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Abstract

The objective of this research was to study customer demand was after the
coronavirus-2019 outbreak and to present service guidelines of calibration center for industry
faculty of engineering(CIB) to match the current situation of the epidemic of the covid-19 virus.
The research is use a service quality(SERVQUAL) and relationship model between importance
and satisfaction (I-S Model) and Quality Function Deployment(QFD) is tools to use collect
information and analyzer customer demand. This research was start to interview form
customer with open-ended question was choose sample group from people is related to
activity of CIB of quantity 100 people. So next step involves collecting data and grouping from
need of customer to used as to quality questions for survey customer demand with closed-
ended questionnaire. The sample group was defined as employees factories in the Eastern
Region (EEC) of 380 people. The information was also analyzed with QFD and House of Quality.
Results of research is indicate the customer demand after the epidemic of virus Covid-19 have
with the highest rating of 5 namely 1)the laboratory must be accredited to 1SO/IEC1725, 2)
calibration period is not more than 5 day, 3)the calibration fee is reasonable, 4)laboratory
must have clear measures to prevent the spread of virus Covid-19 and 5)there are convenient
and diverse communication channels to the laboratory more than 3 channels. From the
technical specification data used to design a guideline for the services provided by OKR’s
technical by considering the determination of objectives from basic ability and restrictions of
the CIB. Can be designed as a service guideline for the CIB after the epidemic of the Covid-19
virus in all 5 items. And when improving operations according to the new guidelines, it was
found that customers were more satisfied with the operation of the CIB, especially measures
to prevent the spread of the Covid-19 virus. For this reason CIB has included guidelines for
service after the epidemic of Covid- 19 into the implementation plan according to the
document quality system ISO/IEC17025 : 2017. Passed the meeting management review of
CIB No. 1/2564 by the resolution of the meeting to certify the new service guidelines and

continue.

Keywords : Calibration Laboratory, Virus Covid-19, Quality Function Deployment (QFD)
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- Precision Level 939711539 0 89 0.3 mm/m
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- Weight Standard 9290151 5 kg class F1
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