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ABSTRAK 

Pertumbuhan kendaraan bermotor yang semakin pesat saat ini memberikan 

peluang tersendiri bagi bisnis bengkel pengecatan mobil. Bisnis bengkel 

pengecatan mobil saat ini semakin meningkat dan bersaing untuk memuaskan 

pelanggan. Persaingan dalam bisnis bengkel pengecatan mobil semakin ketat 

dikarenakan keinginan pelanggan yang dinamis. Hal ini karena bisnis bengkel cat 

menawarkan pilihan sesuai keinginan pelanggan. Ogick Paint Art adalah salah 

satu bengkel pengecatan mobil, perbaikan dan modifikasi kendaraan yang 

menerima hampir semua pekerjaan pengecatan kendaraan seperti sepeda motor, 

mobil, dan aksesori kendaraan lainnya. Tujuan dari penelitian ini adalah untuk 

mengetahui bagaimana mendapatkan kriteria kualitas sesuai dengan keinginan 

pelanggan dengan menggunakan kuesioner voice of customer (VOC).Data yang 

diperoleh dari kuesioner voice of customer (VOC) kemudian digunakan sebagai 

referensi untuk membangun House of Quality (HOQ). Berdasarkan perhitungan di 

House of Quality (HOQ) diketahui bahwa kriteria kualitas yang memiliki nilai 

prioritas tertinggi adalah daya kilap tahan lama dan intensitas warna tahan 

lamadengan nilai customer importance sebesar 5. Sedangkan nilai pada technical 

response tertinggi adalah 251,29 dengan nilai abcolute importance dan relative 

importance masing-masing sebesar 81,87 dan 7,23% pada respon teknis 

perbandingan pernis dan hardener sesuai. 

 

Kata Kunci: Kriteria Kualitas Jasa,  Quality Function Deployment (QFD), Voice 

of Customer (VOC), House of Quality (HOQ) 
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ABSTRACT 

The growth of motorized vehicles provides an opportunity for car painting 

workshop business. Today's car painting workshop business is increasing and 

competing to satisfy customers. Competition in the car painting workshop 

business is getting tougher because of the desire of dynamic customers. This is 

because the paint workshop business is offers the choices according to customer's 

wishes.Ogick Paint Art is one of car painting workshop, vehicle repairs and 

modifications that accepts almost all painting jobs such as motorcycles, cars, and 

other vehicle accessories. The purpose of this study is to find out how to get 

quality criteria in accordance with the customer's desires by using the voice of 

customer (VOC) questionnaire. Data obtained from the voice of customer (VOC) 

questionnaire was then used as a reference for building the House of Customer 

(HOQ). based on calculations in House of Customer (HOQ) it is known that the 

quality criteria has the highest priority value is the durability of glossy and 

durability of colour intensity are getting 5 of customer importance value.While the 

highest technical importance rating is 251.29 with absolute value importance and 

relative importance respectively 81.87 and 7.23% in thsuitability ratio of varnish 

and hardener. 

Keywords: Criteria of Service Quality,  Quality Function Deployment (QFD), 

Voice of Customer (VOC), House of Quality (HOQ) 
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