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ABSTRACT: The aim of this study is to describe the effect of Total Quality Management (TQM) practice on performance,
specifically examining and explaining the role of student’s satisfaction as the mediating factor for the relation between Total
Quality Management practice and the performance of Management Department. The data of this explanatory research is
collected through a survey. From the populations of 28 management departments in private universities in Yogyakarta, 26
qualify the criteria of valid C accreditation at the minimum. The respondents are chairperson or secretary of department,
lecturers, and 3 to 5 students selected by the department. The employed Generalized Structured Component Analysis (GSCA)
indicates that Total Quality Management practice has a significant effect on the performance of department (p-value=0.005
<0.01). TQM practices significantly affect the satisfaction of student (p-value= 0.041 <0.05), whereas satisfaction of student
significantly affect the performance of department (p-value 0.082 <0.10). Therefore, the satisfaction of student is proven a
partial mediator for the relationship between Total Quality Management practices and the performance of department.
Keywords: TQM Practice; department’s Performance; student’s satisfaction
1. INTRODUCTION
Indonesia has experienced a drop in the performance of
higher education. This is shown by the fact that the number of
Indonesian students studying in Malaysia and Singapore is
higher than the opposite [1]. This happens because of the
presumption that the quality of higher education in Indonesia
has decreased due to its poor performance. This decrease is
also shown by lower satisfaction of college students in
Indonesia.
Unsatisfactory performances of Private Colleges also occur in
Yogyakarta, Indonesia. In 2013, there are 116 Private
Colleges covering 534 departments listed in Kopertis
(Coordinator of Private Higher Education) Region V in
Yogyakarta. However, the quantity is not in line with the
performance. This fact has been appearing during the last five
years of accreditation from BAN PT (the National
Accreditation Board of Higher Education in Indonesia), in
which the number of department with expired accreditation
has increased.
Director General of Higher Education Circular No.
470/D/T/1996 stated that accreditation status of college is a
reflection of college’s performance and a description of
quality, efficiency, and relevance of department. Based on the
data from BAN PT, until February 2013, 26% accreditation
of departments was expired, while 18% has C accreditation.
The condition decreases the interest of students to study in
Private Colleges in Yogyakarta.
The phenomenon of department with only C accreditation
and not accredited department indicate that the performance
of Private Colleges is low. Empirical facts at the national
level also show the same condition. Lower performance of
colleges is caused by the lack of resources, facilities, new
departments, curriculum design, sufficient building, working
environment, appropriate systems and procedures, wellplanned work schedule, adequate staff development, and
high-quality management of the department [2]. These

problems show that the performance of most departments in
Indonesia is still low at both national and regional level.
TQM is very popular in profit organization, particularly in
entities or manufacturing company, in which it is very
successful in maintaining and developing the existence of
companies in a competitive business environment. Such
conditions have prompted various parties to practice it in
service organizations, including colleges [3].
The application of Total Quality Management (TQM) in
higher education should consider two fundamental areas. The
first is the culture of higher education institutions and
introduction of changes in attitudes, the increase of value and
confidence, the increase of knowledge about TQM, and the
increase of leadership commitment. Second, academic
institutions must recognize the institution as a system and see
institutions as a system of interconnected parts. They must be
proactive in self-evaluation system at the level of institutions
and departments, and they must have the initiatives to grow
and thrive. TQM practice is something strategic and
comprehensive that must be supported by the system and
quality culture to enhance the quality of higher education [4].
Some literature has provided evidence that TQM has become
a strategic tool to achieve superior performance. Empirical
evidences prove that the implementation of TQM has helped
improve efficiency, both internal and external. Internal
efficiency includes improvement of company’s processes,
productivity, morale of employee, and relationship between
management and labor. External efficiency includes
improvement of customer satisfaction, cumulative cost saving
effect of competition, innovation of products and services,
increase of market share, high reputation, and improvement
of the effectiveness of organization's performance [5]. To
achieve operating efficiencies, company needs to implement
Total Quality Management for a positive effect on business
performance [6.7,8] have explained the concept of TQM.

