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ABSTRAK

Penelitian ini bertujuan menganalisis penerapan Total Quality Management (TQM)
dalam meningkatkan kinerja operasional di PT. Asco Dwi Mobilindo Surabaya.
Penelitian difokuskan pada bagaimana TQM diterapkan serta tantangan dan
dampaknya terhadap kinerja operasional perusahaan. Latar belakang penelitian ini
adalah pentingnya TQM untuk meningkatkan efisiensi, kualitas layanan, dan daya
saing perusahaan di tengah persaingan industri otomotif.

Metode yang digunakan adalah pendekatan kualitatif dengan studi kasus. Data
diperoleh melalui wawancara mendalam dengan kepala bengkel, mekanik,
administrasi dan perpajakan, admin inventori, Service Advisor (SA), dan Customer
Relations Officer (CRO), serta observasi dan tinjauan dokumen perusahaan.
Analisis dilakukan secara deskriptif berdasarkan teori TQM.

Hasil penelitian menunjukkan bahwa penerapan TQM meningkatkan efisiensi
kerja, kualitas layanan, dan kepuasan pelanggan. Tantangan yang dihadapi meliputi
resistensi terhadap perubahan, keterbatasan sumber daya manusia, dan menjaga
konsistensi pelaksanaan. Perusahaan mengatasi tantangan ini melalui pelatihan,
peningkatan komunikasi antar divisi, dan penggunaan sistem berbasis teknologi.

Penelitian ini memberikan kontribusi praktis bagi PT. Asco untuk memperkuat
strategi implementasi TQM dan dapat menjadi acuan bagi perusahaan lain.
Disarankan perusahaan memperkuat pelatinan, mengembangkan sistem teknologi,
dan melakukan evaluasi rutin guna meningkatkan keberhasilan penerapan TQM.

Kata Kunci: TQM, Kinerja Operasional, Efisiensi, Kepuasan Pelanggan
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ABSTRACK

This study aims to analyze the application of Total Quality Management (TQM) in
improving operational performance at PT. Asco Dwi Mobilindo Surabaya. The
research is focused on how TQM is implemented and its challenges and impact on
the company's operational performance. The background of this research is the
importance of TQM to improve efficiency, service quality, and company
competitiveness in the midst of competition in the automotive industry.

The method used is a qualitative approach with case studies. Data was obtained
through in-depth interviews with workshop heads, mechanics, administration and
taxation, inventory admins, Service Advisors (SAs), and Customer Relations
Officers (CROs), as well as observations and reviews of company documents. The
analysis was carried out descriptively based on the TQM theory.

The results of the study show that the implementation of TQM improves work
efficiency, service quality, and customer satisfaction. The challenges faced include
resistance to change, limited human resources, and maintaining consistency in
implementation. The company addresses these challenges through training,
improved communication between divisions, and the use of technology-based
systems.

This research makes a practical contribution to PT. Asco to strengthen the TQM
implementation strategy and can be a reference for other companies. It is
recommended that companies strengthen training, develop technology systems, and
conduct regular evaluations to improve the success of TQM implementation.

Keywords: TQM, Operational Performance, Efficiency, Customer, Satisfaction
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