BAB 6
KESIMPULAN DAN SARAN

6.1. Kesimpulan
Berdasarkan tujuan penelitian dan perhitungan yang telah dilakukan, dapat
didapatkan kesimpulan sebagai berikut :
1. Persepsi pelanggan terhadap pelayanan jasa di Melia Laundry on Kilo’s
sudah “memuaskan” yaitu dengan mean 3,92.
2. Atribut - atribut yang menjadi kebutuhan pelanggan dan dapat ditingkatkan
agar dapat menyaingi pesaingnya adalah :
a. Selalu menyediakan jasa sesuai yang dipromosikan.
b. Karyawan cepat tanggap dalam menyelesaikan keluahan pelanggan.
c. Pemberian bonus.
d. Keamanan semua orderan cucian pelanggan terjamin.
e. Harga setiap item yang wajar.
f. Karyawan melayani dengan sabar.

Sistem pencatatan bukti pembayaran dan pengambilan barang tepat.

= «Q

Orderan cucian diselesaikan tepat waktu.
i. Memberikan ganti rugi jika terjadi kesalahan pihak laundry.
3. Saran perbaikan yang dapat dilakukan berdasarkan urutan prioritas adalah :
Penilaian karyawan rutin,
Fokus training komunikasi dan administrasi,
Penataan ruangan kerja,
Menambah 1 unit setrika uap,

Memilih karyawan dari rekomendasi teman atau orang yang dikenal,

-~ 0o o 0 T @

Bersih — bersih selesai bekerja,

Tindak lanjut klaim 24 jam,

s @

Menyediakan rak penyimpanan peralatan dan bahan,

Harga mempertimbangkan harga pesaing yang sejenis.

6.2. Saran
Penelitian selanjutnya dapat dibuat untuk semua atribut.
2. Penelitian selanjutnya perlu meneliti lebih detail mengenai pola perilaku

semua pelanggan.
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3. Dalam penggunaan metode ini sangat mungkin terjadi bias, sehingga perlu

pengawasan dalam penyebaran kuesioner.
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ltern Deleted ltem Deleted Correlation Deleted Excluded o 0
pl-T 12,14 1,929 568 519 Total 239 | 1000
a. Listwise deletion based an all
pQ-T 1 2-[JE= 2-3?1 -580 ,550 variables in the procedure.
p3-T 12,156 2,140 506 569
p4-T 12,54 2,090 274 763 Reliability Statistics
Cronbach's
Alpha M of ltems
748 3
Itemn-Total Statistics
Scale Corrected Cronbach's
Scale Mean if YVariance if ltem-Total Alpha if tem
Item Deleted Item Deleted Carrelation Deleted
pi7-RS 8.0 1,143 613 626
pe-RS 8,00 1,639 802 670
p9-RS 8,28 1,302 555 690




Lampiran 5: Hasil SPSS Data 2

PERSEPSI DIMENSI ASSURANCE DATA 2

Case Processing Summary

N %
Cases  Valid 239 100,0
Excluded? ] |
Total 238 100,0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

Cronhach's
Alpha M of tems
T57 &
ftem-Total Statistics
Scale Carrected Cronbach's
Scale Mean if Variance if tem-Total Alpha if ltem
[tem Deleted Item Deletad Correlation Deleted
p10-AS 20,03 74495 604 G99
p11-AS 2010 7,678 488 724
p12-AS 200 5,630 55T 728
p13-AS 1874 8,300 A1 728
p14-AS 1969 7,830 AT6 710
p15-AS 20,08 7,552 423 742
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PERSEPSI DIMENSI

Case Processing Summary

Cases

Walid
Excluded?®
Total

239 100,0

234 100,0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

RELIABEL

DATA 2

Cronbach's
Alpha M of ltems
787 3
ftem-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Yariance if Iterm-Total Alpha if ltem
Item Deleted Iltem Deleted Correlation Deleted
p16-RL 27 66 14,798 A31 il
p17-RL 27,23 16,008 409 788
p18-RL 27,74 12,505 468 808
p18-RL 27,55 14,896 B12 TE1
p20-RL 27,55 14 467 588 TE1
p21-RL 27,71 14,862 603 i
p22-RL 27,26 15,746 585 770
p23-RL 27,08 15813 ABT 781




