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ARTICLE INFO ABSTRACT

Keywords: This research was conducted with the aim of analyzing and knowing how to
Total Quality implement, monitor, and evaluate TQM in improving education services through
Management (TQM), teachers and education staff in schools and how efforts are made to maintain good
Education Services, education services in an educational institution. This research uses a qualitative
Teachers, approach to the type of research using case studies. With research subjects, namely
and Education Staff. the principal and all managerial parties of Sekolah Menegah Kejuruan Negeri 1

Dlanggu, Data collection techniques include interviews, observation, and
documentation. The results of the research that has been done, it shows that the
implementation of TQM at Sekolah Menengah Kejuruan Negeri 1 Dlanggu in
improving education services involves focusing educational services on customer
needs, involving all school parties in realizing school goals, and always making
continuous improvements. Likewise, monitoring continues to be carried out by school
principals and representatives of quality management to find out customer needs.
Evaluation is carried out by assessing the needs that have been met by the school by
focusing on key performance indicators and the vision, mission, and goals of the
school. Various efforts have been made to maintain the quality of education services,
namely by fulfilling the needs of internal and external stakeholders, increasing the
competitiveness and quality of graduates, and building a good culture—a culture that
is in accordance with the work culture of each skill competency or major at Sekolah
Menengah Kejuruan Negeri 1 Dlanggu.

INTRODUCTION

The education process in schools today is the best service derived from public policy as an effort to increase
the knowledge and skills of future generations. Many parents, industry and the world of work (IDUKA), and other
graduate users consider that education is a necessary activity for future interaction. With education, social skills
and social class awareness will increase. The school as a whole becomes a medium of interaction between
students, teachers, and education staff in an effort to improve intelligence, skills and a sense of concern among
them. Now many schools are hampered by the education process due to the impact of Covid-19 for approximately
2 years and the impact that has occurred to date has proven to greatly affect the productivity and development of
students and teachers when teaching and learning activities take place, and finally education personnel also feel
many obstacles faced in providing technical educational services for students and teachers.

The school is one of the formal educational institutions that requires human resource management in order
to form effective and efficient performance. Because Total Quality Management (TQM) will have a positive impact
on human performance in the institution (Dawabsheh et al., 2019). At this time, teachers and education staff are
needed to continue to improve their performance in achieving the quality of graduates targeted by the school
(Nadim & Al-Hinai, 2016). The form of its efforts to improve quality will have implications for the need for schools
to have human resources that are efficient and able to work optimally, resulting in the need to carry out the

577


https://journalenrichment.com/index.php/jr/
mailto:antoniusyudha53@gmail.com

Antonius Yudha Setyawanl* M. Jamal Abdul Nasir?, Tri Cicik Wijayanti3

improvement and development of teachers and education staff so that they have an attitude that is always creative
and innovative in facing current global challenges and competition. This is in accordance with the vision of
national education stated in Government Regulation Number 19 of 2005 concerning National Education
Standards.

The improvement of educational services in schools through the Total TQM concept certainly has conditions
that must be met such as the commitment of all parties in the school to remain measurable and well evaluated.
This is also supported by the results of survey data from 400 public service employees in the United Arab Emirates
who work in eight different service sectors in Abu Dhabi, the results of which show that TQM will be able to
influence innovation and performance improvement on an ongoing basis (Ali AlShehail et al., 2022). Evaluation
and improvement efforts, as well as coaching must be carried out continuously until the desired quality point is
achieved. Teachers and education staff are required to be able to carry out their performance in accordance with
their main duties, and in accordance with their educational background so that it is easy to get opportunities to
develop the abilities needed even better.

After researchers made observations and interviews with the Vice Principal for Curriculum and Vice
Principal for Public Relations at State Vocational High School 1 Dlanggu, researchers found that during the Covid-
19 pandemic, their educational services experienced a lot of decline, especially in the performance of teachers and
education staff, which had a major impact on the academic achievement of students. With the government policy
for the State Civil Apparatus (ASN) to work on a Work from Home (WFH) basis alternately with 50% shifts, which
is also a major factor in the performance of teachers and education staff declining and difficulty adapting in
completing their duties and obligations properly (interview, 2023). If identified more deeply related to
educational services to students which have also experienced a lot of decline, especially in terms of academic
achievement, which has an impact on the number of events and activities at the national level are not achieved
properly, in contrast to the achievements of students before the pandemic.

