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ABSTRACT 

Quality Function Deployment (QFD) is a structured approach to defining 

customer needs or requirements and translating them into specific plans 

to produce products to meet those needs. The "voice of the customer" is 

the term to describe these stated and unstated customer needs or 

requirements. The voice of the customer is captured in a variety of ways: 

direct discussion or interviews, surveys, focus groups, customer 

specifications, observation, warranty data, field reports, etc. This 

understanding of the customer needs is then summarized in a product 

planning matrix or "house of quality". These matrices are used to translate 

higher level "what's" or needs into lower level "how's" - product 

requirements or technical characteristics to satisfy these needs. QFD 

analysis results on Customer Requirement weights can be seen that 

would otherwise require the customer attributes (Voice of Customer) and 

is considered very important is that modern maintenance equipment, 

spare parts modern space, toilet hygiene, ease of charging process in the 

SAP system, the speed of customer service, speed of technicians deal with 

problems, the ability to handle customer problems, the warranty, the 

operator always maintain decorum in providing services. Technical 
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explanation (technical description) able to answer or significant enough 

to meet customer requirements (customer requirements), and it can be 

concluded that the application of QFD in the Maintenance Department is 

good. Target Maintenance operations conducted in support of the 

Department of PT. Vale Indonesia can be seen in the application of QFD 

House of Quality images exactly in the achievement of prioritized 

technical descriptors. Precedence priority is to achieve the customer's 

specific training requirements of the employee or technician or operator. 

Keywords: Quality Function Deployment, House of Quality 

INTRODUCTION 

The depletion of boundaries between States in this era of increasingly 

free, then the company was faced with a very rapid change. Companies 

faced with a competition that is very complex, so every company should 

strive to improve their quality so that customer satisfaction in order to 

make customers loyal to the company.  

PT Vale Indonesia, located in South Sulawesi area of 118,387.45 hectares 

in East Luwu Regency (Capital District Malili), covering an area of 

36,653.36 hectares in Morowali district (the district capital Bungku) 

Central Sulawesi, as well as the remaining area of 35,486.35 hectares 

located in the Southeast. As a mining company engaged in nickel ore 

mining has a very broad operational area with full operation 24 hours 

non-stop to produce nickel matte that is required by the customer in this 

case the Japanese Sumitomo. Nickel ore mining process to process nickel 

ore smelting with supporting the energy consumption of electricity, 

water, air and high vapor will improve and increase the capacity of the 

plant to continue to increase the rate of production with system 

maintenance or maintenance planned and implemented properly and 

carefully. Production of nickel matte that the higher will provide value 

and confidence to PT Vale Indonesia in the eyes of the world, especially 

in the nickel business internationally. This is in line with a concept in 

economics that is Total Quality Management (TQM) in which the quality of 
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products, services, people, processes environmental and consumer 

satisfaction determined. Companies must be able to understand the 

definition of quality itself beforehand, in order to understand the concept 

of TQM. Goets and Davis (1994) in Tjiptono (1998) defines quality as a 

dynamic condition related to products, services, people, and 

environment that meets or exceeds expectations. 

A concept that is known to determine whether the service has met the 

expectations and needs of consumers known as the concept of Quality 

Function Deployment (QFD). QFD is a way to design a process in response 

to the needs of consumers become what the resulting organization. So 

QFD, enabling organizations to prioritize the needs of customers, finding 

innovative responses to those needs and improve processes to achieve 

maximum effectiveness. QFD is also a leading practice process 

improvement that can enable the organization to meet customer 

expectations. The process of QFD is to produce a matrix known as the 

House of Quality of a product or service that develops the attributes 

consumers with technical characteristics. 

LITERATURE REVIEW 

Based on the above, the authors wanted to apply QFD to find out what is 

really needed by consumers; so that consumers feel satisfied, the services 

performed Maintenance Department PT Vale Indonesia as desired 

consumers. The authors take the title of the thesis "Analysis of Quality 

Function Deployment (QFD) on Quality Improvement in Maintenance 

Dept. PT Vale Indonesia. "Maintenance department has a role in 

supporting the production line at Plant Process operational PT Vale 

Indonesia, so the balance between operational and maintenance line is 

needed to achieve the targets which have been proposed. The age of the 

plant aging adds to the challenge of lines Maintenance Department to 

continue to maintain the reliability of the factory condition with the 

resources owned by the company. Quality Function Deployment (QFD) was 

developed to ensure that the product or service that is in the production 
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stage would actually be able to satisfy the needs of customers by 

establishing the necessary level of quality and appropriateness of the 

maximum at every stage of the development of products or services. The 

main focus of QFD is to engage customers in the product development 

process as early as possible. The underlying philosophy is that the 

customer will not be satisfied with a product is produced in a perfect 

state. By definition, QFD is a practice to design a process in response to 

customer needs. 