Nov.-Dec

6298

ISSN 1013-5316; CODEN: SINTE 8

They stated that the implementation TQM was effective and
efficient in improving organizational performance.
Empirical facts revealed by several researchers studying the
measurement of TQM practices suggested that there was a
positive relationship between TQM practices and
performance, as in [6,9, 10, 11, 12,13,14]. Others [15] stated
a positive relationship between TQM practices and
organizational performance. In addition, some researchers in
the effect of TQM on business performance, in general,
suggested that there was significant relationship between
TQM practices and the performance of manufacturing
company, as in [16,17,18].
Some researchers studying the effect of TQM on business
performance showed that TQM practices did not affect the
performance of manufacturing company [19]. Elsewhere
[20], they ound that TQM practice did not affect business
performance. [21] stated that TQM practice did not affect the
financial performance of services companies. Inconsistent
findings of [20] on the effect of TQM on performance due to
customer satisfaction that delivered the company to achieve
superior performance are not listed.
The philosophy TQM emphasizes on three principles in
achieving a certain level of process quality and performance.
These principles are related to customer satisfaction,
employee involvement, and continuous improvement in
performance [22]. According to [23], in order to achieve the
objectives of organization, top management must commit to
customer satisfaction and creation of an organizational
climate emphasizing on customer satisfaction. In general, top
management commits to seek job satisfaction of employees to
achieve higher performance. Indicators of customer
satisfaction in empirical studies have no standard agreement.
Authors in [24] found that TQM practice had a stronger effect
on consumer satisfaction compared to the effect of TQM on
company performance.
Studies above show contradictions and differences of opinion
about the effect of TQM practices on business performance in
both manufacture and service companies. This research gap is
interesting for further investigation. This study aims is to fill
the gap and to clarify the effect of TQM on performance
using customer satisfaction as the mediating variable for the
relationship between TQM practices and performance. In
addition, this study also confirms the research of [20] and
[19], which stated that the contradiction of findings on the
effect of TQM on performance was due to the failure to
acknowledge customer satisfaction as a factor that enabled
the company to achieve superior performance. Therefore, this
research is increasingly important to prove that TQM
practices can improve the performance of organizations with
customer satisfaction as the mediating variable.
Inconsistent results about the effect of TQM on performance
are caused by differences on measurement indicator,
inconsistency in the measurement concept of TQM. In [13],
they conducted a study on health industry in Turkey using
TQM measurement comprising 4 indicators. [25] conducted a
study on higher education in Turkey using 10 indicators to
measure TQM.
Variations in TQM measurement encourage the researchers
to reexamine the effect of TQM on performance using 11
indicators. In addition to using indicators from previous
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investigators, the researchers added a new different indicator,
which is institutional partnership. This indicator is important
since a department can implement a comprehensive quality
management easier if it has partnership with other agencies.
This study is conducted in Yogyakarta, as the center of higher
education in Central Java housing 534 departments. The high
number of Private Colleges in Yogyakarta is not
accompanied by any increase in the performance. This
condition shows that many private universities in Yogyakarta
have not been able to improve the performance of the
organization. Based on the results of [26] about the effect of
service quality on student’s satisfaction in private universities
in Yogyakarta, Private Colleges is not optimal in providing
quality educational services to students as consumers.
Therefore, this study focuses on Management department at
almost all higher educations in Yogyakarta.
This study aim is to examine and explain the effect of TQM
practices on the performance of management department, as
well as to examine and explain the satisfaction of student
variable as mediation the effect of TQM practice on the
performance of management department. Theoretical
contribution of these empirical findings enriches the literature
about the concept or theory of quality management,
particularly in strengthening integrated quality management
or TQM. These findings can be present on the results
achieved from the application of Total Quality Management
practices. Development of measurement indicators,
identification, and explanation about the relationship between
variables are expected to become useful for the development
of quality management in operational management.
Practically, the research results are useful for chairperson,
secretary, and professor of management department in
providing information to improve and enhance the quality of
their departments and to determine the factors that need
special attention and considered important in implementing
TQM practices. It can also provide input for the leadership of
private universities in providing and facilitating the process
of high quality education for students.
THEORY, HYPOTHESES, AND MODEL
2.1 The Effect of Total Quality Management practices on
performance and satisfaction
Total Quality Management (TQM) is a new paradigm of
doing business to maximize organizational performance
through the focus on customer satisfaction, the involvement
of all employees, and the continuous improvement of
products quality, services, people, process, and organizational
environment [27]. TQM practices success in the framework
of continuous quality improvement will increase the
profitability of a company and, in turn, will ensure the
sustainability of the company. Lagrosen et. al. [28]
recommended that, any organization will be able to cope with
dynamic environmental change and provide continuous
improvement if TQM is applied correctly. The proactive
TQM puts the onus of quality to all employees, uses the
embedded control system, and detects damage early, so the
products meet customer’s expectations and are free of
defects. To achieve operational-process efficiency, company
needs to implement Total Quality Management for the