Researchers found that there were many achievements that students had before the pandemic, namely in
2019. In contrast to the achievements of students during the pandemic, namely late 2020 and 2021, it showed a
very significant decline triggered by less and limited services, while in 2022, namely after the pandemic, the school
began to improve its performance and service to students, so as to get the achievements needed by students at
State Vocational High School 1 Dlanggu (observation, 2023).

Human resources owned by schools need to be prioritized, because then they will certainly experience
quality and quality improvement and development. As stated in the Law of the Republic of Indonesia No. 20 of
2003 concerning the national education system which emphasizes that education units have efforts to improve
their human resources, in this context, namely teachers and education personnel, so as to create a controlled
quality of education services. One of the efforts is to implement TQM which has proven to be able to contribute
greatly to achieving the expectations and goals of the school. The TQM approach can be used well in educational
institutions such as schools in order to later excel in education and compete in the world of work and industry.

Along with the development of the times and post-pandemic challenges that worry graduate users,
especially vocational schools, State Vocational High School 1 Dlanggu Mojokerto is one of the schools that
continues to strive to be able to face and resolve the anxiety of graduates in facing challenges by implementing
TQM in an effort to improve and develop the quality and quality of their schools. This is based on Law of the
Republic of Indonesia No. 20 of 2003 concerning the national education system which emphasizes that education
units are able to improve the quality and relevance and efficiency of education management to face challenges in
accordance with the changing demands of local, national, and global life so that it is necessary to reform education
in a planned, directed, and sustainable manner.

As a state vocational school, SMK Negeri 1 Dlanggu has an advantage and competitive graduates because
they can read well the challenges and even opportunities that are in front of them, and of course also solve the
demands of today's society. SMK Negeri 1 Dlanggu also continues to develop and improve human resources,
especially teachers and staff systematically and continuously. The results of the pre-research show that SMK
Negeri 1 Dlanggu, always has programs and activities to improve and develop the quality of teachers and
educators, and this is also stated in the school work plan (RKS). In the process they also provide punishment and
rewards to teachers and even education staff.

In this study, the author limits the problems in this study to only focus on TQM in Educational Service Efforts
Through Teachers and Education Personnel. Then the formulation of the problem in this study is as follows: (1)
How is the application of Total Quality Management in educational services through teachers and education staff?.
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(2) How is the monitoring and evaluation of TQM in education services through teachers and education personnel?
(3) How does Sekolah Menengah Kejuruan Negeri 1 Dlanggu maintain the quality of education services with TQM?

The objectives of this research are as follows: (1) Analyze and know TQM in educational services through
teachers and education personnel. (2) Know the monitoring and evaluation of TQM in educational services
through teachers and education personnel. (3) Know the efforts in maintaining the quality of Education services
with TQM.

Total Quality Management (TQM) or commonly known as Integrated Quality Management (MMT) is a
method or approach that is often used in an institution to improve quality and quality continuously (Sallis, 2014).
TQM is often applied in institutions that focus on getting profits such as companies, factories and / or businesses.
However, this encourages many organizations and institutions to apply it to achieve the expected quality (Nawawi
& La’alang, 2020). In the world of education that is new to the concept of Total Quality Management, consider TQM
as a characteristic that must be owned and continue to be sustainable in the process in order to be able to face the
needs of dynamic stakeholders. Through application in educational institutions, namely schools, it will certainly
have a capable adaptability to the times, and the emphasis on the quality and quality of schools will be seen by the
implementation of an active, effective and efficient management process. There are 5 indicators in TQM activities
in education, namely (Sallis, 2014): Customer Needs Focus, Total Engagement, Measurement, Commitment,
Continuous Improvement
In the context of education, TQM changes the pattern of relationships that focus on education stakeholders. Focus
does not affect the authority structure and does not reduce the leadership role of the principal. The reverse
hierarchy emphasizes the relationship between service patterns and the importance of education stakeholders to
institutions. The application of TQM in education requires systematic and continuous steps. According to (Sallis,
2014) These steps are divided into 5 things: Continuous Improvement, Determining Quality Standards, Making
Culture Changes, Organizational Changes, Maintaining Good Relationships with Stakeholders.

