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THE IMPACT OF TOTAL QUALITY MANAGEMENT IMPLEMENTATION 

ON OPERATIONS DIVISION EMPLOYEE PERFORMANCE IN  

“X” BANK SURABAYA BRANCH 

 

 

I Gede Krishna Pradana Seputra 
STIE Perbanas Surabaya 

Email : krishnapradanas@gmail.com 
Jl. Nginden Semolo 34-36 Surabaya 

 

ABSTRACT 

 

Total Quality Management is an approach to systematically improve the 

quality by using many dimensions and has been widely applied by many 

companies and banks. But a few a research that use banks for the object. Bank 

has acontinual improvements to their customers needs and to compete with other 

banks. These research was conducted to determine the effect of the 

implementation of Total Quality Management on employee performance on the 

operations division of “X” Bank Surabaya Branch. This study using 35 

respondens from 7 different branches. This research use normality test, validity 

test, reliability test, F-test and t-Test from the SPSS. The research result that there 

is no impact between implementation Total Quality Management on employee 

performance of operations division of “X” Bank Surabaya Branch. 

 

Key words: Total Quality Management, TQM, Employee Performance, Bank 
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