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1. Introduction
Service quality in the food and beverage industry has become a key predictor of consumer satisfaction, loyalty, and economic continuity. However, maintaining consistently high standards across locations is still difficult, especially in a fast-growing restaurant chain like Mie Gacoan, Indonesia's leading brand known for its spicy noodle dishes. Mie Gacoan has

is increasingly popular among locals and visitors in Kediri, but there are recurring difficulties such as high wait times, inconsistent service quality, and perceived gaps in customer satisfaction. These concerns suggest that, although Mie Gacoan Kediri has acquired a sizable client base, there is an urgent need to resolve these service quality issues to secure long-term customer retention and brand loyalty. Addressing this gap is crucial, as unmet customer expectations can result in poor perceptions, affecting brand reputation and competitiveness in a saturated market.
Previous studies have looked at the importance of service quality in customer satisfaction in various service industries, including culinary companies, barbershops, and even educational facilities. For example, Kusumawardhani and Nurdin (2018) investigated the use of Quality Function Deployment (QFD) to improve service quality in technical workshops, finding specific areas for improvement based on customer expectations[1]. Similarly, Anggraini et al. (2024) used QFD to address service quality issues in barbershops, demonstrating how consumer feedback can be systematically translated into meaningful improvement measures[2]. The study emphasizes the need to align service attributes with consumer expectations to increase satisfaction and loyalty. However, while QFD has proven effective in a number of service contexts, little research has been conducted to apply this strategy specifically to the food service industry, especially in high-demand, fast-paced environments such as Mie Gacoan.
The gap in this literature shows the potential use of QFD in the context of Mie Gacoan Kediri, where customer expectations are very dynamic and influenced by the originality of culinary experiences and operational efficiency. Existing research in the food service sector, such as those conducted by Supardin et al. (2022) and Firanda et al. (2024), has found that the quality of products and services has a substantial impact on customer purchase decisions and satisfaction [3,4]. However, most of these studies use quantitative methodologies, focusing on the direct correlation between service quality and customer happiness rather than a systematic strategy for identifying and prioritizing specific service improvements based on customer feedback. As a result, the current study intends to bridge this gap by leveraging QFD, which allows for in-depth details of customer desires and their translation into operational innovations that can directly address Mie Gacoan Kediri's concerns.
This article proposes an innovative approach that uses QFD to systematically analyze and improve the quality of service in Mie Gacoan Kediri, where heavy customer traffic often causes operational problems. Unlike previous studies, which focused mostly on service quality outcomes, this study will use QFD to develop a roadmap for targeted improvements that address the "voice of the customer" in the context of a fast-paced restaurant setting. By focusing on customer-driven quality improvement, the study not only adds to the current body of research on service quality in the food sector, but also provides practical insights for other similar companies looking to improve their services.
 The purpose of this paper is to see how the QFD method can be used to improve the quality of service in Mie Gacoan Kediri. By identifying client expectations and turning them into concrete service improvements, the study hopes to build a framework that can be reproducible across the chain. This article is structured as follows: the introduction provides context and relevance for the research; the methodology section outlines the use of QFD; The results and discussion highlight the main findings and their implications; and the conclusion provides a summary and recommendations for future research. This systematic method aims to provide a full understanding of how QFD can improve service delivery and customer happiness in the culinary industry.
a. Problem Statement
Mie Gacoan Kediri, a fast-growing spicy noodle brand, struggles to maintain a high quality of service against increasing consumer demand and fierce market competition. Despite its popularity, the restaurant has struggled with excessive wait times, inconsistent service delivery, and customer complaints about service that doesn't meet expectations. These concerns reduce customer happiness and can affect customer loyalty and retention, as customers have multiple dining options and choose restaurants that meet their service requirements. Previous research has shown that service quality directly affects food and beverage consumer satisfaction and purchasing decisions. However, Mie Gacoan Kediri does not have a clear mechanism to identify and prioritize improvements based on customer needs. Therefore, Mie Gacoan Kediri must use a customer-focused approach such as Quality Function Deployment (QFD) to turn consumer expectations into practical service improvements to improve operational efficiency and customer satisfaction.
b. Research Objectives
This study uses Quality Function Deployment (QFD) to identify and improve the quality of service at Mie Gacoan Kediri to meet customer expectations. This initiative incorporates consumer feedback into service design and execution to improve restaurant customer satisfaction and efficiency. The research identifies consumer desires, prioritizes service characteristics that need to be improved, and uses the House of Quality (HoQ) framework to create actionable technical specifications. This approach provides Mie Gacoan Kediri with pragmatic tools for quality improvement and contributes to service quality management in the dynamic food and beverage sector by providing a replicable framework for similar companies struggling to maintain service standards.

