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ANALISIS HUBUNGAN PENERAPAN TOTAL QUALITY

MANAGEMENT (TQM) DENGAN KEPUASAN NASABAH PT BANK

TABUNGAN NEGARA (PERSERO TBK) 

(Studi Kasus pada PT. Bank Tabungan Negara, Persero tbk Kantor Cabang 

Pembantu Cilandak)

ABSTRAK

 

Tujuan penelitian ini adalah untuk mengetahui hubungan perencanaan mutu,
pengendalian mutu, jaminan mutu dan perbaikan mutu memiliki dengan kepuasan
nasabah pada Bank Tabungan Negara Kantor Cabang Pembantu Cilandak.

 
Penelitian ini dilakukan di BTN KCP Cilandak yang berlokasi di jalan raya

Cilandak KKO No 12, Pasar Minggu, Jakarta Selatan. Sampel penelitian ini
sebanyak 99 orang nasabah, dengan teknik pengambilan data purposive sampling.
Metode yang digunakan adalah metode survey dengan strategi asosiatif. Penelitian 
ini menggunakan metode analisis koefisien korelasi parsial dan berganda, serta
pengujian hipotesis secara parsial maupun simultan.

 
Nilai koefisien korelasi parsial antara perencanaan mutu dengan kepuasan 

nasabah adalah sebesar 0,489 berarti hubungan perencanaan mutu dengan
kepuasan nasabah adalah sedang dan positif (searah). Nilai koefisien korelasi 
parsial antara pengendalian mutu dengan kepuasan nasabah sebesar 0,376 berarti
hubungan antara pengendalian mutu dengan kepuasan nasabah adalah lemah dan 
positif (searah). Nilai koefisien korelasi parsial antara jaminan mutu dengan
kepuasan nasabah sebesar 0,419 berarti hubungan antara jaminan mutu dengan
kepuasan nasabah adalah sedang dan positif (searah). Nilai koefisien korelasi
parsial antara perbaikan mutu dengan kepuasan nasabah sebesar 0,510 berarti
hubungan antara perbaikan mutu dengan kepuasan nasabah adalah sedang dan
positif (searah). Adapun nilai koefisien korelasi berganda antara perencanaan
mutu, pengendalian mutu, jaminan mutu dan perbaikan mutu dengan kepuasan
nasabah sebesar 0,609 yang artinya hubungan antara perencanaan mutu,
pengendalian mutu, jaminan mutu dan perbaikan mutu dengan kepuasan nasabah
adalah kuat dan positif (searah). Berdasarkan hasil pengujian hipotesis dengan α
sebesar 5% terbukti bahwa antara perencanaan mutu, pengendalian mutu, jaminan
mutu dan perbaikan mutu terdapat hubungan yang significance dengan kepuasan
nasabah bank BTN KCP Cilandak yang diuji secara simultan.
Kata kunci : Total Quality Management (TQM), Perencanaan Mutu,

Pengendalian Mutu, Jaminan Mutu, Perbaikan Mutu, Kepuasan Nasabah
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ANALYSIS RELATED APPLICATION OF TOTAL QUALITY

MANAGEMENT (TQM) WITH CUSTOMER SATISFACTION PT BANK

TABUNGAN NEGARA (PERSERO TBK) 

(Case Studies in PT. Bank Tabungan Negara, Persero tbk Sub Branch Office 

Cilandak)

ABSTRACT 

 

The purpose of this study was to determine whether the quality planning,
quality control, quality assurance and quality improvement have a positive
relationship with customer satisfaction at Bank Tabungan Negara Sub Branch
Office Cilandak. 

This research was conducted in BTN Sub Branch Office located in 
Cilandak, jalan raya Cilandak KKO No.12, Pasar Minggu, South Jakarta. The
study sample as many as 99 customers, with purposive sampling technique of 
sampling. The method used is survey method with associative strategy. This study
uses the method of analysis of partial and multiple correlation coefficients, and
hypothesis testing partially and simultaneously.

 
Value partial correlation coefficient between quality planning and customer

satisfaction is of 0.489 means quality planning relationships and customer
satisfaction is moderate and positive (one way). Partial correlation coefficient 
between the value of quality control and customer satisfaction of 0.376 means that 
the relationship between quality control and customer satisfaction is weak and
positive (one way). Value partial correlation coefficient between quality assurance 
and customer satisfaction of 0.419 means the relationship between quality
assurance and customer satisfaction is moderate and positive (one way). Value
partial correlation coefficient between quality improvement and customer
satisfaction of 0.510 means the relationship between quality improvement and
customer satisfaction is moderate and positive (one way). The multiple correlation 
coefficient between quality planning, quality control, quality assurance and
quality improvement and customer satisfaction at 0.609, which means the
relationship between quality planning, quality control, quality assurance and
quality improvement and customer satisfaction is a strong and positive (one way).
Based on the results of testing the hypothesis with α of 5% proven that between
quality planning, quality control, quality assurance and quality improvement
significance correlation with customer satisfaction BTN Sub Branch Office 
Cilandak tested simultaneously.
Keywords : Total Quality Management (TQM), Quality Planning, Quality
Control, Quality Assurance, Quality Improvement, Customer Satisfaction
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