308 50 ALLED B3 9ol 500y el M B 5 jiisal Jal g2l
Tosaaal) Adios Alad) L ) idiuall b 3l L
(UMM gl (2 (paadl

EEV, TP ST IV B RSV, WEX DN [ ENGR Y 1 R PP LIS

$ 288 Ol 7 3ka allu / Guilalf das )

15710045 ;241 A

Lo 5] 4 ) 9ga

Abal) ¢ gl 34159
= las dta gSad) Andlul) asal ) cllla LY g 4aala

AeaDla) 1Y) and Lidald) il jlal) A4S

22017-2016

OF MAULANA MALIK IBRAHIM STATE ISLAMIC UNIVERSITY OF MALANG



ONVIVIN 40 ALISHIAINN DINVTISI 31VLS NIHVAEGI MITTVIN VNVINVIA 40 AEVVE 4l

3)

)

3

\

-~

CuA 4

e

_s %
32
audael All) Faa

i
*ﬂ\gﬂj\w\‘uﬂg

(<]
- L4 :./
UQ'/ L4
-
w‘w
D‘)j.ui

€

80 :4Y! ¢el



;\M:}I\

e JleSind Jia Jeea g2l o )
o) siall agall
[BECCPREERTS
ALl ey sl 3ay ol s
L) ¢ dana
i Gl Auaall ¢ gl )
LY g dralay Jualdly) sl Ly 5o

Toa sSall LoDy al ) llle
=Yl

OF MAULANA MALIK IBRAHIM STATE ISLAMIC UNIVERSITY OF MALANG



oaaidl) g <)

EUaily Al )l o3 olg] 8 akbgig atilel e Taly Yol all aaal)
oy Sall sl o ra g e 4l cJaaalls Gliall G
Copia) ) il Sl Ak el Aealad) odgy e (sdnd LY
aade LDlay add Mg S llal) ae i€l Gandl 34 e Y
Janll 138 oLy aslgangis asladas o s U

(SN Captial) elagd HaSall il @il Jupal) Sall axil LS
S Jale (b eal o 40 F2e e IS oy e G (ool Lo e
aal s

Ale e daals dasial) daslall oda ) <&l jallis aosf WS
bage Lol JuY) lgul) oy miVle duasSall Ldluy) aal
oA LSl JWY) baee b dliea Llall Gluhall 30 s « gl
Cpilad) i Sl (g (Al 5laY) SLam) s g ¢l
o o3e8 Ll pailly SN lases agli caalall Wad) ciluyall o

aalad) 033 Dnalall i ymee (8 Claall 3 agliiig 5ac e (ye

Ealyl

OF MAULANA MALIK IBRAHIM STATE ISLAMIC UNIVERSITY OF MALANG



Latigl) A sgas
daiaal) 9340 803
2L Loag<al) L) asbly) dlla U¥ga daals
o piall g B
&r— ?M\ﬁ SMb ¢ Cnallall Q) all aaall ce:\;)M UAAJS\ a\l) o
dlal) gpia (o3 Luaall Caad) e g MUY e
48 il dlalsl) Bagadl 80y ali 2w 8 554l Jalgall :Cianl) g ounga
ol Satelfl e f | a3l Ay ataredl |5 ol L)

(UMM =Yl

Aaalall abaa N aapaml iadf 13s L de oldysal il

AU i) S pdiall
;\4@.& :d.«'am\ J\QSA.“ SLal) e :d.«'am\ Jﬂﬁ\

D) B 1Y) and (s Aaic )
di‘.@-“ a1 Jualdl) ) gisal)

v

OF MAULANA MALIK IBRAHIM STATE ISLAMIC UNIVERSITY OF MALANG



Aiaal) Gg5a) Bl Luigai) du)sgan

dragSal) dudla) asdly) cllla LY ga daals

Ay By ande Ldal) byl 4s

A58 Adat alatie)
ALl sagall 52y mali ddn 8 5igell dalsall sdadd) ogie
adetl) Lraaall adinee Allad) duly) adad) AL Ly Ad 5
(UMM =Vl 8
15710045 :Jsawdl) 23, S)sSU Gl =S Al o)
Uaps alsd g ddaliall diad oLl Cand) 138 e Ul adls a8

Blsall  as gl iy L) 5)aY) and 8 pdiald) A s (ul
2016/ /

— 3L Bald) (e AdBLLA ddad () ¢Sy

.............. 197606162005011005 1y g diall) iy Allal) Lo giSal)
.............. 19720106200501001 AU 1Byds elagd 1y gisal)
.............. 197112111999031003 il (ol g8 1y gaSal
.............. 197204202002121003 L ddle lad) e gaSal)