 
 

Figure 1: QFD as a tool TQM 

Berg, Joseph and Susan, TQM Implementing Continuous Improvement 

QFD translate what the customer needs to be what resulting organization. 

QFD enables organizations to prioritize customer needs, finding 

innovative responses to those needs and improve processes to achieve 

maximum effectiveness. QFD is also a leading practice process 

improvement that can enable organizations to exceed customer 

expectations. QFD consists of the following activities: 

1. Translation of customer requirements 

2. translation quality characteristics that can be measured 
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3. Determination of the relationship between the needs of the 

qualities and characteristics 

4. Determination of values based on specific figures of the individual 

quality characteristics 

5. Unification quality characteristics into product 

6. production planning and quality control of products 
 

QFD is a process which coincides with the life cycle, from the stage of a 

product overview, to product design, manufacturing, distribution and 

use to its own products, based on consumer opinion. From the definition 

it can be concluded that QFD is a system that translates the terms desired 

companies at every stage, from research to product design and 

development, to manufacturing, distribution, assembly and marketing, 

sales and service. QFD will try to define feedback of consumers in a group 

of basic necessities compared with competitive information available. All 

competitors in the evaluation of a consumer's perspective and from the 

perspective of engineering. QFD is also a leading practice process 

improvements that can enable organizations to exceed customer 

expectations.  

The benefits of using QFD has been demonstrated and concluded by 

experts. There are several benefits of QFD for the company according to 

Tjiptono (1998), among others: 

1. Focus on customer 

 

QFD requires the input and feedback from customers. The 

information is translated into a set of specific customer 

requirements. 

 

2. The efficiency of time 

 

QFD can reduce product development time for focusing on 

specific customer requirements and clearly identified. 
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3. Orientation teamwork 

 

QFD is an approach to teamwork where decisions are based on 

consensus through discussions and brainstorming 

 

4. Orientation for documentation changes constantly 

 

Whenever there is new information that is learned or received 

and information long will be discarded. Information up to date 

is very useful in the event run over. 

According to Bossert (1991), an outline of the benefits that can be gained 

from the QFD are: 

1) Benefits to the consumer-oriented 

 

a) Using competitive information effectively 

b) priority to the sources 

c) Identify the various actions that can be performed 

d) make appropriate information structure 

e) primary focus on consumer demand 

 

2) Reduce implementation time 

 

a) Reduce the number of design changes 

b) Avoid the problems that arise after the product 

introduction 

c) Avoiding unneeded development 

d) Identification opportunities and led to the assumption that 

the application is missing 

 

3) Develop working groups 

 

a) Based on the agreement 
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b) Creating in relation 

c) action-consumption identification action, and 

d) Creating a global view freelance and detail 

 

4) Provision of for 

 

a) documentation, any reason for the design, 

b) is easy to understand and provide a framework of 

sensitivity analysis, 

c) Adding structure to the information, and 

d) documents that easily adapt to the changing 

 

Process of Quality Function Deployment 

Stages analysis QFD in making House of Quality by Bossert is 

(Meitsari, 1995): 

1. Defining the requirements of consumers 

First step is to towards customers with predetermined 

criteria. 

2. Determine the weight of each consumer requirements 

The second step is to form House Of Quality is to determine 

the weight of each attribute when the requirement of 

customers. The tool used is a Likert scale, namely by 

providing a scale on each of the attributes that have been 

formed in the first stage. 

3. Determining the scale of preference consumer preference scale  

 

Determination customers cannot be determined because in 

this study, researchers did not do a comparison with other 

companies. 
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4. Defining customer requirements into technical explanations. 

The fourth step is to define the attributes as customer 

feedback or customer requirements into technical 

explanations. 

