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ABSTRAK

RIBKA DAMANIK, 200120062, 2024, “PENGARUH PENERAPAN TOTAL
QUALITY MANAGEMENT TERHADAP KEPUASAN PELANGGAN PT.
PERKEBUNAN NUSANTARA IV PADA UNIT TEH BUTONG DAN TEH
TOBASARI”.

Pembimbing: Romasi Lumban Gaol, SE., M.Si

Tujuan penelitian ini adalah untuk menganalisis pengaruh penerapan Total
Quality Management terhadap kepuasan pelanggan. Populasi dalam penelitian ini
adalah pelanggan dalam penjualan ritel tahun 2021-2023. Jumlah sampel yang
diambil sebanyak 96 orang pelanggan PT. Perkebunan Nusantara IV. Teknik
analisis data yang digunakan adalah teknik analisis regresi linier berganda.

Berdasarkan hasil uji-t menunjukkan bahwa masing-masing variabel fokus
pada pelanggan, obsesi terhadap kualitas, kerjasama tim, keterlibatan dan
pemberdayaan Kkaryawan, dan perbaikan berkesinambungan secara parsial
mempunyai pengaruh  positif dan signifikan terhadap kepuasan pelanggan.
Berdasarkan hasil uji F menunjukkan bahwa Total Quality Managment yang
terdiri dari variabel fokus pada pelanggan, obsesi terhadap kualitas, kerjasama
tim, keterlibatan dan pemberdayaan karyawan, dan perbaikan berkesinambungan
berpengaruh secara simultan terhadap kepuasan pelanggan. Nilai Adjusted R
Square sebesar 0,662 menunjukkan bahwa 66,2 % variasi kepuasan pelanggan
bisa dijelaskan oleh kelima variabel independen yang digunakan dalam persamaan
regresi, sedangkan sisanya sebesar 33,8 % dijelaskan oleh variabel lain di luar
kelima variabel yang digunakan dalam penelitian ini.

Kata kunci: Total Quality Management, Kepuasan Pelanggan, Obsesi
Terhadap Kualitas



ABSTRACT

RIBKA DAMANIK, 200120062, 2024, "THE INFLUENCE OF THE
IMPLEMENTATION OF TOTAL QUALITY MANAGEMENT ON
CUSTOMER SATISFACTION OF PT PERKEBUNAN NUSANTARA IV IN
THE BUTONG TEA AND TOBASARI TEA UNITS".

Supervisor: Romasi Lumban Gaol, SE., M.Si

The aim of this research is to analyze the effect of implementing Total
Quality Management on customer satisfaction. The population in this research is
customers in retail sales in 2021-2023. The number of samples taken was 96
customers of PT. Perkebunan Nusantara V. The data analysis technique used is
multiple linear regression analysis technique.

Based on the results of the t-test, it shows that each variable of customer
focus, obsession ~with quality, teamwork, employee involvement and
empowerment, and continuous improvement partially has a positive and
significant influence on customer satisfaction. Based on the results of the F test, it
shows that Total Quality Management, which consists of the variables focus on
customers, obsession with quality, teamwork, employee involvement and
empowerment, and continuous improvement simultaneously influence customer
satisfaction. The Adjusted R Square value of 0.662 indicates that 66.2% of the
variation in customer satisfaction can be explained by the five independent
variables used in the regression equation, while the remaining 33.8% is explained
by other variables outside the five variables used in this research.

Keywords: Total Quality Management, Customer Satisfaction, Obsession with
Quality
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