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ABSTRACT

In the education sector, educational institution is required to increase its quality in meeting student
satisfaction in order to realize educated human beings who have high qualified life skill. Control system is
one of the weaknesses in educational institutions in Indonesia which causes the decrease in student
satisfaction with service quality. Therefore, sustainable increase in quality should be emphasized. The
objective of the research was to optimize student satisfaction through one of the strategies of focusing on
the increase in quality by implementing Total Quality Management (TQM), supported by good
Interpersonal Communication (IC) between teachers and students in order to achieve maximum service
quality. The samples were 100 Grade XII Senior High School students of Yayasan Pendidikan Islam,
Miftahussalam, Medan, taken by using non-probability sampling with purposive sampling technique.
Second order Structural Equation model was used as the basic analysis and Partial Least Square with
Smart PLS 3.0 method were used for the analysis. The result of the research showed that Total Quality
Management and Interpersonal Communication had positive and significant effects on student satisfaction,
either directly or through service quality mediation

Keywords: Total Quality Management, Interpersonal Communication, Service Quality, Student
Satisfaction

INTRODUCTION

The control system is one of the
weaknesses in educational institutions in
Indonesia. This weakness causes student
satisfaction (quality satisfaction) on the
quality of services provided by educational
institutions is unstable or even declining,
one of which has an impact on the decline in
interest of students to attend the educational
institution.

To overcome this we need a strategy
that focuses on continuous quality
improvement. One of the strategies is the
implementation of integrated quality
management (TQM) supported by good
Interpersonal Communication (IC) in order

to achieve student satisfaction through
maximum service quality.

In its implementation, the
assessment of student satisfaction of an
educational institution is not simple,
because it requires various requirements,
variables, indicators and the elements that
affect it. According to Sopiatin (2010) that
student satisfaction is effected by intrinsic
factors and extrinsic factors. Intrinsic factors
themselves are factors from within students
that can lead to satisfaction, among others;
high achievement, expectations and talents
of students. Whereas, extrinsic factors
themselves are from outside the students
themselves, among others; teacher teaching
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quality, school culture, facilities and
infrastructure in schools and the school
climate.

Yayasan Pendidikan Islam,
Miftahussalam, Medan, is one of the
educational institutions, is a non-profit

wagaf foundation motive that is trying to
continue to grow. It has six levels of
education, namely Early Madrasah, Middle
School (SMP), Madrasah Tsanawiyah
(MTs), High School (SMA), Vocational
High School (SMK), and Madrasah Aliyah
(MA) with 140 staff and teachers and the
number of students is 1940 students

School facilities and infrastructure
are factors that strongly support student
satisfaction of an educational institution,
one of which is adequate classrooms that
have capacity in accordance with the
number of existing students. Based on data
obtained from government regulations in
accordance  with  Article 24  of
Permendikbud Number 17 of 2017
concerning the number of standards of
students in one class (study group) or in one
class are as follows:

Table 1.1. Minister of Education and Culture Number 17 of
2017

Educational | Minimum number of | Maximum number of
level students / class students / class

SD 20 28

SMP/MTS 20 32

SMA/MA 20 36

SMK 15 36

Source: Minister of Education and Culture Regulation Number 17
of 2017

Increasing student satisfaction can
continue to be pursued through quality
improvements in all aspects of the
organization on an ongoing basis. Not only
physical quality, but also total management
quality through improving the quality of
service to these educational service
providers. Total Quality Management
(TQM) according to Gaspersz (in Tjiptono,
2016) is a way of increasing continuous
performance  (continuous  performance
improvement) at each level of operation or
process, in each functional area of an
organization, by using all human resources
and available capital.

Based on literature from several
previous studies, in addition to the
implementation of TQM there are other
factors that effects the achievement of
student satisfaction, one of which is a well-
established Interpersonal Communication
(IC). De Vito (2013) defines Interpersonal
Communication (IC) as verbal and
nonverbal interactions between two (or
sometimes more than two) people who are
interdependent. According to philosopher
expert Michael Buber in Wood (2018)
Interpersonal Communication is the highest
form of communication in  human
interaction because in it humans are
psychologically bound together, mutually
reinforcing and respecting differences.