Ladad) byl A0S uas aaing

el an o) gandg pal) AELNY)

...................... 195612098124102

OF MAULANA MALIK IBRAHIM STATE ISLAMIC UNIVERSITY OF MALANG



L g} A g
Al gl B0 3 g
=l da gSal) Anadluly! Ak ) lla LY sa daala
Aeada) 31y ade Lidal) il jal) 4508
alldall ) 8|
— 1S Al coliaf adgal)
58 Call Z3a allu 1 Jalsll any)
15710045 :Juawil) 28,
pud A piald) dapa dayd gl \giias 3l ALl oda ol A
LY maal ) Al Bga daalas Llall caludjall 2 L) 55laY)
ALeLaD) 5agal) )oY ali i 8 55l Jalsall Ulgie it (daasSal
(UMM =Vl b
135 AY) Calls o (e gl e L3 Ly (ouadiy L3Sy Lgipian 8
Wl iy (e o Dlad gl cig aadls (e Ll Dltise aaf e
L e o Capitall e Adgguall 0sS olg ey e ddggeall Janil
GoasSall L) byl @lile B¥sa Zaslay Llall ciludpal
(Il e aal oy Yy Aaldd) Al Ao 2Ly LAY 138 cuypag 13

Vi

OF MAULANA MALIK IBRAHIM STATE ISLAMIC UNIVERSITY OF MALANG



X .S‘ S.u

G G Lay Ayl Alelal) sasall 58y mali din 8 g5l Jalgal

(UMM ¥l & aleil) dvenall e sl dud)) o)

AT dasia yiiale Ay 22017 (558 Gl 73 alles [ ) Slac)

L) aaaly) e Wse deala Ladll) 5)laY) and Uledl il

=Vl daa Al
Adlidl) Cupels Sl (Aaalill Joall A daliy Ujpac A malial) cuoal e dlalil) 53500 5519 )
ag callall Bloud ZLaiS) (ha lehini cu€a sy QLU (8 Ba Job it ily clanall o
O g camiall clardll lgiy (e clandl) Gl el alud) cjslas Sl lalaiic Saga Juad
Zanh Lgialy Jlae¥) elal b Taaa Lglod ALLal 53gall 5y ey elgodl La oadl it o)
Ciladgig cililliia Al Ao a5 055 edpadiall dulay) Culll) aes 35k Jas agdy Fpaa
Slaiall of dabaiall zla o Jals adind) 13a GIS elous Gaasdianall
il & lordll Bagn acal ALl 53gall B))a) yubea Gakis adly Ay N Aulall a1l
ALalall 5asall Bkt des Wle Airay caledll 2ol (38a3 Ajray @Vl dbies (pardal
8i5all Jalse ddynag ¥ o) Caulia IS8 ol Jras (oajall dadial) dpdall axdl) & Tyaciy Dyaghas
Ay @Vl L caledll adiwdl 3 L3 eliny 4851 ALall sasal) 5y dan
el 138 mgiag eV le Ainar oaledl) aiesall 8 CHL slin) 85 adid) il i
cosil aasl gl s
Agrenall ol 8 cleadl) 53sa ae ) ALl 53sall 5y e 3kt 8l A e ) Apeailly
Y ddesdll padtual 3 Bagall 5l julee Gadad a8ly o) Galidl ang 38 2Vl dbaa paplarl)
b oleadll Basa of Gl i By Basal) Cus e (AY) Clidiod) Lk e S Cilids
& Omally skl G sagall B} ddjee () dsailly ¢ aiiall B el Zlke o oddfiad)
P Ge @in Gl Ly O Snal) aavg 3l ¢ oimyall desdd unliall pal) 5l (KA (385
Cihypaaill pgn A Aalail e gl Lia) L 20a ULy claial) 8 53sa) e Jle (g5
lolaiie e el el Al

Vi

OF MAULANA MALIK IBRAHIM STATE ISLAMIC UNIVERSITY OF MALANG



ABSTRACT

Salem Saladin Al-Kuri, 2017, Influencing Factors on the Success of Total
Quality Management Implementation in Improving the Hospital Customer
Satisfaction (Case Study in Muhammadiyah Hospital Malang UMM).Thesis,
Magister of Islamic Management, Postgraduate ProgamUniversitas Islam
Negeri Maulana Malik Ibrahim Malang.Advisor I: Dr. Abdul Malik, Il: Dr.
Syuhadak.

