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Abstract: Service that can satisfy consumers is the main key for service companies to be able to
survive and develop their business. Because service is an intangible product, it requires maximum
effort for service providers to be able to obtain satisfactory value from consumers. Understanding
consumer needs and trying to meet consumer expectations as best as possible is one way to improve
service quality. Hotel is one of the service providers in the tourism and business sector, where at
this time hotel service is a critical service in its contribution to the tourism business. This research
was conducted at a hotel in Surabaya. Surabaya is one of the metropolitan cities in Indonesia, where
service providers have been competing fiercely and continue to innovate in providing services. This
is also supported by the characteristics of the city of Surabaya as a trading city, so that it always
requires complex services to meet consumer expectations. Therefore, it is very important to im-
prove service quality through the formulation of the right strategy. In this research, it will be known
what are the priorities of customers in choosing hotels, hotel service conditions, and hotel internal
responses. The research method used in this study is divided into several stages, namely: problem
identification, questionnaire creation and distribution, data processing, and the preparation of the
House of Quality (HoQ). The data collection method used was a survey method with a question-
naire instrument, while the data analysis technique used was the House of Quality Matrix (HoQ)
method as a representation of the Quality Function Deployment (QFD) method where the QFD
function was to show how the quality attribute efforts would be derived as an effort to meet cus-
tomer needs in other words serves to determine what will satisfy customers and translate their
customer desires into designed target.
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INTRODUCTION

Hotels not only compete with other hotels,
but also have other competitors in similar fields
such as inns, leased apartments, meetinghouses,
and the like (Ariana, 2018; Arja, 2019; Fitria,
2019; Hakam, 2019). With the increasing num-
ber of similar hotel and lodging services, there
are many choices for consumers to use tourism
services according to consumer desires. This
can cause consumers who are dissatisfied with
the services of a tourism service provider to
move places and use other hospitality and ser-
vices industries (Kusumaningtyas, 2019; Karya,
2016; Mahanani, 2016; Putri, 2015). As previ-

ously explained that consumers can be used as
a source of information, if these consumers
spread information about their dissatisfaction
with other consumers, more and more consum-
ers will leave and not use the previous hospital-
ity and services industries. This causes huge
losses for the company.

This study raises the problem of the re-
sponse and what factors are the priority of
customer expectations in choosing hotel X
Surabaya, and aims to determine the service
conditions of hotel X in Surabaya from the
customer’s perspective. The expected contribu-
tion is to provide information that can be used
as the manager of X hotel in Surabaya in
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making policies to improve the quality of ser-
vice at X hotel in Surabaya. Based on this
explanation, research is needed on “Strategies
for Improving Service Quality with the House
of Quality at Hotel X Surabaya.”

RESEARCH METHODOLOGY

This research begins with a preliminary
survey, namely making observations in the field
about hotel X in Surabaya, then proceed with
secondary data searches about hotel X in
Surabaya through collecting documents from
the management of hotel X in Surabaya, after
finding the problems that exist at hotel X in
Surabaya. After conducting a literature review
(Katias, 2018) then compiling research instru-
ments and data collection techniques and data
analysis techniques used to build the House of
Quality matrix, the data obtained from the
results of distributing questionnaires is pro-
cessed and analyzed using the house of quality
(HoQ) matrix method as a representation from
the quality function deployment (QFD) method
(Xie, 2003) where the quality function deploy-
ment (QFD) function is to show how the qual-
ity attribute effort will be derived as an effort
to meet customer needs in other words it func-
tions to determine what will satisfy customers
and translate customer desires. their inclusion
into target design (Heizer and Render, 2013)

RESULT AND DISCUSSION

The questionnaire was distributed to 100
guests of Hotel X Surabaya. It was found that
the number of female respondents was more
than male respondents. The number of female
respondents was 76% and male respondents
were 24%. While the number of respondents

based on age 25–45 years was 40.00% domi-
nant. While the jobs of the majority of respon-
dents are 60 private employees, 15% are self-
employed, while 10% are civil servants.

Gap (GAP) between realities and expecta-
tions of service quality attributes.

Table 1 Tangible Aspect

Table 2 Empathy Aspect

Table 3 Responsiveness Aspect
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Symbol □ : 1 there is almost no relationship
between technical response and
service attributes

Symbol ∆ : 3 weak relationships between tech-
nical response and service attributes

Symbol ○ : 5 Medium relationships between
technical response and service at-
tributes

Symbol ● : 9 Strong relationships between
technical response and service at-
tributes

House of Quality

Making QFD (House of Quality) Matrix
Identification of Customer Voices Service qual-
ity attributes that have been grouped using
factor analysis are used as the main input in
QFD analysis as the voice of customers in
planning the quality of mathematics laboratory
services. The attributes that become the voice
of the customer can be seen in the Customer
Requirements (WHATs) table.

Formation of the Planning Matrix The plan-
ning matrix is   an analysis of the voice of
customer which includes: guest interest level,
service performance, goals and improvement
differences, sales points.

CONCLUSION

From the research that has been done, the
following conclusions can be drawn:

From the results of research using service
quality and quality function deployment, it can
be seen that the services of Hotel X Surabaya
which have been carried out so far have not
satisfied customers. Although there are several
attributes that have felt satisfaction, there are
still many service attributes that are not in

Table 5 Assurance Aspect

Table 4 Reliability Aspect

The tables above show that there are all 27
service quality attributes, which have a negative
gap value. Of the 27 attributes, it is known that
the attributes of the completeness of supporting
facilities have the largest GAP value, namely -
1.39, after that the attribute of the availability
of adequate parking spaces with a gap of -1.28
is followed by the attribute of speed of officers
responding to guest complaints with a gap of -
1.26. This means that the performance of the
27 service quality attributes is still below the
expectations of guests of Hotel X Surabaya.

WHATs and HOWs relationship

At this stage, the relationship between guest
needs and the quality of services at Hotel X
Surabaya (WHATs) is determined and the tech-
nical responses (HOWs) that have been made.
The determination of this relationship is based
on the results of discussions with officers at
Hotel X Surabaya. The depiction of the rela-
tionship between WHATs and HOWs is done
with the following symbols.
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accordance with customer expectations. This
can be seen from the value between the level of
customer satisfaction and customer expecta-
tions, there are 27 service attributes.

Service attributes that really need atten-
tion from the hotel to immediately improve the
completeness of supporting facilities have the
largest GAP value, namely -1.39 after that the
attribute of adequate parking space availability
with a gap of -1.28 is followed by the attribute
speed of officers responding to guest com-
plaints with a gap -1.26.

Improving the quality of service at Hotel
X Surabaya in accordance with the needs or
desires of customers, namely service by priori-
tizing the improvement of service quality at-
tributes that are needed by these customers.
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