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ABSTRAK 

 

Penelitian ini dilakukan di Hotel Rayz UMM Kota Malang. dengan tujuan untuk 

mengetahui bagaimana pandangan karyawan dan konsumen pada penerapan TQM dan 

untuk mengetahui apakah ada perbedaan antara pandangan karyawan, konsumen 

mengenai penerapan TQM di Hotel Rayz UMM. Teknik analisis data yang digunakan 

yakni Rentang Skala dan Diskriminan dengan proses perhitungan menggunakan SPSS. 

hasil pandangan antara karyawan dan konsumen terhadap penerapan TQM pada Hotel 

Rayz UMM terdapat tiga dimensi yang dinyatakan signifikan, fokus pada pelanggan, 

obsesi terhadap kualitas, pemberdayaan karyawan yang artinya terdapat perbedaan 

pandangan karyawan dan konsumen. Sedangkan tujuh dimensi lainnya yakni 

pendekatan ilmiah, komitmen jangka panjang, kerja sama tim, perbaikan 

berkesinambungan, pendidikan dan pelatihan, kebebasan terkendali dan kesatuan 

tujuan dinyatakan tidak signifikan yang artinya tidak ada perbedaan antara karyawan 

dan konsumen. Saran untuk penelitian ini yaitu lebih meningkatkan variabel yang 

masih dianggap kurang yaitu, fokus pada pelanggan, obsesi terhadap kualitas dan 

pemberdayaan karyawan. 

 

Kata Kunci: Total Quality Management (TQM), Hotel 
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ABSTRACK 

 

This research was conducted at Hemra Hotel Balikpapan. The purpose of this to find 

out how the views of employees, consumers on the application of TQM and to find 

out whether there are differences between the views of employees and consumers 

regarding the implementation of TQM at Hemra Hotel. Data analysis techniques used 

are scale range and different tests with the calculation process using SPSS. The 

results of the view between employees and consumers on the application of TQM in 

the Hemra Hotel there are three dimensions that are declared significantly, focusing 

on customers, obsession with quality, empowerment of employees, which means 

there are differences in the view of employees and consumers. While the other seven 

dimensions are scientific approaches, long-term commitments, teamwork, continuous 

improvements, education and training, freedom of controlled and unity of the 

objectives are declared insignificant which means there is no difference between 

employees and consumers. Suggestions for this research are to increase the variables 

that are still considered lacking, namely, customer focus, obsession with quality and 

employee empowerment. 

Keywords : Total Quality Management (TQM), Hotel 
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