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ABSTRACT

CREATING HEAVY EQUIPMENT PRODUCT SUPPORT PROGRAM TO
INCREASE SERVICE REVENUE IN CUSTOMER AGRICULTURE

By

Ahmad Rifai Mashudi
Dr. Ir. Gembong Baskoro, M.Sc., Advisor
Dena Hendriana B.Sc., M.Sc., Sc.D. Co-Advisor

SWISS GERMAN UNIVERSITY

As one of the heavy equipment distributor companies, currently heavy equipment sales
have entered various sectors including Mining, Construction, Agriculture and Forestry.
In addition to focusing on increasing sales of heavy equipment units, distributors also
focus on increasing support and sales after sales of heavy equipment. This research
focuses on one of the company's customers, XYZ, which operates in the oil palm
plantation sector or agriculture. The research focus on how to improve service revenue
by creating service program in customer XYZ. The initial step of this research is to
identifies the customer's needs, problems, and expectations regarding the maintenance
of their heavy equipment units and uses customer requirement method and value
proposition canvas to design and test a suitable service program. The distributor and
customer agreed to implement a program called Paket Service Reguler (PSR), which
consists of periodic service, inspection, and oil analysis, and provides online reporting
and monitoring system. The next process is to evaluates the impact of the PSR program
on the customer's satisfaction and the company's service revenue. After implementation
of PSR program, it can be concluded that the PSR program is an effective solution to

address the customer's pain and gain, and to increase the service revenue by 240% of
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the target. There are several recommendations for improving the PSR program and its
applicability to other customers.

Keywords: Customer Requirements, Value Proposition Canvas, Program Service
Reguler
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