Service is the behavior of producers in order to meet the needs and desires of consumers in order to achieve
satisfaction with the consumers themselves. (Kotler, 2002) also says that such behavior can occur during, before
and after a transaction occurs. Education as a service product is something that is intangible but can meet the
needs of consumers who are processed by using or not using the help of physical products where the process that
occurs is an interaction between service providers and service users that has a nature that does not result in the
transfer of rights or ownership, services are not goods but an intangible process or activity. In simple terms,
educational services can be interpreted as educational services. The word service itself has several meanings,
ranging from personal service to service as a product. Before further discussing educational services, we will first
discuss the understanding of services according to several experts, so that this discussion can be understood
comprehensively (Suadi, 2022).

The services offered by the institution can be improved through the element of service quality. Educational
institutions are organizations that provide services to internal and external stakeholders. Internal stakeholders
consist of all institutions within the school (such as foundations, study programs, and student activity units) and
the actors within it (such as students, teachers, administration, and other staff). External stakeholders consist of
alumni, parents of government students and the general public.

The quality of service of educational institutions must certainly be able to be maintained and improved
because education stakeholders expect to get a good service even beyond what they expect. The quality of
education services is a necessity to meet the needs of stakeholders for better education.

TOTAL QUALITY MANAGEMENT (TQM)
MELALUI GURU DAN TENAGA
KEPENDIDIKAN

INDIKATOR PENGUKURAN TQM:
LAYANAN PENDIDIKAN YANG

1. FOKUS PADA PELANGGAN MENINGKAT (EFEKTIF &

2. KETERLIBATAN TOTAI EFISIEN) MELALUI GURU DAN
3. PENGUKURAN TENAGA KEPENDIDIKAN

4. KOMITMEN

MONITORING DAN EVALUASI TQM

UPAYA MEMPERTAHANKAN HASIL
LAYANAN PENDIDIKAN YANG
MENINGKAT (EFEKTIF & EFISIEN)
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This research was conducted to determine the purpose of implementing TQM in schools, including to find
out educational services through teachers and education staff. In addition, it is also used to find out how the
implementation of monitoring and evaluation of TQM in improving education services through teachers and
education personnel, as well as knowing the school's efforts in maintaining the quality of education services.

The place and time of the implementation of this research is located at State Vocational High School 1
Dlanggu Mojokerto located on Jalan Jend A. Yani No.1 Ds. Pohkecik Dlanggu Mojokerto. The determination of this
place was carried out with consideration, that the school has carried out Total Quality Management activities well
in improving its educational services, this school has achieved for its students at the international level
competition, and this school has received recognition of trust both from the surrounding community and from the
business / industrial world.

The subjects of this study are informants who will provide data on the variables to be researched and
observed by the researcher. It consists of the Principal and all management parties of State Vocational High School
1 Dlanggu, Head of Department, teachers and students plus documentation. The object of this research is TQM in
improving educational services through teachers and education personnel at State Vocational High School 1
Dlanggu.

METHOD

This study uses a qualitative research approach that aims to understand and describe in depth about TQM
in improving educational services through teachers and education personnel as the object studied, and the targets
to be analyzed are TQM, monitoring and evaluation in improving education services, and how to maintain the
results. Qualitative data cannot be accurately measured and calculated, and are generally expressed in words
rather than numbers. Therefore, this type of data is descriptive. The data sources used in this study are primary
data (School management and Students) and secondary data (curriculum format that contains the basic
framework, characteristics of educational units, vision, mission, goals, learning organization, and learning plans).

Data collection techniques are data collection tools that support research, to obtain relevant data used three
ways of data collection are as follows:
Observation

The observations in this study researchers use to obtain data on the process of implementing TQM in
improving educational services through teachers and education personnel starting from how the research
subjects carry out the TQM program, namely continuous improvement, determining quality standards, making
cultural changes, organizational changes, maintaining good relationships with stakeholders. Then observing the
monitoring and evaluation carried out by the State Vocational High School 1 Dlanggu in improving its quality, and
finally efforts to maintain the quality of services that have been owned, so that finally researchers know that TQM
at State Vocational High School 1 Dlanggu can improve its educational services.
Interview

This study uses in-depth interview techniques, with the aim that the information can really be proven and
reliable, this technique is by means of questions and answers and face-to-face between researchers and
informants or interviewees using interview problems. In this case, the researcher asked several questions to the
resource persons mentioned above related to TQM which focuses on improving educational services at State
Vocational High School 1 Dlanggu, including to ask for information and explanation about the problems studied,
namely how long and how to implement TQM for quality improvement, as well as how monitoring and evaluation
have been carried out so far, as well as efforts and steps taken in schools in maintaining the quality that has been
achieved.
Documentation Studies