In interpersonal communication the
most important thing is not the intensity of
communication but how the communication
is interwoven. In order for communication
to work well, there needs to be supporting
factors. Rachmat (2008) mentions there are
several factors that foster interpersonal
relationships including trust, supportive
attitude, and openness.

Philosophically, the role of
communication will tie everything together.
Starting from the foundation to the roof of a
TQM building, all elements are bound by a
mixture of binding elements in the form of
communication. Communication acts as a
link between all TQM elements.
Communication means a shared
understanding of one or a group of ideas
between the sender and recipient of
information.  Successful TQM requires
communication with, and / or between, all
members of the organization, as well as
customers.

All elements in an organization must
maintain the openness of the flow of
communication where all employees can
send and receive all information about TQM
processes accurately to customers (Setiadi,
2017). In this study, TQM is considered to
be supported through good Interpersonal
Communication (IC) between employees
and teachers with students as customers in
order to increase student satisfaction
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through maximum service quality so that the

educational institution is more advanced and

can compete with other educational
institutions.

Hypothesis

The formulation of the problem in this study

is:

1. Total Quality Management has a
significant effect on service quality at
the  Yayasan Pendidikan Islam,
Miftahussalam, Medan?

2. lInterpersonal communication has a
significant effect on service quality at
the  Yayasan Pendidikan Islam,
Miftahussalam, Medan?

3. Total Quality Management has a
significant effect on student satisfaction
at the Yayasan Pendidikan Islam,
Miftahussalam, Medan?

4. Interpersonal Communication has a
significant effect on student satisfaction
at the Yayasan Pendidikan Islam,
Miftahussalam, Medan?

5. Service Quality have a significant effect
on student satisfaction at the Yayasan

Pendidikan Islam, Miftahussalam,
Medan?
6. Total Quality Management has a

significant effect on student satisfaction
through service quality at the Yayasan
Pendidikan  Islam,  Miftahussalam,
Medan?

7. Interpersonal Communication has a
significant effect on student satisfaction
through service quality at the Yayasan
Pendidikan  Islam,  Miftahussalam,
Medan?

MATERIALS AND METHODS
Method of Collecting Data

This type of research is quantitative
descriptive research that is research that
aims to describe the facts and the
characteristics of a particular population or
area  systematically,  factually, and
thoroughly. Quantitative descriptive
research is a study that aims to describe or
to describe the characteristics
(characteristics) of a situation or object of
researchers.

While the nature of this research is
explanatory research, namely research that
intends to explain the position of the
variables studied and the relationship
between one variable and another.
Explanation of the position of these
variables is done through testing hypotheses
(Sugiyono, 2012).

The population of this study was
high school / equivalent class XII students
consisting of high school students (SMA),
Computer Information Technology
Vocational High School (Vocational High
School) and Madrasah Aliyah (MA) at
YPIM which amounted to 140 students.
This population was chosen based on the
consideration that high school students of
class XII were the most mature students in
terms of age and the longest felt the quality
of education services at YPIM so that they
were expected to provide the best answers
to the questionnaires given.

The sampling technique in this study
is non probability sampling using purposive
sampling. Purposive sampling is sampling
that is based on certain considerations
including the characteristics or
characteristics of a population that has been
previously known (Sinulingga, 2016)

Table 3.1. Jumlah Populasi

No. Unit The number of
students

1 SMA 42

2 SMK 62

3 ALIYAH 36

Number of students who meet the criteria | 140

Source: Data processed (2018)

The 140 populations that meet the
criteria through sampling techniques with
purposive sampling. In this study the
method used to determine the number of
samples is wusing tables of Isaac and
Michael. From Isaac and Michael's table for
the total population that meets the criteria as
many as 140 people at the level of error
(significant level) of 5%, in this study the
number of samples was 100 people (table
attached).

The number of 100 samples is a quota that
must be fulfilled from the SMA, SMK and
MA units, then the sample is taken by
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cluster proportional sampling technique.
Quota data from each education unit to meet
100 samples from all units can be seen in
Table 3.2:

Table 3.2 Number of Sample Criteria

No. | Unit Number of Samples

1 SMA 42/140 x 100 = 30

2 SMK 62/140 x 100 = 44

3 ALIYAH | 36/140 x 100 = 26
Total 100

Source: Data processed (2018
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RESULTS AND DISCUSSION

First Model Analysis

The first model or initial model proposed in
the study is carried out by using all
indicators in each construct. The first model
was analyzed using the basic reference in
the model figure 4.10.