Lampiran 5:; Hasil SPSS Data 2

HARAPAN DIMENSI TANGIBLE DATA 2 HARAPAN DIMENSI EMPATHY DATA 2

Case Processing Summary
Case PTDCESSiﬂQ Summary

M %
Cases  Valid 234 100,0
N % Excluded?® 0 0
Cases Valid 234 100,0 Total 239 100,0
Excluded’ 0 0 ® e o™
Total 239 100,0

a. Listwise deletion hased on all Reliability Statistics

variables in the procedure. Cronbach's
Alpha M of ltems
688 2
Reliability Statistics o
ltem-Total Statistics
Cronbach's Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if ltem
Alpha M of termns Item Deletad Item Deleted Correlation Deleted
770 4 p5-EM 4,28 591 526
pE-EM 4349 508 526 .
. HARAPAN DIMENSI RESPONSIVENESS DATA 2
ltem-Total Statistics Case Processing Summary
Scale Corrected Cronbach's N %
Scale Mean if Yariance if [tem-Total Alpha if Item Cases  Valid . 239 100.0
ltem Deleted ltem Deleted Correlation Deleted Excluded 0 0
1T 13,01 1,882 520 742 — — L
pl- ! HEs e e 3. Listwise deletion based on all
ICIE-T 1308 1 943 FE2 FR2 variables in the procedure.
p3-T 13,06 2,013 570 715
Reliability Statisti
pa-T 1317 1,089 523 740 fabiity Statistics
Cronbach's
Alpha M of tems
B06 3
ltem-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alphaif ltem
Item Deleted Item Deleted Correlation Deleted
p7-RS 918 54 75T B2
pe-RS 9,22 1,104 541 744
p3-RS 929 1,257 73 814
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Lampiran 5: Hasil SPSS Data 2

Case Processing Summary

M %
Cases  Walid 2349 100,0
Excluded? 0 0
Total 2349 100,0

a. Listwise deletion hased on all
variahles in the procedure.

HARAPAN DIMENSI ASSURANCE DATA 2

Reliability Statistics
Cronbach's
Alpha M of tems
828 £
ltem-Total Statistics
Scale Caorrected Cronbach's
Scale Mean if Yariance if [term-Total Alpha if Item
Iterm Deleted ltem Deleted Correlation Delated
p10-AS 22,52 4 587 668 784
p11-AS 22,36 4 569 T75 763
p12-A5 22,56 4735 A74 806
p13-AS 22,29 5,384 445 828
p14-AS 2212 5,037 557 808
p15-AS 22,38 4942 A78 804
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HARAPAN DIMENSI RELIABEL DATA 2

Case Processing Summary

M %
Cases  WValid 234 100,0
Excluded?® i i
Total 239 100,0

a. Listwise deletion based on all
variables inthe procedure.

Reliability Statistics
Cronbach's
Alpha M of ltems
793 g
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if ltem
[tern Deleted Itern Deleted Correlation Deleted
pi16-RL 30,67 8114 16 768
pi17-RL 30,69 7,821 AT1 778
p18-RL 30,80 8,596 325 800
p19-RL 30,60 8,216 475 774
p20-RL 30,46 8,22 565 762
p21-RL 30,38 7,835 A78 759
p22-RL 30,58 8,043 547 TG4
p23-RL 30,33 8,22 540 TG0




Lampiran 5: Hasil SPSS Data 2

FUNGSIONAL DIMENSI TANGIBLE DATA 2

Case Processing Summary

FUNGSIONAL DIMENSI EMPATHY DATA 2

Case Processing Summary

M %
M % Cases Valid 2349 100,0
Cases  Walid 239 100,0 Excluded? 0 0
Excluded? 0 0 Total 239 100,0
a. Listwise deletion based on all
Total 238 1 DD.U variables in the procedure.

a. Listwise deletion based on all

variahles in the procedure. Reliability Statistics

Cronbach's
Alpha M of ltems
Reliahility Statistics 706 2
Cl.DEIEaI;h s M of ltems ltem-Total Statistics
770 4 Scale Corrected Cronbach's
I Scale Mean if Variance if ltem-Total Alpha if ltem
Item Deleted Item Deleted Correlation Deleted
pa-EM 2,09 862 547
Item-Total Statistics pE-EM 2,05 724 547
Scale Corrected Cronbach's FUNGSIONAL DIMENSI RESPONSIVENESS DATA 2
Scale Mean if Variance if [tem-Total Alpha if ltem Case Processing Summary
Item Deleted Item Deleted Correlation Deleted N %
p1-T 479 2727 G149 640 Cases  Valid 238 100,0
- - . Excluded? 0 0
p2-T 471 2,576 a7 642 Total 238 1000
p3-T 4,80 2,772 J11 652 a. Listwise deletion based on all
F]4_-|- 432 2016 330 aso variables in the procedure

