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MOTTO 
 

Perjalanan hidup belum berakhir, selesainya skripsi ini dan dinyatakan lulus merupakan 

langkah awal untuk memasuki dunia dimana kita keluar dari zona aman. Tetap berusaha 

menjadi pribadi yang lebih baik dari pada sebelumnya dan jangan pernah menyerah dengan 

keadaan atau situasi apapun sebelum cita-cita mu terwujud. 

 

Sabar, tawakal dan selalu berdoa kepada allah merupakan salah satu kunci menuju sukses 

dan percayalah allah akan memberikan yang terbaik untukmu. 

 

Keluarga merupakan sumber energy tersendiri yang dapat memotivasi diri kita apabila kita 

merasa lelah dengan semuanya dan selalu ingat dengan tujuan awal yaitu untuk sukses dan 

buat mereka terseyum bangga kepada mu. 

 

Kesuksesan akan berpihak kepada mereka yang berani bermimpi, berani berjuang, berani 

menghadapi rintangan yang ada dan tak pernah ada kata menyerah sebelum mimpi tersebut 

terwujud. 
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EFFECT OF TOTAL QUALITY MANAGEMENT IN THE 

PERFORMANCE OF EMPLOYEES INSURANCE  

COMPANY IN SURABAYA 

 

Nikmatul Latifah 

STIE Perbanas Surabaya 

 

ABSTRACT 

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

Management (TQM) on the performance of employees at the insurance company in 

Surabaya. The independent variable of this study, namely TQM consisting of 

customer satisfaction, employee empowerment, continuous improvement, and 

support the company's environmental management, while the dependent variable of 

this study is the performance of employees. Data collection techniques with 

questionnaires, and the data were analyzed using descriptive analysis and multiple 

linear regression analysis. The population in this study is an insurance company in 

Surabaya, while the sample is determined by purposive sampling method. The 

results of this study indicate that the TQM implementation of variable continuous 

improvement and management support positive effect on employee performance. 

However, this study failed to prove that the TQM implementation of variable 

customer satisfaction, employee empowerment and environment affect the 

performance of the employee due to the three indicators of TQM is not running 

optimally. This is an indication that the rise and fall of the performance of 

employees at the insurance company in Surabaya is determined by the TQM 

indicator. 

 

Keywords: Total Quality Management, Customer Satisfaction, Employee 

Empowerment, Continuous Improvement, Environmental Company, Employee 

Performance 

 

 