2. Method
This study uses a qualitative literature review methodology, using the latest research to investigate the application of Quality Function Deployment (QFD) as a means to improve the quality of service in Mie Gacoan Kediri. This technique facilitates a thorough analysis of how the Implementation of Quality Function (QFD) can transform customer needs into targeted service improvement by systematically evaluating related studies and theoretical frameworks on service quality and customer happiness. 
3. Results and Discussion
This section describes the findings of the study, emphasizing the efficacy of Quality Function Deployment (QFD) in solving certain service quality challenges in Mie Gacoan Kediri. The study identifies key service features that align with consumer expectations through a literature review, thus establishing a framework for prioritizing and implementing improvements. The House of Quality (HoQ) facilitates this process by systematically compiling customer requirements and turning them into technical specifications for service improvement.
3.1 Identify Key Customer Needs
An analysis of the literature reveals that customer satisfaction in the food service sector is significantly influenced by factors such as reliability, responsiveness, and tangibles. Customer feedback at Mie Gacoan Kediri has identified specific concerns, including long wait times, varied service quality, and intermittent dissatisfaction with the appearance of the products. Through the QFD, these requirements are deconstructed into measurable quality of service, with "reduced wait times" and "service consistency" identified as top priorities. The results are in line with research conducted by Kusumawardhani and Achsa (2023), which showed that effective communication and timely service substantially increase customer satisfaction in a food service environment[5]. This study uses structured HoQ techniques to provide operational-level specific changes, in contrast to previous studies that concentrated on extensive service improvements[5].
3.2 Service Attribute Priority
The study uses a HoQ matrix to list prioritized service quality, informed about customer priority ratings and feasibility of implementation. Staff training, excellent queue management, and fast order processing are seen as essential elements for meeting consumer demand for expedited service and improved quality assurance. These findings differ from previous research by Supardin et al. (2022), which mostly highlighted the service atmosphere and menu diversity rather than operational effectiveness[3]. This study prioritizes operational improvement due to the substantial customer traffic at Mie Gacoan Kediri and the important function of service speed in maintaining customer loyalty[3].
3.3 Discussion of Main Findings and Comparison with Previous Research
QFD's research shows that customer-centric improvements, especially those that improve responsiveness and reliability, can substantially increase customer satisfaction at Mie Gacoan Kediri. These results corroborate the findings of Anggraini et al. (2024), which illustrate that matching services with customer expectations increases satisfaction in analog service scenarios[2]. In contrast to research that utilizes QFD in a more regulated service
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settings, such as barbershops and educational institutions, Mie Gacoan Kediri have different problems stemming from increased consumer traffic and fluctuating service requirements[2,6]. This difference suggests that while QFD is a valuable instrument for service improvement, its implementation in high-demand settings such as Mie Gacoan may require additional operational strategies, including a real-time customer feedback system, to skillfully meet various customer needs.
3.4 Implications and Practical Recommendations for Kediri Gacoan Noodles
The results of this study propose many actionable solutions for Mie Gacoan Kediri. Initially, instituting a dedicated staff training program that prioritized the provision of fast and uniform services could effectively meet clients' demands for efficiency. Additionally, rearranging queues and order management systems can reduce wait times, which are recognized as a significant problem by customers. Finally, the implementation of a feedback loop that leverages QFD insights will allow Mie Gacoan to continuously assess client happiness and modify service techniques as needed. This recommendation offers a systematic method to turn QFD results into implementable improvements, thus enabling Mie Gacoan Kediri to increase customer happiness and gain a competitive advantage in the dynamic food service sector.
3.5 Summary of Key Differences from Previous Research
This study uses a QFD-based qualitative methodology to directly meet consumer needs through prioritized operational adjustments, in contrast to previous studies that mostly used quantitative methods to correlate service quality with customer satisfaction. This qualitative emphasis offers an in-depth understanding of specific areas of development that are often overlooked in quantitative analysis, including real-time customer engagement techniques and personalized service advancement. This sophisticated approach emphasizes QFD's flexibility in a crowded restaurant environment while highlighting the importance of a customer-centric paradigm in improving the quality of service at Mie Gacoan Kediri[7].

