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ANALISIS DAMPAK TOTAL QUALITY MANAGEMENT 

DAN PERCEIVED SERVICE QUALITY TERHADAP 

KEPUASAN PELANGGAN DAN NIAT PERILAKU PADA PT. 

FORTUNAS ABADI MULTITEKNIK 

 (Sarah Amelia) 

ABSTRAK 
 

Dalam era pertumbuhan pesat pada sektor jasa, khususnya di PT. Fortunas 
Abadi Multiteknik, penelitian ini memfokuskan pada implementasi Total 
Quality Management (TQM) dan Kepuasan Pelanggan sebagai aspek krusial 
dalam bisnis industri jasa. Seiring dengan transformasi industri ke arah 
layanan, perusahaan manufaktur juga menyadari pentingnya menyertakan 
elemen jasa dalam produk mereka untuk meningkatkan daya saing. 
Persaingan yang semakin ketat menuntut strategi pemasaran jasa yang 
berbeda guna mencapai hasil yang optimal. Penelitian ini sangat penting 
untuk PT. Fortunas Abadi Multiteknik karena membahas tentang 
implementasi Total Quality Management yang dapat meningkatkan kualitas 
produk dan layanan secara berkelanjutan. Analisis Kepuasan Pelanggan 
memberikan wawasan tentang faktor-faktor yang mempengaruhi loyalitas, 
dan rekomendasi pelanggan. Penelitian ini membahas tentang Total Quality 
Management, Perceived Service Quality, Customer Satisfaction dan 
Behaviour Intentions. Pengumpulan data dilakukan melalui kuesioner yang 
disebarkan kepada 80 responden dari Customer PT. Fortunas Abadi 
Mutliteknik. Data yang diperoleh, diolah dengan menggunakan software 
SmartPLS 4. Hasil Penelitian ini menunjukkan bahwa variabel Total Quality 
Management berpengaruh positif yang signifikan terhadap Perceived Service 
Quality, Total Quality Management berpengaruh positif yang signifikan 
terhadap Customer Satisfaction, Perceived Service Quality tidak berpengaruh 
positif signifikan terhadap Customer Satisfaction, Perceived Service Quality 
berpengaruh positif yang signifikan terhadap Behaviour Intentions, Customer 
Satisfaction berpengaruh positif yang signifikan terhadap Behaviour 
Intentions. 
 

Kata kunci: Total Quality Management, Perceived Service Quality, 
Customer Satisfaction, Behaviour Intentions 
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ANALYSIS THE IMPACT OF TOTAL QUALITY MANAGEMENT 

AND PERCEIVED SERVICE QUALITY ON CUSTOMER 

SATISFACTION AND BEHAVIOUR INTENTIONS IN PT. 

FORTUNAS ABADI MULTITEKNIK  

 (Sarah Amelia) 

 

ABSTRACT (English) 
 

In an era of rapid growth in the service sector, especially at PT. Fortunas 
Abadi Multiteknik, this research focuses on the implementation of Total 
Quality Management (TQM) and Customer Satisfaction as crucial aspects in 
the service industry business. Along with the transformation of the industry 
towards services, manufacturing companies also realize the importance of 
including service elements in their products to increase competitiveness. 
Increasingly fierce competition demands different service marketing 
strategies to achieve optimal results. This research is very important for PT. 
Fortunas Abadi Multiteknik because it discusses the implementation of Total 
Quality Management that can improve the quality of products and services 
on an ongoing basis. Customer Satisfaction Analysis provides insight into 
factors that influence loyalty, and customer recommendations. This study 
discusses Total Quality Management, Perceived Service Quality, Customer 
Satisfaction and Behaviour Intentions. Data collection was carried out 
through questionnaires distributed to 80 respondents from Customer PT. 
Fortunas Abadi Mutliteknik. The data obtained is processed using SmartPLS 
4 software. The results of this study show that the variables Total Quality 
Management have a significant positive effect on Perceived Service Quality, 
Total Quality Management has a significant positive effect on Customer 
Satisfaction, Perceived Service Quality does not have a significant positive 
effect on Customer Satisfaction, Perceived Service Quality has a significant 
positive effect on Behaviour Intentions, Customer Satisfaction has a 
significant positive effect on Behaviour Intentions.  
 

Keywords: Total Quality Management, Perceived Service Quality, 
Customer Satisfaction, Behaviour Intentions 
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