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ANALISIS IMPLEMENTASI TOTAL QUALITY MANAGEMENT
DALAM MENINGKATKAN KINERJA KARYAWAN
DI BSI KCP PLERED 2

ABSTRAK

Kurangnya Sumber Daya Manusia (SDM) yang berkualitas dan
berkualifikasi dalam bidang perbankan syariah menjadi suatu tantangan yang masih
dihadapi industri ini Kualitas sumber daya manusia merupakan aspek krusial yang
berpengaruh besar terhadap keberhasilan sebuah bank syariah. Untuk itu, bank
syariah menerapkan Total Quality Management untuk mengelola dan memastikan
mutu produk serta jasa yang ditawarkan. Penelitian ini bertujuan untuk
menganalisis implementasi Total Quality Management dalam upaya meningkatkan
kinerja karyawan di BSI KCP Plered 2, mengidentifikasi permasalahan yang
muncul selama implementasi Total Quality Management di BSI KCP Plered 2, serta
menyusun prioritas dalam penerapan Total Quality Management di BSI KCP Plered
2.

Penelitian ini menerapkan pendekatan kualitatif dengan metode analisis
deskriptif. Sumber data yang digunakan terdiri dari data primer dan sekunder.
Untuk mengumpulkan data, teknik yang digunakan adalah wawancara dan
dokumentasi. Analisis data dilakukan melalui metode CARL yang mencakup
capability, accesibility, readiness, dan leverage. Untuk memastikan keabsahan
data, penelitian ini menggunakan triangulasi sumber, yang melibatkan pengecekan
kebenaran data dari beberapa informan tertentu serta triangulasi teori untuk
membandingkan rumusan informasi atau pernyataan tesis dengan perspektif teori
yang relevan.

Hasil penelitian ini mengungkapkan bahwa 10 unsur yang menjadi inti dari
Total Quality Management antara lain pendekatan ilmiah, obsesi terhadap kualitas,
fokus pelanggan, komitmen jangka panjang, pendidikan dan pelatihan (education
and training), kerjasama (teamwork), proses perbaikan yang berkelanjutan
(continous improvement process), keterlibatan karyawan (employee emplovement),
pengakuan dan penghargaan (recognition and reward), dan kesatuan tujuan di BSI
KCP Plered 2 sudah terimplementasi dengan baik. Namun dalam implementasinya
ada beberapa kendala yang peneliti temukan seperti aplikasi BYOND masih dalam
tahap pengembangan, pelayanan yang kurang efisien, pelatihan yang belum ideal,
penyelesaian masalah yang kurang efisien, dan kurangnya frontliner. Hasil analisis
CARL menunjukkan bahwa permasalahan pelayanan yang kurang efisien,
kurangnya frontliner, dan pelatihan yang belum ideal menjadi 3 prioritas masalah
yang perlu diperhatikan perusahaan.

Kata Kunci : fotal quality management, kinerja karyawan, implementasi



ANALYSIS OF THE IMPLEMENTATION OF TOTAL QUALITY
MANAGEMENTIN IMPROVING EMPLOYEE PERFORMANCE
AT BSI KCP PLERED 2

ABSTRACT

The lack of qualified and qualified Human Resources (HR) in the field of
Islamic banking is a challenge still facing this industry. The quality of human
resources is a crucial aspect that has a major influence on the success of an Islamic
bank. For this reason, Islamic banks implement Total Quality Management to
manage and ensure the quality of products and services offered. This study aims to
analyze the implementation of Total Quality Management in an effort to improve
employee performance at BSI KCP Plered 2, identify problems that arise during
the implementation of Total Quality Management at BSI KCP Plered 2, and set
priorities in the implementation of Total Quality Management at BSI KCP Plered
2.

This research applies a qualitative approach with a descriptive analysis
method. The data sources used consisted of primary and secondary data. To collect
data, the techniques used were interviews and documentation. Data analysis was
conducted through the CARL method which includes capability, accessibility,
readiness, and leverage. To ensure data validity, this research uses source
triangulation, which involves checking the truth of data from several specific
informants as well as theoretical triangulation to compare the formulation of
information or thesis statements with relevant theoretical perspectives.

The results of this study reveal that the 10 elements that are the core of Total
Quality Management include a scientific approach, obsession with quality,
customer focus, long-term commitment, education and training, teamwork,
continous improvement process, employee involvement, recognition and reward,
and unity of purpose at BSI KCP Plered 2 have been well implemented. However,
in its implementation there are several obstacles that researchers found such as the
BYOND application is still in the development stage, less efficient services, training
that is not ideal, less efficient problem solving, and lack of frontliners. The results
of the CARL analysis show that the problems of inefficient service, lack of
frontliners, and less than ideal training are the three priority problems that need
the company's attention.

Keywords : total quality management, employee performance, implementation
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