5. Determining the relationship between each of the 

consumers' requirements and technical explanations  

This step determines the relationship between the attributes 

of the wishes of the company. 

6. Setting targets to be achieved  

At this stage the company will try to determine the target of 

a technical explanation on the bottom of the relation matrix 

to form House of Quality. 

7.  Determining the level of technical difficulty. 

 

8. Determining priority technical explanations. 

 

9. Determining conflicts or synergies between the technical 

explanation. 

House of Quality 

QFD is a product development function. QFD can be used to translate the 

needs of customers with certain technical specifications. Processes in 

QFD implemented by arranging one or more matrix-called house of 

quality. This matrix describes what are the wishes of the customer and 

how the product will be designed and manufactured to meet the 

customer's wishes. Matrix known as the house of quality can be seen as 

follows: 
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Figure 2 House of Quality 

Bounds, G: Beyond Total Quality Management: Toward the Emerging 

Paradigm 

Above figure consists of several parts, namely: 

1. Customer Requirement or perception (consumers' requirements). 

technical Descriptors or Design Attributes' How '(technical description 

of the company). 

 

2. preference scale or Customer Perceptions (scale consumer preference 

on the company's products and competitors' products). In this study not 

specified preference scale, because the researchers did not do a 

comparison with other companies. 

 

3. Relationship Matrix that describes the relationship between customer 

requirements and the technical explanation. 
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a. Target - the target of a technical description of the company to be 

achieved.  

b. Technical Difficulty (technical difficulties) of each - each 

technical explanation.  

c. Prioritized Technical Description (priority technical explanation) 

of the company. 

 

4. Targets technical explanation of the company to be achieved, the 

technical difficulties of each technical explanation, and priority technical 

explanation of the company. 

5. Interrelationship matrix that shows synergy or conflict. 

Tools staple used in QFD is the House of Quality (House of Quality). The 

House of Quality is a collection of interconnected matrix of each other in 

an arrangement and certain rules. In general, the information contained 

in it contains, among others: A 

 Matrix that contains a list of needs and wants of customers on a 

product (matrix needs of customers or What Matrix). 

 Matrix that lists the ability of the business to do the 

manufacturers to satisfy consumer appetites (matrix needs How 

the manufacturer or Matrix). Some other terms are often used for 

this matrix are: Technical Requirement Matrix, Design 

Requirement Matrix, Product Characteristic Matrix, Producer 

Requirement Matrix, and so on. 

 The matrix showing the level of strength of the relationship 

between the customer's needs with the needs of manufacturers 

(matrix relationship or Relationship Matrix). 

 Matrix, which contains the technical specifications of the 

respective needs of producers (matrix specification of the needs 

of manufacturers or How Much matrix). 
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 Matrix indicates the level of correlation between the respective 

items of the matrix needs of manufacturers (matrix correlation or 

correlation matrix). 

 Matrix, which includes the results of, votes customers to the 

products manufactured by the producers as compared to 

competitor products in the same class (matrix of competitive 

assessments of customers or customer competitive assessment 

matrix). 

 Matrix, which contains the results of the technical assessment of 

a product manufactured by the producers, compared with 

competitors' products made by the producers themselves (matrix 

competitive assessment techniques or technical competitive 

assessment Matrix). 

Through the information obtained from the home of this quality, 

manufacturers will be able to tailor the needs of its customers with the 

capabilities and barriers that exist in the company. The information 

recorded in a quality house gives the possibility for producers to realize 

how important each characteristic capabilities to the level of satisfaction 

of its customers. QFD is a concept-oriented team (teamwork oriented) 

and the flow of information to work on it consists of a series of activities 

as mentioned below: 

 Translation of the needs and desires of customers for products. 

 Determination of the values of priority (eg, based on the numbers 

or specific symbols) to the individual characteristics of the 

customer's needs earlier. 

 Translation of the characteristics of the customer's needs that can 

be measured by the manufacturer (the ability which is on the 

manufacturer to be able to fulfill that desire). 

 Determination of the strength of the relationship between the 

customer's needs with the needs of manufacturers. 

 Translating the characteristics of customer needs in a form of a 

product from design, process planning, fabrication, process 
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control and so on, to form the final product with specifications 

they requisite. 

QFD is a concept on those involved generally a representative of each of 

these departments and QFD play a huge role in enhancing the 

cooperation between departments. QFD allow for better communication 

so that any obstacles or problems that exist in the organization's 

boundaries will become more apparent and can be anticipated and 

corrected immediately. 