positive effect on business performance [6].
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TQM contributes effectively in achieving organizational
effectiveness. TQM can minimize costs through a single
procurement. If a company concentrate only on few suppliers
and provide the training and technology, as well as monitor
their performance, variability in supplier products will be
reduced, product quality will be improved, costs incurred by
delays and rework will be minimized [29]. TQM practices
can be implemented to produce better performance.
Furthermore, [29] stated that an increase in quality could
eliminate waste, reduce cost, and increase financial
performance. [2] stated that the core principles of TQM were
(a) focus on customer’s satisfaction, (b) endeavor for
continuous improvement, and (c) involvement of the entire
workforce or employees. Others [30] conducted a research
on the effect of TQM on financial performance from a sample
of 108 companies started the implementation of TQM from
1981 to 1991. The study indicated that corporate performance
of companies implementing TQM had increased, as measured
through financial data and accounting data available for
public. Authors in [31] examined the effects of TQM
practices on the performance of 20 MBNQA-winning
companies in United States. The study found that TQM
practices had a strong relationship with quality and
productivity. According to others [32], they used a single
construct with secondary data to measure financial
performance. They found that, should the program was
effectively implemented TQM will be able to improve
performance. [6] showed that TQM had a significant
relationship with various measures of performance. This
finding was consistent with the empirical research elsewhere
[31] and [17], which also showed that there is a positive
relationship between TQM practices and organizational
performance.
Some researchers have used customer satisfaction in
assessing the success of TQM practices. However, indicators
of consumer satisfaction have no standard agreement. Kaynak
et.al.[24] found that TQM practice had a stronger effect on
consumer satisfaction compared to its effect on company
performance. Further [33], it wasfound that TQM practice
had a positive effect on customer satisfaction. Somewhere
else [34], they found that TQM practice affected customer
satisfaction. Based on those descriptions, the formulated
hypotheses are as follows:
H1: TQM practices affect performance.
H2: TQM practices affect satisfaction.
2.2 The Effect of consumer satisfaction on organizational
performance
The core principles of TQM are (a) focus on customer’s
satisfaction, (b) endeavor for continuous improvement, and
(c) involvement the entire workforce or employees [2].
Customer focus will move corporate activity to present the
best efforts that ultimately will satisfy customers. Efforts to
achieve better quality, cost efficiency, and shorter production
process cycle make customers more satisfied. They are the
responsibility of all workers or employees.Others [35], in the
context of TQM, explained that customer satisfaction is the
driving factor for organization to improve its performance.
Orientation toward consumer is the amount of attention and
effort to improve customer satisfaction. Survey of [36] stated
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that customer satisfaction was the most important thing that
will drive the organization towards improvement. Customer
satisfaction has a great effect on the implementation of TQM
in increasing the quality of products and services [37]. Based
on those descriptions, the following hypothesis is formulated.
H3:
Customer
Satisfaction
affects
organizational
performance.
2.3 Customer Satisfaction as a mediator of the effect of
TQM practices on performance.
The success of TQM is determined by organization’s
seriousness in making changes, and companies use customer
satisfaction as a measure of success. Empirical studies of [33]
found that TQM practices had a positive effect on customer
satisfaction. Consumer satisfaction is an important variable
and became one of main objectives of company. [24] stated
that TQM practice had a very strong effect on customer’s
satisfaction. [38] found that TQM practice had a strong effect
on consumer satisfaction. [39] found that TQM had
significant and positive effect on customer satisfaction. [40]
found that TQM practice was related positively and
significantly to customer's satisfaction.
Customer focus will move corporate activity toward giving
the best efforts that will ultimately satisfy customers. Efforts
to achieve better quality, better cost efficiency, shorter
production process cycles, and higher satisfaction of
customers are the responsibility of all workers or employees.
[35] in the context of TQM explained that customer
satisfaction is the driving factor for the organization to
improve its performance. Orientation to consumer reflects the
attention and effort of the organization in improving customer
satisfaction. The survey of [36] stated that customer
satisfaction is the most important thing that will drive the
organization towards improvement. Customer satisfaction has
a great effect on TQM implementation for higher quality of
products and services [37].
Empirical studies show that the relationship of TQM practice
and customer satisfaction is the driving factor for
organizations to improve their performance. Ohers [6] found
that TQM had a positive effect on customer satisfaction,
relationship of employees, operating procedures, and
financial results. Some criteria for the Malcolm Baldridge
National Quality Award (MBNQA), such as process
management criteria, have a direct effect on customer
satisfaction and financial performance. It was further found
that there was a positive correlation between quality and
customer satisfaction, and between customer satisfaction and
profitability [41]. The result of his research at major
companies headquartered in Netherlands operating across
Europe [42] shows that there is a positive relationship
between customer satisfaction and business performance. It
was also found that there was a positive relation between
customer satisfaction and business performance[20].
Customer satisfaction has a great effect on TQM
implementation for improvement in quality of products and
services. Based on these descriptions, the hypothesis is as
follows.
H4: Customer satisfaction mediates the effect of TQM
practices on performance.
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Based on description above, the conceptual framework of this
research model is described in Figure 1 below.
H1

