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ABSTRACT 
 

THE INFLUENCE OF TOTAL QUALITY MANAGEMENT (TQM)                          
TO SERVICE QUALITY AND STUDENTS  SATISFACTION AT 

ACCOUNTING DEPARTMENT FACULTY OF ECONOMICS MARANATHA 
CHRISTIAN UNIVERSITY  

 
 

This study aims to determine how the influence of Total Quality Management (TQM) 
to service quality and students satisfaction by distributing questionnaires to                 
the students of the Accounting Department. Sampling method that used is purposive 
sampling method, obtained sample of 310 students as research subject.                            
The independent variable in this study is the influence of Total Quality Management 
(TQM). The dependent variable is the service quality and students satisfaction. 
Analysis method used in this study is a simple linear regression analysis. The results 
of this study indicate that the implementation of Total Quality Management has been 
pretty good. Hypothesis testing shows that Total Quality Management has significant 
effect on Service Quality and Total Quality Management has significant effect on 
student satisfaction. 
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ABSTRAK 
 
 

PENGARUH TOTAL QUALITY MANAGEMENT (TQM) TERHADAP 
KUALITAS PELAYANAN DAN KEPUASAN MAHASISWA                                     

DI JURUSAN AKUNTANSI FAKULTAS EKONOMI                           
UNIVERSITAS  KRISTEN MARANATHA 

 
 

Penelitianini bertujuan untuk mengetahui bagaimana pengaruh Total Quality 
Management (TQM) terhadap kualitas pelayanan dan kepuasan mahasiswa dengan 
cara menyebarkan kuesioner kepada para mahasiswa Jurusan Akuntansi. Metode 
pengambilan sampel yang digunakan adalah metode purposive sampling diperoleh 
sampel sebanyak 310 mahasiswa sebagai subyek penelitian. Variabel independen 
dalam penelitian ini adalah pengaruh Total Quality Management (TQM). Variabel 
dependen yaitu kualitas pelayanan dan kepuasan mahasiswa. Metode analisis data 
yang digunakan dalam penelitian ini adalah analisis regresi linier sederhana. Hasil 
penelitian ini menunjukkan bahwa penerapan Total Quality Management sudah 
cukup baik.Uji hipotesis menunjukkan bahwa Total Quality Management 
berpengaruh signifikan terhadap Kualitas Pelayanan dan Total Quality Management 
berpengaruh signifikan terhadap Kepuasan Mahasiswa. 

  
Kata-Kata Kunci: Total Quality Management, Kualitas Pelayanan,  dan   
                                 Kepuasan Mahasiswa 
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