Keywords:  Quality =~ Management, = Customer  Satisfaction  in
MuhammadiyahHospital Malang

Total Quality Management (TQM)is one of most modern concepts
nowadays, particularly in developing countries. The competition among
institutions triggers Japan to apply the concept and the country is able to
dominate the international market due to its product quality. In addition, it
also emphasizes the service such as in health sector. It aims to give the best
service. TQM is a new way in doing business and its management with a
modern and new understanding beyond a traditional one. It focuses on
addressing the demand of customer, from internal and external organizations
or institutions.

The study aims to find out the standard implementation of TQM in
supporting services in educational hospital in Malang, and to find out the
hospital achievement in Malang after its TQM implementation from the
aspect of quality and benefit in health service for patient whether it is proper
or not from the form and cost, to find out the influencing factors on TQM
implementation in improving customer satisfaction in educational hospital in
Malang, and to find out its strategy to improve customer satisfaction. The
study employs a descriptive qualitative approach.

The researcher finds that the quality of TQM standard implementation
in supporting service quality in Muhammadiyah hospital is similar to that of
other hospitals. The service quality plays a key role in a hospital. Meanwhile,
the implementation of TQM is able to provide a proper form and cost for
patient service.The researcher also finds out that the customer satisfaction is
fulfilled by high quality services. Therefore, the percentage of customer
satisfaction on the institution can be seen from their description on the
service.
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ABSTRAK

Salem Saladin Al-Kuri, 2017, Faktor-Faktor yangBerpengaruhpadaKeberhasilanimplementasi
Total Quality Management dalamMeningkatkan Kepuasan Konsumen di RumahSakit
(StudiKasusdi RumahSakitMuhammadiyah Malang UMM). Tesis, JurusanManagemen Islam,
ProgamPascasarjanaUniversitas Islam NegeriMaulana Malik Ibrahim malang. Pembimbing I:
Dr. Abdul Malik. Pembimbing II: Dr. Syuhadak.

Kata kunci: Manajemen Mutu, Kepuasan Konsumen di Rumah Sakit Muhammadiyah
Malang

Total Quality Managemen (TQM) adalahsalahsatu konsep paling modern di zaman ini,

terutama di negara-negaraberkembang. Dan
telahmunculpersainganantarberbagaiinstitusitersebut,
kosepiniditerapkanuntukpertamakalinya di
Jepangdanmampumenguasaipasarduniaberkatkualitasproduknya.
Bukanhanyaproduksajamelaikan juga layanan, diantarannyalayanankesehatan.
Semuainibertujuanuntukmemberikanpelayananterbaik. TQOM
merupakancarabarudalammelakukanbisnisdanpengelolaannyadengancara modern
danpemahamanbaru yang mengunggulisemuametodemanagementradisional. Fokusdari
TQM adalahmenjawabpermintaandanharapan para konsumen;
baikkonsumentersebutbersifat internal maupuneksternalorganisasiataupunlembaga.
Tujuandaripenelitianiniadalahuntukmengetahuiimplementasistandar TOM
dalammendukungkualitaslayanan ~ di ~ rumahsakitpendidikan di  kota  Malang,
danuntukmengetahuipencapaianrumahsakitpendidikan di kota Malang
setelahmengimplementasikan TQM darisegikualitasdankeunggulandalamlayanankesehatan
yang diberikankepadapasiendenganbiayadanbentukyang sesuaiatautidak,
danuntukmengetahuifaktor-faktor yang berpengaruhpadaimplementasi TQM
dalammeningkatkankepuasankonsumen  di ~ rumahsakitpendidikan  di ~ Malang,
danuntukmengetahuistrategirumahsakituntukmeningkatkankepuasankonsumen di
rumahsakitpendidikan Malang.

Pendekatanpenelitianiniadalahpendekatandeskriptifkualitatif.

PenelitimenemukanbahwaimplementasistandarTQM
dalammendukungkulaitaslayanandi
RumahSakitMuhammadiyahtidakberbedadenganrumahsakit lain dalamhalkualitas.
kualitaspelayanan di rumahsakitmerupakankuncisuksesdarirumahsakittersebut, sedangkan
TQM beradadalampengembangandankeunggulanuntukmemberikanbentukdanbiaya yang
sesuaibagipelayananpasien, peneliti juga
menemukanbahwakepuasankonsumenterpenehuimelaluitingkatkualitas yang
tinggipadabeberapaproduklayanan,
dengandemikianprosentasikepuasankonsumenterhadapinstansidapatterlihatdarigambaranko
nsumenterhadapproduklayanannya.
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