Performance

TQM Practice
H4
H2

H3
Customer
Satisfaction

Note:

Direct effect,

Mediating effect

Fig 1: Research Framework

2. RESEARCH METHODS
3.1 Research type
This study examines the effect of TQM practices on the
performance of management departments at private colleges
in Yogyakarta using the satisfaction of student as the
mediator. This research is an explanatory research since it
tries to explain causal relationship between the variables
through hypothesis testing.
3.2 Population and sample
The populations of this research are 28 management
departments at private colleges in Yogyakarta. The total
populations in this study are observed using saturated sample.
The criteria of the population is department with valid C
accreditation at the minimum (26 departments are qualified).
The respondents are chairperson or secretary of management
department considered capable to assess the implementation
of TQM practices and the performance of the departments.
The next respondents are students who are at least in the 4th
semester and considered capable of assessing student’s
satisfaction toward the academic activities of management
department. Each department selects its 3 to 5 students for
this research.
Data collection
The data of this study is collected through a survey suing a
questionnaire containing items of variable measurement
generally used in research. The measurement uses 5-point
Likert scale, starting from 5 = strongly agree to 1 = strongly
disagree. This method aims to obtain information based on
questionnaires. The data is collected directly by asking the
willingness of respondents to fill out a questionnaire about
TQM practices, performance, and the satisfaction of student
according to their perception. After the analysis, in case of
unclear data is found, additional information through in-depth
interviews from the respondents shall be explored.
3.3 Data analysis
The data analysis employs Generalized Structured
Component Analysis (GSCA), developed by Heungsun
Hwang, Hec Montreal, and Yhoshio Takane in 2004 based on

variance. The assumptions to be met in GSCA analysis
related to structural modeling are (1) the relationship between
the latent variables is linear and additive, in which the test
can be performed using SPSS software through Ramsey
approach test or curve fit (using the principle of parsimony);
(2) the sample size in GSCA is based on resampling
(bootstrapping), does not require a large sample, and can
employ non-probability sampling techniques.
3. DATA ANALYSIS AND RESULTS
GSCA analysis approach uses least squares method in its
parameter estimation process. GSCA is a component-based
SEM method. It is very important and useful for the
calculation of score. It applies to a very small sample [43].
The structural model is evaluated by observing the value of
path coefficient among variables. The model testing is done
after the relationship model is built in accordance with the
result of observation data and the overall goodness-of-fit
model. Structural relation model aims to determine the
relationship between the variables designed in this study.
Structural model testing and hypothesis testing are done by
looking at value of estimated path coefficients and critical
point (CR *) significant at α = 0.05. Mediation test detects the
position of intervening variables in the model.
Mediation test is conducted to determine the mediatory
relationship between variables (complete, partial, or nonmediation). GSCA test can be done through the coefficient
difference. Coefficient difference approach uses inspection
methods to perform the analysis without involving the
mediating variables. Table 1 shows the mean value, estimate
loading, AVE, and the alpha of each indicator. Measurement
models for all latent variables showed estimate value loading
of >0.60, and there are some near 0.60 that can be still
accepted. CR values for all indicators are significant α =.05.
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Table 1: Mean, Estimate Loading, AVE and Alpha

