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ABSTRACT

INCREASING VALUE BY BUSINESS CONSULTANT INTEGRATED TOOLS
IN INDONESIA’S LEADING SUPPORT EQUIPMENT AND AFTERMARKET
DISTRIBUTOR

By

Helman Susilo
Ivan Kurniawan S.T., B.Eng., M.T., M.B.A. (Advisor)
Dr. Tanika D. Sofianti. S.T., M.T. (Co-Advisor)

SWISS GERMAN UNIVERSITY

Competition in business in the era of globalization is now getting stronger. For that a
business requires a system that can work efficiently and effectively. Company in this
research is one of the leading distributors of generators, forklifts and aftermarket
spare parts in the coal mining sector in Indonesia. The speed and accuracy of service
as well as the cost per unit of production become a reference for competition and
consideration of choice by customers. Delays and errors in supply, products that are
of low quality and age, will disrupt customer production according to plan, causing
losses to customers and diverting purchases to other distributors. Company has
implemented a service pattern, but as the service network, sales and competition
increase, continuous improvement is a must. Excellent service is formed from the
collaboration of all divisions in the distributor organization, both sales, procurement,
inventory, engineering, infrastructure, and other related divisions. With the high
frequency of communication and the large amount of data, the main thing that is
needed is an integrated joint working medium. The implementation of integrated
media is expected to align the company's service strategy with customer needs. This
thesis method uses Critical to Quality (CTQ) combined with Quality Function
Deployment (QFD) to determine the needs of Voice of Customer (VOC) and uses
DMAIC as a framework approach.

Keywords: Salesman, Marketing, B2B, E-CRM, DMAIC, QFD, UAT, UEQ

Helman Susilo



INCREASING VALUE BY BUSINESS CONSULTANT INTEGRATED TOOLS IN Page 4 of 98
INDONESIA’S LEADING SUPPORT EQUIPMENT AND AFTERMARKET DISTRIBUTOR

ABSTRAK

INCREASING VALUE BY BUSINESS CONSULTANT INTEGRATED TOOLS
IN INDONESIA’S LEADING SUPPORT EQUIPMENT AND AFTERMARKET
DISTRIBUTOR

By

Helman Susilo
Ivan Kurniawan S.T., B.Eng., M.T., M.B.A. (Advisor)
Dr. Tanika D. Sofianti. S.T., M.T. (Co-Advisor)

SWISS GERMAN UNIVERSITY

Persaingan dalam bisnis di era globalisasi kini semakin kuat. Untuk itu suatu bisnis
memerlukan suatu sistem yang dapat bekerja secara efisien dan efektif. Perusahaan
dalam penelitian ini merupakan salah satu distributor genset, forklift dan suku cadang
aftermarket terkemuka pada sektor pertambangan batubara di Indonesia. Kecepatan
dan ketepatan pelayanan serta biaya per satuan produksi menjadi acuan persaingan
dan pertimbangan pilihan oleh pelanggan. Keterlambatan dan kekeliruan suplai,
produk yang tidak berkualitas dan berumur rendah, akan membuat produksi
pelanggan terganggu tidak sesuai rencana, sehingga menimbulkan kerugian bagi
pelanggan dan mengalihkan pembelian ke distributor lain. Perusahaan telah
menerapkan pola pelayanan, namun seiring meningkatnya jaringan pelayanan,
penjualan dan persaingan, perbaikan berkelanjutan adalah keharusan. Pelayanan
unggul terbentuk dari hasil kerja sama seluruh divisi dalam organisasi distributor,
baik divisi penjualan, pengadaan, persediaan, rekayasa, infrastruktur dan divisi lain
yang terkait. Dengan tingginya frekuensi komunikasi dan banyaknya data, hal utama
yang diperlukan adalah media kerja bersama yang terintegrasi. Penerapan media
teritegrasi diharapkan dapat menyelaraskan strategi pelayanan perusahaan dengan
kebutuhan pelanggan. Metode tesis ini menggunakan Critical to Quality (CTQ) yang
dipadukan dengan Quality Function Deployment (QFD) untuk menentukan
kebutuhan dari Voice of Customer (VOC) dan menggunakan DMAIC sebagai

pendekatan kerangka.
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