
iv 
  

ABSTRACT 

 

Radio K-Lite is private radio broadcasting at Bandung City. One of the programs 

run by K-Lite Radio is Good to Great’s program. Good to Great program’s 

presents variety shows events. This program is broadcast every Monday to Friday 

at 06.00 AM to 09.00 AM. The Good to Great program’s has some content 

consisting of discussion, music, advertisements, news, and inspired people of the 

day.  During the last three years from 2016 to 2019, Radio K-Lite experienced a 

decline in revenue. During the last three years from 2016 to 2019, Radio K-Lite has 

decreased revenue. One of the factors causing this is the program that is less 

desirable so as to reduce the number of advertisers on air as evidenced by the 

decline in advertising revenue on air. Based on in-depth interviews with listeners it 

is known that Good to Great is not in accordance with the expectations of the 

listener and still has shortcomings. The purpose of this research is to explore the 

needs of listeners that have an impact on listener satisfaction. With the listener's 

needs not being matched Good to Great, then it becomes the basis for K-Lite Radio 

to understand the listener's needs. Identify the needs attributes associated with the 

Good to Great program can use service quality integration and kano models. For 

the service quality dimensions including program content, interaction quality, 

uniqueness, technical quality, and access. From these dimensions shows that of the 

14 attributes of need that has 8 attributes as true customer needs that must be 

improved. True to customer needs Good to Great program that is playing new songs 

or old songs from within and outside the country that is loved by listeners, providing 

the latest news about local, national and international events from trusted sources, 

broadcasters have a broadcast style that is interesting, provides a special program 

in the form of discussion space on current issues with trusted sources, provides 

information on economic, political, social and cultural issues (local, national, or 

international), frequency range broad radio, stable radio streaming facilities, there 

are various kinds of social media that are easily accessed by radio listeners 

(Whatsapp, Instagram, Facebook, and Twitter). Attribute recommendations of need 

based on integration of service quality and kano models. 

Keywords: Good to Great, Variety Show, Service Quality, Kano Models, True 

Customer Needs 