Constructs
TQM

Customer
Satisfaction
Department
Performance

Indicators

Mean

Leadership
Measurement and Evaluation
Process Control and Development
Benchmarking
Curriculum design
The quality of management system
Involvement of lecturers
Recognition and Awards
Education and training
Focus on student
Partnership agencies
Learning process
Student Academic Services
Grading
Trends of Registrants Number
Timeliness of students graduate program
Cumulative Performance Index Values
Waiting period to work
Tendency to resign

4,22
3,93
4,15
3,90
4,37
4,02
4,06
3,77
3,91
4,39
3,95
4,07
3,59
3,77
3,50
3,93
3,97
3,70
4,14

Loading
Estimate
0.770
0.843
0.887
0.728
0.814
0.849
0.870
0.599
0.817
0.673
0.775
0.966
0.880
0.669
0.577
0.882
0.819
0.622
0.704

CR
14.85*
19.17*
25.46*
13.37*
16.71*
25.74*
42.99*
8.37*
15.24*
6.55*
9.66*
26.05*
34.58*
11.8*
7.5*
18.78*
11.77*
9.17*
2.09*

AVE

Alpha

0,622

0,943

0,719

0,789

0,545

0,791

Note: CR * = a significant at α =.05, AVE>.05 and Alpha>.70

It reflects that all relationships of indicators are positive and
valid to measure the latent variables, namely the TQM
practice, the satisfaction of student, and the performance of
department.
AVE (Average Variance Extracted) for all latent variables is
greater than 0.50 [43]. It means all latent variables have good
discriminant validity. Research instrument measures all latent
variables. Furthermore, all latent variables have the alpha
value of greater than 0.70. It means that the entire instrument
has a high composite reliability. It can be concluded that
instruments used to measure all latent variables have a high
compatibility and reliability.
Evaluation of GSCA models in this study begins with a
measure of fit for measurement model aimed to examine the
validity and the reliability of the research tool in explaining
or reflecting the latent variables. The examination of measure
of fit in overall model is a measure of goodness of fit that
combines the measurement model and structural model with
FIT test, Afit, GFI and SRMS. Afit of 0.535 is adjusted FIT
from the nearly same FIT value. Variables affecting
department’s performance described in this research are
TQM practices and student’s satisfaction. It is better if the
interpretation accuracy of the model uses corrected FIT or
Afit (Adjusted FIT). Afit value is always lower than the FIT
since the variance proportion increases to adjust the corrected
variables. Viewed from the value of Afit, diversity of TQM
practices, this research model can explain the performance of
department, and the satisfaction of student variables by
53.50%, and the remaining 46.50% is explained by other
variables. Therefore, Afit have the accuracy or precision of a
good model because the value is above 50%. GFI and SRMR
are proportional to the difference between the sample
covariance and covariance estimation parameters produced
by GSCA. The GFI value is of 0.991 ≥ cut-off point of 0.90,
so the model can be said having appropriate form. However

the SRMR value is of 0.139> 0.1. Thus, it is a poor fit (less
appropriate models). This is because the direction of
indicators measure between variables is unknown, but it can
be tolerated since the SRMR value is close to zero [43].
NPAR value of 41 indicates the number of free parameters,
which include the loading coefficient (c), weight coefficient
(w), and path coefficient (b) of this study. Based on the
goodness-of-fit of structural model and the overall model
with FIT test, Afit, GFI and SRMS, it can be concluded that
model in this study can explain 53.50% of the variance that
has been corrected. Similarly, the value of GFI = 0.991 and
the value of SRMR = 0.139 indicate a good model fit, as
shown in path diagram of Figure 2.
The test result shown in Figure 2 and Table 2 explains that
direct effect of TQM practices on the performance of
department is significant. The effect of TQM practices on the
satisfaction of student is significant, and the effect of
student’s satisfaction
on the performance of department is also significant. In
addition, indirect effect between TQM practices on the
satisfaction of student and the performance of department is
also significant.
4.1 The effect of TQM Practices on the Performance of
Department
The effect of TQM practices on the performance of
management department has the estimated value of path
coefficient of 0.660 in a positive direction. It means that the
relationship between TQM practices and the performance of
department is unidirectional. This result can be proved with
the critical value (CR) of 5.3 * with a probability value (pvalue) of 0.00 <alpha = 0.01.
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TQM Practice

