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ABSTRACT

Improvement of service quality and enhance customer satisfaction level are the
aim of most companies in intensified competition. That is why the measurement of
satisfaction levels and identification customer needs are two crucial activities.
This research measures the satisfaction level by assessing the existing service
gaps, and identify the critical service quality attibutes that reflect the most highly
impact of customer needs.

It is wused established integrative SERVQUAL (Service Quality) and Kano
Model into Quality Function Deployment in an educational institute in Surabaya.
It results several existing service gaps and identified the critical quality
attributes. The identified critical quality attributes are used as voice of customer
or “whats” of HOQ that will be transiated to the prioritized strategic service
improvement action plan or “hows” of HOQ. This action plan is addressed fo
close the existing service gap that will increase customer satisfaction level
effectively.

So the findings are quantitative service gaps, identified critical service quality
attributes and a set of improvement action plan. This integrative method is
suitable and valuable for practical implementation that can be used periodically.
It might be used as continuous improvement fools.

Keyword: Service Quality, Kano Model, QFD, customer satisfaction, critical
attributes, voice of customer, HOQ, prioritized strategic service improvement
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