HOUSE OF QUALITY MODEL 

Every successful company always has the data and information to assist 

the planning process. In planning new products, engineers are always 

doing testing on the product and its performance. The field data is 

checked and then compared with products from other competitors. They 

test every customer satisfaction that may be available, but in the end the 

information is sometimes not completed. Typically evaluated for each 

data without comparing with others. QDF use a matrix pattern to collect 

some of the issues that are vital in the planning section. Matrix pattern 

quality house is very well known for this method. Home quality outlines 

the customer's needs based on market research and comparison of data 

into the target number required to meet the technical and new product 

design. In principle, the quality of the house is the center and the engine 

that drives the whole process in QFD. According Hausser and Clausing 

(1988) this is a conceptual map that provides the meaning of each function 

of planning and communication. 

There are various forms of the House of Quality, but its ability to be 

adapted to the needs of the particular problems make the system very 

robust and reliable to use. The general format consists of seven main 

components: 

 Customer requirements (Customer Requirement)  

 Technical requirements (Technical Requirements) 
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 Matrix Planning (Planning Matrix) The  

 matrix linkages (Interrelationship Matrix) 

 The correlation matrix of technical (Technical Correlation 

Matrix) 

 Priority technical or benchmarks (Technical Priorities or 

Benchmarks) 

 Target portion of each section (Target section) 

Voice of the Customer 

Initial steps in forming the House of Quality included determining 

customer needs. These steps are clearly laid the foundation for the 

business and will ensure the project or process is well thought out prior 

to any further development. Customers buy benefits and features 

manufacturers offer. This seems like a relatively simple idea, unless the 

customer and the manufacturer are perfectly in tune with each other, it 

may be very difficult to anticipate this feature, or any underlying benefits 

of each manufacturer. It is utter importance to translate the client wishes 

to some real value that can be turned into technical specifications. 

Included in the thesis, including but not limited to: 

▪ Spare Parts 

▪ Cost (Cost) 

▪ Function (Function) 

▪ The quality of character and reliability (Quality Character & 

Reliability) 

▪ Process (Process) 

▪ Tasks (Tasks) 

After determining what items are most important to the customer, 

organizations must translate into in particulate specifications. Nothing 
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can be manufactured, serviced or maintained without detailed 

specifications or multiple sets of standards are given. Every aspect of the 

desired item must be clearly defined: Measurements should be defined, 

specific height, torque other, and weights were targeted. These values can 

be derived from several locations. Organizations can use known data 

from market research, or conducting new studies to gather the necessary 

information. In any case, the needs, which clarified and then explicitly 

stated, had to settle for the best of the ability of the organization. 

Technical Requirements 

The next step of QFD process is to identify what the customer wants and 

what must be achieved to fulfill that desire. Moreover, regulatory 

standards and requirements dictated by the management must be 

identified. Once all requirements are identified it is important to address 

what should be done to design products to meet the necessary 

requirements.  

Table 1. Technical Requirement 

Requirements (requirements) What are the desires (What) 

List the needs of customers, 

management and regulatory 

standards 

 

An expanded list of what needs to be 

done for the product to meet the 

requirements 

 

Source: Lou Cohen, 1995 

Planning matrix 

the next step in the process is to form a matrix QFD planning. The main 

purpose of the planning matrix to compare how well the team to meet the 

requirements of customers than its competitors. Planning matrix shows 
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the weighted importance of each of the requirements that the team and 

the company's competitors are trying to meet them. Customers major 

ratings typically range between 1 to 5, which is given to the respective 

companies under their respective needs. Ranked customers coupled with 

the performance of each request to make the size of the overall 

performance for the company. Matrix planning is part of the "House of 

Quality" matrix. 

