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PENGUKURAN KUALITAS LAYANAN ADMINISTRASI AKADEMIK (AAK)
FAKULTAS TEKNIK UNMER MALANG DENGAN METODE SERVQUAL DAN
QUALITY FUNCTION DEPLOYMENT (QFD)

ABSTRAK

Kualitas layanan merupakan upaya dalam memenuhi kebutuhan dan keinginan konsumen
untuk menciptakan layanan yang sesuai dengan harapan konsumen. Termasuk layanan
administrasi akademik (AAK) Fakultas Teknik yang secara langsung berinteraksi dengan
mahasiswa, sehingga harus terus mengedepankan kualitas layanan yang diberikan.

Tujuan dalam penelitian ini mengukur kualitas dan mengetahui kensenjangan layanan AAK
Fakultas Teknik dan atribut — atribut yang dianggap penting oleh mahasiswa (Consumer
Requirement) terhadap desain kualitas pelayanan. Berdasarkan analisis yang telah dilakukan
dengan metode Servqualterlihat adanya layanan yang belum memenuhi harapan mahasiswa,
yaitu : Kondisi ruang tunggu di AAK memadai, Pegawai AAK memberikan solusi yang
tepat, Pegawai AAK memasukkan data SIAKAD sudah tepat/benar, Pegawai AAK sigap
ketika mahasiswa hendak mengurus sesuatu dan Proses pengurusan di AAK tepat waktu
sesuai dengan yang dijanjikan. Dari hasil Quality Function Deploymentdidapatkan atribut —
atribut yang menjadi prioritas pengembangan akademik yaitu : Evaluasi kinerja AAK,
Menjalin komunikasi dengan mahasiswa, Pemberian ruang tunggu atau kursi yang memadai,
Aktif sosialisasi kepada mahasiswa, AAK dan dosen lebih aktif berkomunikasi terkait
SIAKAD dan Pengembangan pelatihan softskill layanan prima.

Kata kunci : Kualitas layanan, Metode Servqual, Metode Quality Function Deployment.



THE MEASUREMENT OF ACADEMIC ADMINISTRATION SERVICE QUALITY
(AAK) OF UNMER ENGINEERING FACULTY WITH SERVQUAL METHOD AND
QUALITY FUNCTION DEPLOYMENT (QFD)

ABSTRACT

Quality of service is an effort to meet the needs and desires of consumers to create services
that meet consumer expectations Including academic administration services (AAK) in
Faculty of Engineering which directly interact with students, so they must continue to
prioritize the quality of services provided.

The purpose of this study is to measure quality and find out the gap between AAK Faculty of
Engineering services and attributes that are considered important by students (Consumer
Requirement) on the design of service quality. Based on the analysis that has been done with
the Servqual method, there is a service that does not meet student expectations, namely: The
waiting room condition in AAK is adequate, AAK employees provide the right solution,
AAK employeescorrectly input the data to Academic Information System or(SIAKAD),
AAK employees are well prepared when students need help for administration and the
management process at AAK is on time as promised. From the results of Quality Function
Deployment, the attributes that are the priority of academic development are: AAK
performance evaluation, communication with students, adequate waiting room or chairs,
active socialization to students, AAK and more actively communicating lecturers related to
SIAKAD and soft skill training development excellent service

Key Word : Quality of Service, Servqual Method, Quality Function Deployment Method.
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