Reliability Statistics

Cronbach's
Alpha M ofltems
811 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if ltem
Item Deleted Item Deleted Correlation Deleted
p7-RS 4,40 2,403 520 898
pa-RS 438 2,422 769 643
p9-RS 4,26 2,317 724 676




Lampiran 5: Hasil SPSS Data 2

FUNGSIONAL DIMENSI ASSURANCE DATA 2

Case Processing Summary

M %
Cases Valid 2348 100,0
Excluded? 0 0
Total 234 100,0

a. Listwise deletion based on all
variahles inthe procedure.

FUNGSIONAL DIMENSI RELIABEL DATA 2

Case Processing Summary

M %
Cases  Valid 239 100,0
Excluded?® 0 0
Total 239 100,0

a. Listwise deletion based on all

variables in the procedure.

Reliability Statistics

Reliability Statistics
Cronbach's
Alpha M of ltems
684 B
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if [term-Total Alpha if tem
[tem Deleted Item Deleted Correlation Deleted
p10-AS 10,03 3,865 ATT 728
pl11-AS 10,34 4747 507 BT
p12-AS 10,38 5028 611 589
p13-A5 10,88 5496 408 G54
p14-AS 10,68 5697 434 654
p15-AS 10,69 5727 A46 653

Cronbach's
Alpha M of ltems
791 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Wariance if Itermn-Total Alpha if lterm
Itern Deleted ltern Deleted Correlation Deleted
p16-RL 133 12,922 443 7B
p17-RL 1346 12,846 588 75
p18-RL 1325 13,372 ATE T72
p18-RL 1329 15,22 333 780
p20-RL 1318 13,518 ABE F73
p21-RL 13,08 12,952 6B3 T4
p22-RL 1333 13,406 AT6 TEY
p23-RL 1360 13,635 451 775

Lampiran 5: Hasil SPSS Data 2




DISFUNGSIONAL DIMENSI TANGIBLE DATA 2 DISFUNGSIONAL DIMENSI EMPATHY DATA 2

B Case Processing Summary
Case Processing Summary

5 %
] % Cases  Valid 239 100,0
. a
Cases Valid 239 100,0 Excluded 0 0
Total 239 100,0
Excluded? 0 0 — _ =
a. Listwise deletion based on all
Total 2349 100,0 variables in the procedure.

a. Listwise deletion hased on all
variables in the procedura.

Reliability Statistics
Cronbach's
Alpha M of ltems
Reliability Statistics 721 2
Cronbach's
Alpha M oof ltems Itemn-Total Statistics
526 4 Scale Corrected Cronbach's
Scale Mean if Wariance if ltem-Total Alpha if ltem
Item Deleted Item Deletad Correlation Deleted
p5-EM 3,96 700 565
kem-Total Statistics pB-EM 403 793 565 .
_ Scale Corrected Cronhach's DISFUNGSIONAL DIMENSI RESPONSIVENESS DATA 2
Scale Mean if Yariance if Item—TntaI Alpha if tem Case Processing Summary
Item Deleted [tem Deleted Correlation Deleted - -
p1-T 12,02 3188 264 648 Cases  Valid 239 100,0
o - - - Excluded? 0 0
p2-T 12,46 2,342 G675 358 otal - 1000
p3-T 12,41 2,519 ,598 ,424 a. Listwise deletion based on all
variahles in the procedure
pd-T 12,74 2,872 201 735
Reliability Statistics
Cronbach's
Alpha M of tems
871 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Wariance if ltem-Total Alpha if ltem
Item Delatad Itermn Deletad Carralation Deleted
p7-RS 8,05 2,145 723 644
ps-RS 7,94 1,862 826 748
p9-RS 7,82 2,081 713 854

DISFUNGSIONAL DIMENSI ASSURANCE DATA 2
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Case Processing Summary

] %
Cases  Walid 2349 100,0
Excluded?® 0 |
Total 2349 100,0

a. Listwise deletion based on all
variables in the procedure.