Linkages & Relationship Matrix 

The main function of the matrix linkage is to make the connection 

between the customer's product requirements and performance measures 

designed to improve the product. The first step in building this matrix 

involves obtaining the opinion of the consumer as far as what they need 

and in need of a specific product. This view was taken from the planning 

matrix and placed on the left side of the matrix linkages. With a picture 

of customers, the company can begin to formulate a strategy to improve 

their products. In doing this, the strengths and weaknesses of the 

company are weighted towards customer priorities to determine what 

aspects need to be changed to surpass the competitors, what aspects need 

to change to match the competition, and what aspects would be left 

unchanged. This is an optimal combination of desired to achieve 

customer satisfaction. Knowing what repairs need to be made allowing a 

list of performance measures that will be generated and displayed at the 

top of the matrix linkages. By definition, the performance measures are a 

technical measure to evaluate the performance of the requested quality 

product (Terninco). In other words, the company should take the voice of 

the customer and translate it into terms of engineering. The matrix will 

have at least one measure of performance for each of the quality 

demanded. After setting up the basic matrix, it is necessary to establish 

the relationship between customer requirements and performance 

measures. This relationship is depicted with a symbol that indicates a 

strong relationship, a relationship medium or weak connection. Symbols 
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in turn assigned to each index such as 9-3-1 or 4-2-1 or 5-3-1. When there 

is no clear relationship between a pair of zero value or not related and are 

not always assigned. Matrix linkage should follow the Pareto Principle 

20% critical that the design will meet 80% of the customer's wishes 

(Terninco). Therefore, there should be a large number of strong relations 

between the partners. 

Technical Correlation Matrix 

Performance measures in existing designs often contradict each other. 

Technical correlation matrix, which is more commonly referred to as the 

roof, used to assist in developing the relationship between customer 

requirements and product requirements and identify where units must 

work together if they are not going to be in conflict design. The following 

symbols are used to represent what kind of impact the needs of each has 

on the other side. 

▪ Strong Positive (Strong Positive): ☑☑ 

▪ Positive (Positive): ☑ 

▪ Negative (Negative): ☒ 

▪ Strong Negative (Strong Negative): ☒☒ 

Symbols this is then fed into the cells where the correlation has been 

identified. The aim is to highlight the requirements that may conflict with 

one another. 

Technical Properties and Target 

Matrix engineering properties using a particular item to note the priority 

assigned to technical requirements. It also provides technical 
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performance achieved by competitive products and the degree of 

difficulty in developing each requirement. The result of the matrix is a set 

of target values for each technical requirement to be met by the new 

design. In some cases, organizations cannot create the optimum design 

due to constraints related to cost, technology, or other related items.  

Product is currently technically referring to competitors on product 

quality characteristics of high priority. In many cases, organizations 

should not be surprised to know that the better competitor in a given task 

or characteristics. QFD helps organizations to identify technical areas and 

to develop those areas where they can achieve customer satisfaction the 

most effective cost. Organizations can then check the Context Customer 

to use issues that must be accounted for, and the specification of the target 

set for the design of quality characteristics. Minimum target is the current 

performance standards should be maintained.  

The function of the House of Quality as a living document and a source 

of ready reference for related products and upgrades in the future. While 

it's great communication tool at each step in the process of matrix is a 

means and not an end. Its purpose is to serve as a vehicle for dialogue 

and strengthen vertical and horizontal communication. Through the 

analysis of customer needs and competitive, House of Quality helps to 

identify the critical technical components that require change. The issues 

may never have appeared before. Critical issues are then pushed through 

a matrix of another to identify the critical parts, manufacturing 

operations, and measures of quality control needed to produce products 

that meet customer needs and the needs of producers in a cycle shorter 

development time. The effects were felt from all this is that the item that 

drives the company's actions are driven by customer needs. There is an 

increased focus on the customer and increased awareness of their wishes. 

Because of this focus, the process leads to the understanding of customers 

increased and the final outcome of the process of customer satisfaction. 



 

 

Qualitative and Quantitative Research Review, Vol 2, Issue 2, 2017 
ISSN No: 2462-1978 

eISSNNo: 2462-2117 
 

71 

 

 

 
 

Figure 3 

Step in Understanding the House of Quality. Source: Jennifer Tapke & 

Allyson Muller 
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Figure 4 

Model House of Quality. John R Hausser and Don Clausing: The House 

of Quality, Harvard Business Review 

Implementation Process QFD 

House of quality on QFD is the first element in the sequence matrix 

translate or describe the customer needs into products as well as its 

requirements or specifications. The size of the desires and expectations of 
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customers, first translated into design attributes that will be the basis of 

the size of a product or service. Feature this request into a direct basis in 

the size of the customer's request. These characteristics are then used to 

translate the process conditions and operations required to deliver 

customer needs. Each step in the process in the House of Quality, Design 

Matrix, Matrix Operating and Control Matrix became clear basis for 

defining a measure in the incorporation of what is desired and needed by 

the customer. Data generated from the first phase of the development 

process is clearly related to the decision to be made at a later stage. House 

of Quality is the first step in negotiating something that is approved by 

the manager to the customer. That means that the cost effective nature of 

the design can be delivered to the customer's wishes. However, with the 

consideration together of the wishes of the customer, the technical 

capacity, and process design, QFD can donate a joint function 

continuously from start to finish and ultimately produce a joint decision 

on the sale. 

