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Judul Skripsi : Analisis Total Quality Management (TQM) dalam
meningkatkan kepuasan Pelanggan di WOM  Finance

Abstrak

Penelitian ini bertujuan untuk menganalisis total quality management terhadap kepuasan pelanggan
PT WOM finance Penelitian ini menggunakan pendekatan kuantitatif dengan metode survey,
penelitian ini juga menggunakan kuesioner dengan skala likert sebagai instrument penelitian.
Populasi dalam penelitian ini adalah konsumen PT. WOM Finance Indonesia cabang Tangerang,
teknik pengambilan sampel dalam penelitian ini adalah teknik purposive sampling, dimana sampel
di tentukan berdasarkan kriteria tertentu, sehingga sampel yang digunakan sebanyak 96 nasabah.hasil
pengujian Simultan (F) di peroleh hasil total quality management (X) (kualitas pelayanan, team work
serta keterlibatan dan pemberdayaan karyawan) berpengaruh simutan terhadap kepuasan pelanggan
(Y) Hasil penelitian menunjukkan bahwa analisis deskriptif pada variabel total quality management
(X) (kualitas, team work, keterlibatan dan pemberdayaan karyawan), secara simultan menunjukkan
hasil berpengaruh secara positif dan signifikan terhadap kepuasan pelanggan PT. WOM Finance
Tangerang, hal ini dibuktikan dengan nilai sig. F (0,000) < sig. A (0,05), berarti ho ditolak dan h,
diterima. Kesimpulannya, total quality management (X) (kualitas, team work, keterlibatan dan
pemberdayaan karyawan) dapat meningkatkan kepuasan pelanggan secara signifikan dan
membangun hubungan jangka panjang yang menguntungkan antara pelanggan dan merek.

Kata kunci : total quality management; kepuasan pelanggan
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Thesis Title : Total Quality Management (TQM) Analysis in Improving
Customer Satisfaction at WOM Finance

Abstract

This study aims to analyze total quality management on customer satisfaction of PT WOM Finance.
This study uses a quantitative approach with a survey method, this study also uses a questionnaire
with a Likert scale as a research instrument. The population in this study are consumers of PT. WOM
Finance Indonesia Tangerang branch, the sampling technique in this study is a purposive sampling
technique, where the sample is determined based on certain criteria, so that the sample used is 96
customers. Simultaneous test results (F) obtained the results of total quality management (X) (service
quality, teamwork and employee involvement and empowerment) have a simultaneous effect on
customer satisfaction (Y). The results of the study show that descriptive analysis on the total quality
management variable (X) (quality, teamwork, employee involvement and empowerment),
simultaneously shows a positive and significant effect on customer satisfaction of PT. WOM Finance
Tangerang, this is evidenced by the sig. F value (0.000) < sig. A (0.05), meaning that h0 is rejected
and ha is accepted. In conclusion, total quality management (X) (quality, teamwork, employee
engagement, and empowerment) can significantly improve customer satisfaction and build long-
term, profitable relationships between customers and brands.

Keywords: total quality management, customer satisfaction
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