Case Processing Summary

M %
Cases  Valid 239 100,0
Excludad? 0 0
Total 239 100,0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

M of tems

764

8

tem-Total Statistics

Reliability Statistics
Cronbach's
Alpha M of tems
T76 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if [tem-Total Alpha if ltem
lterm Deleted [termn Deleted Carrelation Deleted
p10-AS 159,67 8,918 565 736
pi1-AS 15,88 8,928 452 761
p12-AS 158,87 8,055 561 733
p13-AS 20,03 9,209 447 761
p14-AS 15,82 8,820 565 13z
p15-AS 19,82 8,820 569 73z

Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alpha if ltem
Item Deleted ltemn Deleted Correlation Deleted
p16-RL 29,21 13,820 288 69
p17-RL 29,29 12,250 632 709
p18-RL 29 56 13,071 ATT 737
p18-RL 29 46 12,889 412 749
p20-RL 28,95 12,805 515 730
p21-RL 2918 11,739 668 699
p22-RL 29,26 12,964 480 734
p23-RL 29,06 14,240 250 T74

DISFUNGSIONAL DIMENSI RELIABEL DATA 2




Lampiran 6: HOQ 1

156



Lampiran 6: HOQ 2

157



Lampiran 6: HOQ 3

158



Lampiran 7: Kuesioner

159



Title:

Lampiran 7 House of Quality 1

Author:

Date:

Notes:

Strong Relationship 9
Moderate Relationship 3
Weak Relationship 1

Strong Positive Correlation
Positive Correlation
Negative Correlation

Strong Negative Correlation

Objective Is To Minimize

Objective Is To Maximize

xra44]|+Froo

Objective Is To Hit Target

—#— Melia Laundry on Kilo's

—&— Simply Fresh Orange Laundry

—— Fresh Orange Laundry
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9 9 9 9 9 9 9 9 9 9
591,1 243,2 345,1 625,7 170,1 170,1 2775 2414 315,1 292,4 256,9
16,8 6,9 9,8 17,7 4,8 4,8 79 6,8 8,9 8,3 73
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kK g kS kK £ EE | ES £ 2 E3 © o ER
[7) ) o] [7) [7) 35 S35 [7) [7) 9 [7] ) £ @
= = 0 = = = a S X = = = n = = 2] [
Sistem pencatatan bukti pembayaran dan
9 | 120 | 4,73 | engambilan barang tepat (S} O] 0 o 0] 0 4,24 453 3,82
9 11,8 | 4,63 |Orderan cucian diselesaikan tepat waktu O O 0 O O O O 4,22 4,50 4,32
Karyawan cepat tanggap dalam menyelesaikan
9 | 116 | 4,55 |etuhan pelanggan 0/ 0|0 |0 o|lO0|O o 3,87 4,60 2,32
Memberikan ganti rugi jika terjadi kesalahan karena
9 | 116 | 4,55 | ihak taundry (0] 0|0 o 4,18 4,33 3,78
Menyediakan jasa sesuai dengan yang
9 | 116 | 4,54 | romosikan oO|lO0|0O0| O ©O|A|O 3,69 4,18 3,67
9 | 114 | 4,47 |Pemberian bonus Q0| 0 3,85 4,08 3,78
Keamanan semua orderan cucian pelanggan
o | 114 | 4,47 | 220 petandd ®©| 0| 0|06 ©| | 0|06 3,85 4,73 3,22
9 112 | 4,39 |Karyawan melayani dengan sabar (0] 0] 0] A 3,81 3,97 3,53
9 75 | 2,95 [Harga setiap item cucian yang wajar e e 2,36 3,37 1,80
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Title:
Author:
Date:

Notes:

Lampiran 7 House of Quality 2

16,8 | 591,1 |Melakukan briefing

>

Strong Relationship 9
Moderate Relationship 3
Weak Relationship 1

Strong Positive Correlation
Positive Correlation
Negative Correlation

Strong Negative Correlation

Objective Is To Minimize

Objective Is To Maximize

x> 44|l +Iroo0

Objective Is To Hit Target

Membahas pembagian tugas, hal - hal

masalah

Orderan yang masuk pkl. 09.00 selesai

18.00 selesai pkl.09.00

Memberikan materi training;
keramahtamahan, dan administrasi

Memilih karyawan yang jujur dan dapat

bekerja dalam tekanan

Memberikan potongan harga di musim

kemarau

Membuat blanko keluhan dan kotak

saran

Penyesuaian harga

Menjaga kebersihan dan kerapian

ruangan setiap saat

o

>

6,9 | 2432

Menerapkan jam kerja 2 shift

O| ®|yang mungkin terjadi dan antisipasi

9,8 | 345,1 |Seleksi calon karyawan

©|0

17,7 | 625,7 |Melakukan training secara rutin

(@] O| ®)|rkl. 18.00, orderan yang masuk pkl.