This documentation study researchers use to obtain data about administration, organizational structure,
curriculum format, history and so on.
Data Analysis Methods

The data analysis technique used in this study refers to the concepts of Miles and (Huberman, 1994),
illustrated below:
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Pengumpulan Penyajian Data
Data
Reduksi Data Penarikan
Kesimpulan
Penarikan Verifikasi
Kesimpulan

Interactive Model Data Analysis Component Image
Sumber: Miles & Huberman (1992)

RESULTS AND DISCUSSION
A. Implementation of Total Quality Management in Improving Education Services Through Teachers and
Education Personnel

State Vocational High School 1 Dlanggu focuses on customers, by making the covid pandemic period and
input of education users as a benchmark in providing satisfaction to vocational education users in welcoming
the world of work and the industrial world. There is total involvement from the entire academic community of
State Vocational High School 1 Dlanggu as well as industry and world of work partners (IDUKA) to continue to
realize the vision, mission and goals of the school that have been determined together. With face-to-face
learning conditions that have been allowed, State Vocational High School 1 Dlanggu maximizes vocational
education programs to catch up with the previous pandemic.

By continuing to make continuous improvements based on the results of previous evaluations. Which
was then followed by a coordination meeting with all GTK, so that they could easily determine decisions and
solutions to the problems faced. Building a joint commitment of all GTK and IDUKA partners to make
educational services at Sekolah Menengah Kejuruan Negeri 1 Dlanggu have professional performance in
accordance with their fields and needs. Such teachers continue to be accompanied to be able to provide
material learning and vocational practices that are in accordance with the needs of students in the world of
work and industry. Meanwhile, education personnel are ensured by the leadership to be able to continue to be
responsible and provide all educational programs can run effectively and efficiently.

B. Monitoring and Evaluation of Total Quality Management in Improving Education Services

Monitoring is carried out by the head of SMK Negeri 1 Dlanggu with special assistance from
representatives for quality management and in general by representatives of other fields and senior GTK to be
responsible for supervising and supervising all GTK performance and other educational services.

To determine the extent of educational services in meeting the needs of students at State Vocational High
School 1 Dlanggu, the evaluation process is carried out by assessing the needs of facilities and infrastructure
for both students and GTK. In its implementation, all GTK are also involved regarding the responsibility for the
programs owned by the school, and for the quality of school quality, the evaluation is carried out by focusing
on key performance indicators of the vision, mission and goals of the school.

C. School Steps to Maintain Quality of Education Services with Total Quality Management

Efforts to maintain the quality of service quality include focusing on meeting the needs of internal and
external stakeholders. Then provide academic services so that students can compete for achievements in
school and in competitions / LKS (Student Competency Competition). Improve the competitiveness and quality
of graduates of State Vocational High School 1 Dlanggu, through partnering with
companies/factories/industries and the world of work in the learning process and job absorption. Building a
good culture, which is a culture that is in accordance with the work culture of each skill / department
competency at State Vocational High School 1 Dlanggu. This can be realized because of the school's long-
standing collaboration with industry and the world of work (IDUKA).

CONCLUSION
Implementing Total Quality Management, Sekolah Menengah Kejuruan Negeri 1 Dlanggu conducts a
systematic monitoring and evaluation process which is shown through the form of measuring the performance of
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the management system, monitoring information related to customer perceptions and expectations in order to
find out whether the school has met customer needs using the coordination meeting method with all stakeholders
of expertise / kakomli competency policies set by school leaders. Monitoring is carried out every time there are
educational activities and programs that run both in the classroom and during industrial work practices. School
evaluations are carried out annually with learning evaluation examinations carried out through daily assessments,
midterm assessments (PTS) and end-of-semester assessments (PAS). Then checking school output by checking
the results of the students' achievements is also a measure of the achievement of the success of the quality of
education at school.

The efforts of the school to maintain the quality of quality that has been achieved include the role of the
principal to always provide credible educational services to all education stakeholders, both internal and external.
The school also always seeks the needs of students by preparing services through teachers and education staff.
Because as a vocational school, the school is very motivating to improve the competence of the skills of teachers
and education staff who are always changing according to the needs of industry and the world of work (IDUKA)
and its graduate users. That way, students will get services from teachers and education staff who always play an
active role in improving the quality of learning and education.
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