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motto  

 

 

 
  

bELAJAR dARi kESALAHAN, bANgkit 

dARi kEgAgALAN dAN buktikAN kALAu 

kitA biSA mELAkukAN APA yANg 

muNgkiN oRANg LAiN bELum tENtu biSA 

LAkukAN yANg tERbAik SELAgi kitA 

mAmPu, kARENA kESEmPAtAN bELum 

tENtu dAtANg duA kALi 

bERmimPiLAH mENJAdi oRANg 

yANg bESAR dAN bERuSAHALAH 

SEmAkSimAL muNgkiN uNtuk 

mEwuJudkAN mimPi itu 

tidAk AdA yANg tidAk muNgkiN 

SELAmA kitA mAu bERJuANg. 
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yAkiN bAHwA kitA mAmPu 

JANgAN mENJAdi SESEoRANg yANg 

biASA SAJA. JAdiLAH oRANg yANg biSA 

dibANggAkAN dAN bERmANfAAt uNtuk 

oRANg di SEkELiLiNg kitA 
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EFFECT OF TOTAL QUALITY MANAGEMENT PRACTICES ON CUSTOMER 

SATISFACTION, SERVICES QUALITY IMPACT ON CUSTOMER LOYALTY PT. 

SEMEN INDONESIA (PERSERO) Tbk 

 

Abstract  
The purpose of this study is to determine the significance of total quality 

management practices to service quality, to determine the significance of total 

quality management practices to customer satisfaction, to determine impact of 

service quality and customer satisfaction on customer loyalty PT. Semen 

Indonesia (Persero) Tbk.  

Sampling technique in this study is non-probability sampling with purposive 

sampling method. Using data from 125 respondents. The respondent is employees 

from PT. Semen Indonesia (Persero) Tbk.The method of analysis in this study is a 

Maximum Likehood using AMOS program version 18.0. 

The result showing that total quality of management practices have a significant 

positive effect to service quality, total quality of management practices have a 

significant positife effect to customer satisfaction, service quality  to customer 

loyalty have an insignificant positive effect but customer satisfaction have a 

significant positive to customer loyalty. 

Keywords－ Total quality of management practices, service quality,customer 

satisfaction, customer loyalty 

 

 

 

 

 