O| O| ®| O|Menambah 2 karyawan

> @©| O|Membuat jadwal kerja setiap shift

o| |»|O|

4,8 | 170,1 [Memberikan diskon untuk member

ol® P> | ©O|penerimaan, produksi,

4,8 | 170,1 |Memberikan potongan harga pada bulan - bulan tertentu

©|0(0

(o][o]

7,9 | 2775 |\ p 1 tambahan i keluhan

o

6,8 | 241,4 |Memberikan ganti rugi

Q|0

8,9 | 315,1 |Menerapkan target

o

8,3 | 292,4 |[Memeriksa orderan cucian sebelum dan sesudah diproses

0|0

o|o|lo|lo|w|o|o|lo|[o]|o]|w©

73 | 2569 | 5S dengan

O|®(0|O| (0|0

| g[e][o]

O|®(0

o][e]] 4

] s cls c = x =] & c 8 g
g23[9~ 5[0 os|S E20|c25|28 (E==|8E g
82| gllscsE[(8 |82 |oE s g SS8e|XSo| T
$c2|5c5|885|e58|sc8 8o E(250|52 | S
s S E|SE S|ESS[(SG|co5|de5|edc o8

o¥ENSB 2Eg 3 88 s|cga|decl|lesc|229 &
cgo|39g|588|ncE|E 08|50 g|ExS|cas|lagg| 28
SEalsEada|S8E|288|2ca|Eae|EoX|o 2| &
E38|0 s T >T|SES|252(co 3| e¥|EEE|c§®

EsglescE|SoF|8ET|SH 2|8 g 2ls s 9
S=3|25c|g S22 c[FSS|5NE|Gg SEg|2oT| o
§L885|6 2|2 g8=2g3|88 |§~=|85 |2
[54 E; <|E < x 25 2 ° £
3 6 5 4 7 7 8 8 3
el el el el el el 9 9 9
344,1 | 337,2 | 246,55 | 354,4 | 139,5 | 161,3 | 101,9 | 202,2 | 93,6 | 209,7
157 | 154 | 113 | 162 | 64 7.4 47 9,2 43 9,6
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Title:
Author:
Date:

Notes:

Lampiran 7 House of Quality 3

x> 44|l +Iroo0

Strong Relationship 9
Moderate Relationship 3
Weak Relationship 1

Strong Positive Correlation
Positive Correlation
Negative Correlation

Strong Negative Correlation

Objective Is To Minimize
Objective Is To Maximize

Objective Is To Hit Target

Penilaian karyawan rutin

Fokus training komunikasi dan

administrasi

Harga mempertimbangkan pesaing

sejenis

Memilih karyawan dari rekomendasi
teman atau orang yang dikenal

Menyediakan rak penyimpanan

peralatan dan bahan

Membahas pembagian tugas, hal - hal yang mungkin terjadi dan antisipasi masalah

Q| Tindak lanjut klaim dalam 24 jam

Orgeran yang masuk PKT. UY.00 Selesar PRI, 18.00, oraeran yang masuk pRI. 18.00

(@] O] O|Penataan ruangan kerja

(o]l 2 Q)|Bersih - bersih selesai bekerja

O| O| ®| ©|Menambah 1 unit setrika uap

3 [¢] A

9 154 | 387.2 selesaj pkl.09.00 o A

3 11,3 | 246,5 |Menambah 2 karyawan [e) [e) [e)

9 16,2 | 3544 administrasi : ) ) ) o e e o

9 6,4 | 139,5 [Memilih karyawan yang jujur dan dapat bekerja dalam tekanan G o @

3 7.4 | 161,3 |Memberikan potongan harga di musim kemarau o o

9 4,7 | 101,9 [Membuat blanko keluhan dan kotak saran 0] [e) [e) [e)
3 9,2 | 202,2 |Membuat jadwal kerja setiap shift [e) [e) [e) [e) [}

9 4,3 | 93,6 |Penyesuaian harga o @

© 9,6 | 209,7 |Menjaga kebersihan dan kerapian ruangan setiap saat A e e

= o c- | c® c o
o R 25 =8| o8& g = £ g S
<8 |ESE|fss|ecs| T3 82 |Sg| 5 |£¢
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2238 xp Ed|cxg|c o c S s G © c o
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7 5 6 2 7 8 4
el el el el el el el 9 9
165,3 | 339,3 | 331,8 | 269,7 | 60,6 | 193,1 | 198,4 | 268,0 | 164,0
8,3 17,0 16,7 13,6 3,0 e 10,0 13,5 8,2
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