 The process of QFD helps managers in each department or 

function to: 

▪ Understand what is required by external customers 

▪ Understand their contribution to the system and processes in 

quality improvement, this implies the basis for the function of 

teamwork in the group. 

METHODS 

Line maintenance cover all areas of the plant or process plant where the 

processing and processing of nickel ore from drying or dryer and then to 

the area of the kiln to oxidation and mixing of up to 800 degrees Celsius 

calcine temperature, then the process furnaces in the four furnaces or the 

kitchen cooking up capacity maximum 90 megawatts of electric power 

with temperatures up to 1100 Celsius to obtain Ferro Nickel and finally 

separated in the converter up to a temperature of 1300 Celsius to obtain 
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nickel matte with a standard that has been set. Will eventually granulated 

or described in the dryer for drying and packaging of the product before 

it is shipped to the final destination of Japan. 

Around mining or quarry also received attention from the maintenance 

department maintenance of heavy equipment to the screening station or 

filtering station. Likewise, for the area utilities that continue must 

continue to provide electrical power to a minimum of 360 megawatts per 

hour to the needs of the operational plant and auxiliary which is supplied 

from the third power (hydropower) being owned by PT Vale Indonesia, 

including the provision of air (water), (water) and steam (steam) are 

processed in the power house area before it is distributed.  

Another area of particular concern is the area of logistics because this area 

provides all the necessities owned by manufacturer including pump oil 

from the port of oil Mangkasa point to the area factory. It also includes all 

means of transportation owned by Logistics eg., truck, barge, tug boat 

and a few other heavy equipment. There are still some areas that are also 

raised or maintained such as area town or residential, buildings or offices 

and warehouses as well as mining roads and motorways. All of the above 

areas included in the circle area maintenance departments must continue 

to be controlled and regularly carried out routine repairs to minimize 

damage more severe than any tool tools factory or other supporting 

equipment or other infrastructure. 

Quality Test Instruments 

Quality of research is determined by the quality of its research 

instrument-making tool. The research instrument sufficiently reliable and 

valid, then the resulting instrument is also quite reliable and valid. Before 

doing this study, researchers have conducted experiments to test the 

questionnaire as much as 30 to several internal and external customers 

that the results are valid and reliable. In this study, the researchers spread 

the questionnaire by 75, 67 questionnaires were returned as defective and 

as many as 2 questionnaires. 
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Test Validity 

Test validity was done by scores correlate the questions with a total score 

with the formula Pearson Product Moment. To determine the validity, the 

researchers used SPSS version 21 (the latest version in 2013) with a 

significant level of 5% (Susanto, 2001). Validity test results can be seen in 

the table in Annex 1. 

Test Reliability 

Test reliability is a measure of the consistency of the research instrument. 

Instrument said to be reliable if the tool shows consistent results, so that 

the instrument can be used safely and can be used with both on time and 

under different conditions (Cooper & Emory, 1995). In this study, 

researchers used a test reliability using Cronbach Alpha. An instrument can 

be said to be reliable if it had Cronbach Alpha greater than 0.50 (Anwar, 

1997). To determine the value of the reliability of the researchers used 

SPSS version 21. The reliability test results can be found in appendix 2 

Respondent Characteristics Analysis 

Results of the analysis of questionnaires distributed to respondents 

obtained public records that include gender and the amount of 

inspection.  

