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ABSTRAK

Penelitian ini bertujuan untuk meningkatkan kualitas pelayanan di Wisata
Bahari Lamongan (WBL) dengan mengidentifikasi kesenjangan antara harapan dan
persepsi pengunjung menggunakan metode SERVQUAL, serta merumuskan
strategi perbaikan melalui pendekatan Quality Function Deployment (QFD).
Permasalahan utama yang dihadapi WBL adalah ketidakstabilan jumlah
pengunjung akibat layanan yang belum optimal, seperti kurangnya fasilitas dan
rendahnya daya tanggap petugas. Penelitian ini menggunakan metode kuantitatif
dengan penyebaran Kuesioner kepada 100 responden yang telah menyelesaikan
aktivitas berkunjung. Data dianalisis dengan menghitung nilai gap SERVQUAL
untuk menentukan dimensi pelayanan yang perlu diperbaiki, kemudian hasilnya
diolah dalam matriks House of Quality (HOQ) guna menghasilkan respon teknis.
Hasil penelitian menunjukkan seluruh ‘dimensi pelayanan memiliki nilai gap
negatif, dengan gap terbesar pada dimensi responsiveness dan tangibles, yang
menandakan perlunya peningkatan kecepatan pelayanan dan perbaikan fasilitas
fisik. Usulan perbaikan meliputi penyusunan SOP pelayanan cepat dan personal,
peningkatan pelatihan staf, ‘serta pengembangan fasilitas pendukung bagi

pengunjung.

Kata kunci: Kualitas Pelayanan; SERVQUAL; QFD; House of Quality;

Pariwisata; Kepuasan Pelanggan.
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ABSTRACT

This study aims to improve service quality at Lamongan Marine Tourism
(WBL) by identifying the gap between visitor expectations and perceptions using
the SERVQUAL method, as well as formulating improvement strategies through the
Quality Function Deployment (QFD) approach. The main problem faced by WBL
is the instability of visitor numbers due to suboptimal services, such as a lack of
facilities and low responsiveness of staff. This study uses a quantitative method by
distributing questionnaires to 100 respondents who have completed their visit. The
data was analyzed by calculating the SERVQUAL gap value to determine the
service dimensions that needed improvement, then the results were processed in a
House of Quality (HOQ) matrix to produce technical responses. The results showed
that all service dimensions had negative gap values, with the largest gap in the
responsiveness and tangibles dimensions, indicating the need to improve service
speed and physical facilities. Proposed improvements include the development of
fast and personalized service SOPs, increased staff training, and the development

of supporting facilities for visitors.

Keywords: Service Quality; SERVQUAL; QFD; House of Quality; Tourism;

Customer Satisfaction.
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