Table 1
Increasing the Gacoan Noodle Market Every Year in Indonesia
	2010
	2014
	2020

	IDR 6,802
	IDR 11,607
	20,562


Table 2
Sales of Gacoan Noodles Every Year

	Production
	Year

	
	2010
	2011
	2012
	2013
	2014
	2015

	Making Gacoan Noodles 
	IDR 7.6
	IDR 7.9
	IDR 8.5
	IDR 8.9
	IDR 9.5
	IDR 10.1

	Packaging
	IDR 0.7
	Rp. 0.9
	IDR 1.3
	IDR 1.5
	IDR 1.8
	IDR 2.2

	Gacoan Noodle Seasoning
	Rp. 0.6
	IDR 0.7
	Rp. 0.9
	Rp. 1.0
	IDR 1.1
	IDR 1.3


Table 3
Development of Gacoan Noodles in Kediri

	Year
	Sum
	Percentage (%)

	2014
	417
	

	2015
	571
	36,9

	2016
	770
	34,8



Based on CIMB Principal Asset Management data, Mie Gacoan sales continue to increase and it is estimated that in 2020 Mie Gacoan sales will increase by 20% from 2014. The number of noodle businesses with more attractive and innovative products has made the competition in the market with raw materials even tighter. Mie Gacoan must do something so that the company is able to compete with new competitors who are emerging with more innovative products.
 
Table 4 Quality Function Deployment (QFD)
	Voice of Customer (VOC)
	Technical Requirements
	Relationships (0, 1, 3, 9)
	Priority

	Delicious and consistent taste 
	Spice formulations
	9
	Tall

	
	Quality of raw materials
	3
	

	
	Standard processing process
	9
	

	Affordable pricing 
	Production efficiency
	9
	Tall

	
	Local source of ingredients
	3
	

	
	Effective distribution system
	1
	

	Fast service 
	Staff training
	9
	Tall

	
	Efficient kitchen design
	3
	

	
	Integrated booking system
	9
	

	Cleanliness maintained 
	Hygiene procedures
	9
	Tall

	
	Hygienic selection of tools
	3
	

	
	Quality Control
	9
	

	Attractive display 
	Packaging design
	9
	Keep

	
	Food arrangement
	3
	

	Diverse menu variants 
	Recipe development
	9
	Tall

	
	Market trend analysis
	3
	












Explanation :
1. Voice of Customer (VOC): What customers want.
2. Technical Requirements: Technical solutions that need to be implemented to meet VOCs.
3. Relationship: The degree of relationship between the VOC and the technical solution, with the following values:
· 9: Relationships are very strong 
· 3: Medium relationship 
· 1: Weak relationships 
· 0: No relationship 
4. Priority: Based on relationship analysis and impact on customer satisfaction 
This pyramid helps map customer needs into technical actions that can be taken by the production or management team of Mie Gacoan 

4. Conclusion

This research implements Quality Function Deployment (QFD) to improve service quality at Mie Gacoan Kediri by translating client expectations into concrete changes. House of Quality (HoQ) architecture is used to identify and map consumer needs such as reduced wait times, consistent service delivery, and effective order management based on literature. Key service features, such as queue management and personnel attention, correlate with customer happiness. Mie Gacoan Kediri can exceed customer expectations and compete in the fast-paced food market by prioritizing these traits through QFD.
This study shows the flexibility of QFD in the context of fast service with high demand, which is scientific and practical. This study scientifically applies QFD to the culinary industry, where changing client expectations require real-time operational modifications. These findings give Mie Gacoan Kediri and other businesses the basis to meet client expectations. The special attention to the prioritization of service attributes in high-volume situations makes this study unique and provides insights beyond quantitative service satisfaction scores. However, the use of secondary data from the existing literature by this study may not represent the different expectations of consumers of Mie Gacoan Kediri. To validate HoQ's findings and improve services, future studies may include consumer feedback through surveys or interviews. Real-time
The implementation and evaluation of QFD-based improvements can reveal their long-term effects on customer happiness and operational efficiency. This action will reinforce the findings and validate QFD as a method of improving the quality of fast food services.
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