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(QS : AL – Insyirah (6 – 8) 
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seluruh alam semesta akan bahu – membahu mewujudkannya.” 

(Soekarno) 

 

“ Di dalam hidup ini, kita tidak bisa berharap segala yang kita 

dambakan bisa diraih dalam sekejap. Lakukan saja perjuangan  

dan terus berdoa, maka Tuhan akan menunjukkan  

jalan selangkah demi selangkah.” 
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Mas Yan dan Mbak Novi 
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THE EFFECT OF TOTAL QUALITY MANAGEMENT (TQM) ON 

EMPLOYEE PERFORMANCE OF THE FINANCIAL 

 SERVICES COMPANY X SURABAYA 

 

 

FERRY DWI PRAMESTY 

NIM 2012310492 

Email : ferrypramesty@gmail.com 

 

ABSTRACT 

The purpose of this study was to determine the effect of Total Quality 

Management (TQM) on employee performance of the financial services company 

X Surabaya. Variable used TQM is focused on the customer, continuous 

improvement, employee involvement, reward systems and a commitment to 

quality. The population was 50 employees and 39 employees as respondents. The 

sampling technique used in this study using purposive sampling method. Data 

were collected using data gathered by questionnaire. Processing data using SPSS 

21.00. Results from the study showed that the variable TQM consists of focusing 

on the customer, continuous improvement and employee involvement has a 

significant effect on employee performance. While TQM variable consisting of the 

award system and a commitment to quality does not have a significant effect on 

employee performance. 
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