Classification of respondents by sex 

Based on the results of processing 65 questionnaires, can know the 

number of respondents based on gender. Male respondents amounted to 

52 (80%) and female respondents was 13 (20%). Classification based on 

gender can be seen in table 2. 
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Table 2:  Classification based on gender 

 

Sex 
Number of Respondent 

Total Number Percentage 

Male 52 80% 

Female 13 20% 

Total 65 100% 

 

Classification of respondents based on the number of times of 

maintenance 

Based on the results of processing 65 questionnaires, it can be seen the 

number of operators who have been doing maintenance three times and 

even more of a particular tool or equipment. In this study only process, 

the questionnaires perform maintenance operators who have at least 3 

times. The number of respondents who had been doing maintenance on 

the same tool as much as 3 times the amount to seven (10.77%), while the 

maintenance tool has done more than three times the amount to 58 

(89.23%). Classification is based on the amount of maintenance that has 

been done many operators can be seen in table 3 below. 

 

Table 3 Classification based on Number of maintenance 

 

Number of 

Maintenance 

Number of Respondent 

Total Number Percentage 

3 times 7 10,77% 

More than 3 times 58 89,23% 

Total 65 100% 

 

Equipment is adopted to equipment for a fairly long delivery time from 

the manufacturer site at Sorowako with a range of about 6 to 12 months 

for mechanical and electrical equipment’s. One example is the 

improvement of the motor winding according to standard NEMA 
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(National Electrical Manufacturer Association) Maximum winding repair 

or improvement of a coil of wire is only done 3 times so the motor must 

be prepared to be replaced when you sign repair 3 times, it occurs in 

mechanical equipment e.g. gearbox and other parts. 

QFD application in Maintenance Department 

Research conducted in the Maintenance Department PT Vale Indonesia 

aims to apply the Quality Function Deployment. The data will be 

analyzed is derived from two sources, the first source is the end user and 

supporting area or external customers, and the second source is the 

Maintenance Department itself. The data will be extracted from the 

Maintenance Department conducted by interview about how they can 

meet the requirements of the end users or external customers. The next 

stage should be done Maintenance Department in applying Quality 

Function Deployment uses the following steps: 

Defining the customer requirements to service Maintenance 

Department 

In defining the customer requirement against services Maintenance 

Department, which is categorized as a consumer here is the End User who 

has enjoyed appliance repair services at least 3 times in the Maintenance 

Department. Researchers conducted interviews to ask if they should 

otherwise require or they consider in selecting the services of the 

Maintenance Department to obtain customer requirements. In this 

interview were also asked what things they would recommend the 

service. Based on the questions posed, can be composed of the basic 

requirements (primary requirement) which refers to the five dimensions 

of service quality proposed by Zeithaml et al (1985), namely: tangible, 

reliability, responsiveness, assurance, and empathy. The primary 

requirement is then translated into a secondary requirement as below: 

1) The facilities are visually appealing 

2) Personnel support maintenance services 
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3) Ease of administration with the SAP system 

4) Fast service to customers 

5) Security 

6) Courtesy 

7)  Training individually to customers 

Having obtained the secondary requirement, followed by specific 

questions, namely what attributes can meet customer requirements and 

suggestions they have mentioned the answer to the questions above as a 

tertiary requirement. 

CONCLUSION 

 

Based on the analysis above, it can be concluded as follows: The results 

of the analysis of QFD in weighting of Customer Requirement can be seen 

that the attributes that customers would otherwise require and is 

considered very important is the equipment maintenance are modern, 

space spare-parts modern, toilet hygiene, ease the charging process in the 

SAP system, the speed of customer service, speed of technicians deal with 

the problem, the ability to handle customer problems, the warranty, the 

operator always maintain decorum in providing services. Target 

Maintenance operations conducted in support of the Department of PT. 

Vale Indonesia QFD application can be seen in the images House of 

Quality precisely the achievement of prioritized technical descriptors. 

Priority precedence to achieve customer requirement is specific training 

employees or technicians or operators. Technical Explanation (technical 

descriptors) able to answer or significant enough to meet the 

requirements of the customer (customer requirement), and it can be 

concluded that the application of QFD in the Maintenance Department is 

very reliable for use in raising strategies maintenance of an appliance or 

equipment with more planned. There are two attributes that rather 

experiencing difficulties in implementation are adequate work location 

and use of the computer system. This is due to the work site kind of work 

is very varied and difficult to define a special place for a specific job 
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because of the type of work that is always changing, to the computer 

system was also felt still in the transition phase from System Ellipse to the 

SAP system are still many shortcomings during the implementation of 

the field 
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