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ABSTRAK

Krista Ceme, 2022. “Analisis Pengaruh Penerapan Total Quality Management
Terhadap Kinerja Operasional Pada Koperasi Simpan Pinjam Budi Utama
Mauponggo”. Skripsi, Jurusan Manajemen Fakultas Ekonomi Universitas Flores,
Pembimbing | Dr. Rafael Octavianus Byre,SE.,M.Sc Pembimbing Il Maria
Helena Carolinda Dua Mea, S.S.,MM

Penelitian ini bertujuan (1) Untuk mengetahui apakah penerapan Total
Quality Mnagement (TQM) dalam hal kepuasan pelanggan berpengaruh terhadap
kinerja operasional pada KSP Budi Utama Mauponggo. (2) Untuk mengetahui
apakah penerapan Total Quality Management (TQM) dalam hal pemberdayaan
karyawan berpengaruh terhadap kinerja operasional pada KSP Budi Utama
Mauponggo. (3) Untuk mengetahui apakah penerapan Total Quality Management
(TQM) dalam hal peningkatan mutu berkelanjutan berpengaruh terhadap kinerja
operasional pada KSP Budi Utama Mauponggo. (4) Untuk mengetahui apakah
penerapan Total Quality Management (TQM) dalam hal manajemen berdasarkan
fakta terhadap kinerja operasional pada KSP Budi Utama Mauponggo. Penelitian
ini merupakan penelitian kuantitatif. Sampel dalam penelitian ini adalah anggota
Koperasi Simpan Pinjam Budi Utama Mauponggo yang berjumlah 95 orang. Data
dikumpulkan dengan kuesioner, observasi, dan dokumentasi yang telah diuji
validitas dan reliabilitasnya, dengan teknik analisis regresi linear berganda yang
digunakan untuk menguiji hipotesis penelitian.

Hasil penelitian ini menunjukkan (1) Kepuasan pelanggan secara parsial
dan signifikan berpengaruh terhadap kinerja operasional pada KSP Budi Utama
Mauponggo. Artinya kepuasan pelanggan meningkat apabila kinerja operasional
ditingkatkan. (2) Pemberdayaan karyawan secara parsial dan signifikan
berpengaruh terhadap kinerja operasional pada KSP Budi Utama Mauponggo.
Artinya pemberdayaan karyawan ditingkatkan maka Kkinerja operasional
meningkat. (3) Peningkatan mutu berkelanjutan secara parsial dan signifikan
berpengaruh terhadap kinerja operasional pada KSP Budi Utama Mauponggo.
Artinya kinerja operasional meningkat jika peningkatan mutu berkelanjutan
ditingkatkan. (4) Manajemen berdasarkan fakta secara parsial dan signifikan
berpengaruh terhadap kinerja operasional pada KSP Budi Utama Mauponggo.
Artinya kinerja operasional meningkat jika manajemen berdasarkan fakta
ditingkatkan.

Kata kunci: Total Quality Management, Kinerja Operasional



ABSTRACT

Krista Ceme, 2022. “Analysis of the Influence of the Implementation of Total
Quality Management on Operational Performance in the Savings and Loans
Cooperative Budi Utama Mauponggo”.

Thesis, Department of Management, Faculty of Economics, University of Flores,
Supervisor I, Dr. Rafael Octavianus Byre,SE.,M.Sc Supervisor Il Maria Helena
Carolinda Dua Mea, S.S.,MM

This study aims (1) to determine whether the application of Total Quality
Management (TQM) in terms of customer satisfaction has an effect on operational
performance at KSP Budi Utama Mauponggo. (2) To find out whether the
implementation of Total Quality Management (TQM) in terms of employee
empowerment has an effect on operational performance at KSP Budi Utama
Mauponggo. (3) To find out whether the implementation of Total Quality
Management (TQM) in terms of continuous quality improvement has an effect on
operational performance at KSP Budi Utama Mauponggo. (4) To find out whether
the implementation of Total Quality Management (TQM) in terms of fact-based
management on operational performance at KSP Budi Utama Mauponggo. This
research is a quantitative research. The sample in this study were members of the
Savings and Loans Cooperative Budi Utama Mauponggo, totaling 95 people. Data
were collected by means of questionnaires, observations, and documentation that
had been tested for validity and reliability, with multiple linear regression analysis
techniques used to test the research hypotheses.

The results of this study indicate (1) customer satisfaction partially and
significantly influences operational performance at KSP Budi Utama Mauponggo.
This means that customer satisfaction increases when operational performance is
improved. (2) Employee empowerment partially and significantly affects
operational performance at KSP Budi Utama Mauponggo. This means that
employee empowerment is improved, so operational performance increases. (3)
Continuous quality improvement partially and significantly affects operational
performance at KSP Budi Utama Mauponggo. This means that operational
performance increases if continuous quality improvement is improved. (4)
Management based on facts partially and significantly influences operational
performance at KSP Budi Utama Mauponggo. This means that operational
performance increases if fact-based management is improved.

Keywords: Total Quality Management, Operational Performance
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