LAMPIRAN ...t Error! Bookmark not defined.
RIWAYAT PENULIS......ccoiiiee Error! Bookmark not defined.

viii



DAFTAR GAMBAR

Gambar 1.1 Grafik Penjualan Es Teh Per Gerai...Error! Bookmark not defined.

Gambar 2. 1 Model House of Quality ................. Error! Bookmark not defined.
Gambar 3. 1 Prosedur Penelitian ...........c.ccocvevenee. Error! Bookmark not defined.
Gambar 4. 1 Gambar House of Quality ................ Error! Bookmark not defined.



DAFTAR TABEL

Tabel 1. 1 Data penjualan gerai A.........cceovevennnne Error! Bookmark not defined.
Tabel 1. 2 Data penjualan gerai B ...........c.cc...... Error! Bookmark not defined.
Tabel 1. 3 Data penjualan gerai C............c.ccccueee. Error! Bookmark not defined.
Tabel 1. 4 Data penjualan gerai D...........cccceeueeee. Error! Bookmark not defined.
Tabel 1. 5 Data penjualan gerai E ..o Error! Bookmark not defined.
Tabel 2. 1 Penelitian Terdahulu..............ccccevenee. Error! Bookmark not defined.
Tabel 2. 2 Lanjutan penelitian terdahulu............... Error! Bookmark not defined.
Tabel 2. 3 Lanjutan penelitian terdahulu............... Error! Bookmark not defined.
Tabel 2. 4 Kerangka BerfiKir..........c.ccocoovnnininnn Error! Bookmark not defined.
Tabel 3. 1 Tabel Indikator Kuisoner ..................... Error! Bookmark not defined.
Tabel 3. 2 Tabel Uji Validitas ...........cccoceeevernnnne. Error! Bookmark not defined.
Tabel 3. 3 Uji Reabilitas.........ccooeveriiinnninieinn Error! Bookmark not defined.
Tabel 4. 1 Ringkasan hasil analisis rata-rata skor persepsi pelanggan.......... Error!

Bookmark not defined.

Tabel 4. 2 Prioritas Kebutuhan Pelanggan............ Error! Bookmark not defined.
Tabel 4. 3 Hasil analisis Gap antara harapan dan persepsi . Error! Bookmark not
defined.

Tabel 4. 4 Hubungan WHATSs - HOWS.................. Error! Bookmark not defined.
Tabel 4. 5 Urutan prioritas perbaikan.................... Error! Bookmark not defined.
Tabel 4. 6 Korelasi antara HOWs (Atap HOQ).....Error! Bookmark not defined.
Tabel 4. 7 Tabel Prioritas Solusi Teknis Berdasarkan House of Quality (HoQ)
................................................................................ Error! Bookmark not defined.
Tabel 4. 8 Lanjutan Tabel Prioritas Solusi Teknis Berdasarkan House of Quality
(HOQ) i Error! Bookmark not defined.



DAFTAR LAMPIRAN

Lampiran 1. KUuiSIONer.........cccccoovvvveiinnneennnn, Error! Bookmark not defined.
Lampiran 2. Tabulasi Persepsi ...........cccccveunne. Error! Bookmark not defined.
Lampiran 3. Tabulasi Harapan...............c......... Error! Bookmark not defined.
Lampiran 4. Perhitungan GAP ...........cccccoeune. Error! Bookmark not defined.
Lampiran 5. Form Bimbingan Seminar Proposal Tugas Akhir................ Error!

Bookmark not defined.
Lampiran 6. Form Bimbingan Tugas Akhir....Error! Bookmark not defined.

Lampiran 7. Lembar Perbaikan Ketua Penguji Error! Bookmark not defined.

Lampiran 8. Lembar Perbaikan Dosen Penguji 1........... Error! Bookmark not
defined.
Lampiran 9. Lembar Perbaikan Dosen Penguji Il.......... Error! Bookmark not
defined.
Lampiran 10. Turnitin .......ccocooevveninnnninenns Error! Bookmark not defined.
Lampiran 11. Bukti Cek Abstraksi................... Error! Bookmark not defined.

Xi



