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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh penerapan total quality 

management, fokus pada pelanggan, perbaikan berkelanjutan terhadap kinerja 
operasional pada PT. Telkom Akses. Objek penelitian ini adalah karyawan bagian 
operasional di PT. Telkom Akses. Penelitian ini dilakukan terhadap 33 responden 
dengan menggunakan pendekatan deskriptif kuantitatif. Penentuan ukuran sampel 
menggunakan sampel jenuh yaitu mengambil keseluruhan populasi. Pendekatan 
yang digunakan dalam penelitian ini adalah Structural Equation Model (SEM) 
dengan alat analisis Smart-PLS. Hasil penelitian menunjukan (1) Supply chain 

management berpengaruh positif signifikan terhadap kinerja operasional. (2) Total 

quality management berpengaruh positif signifikan terhadap kinerja operasional. 
 
Kata Kunci: Total Quality Management, Fokus Pada Pelanggan, Perbaikan 
Berkelanjutan, Kinerja Operasional 
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ABSTRACT 

This study aims to analyze the impact of the implementation of total quality 

management, customer focus, and continuous improvement on operational 

performance at PT. Telkom Akses. The subjects of this research are the 

operational employees at PT. Telkom Akses. The study was conducted on 33 

respondents using a descriptive quantitative approach. The sample size was 

determined using a saturated sample method, which involves taking the entire 

population. The approach used in this study is the Structural Equation Model 

(SEM) with Smart-PLS as the analytical tool. The results of the study show that 
(1) Supply chain management has a significant positive effect on operational 
performance. (2) Total quality management has a significant positive effect on 
operational performance. 

 

 
Keywords: Total Quality Management, Customer Focus, Continuous 

Improvement, Operational Performance
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