Performance

0,660***

0,660***

0,083**
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0,230*

Customer
Satisfaction

Description:

Direct effect,

FIT

= 0.575

AFIT

= 0.535

GFI

= 0.991

SRMR

= 0.139

NPAR

= 41

Mediation effect

S = Sig, *** Sig at α = .01, ** Sig at α = .05, * Sig at α = .10
Fig 2: Path Coefficient Diagram and Hypothesis Testing
Table 2: Testing hypotheses and Path Coefficient of GSCA

Path
C.R
Coefficient

Direct Effect
TQM Practice  The performance of
department
H2
TQM Practice  The satisfaction of
student
H3
The satisfaction of student  The
performance of department
Hypothesis test for mediation variable
H1

Indirect effect
H4

TQMSatisfactionPerformance

P-Value

Result

.660

5.3*

.00 *** Significant

.083

5.05*

.04 **

Significant

.230

1,42

.08 *

Significant

Path
Mediation Type
Coefficient
.660
Partial Mediation

Result
Significant

Note: CR * Sig at α = 0.05 *** at α =.01 Sig, ** Sig at α =.05, * α =.10 Sig on

The tests suggested that better TQM practice led to a better
performance of management department. This means that
results of this study empirically supports that TQM practices
has unidirectional relation and is significantly affect the
performance improvement of management departments.
Thus, the first hypothesis (H1) is accepted.
4.2 The Effect of TQM Practices on the Satisfaction of
Student
The data analysis shows that the estimated coefficient value
of direct effect path of TQM practices on the satisfaction of
student is of 0.083 at critical point (CR) value of 5.05, and
the probability value (p-value)is of 0.04, p-value <α = 0.05.
This shows empirical evidence that TQM practice affects the
satisfaction of student. This analysis explains that department
management has given full attention to TQM practice, so that
TQM practices in management department are able to
contribute significantly to the improvement of student’s
satisfaction. Therefore, the second hypothesis (H2) is
accepted.
4.3 The Effect of the Satisfaction of Student on the
Performance of Department

The data analysis shows that the estimated coefficient value
of direct effect path of the satisfaction of student on the
performance of department has the value of 0.230 at critical
point (CR) 1.42, and the probability value (p-value) is of 0.08
<α = 0, 10. This means that the satisfaction of student is
empirically proven to increase the performance of
management department. Therefore third hypothesis (H3) is
accepted.
4.4 Satisfaction of student as the mediator of the effect of
TQM Practices on performance
The data analysis shows that the estimated coefficient value
of direct effect path of TQM practices on the satisfaction of
student is 0.083 with critical point (CR) value of 5.05 and
probability value (p-value) of 0.04 <0.05. It means that TQM
practice has a significant and positive effect on the
satisfaction of student. The satisfaction of student affects the
performance of department on the path coefficients of 0.230,
the value of its critical point (CR) is of 1.42, and the
probability value (p-value) is of 0.08, which is smaller than
alpha = 0.10, indicated significant. Therefore, the fourth
hypothesis (H4) is accepted. The accepted Alpha value = 0.10
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concludes that the variable of student’s satisfaction is a
partial mediating variable.
4. DISCUSSION
Measurement model of TQM practices is adopted from
measurement indicators of [13; 25;44; 45;5]. The test result
on the effect of TQM practices on the performance of
management department is positive and significant. It means
that better TQM practice leads to the increase of management
department’s performance. Table 1 shows that the timeliness
of students’ graduation and students’ GPA are assessed quite
good by the respondents because the average value of
indicator is close to 4. In addition, student’s tendency to
withdraw from a department management can be decreased,
assessed by respondents with a mean value of above 4. It can
be concluded that TQM practices can improve the punctuality
of student’s graduation time, increase the students’ GPA, and
reduce student’s withdrawal rate. This condition reflects
performance improvement of management department.
These findings also reflect that management departments on
Private Colleges at Yogyakarta are supposedly to have B
accreditation ratings. It can be concluded that TQM practices
can improve the performance of department, which is
reflected by better accreditation ratings issued by National
Accreditation Board. In addition, the inspection result of
Quality Assurance Agency in each Private College shows
performance improvement of management department. The
contribution of Quality Assurance Agency improves the
institution’s cultural quality in the implementation of TQM
practices, which is assessed good by respondents. Therefore,
TQM practices can improve the performance of management
department. The result of this study reinforces the quality
theory, also called Chain Reaction Theory of [29], which
stated, "good quality leads to higher productivity, which, in
turn, can build long-term competitive strength". The results
also reinforce the philosophy of TQM [46], which says,
"Total Quality Management seeks to make improvements on
an ongoing basis to provide a set of practical tools to any
educational institution to meet the needs, desires, and
expectations of its customers, current and the future". The
result of this study also reinforces [28], who stated, "If TQM
is applied correctly, it will enable the organization to cope
with dynamically changing environment and to provide
continuous improvement in overall business activity which is
focusing on customer".
These findings reinforce the notion of [2], who stated, “TQM
implementation is a way to improve performance on an
ongoing basis at every level of operation in each functional
area of an organization". In addition, they are consistent with
the opinion of [7] and [8], who stated, "TQM application is
effective and efficient in improving organizational
performance". They are also consistent with the findings of
other previous researchers [44;5]; who suggested that high
TQM practices could directly improve organizational
performance.
The research found that TQM practice has a significant effect
on the satisfaction of student at α ≤ 0.05. This means that
better TQM implementation practices can increase the
satisfaction of student. Furthermore, the satisfaction of
student affects the performance of management department at
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α ≤ 0.10. It can be concluded that the satisfaction of student
become a partial mediating variable.
The analysis of Quality Assurance Agency’s contribution
explains the that establishment of a quality culture reflected
in the establishment of Quality Assurance Agency to realize
TQM practices in management department takes a long time,
more than 15 years. Management department that has been
equipped with Quality Assurance Agency for more than 15
years shows better results, i.e. better TQM practice that
increases the satisfaction of student, which leads the higher
performance of management department.
The conclusion is that TQM practice in management
department can run well if the cultural quality reflected in the
establishment of Quality Assurance Agency has been running
for a long time, which is over 15 years. The perceptions,
knowledge, mentality, and attitudes of the chairperson and
secretary as well as the entire faculty and staff in the
department have already been established well and there is a
willingness and awareness of quality culture that TQM
practices can improve the satisfaction of student, which
subsequently leads to higher performance of management
department. These results are consistent with criteria of
Malcolm Baldridge National Quality Award (MBNQA). It is
also consistent with the research results of [41, 42, 20.
5. CONCLUSIONS, LIMITATIONS, AND FURTHER
RESEARCH
The conclusions of this research are as follows. TQM
practices directly have significant effect on the performance
of management department and the satisfaction of student.
The result shows that higher TQM practice increases the
performance of management department and the satisfaction
of student. In addition, variable of TQM practices
significantly affects the satisfaction of student, and the
satisfaction of student significantly affects the performance of
management department. It indicates that the satisfaction of
student partially mediates the relation between TQM practices
and the performance of management department.
Measurement of TQM practices is reflected by indicators of
process control and development, which is the most dominant
indicator for TQM practices in management department.
Measurement of satisfaction of student indicator is reflected
by learning process, which is the most dominant
measurement of student’s satisfaction. Indicator of student
graduation timeliness is the most important indicator to
measure the performance of management department. TQM
practices can be implemented in management department
with the assumption that quality culture is reflected Quality
Assurance Agency for more than 15 years.
The object of this study is limited to management department,
so the result cannot be generalized to other colleges. In
addition, the respondent of this study is limited to the
chairperson or the secretary of department and senior
lecturers, who assess the TQM practice. Thus, it does not
describe the actual conditions.
The accuracy of the models in this study is only 53.50%,
which enables subsequent researchers to develop a research
model with more variables, such as the quality of the
organizational culture, organizational competitiveness,
facility ownership, ownership of resources. They can also
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develop the measurement model on the performance of
department, such as the number of research and dedication,
department spending, lecture halls, laboratories, and library
services.
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