STUDENT'S
SATISFACTION

6

Figure 4.10 First Model Framework

Figure 4.10 shows a second order
analysis performed on each research
variable. This is done to see the suitability
of each indicator in each dimension which is
a reference for the decline of the research
indicators. if the indicators of each
dimension are reliable and precisely
measure each dimension, then research can
be more accurate in predicting relationships
between variables that occur.

In constructs that are reflective,
testing reliability indicators is done by using

factor loading. each indicator measured the
loading factor value in each construct. The
value of the loading factor is expected to
reach more than 0.6. However, in
exploratory studies, values of more than 0.4
have been considered adequate (Hulland,
1999). The value of loading factors from
each indicator towards each construct is
measured using an algorithm in the Smart
PLS program. The results of the algorithm
in the first model are presented in Figure
4.11.
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To be able to see more clearly the value of the loading factor in the path diagram of the first
model, it can be seen the values of loading factors to see the relationship between indicators
and constructs in Table 4.10.

Tabel 4.10 Loading Factors Algoritma Model Pertama

Variable Dimension Indicator | Composite Reliability
Total Quality Management Customer Focus Xi1 0.917
X12 0.922
Obsession with quality Xi3 0.989
X4 0.988
Continuous Improvement | Xis 0.933
Xi6 0.942
Education and training Xi7 0.982
X1 0.979
Controlled Freedom Xi9 0.827
X110 0.874
Interpersonal Communication | Trust X1 0.902
Xa2 0.852
Sporty Xa3 0.874
Xo4 0.838
Openness Xas 0.919
Xo6 0.921
Service Quality Manifest Z; 0.979
Z, 0.979
Reliability Z3 0.957
Zy 0.487
Responsiveness Zs 0.697
Zg 0.860
Guarantee Z7 0.846
Zg 0.654
Empathy Zg 0.967
Zyo 0.969
Student Satisfaction Intrinsic Y1 0.804
Y, 0.887
Ys 0.837
Extrinsic Y 0.908
Ys 0.926
Ys 0.797
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According to Ghozali (2012) an indicator is
considered valid if it has a correlation value
above 0.70. However, loading 0.50 to 0.60
is still acceptable by looking at the output
correlation between the indicator and the
construct. In Table 4.10 there is only one
invalid indicator, that is, the Z4 indicator
which has a loading factor value below 0.5
which is equal to 0.487 so that this indicator
must later be excluded from the model.
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Final Model Analysis

In accordance with the results
obtained in the analysis of the first model
algorithm, the final model proposed is to
issue indicators that do not meet the
assessment criteria for the outer model,
which is <0.6. The second model analysis is
based on the final model framework as
shown in Figure 4.16.
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Figure 4.16 Second Model Loading Factors

For more details the value of loading factors in the second model can be seen in Table 4.11.

Table 4.11 Final Factor Loading Factors

Variable Dimension Indicator | Composite Reliability
Total Quality Management Customer Focus X1 0.912
Xi2 0.927
Obsession with quality Xi3 0.989
X14 0.988
Continuous Improvement | X5 0.932
Xi6 0.942
Education and training Xz 0.982
Xis 0.979
Controlled Freedom X1 0.824
X110 0.876
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Table 4.11: To be continued...

Interpersonal Communication | Trust Xo1 0.902
Xa2 0.852

Sporty Xa3 0.874

Xaa 0.838

Openness Xas 0.919

Xas 0.921

Service Quality Manifest Z; 0.979
Z, 0.979

Reliability Z3 1.000

Zs 0.684

Responsiveness Zs 0.859

Z; 0.840

Guarantee Zg 0.662

Zy 0.969

Empathy Z1o 0.968

Student Satisfaction Y, 0.804
Intrinsic Y, 0.887

Y 0.837

Extrinsic Ys 0.908

Ys 0.926

Y 0.798

The value of loading factors from each
construct above has a factor load value
greater than 0.6. Because all indicators have
met the indicator reliability criteria for each
construct, the outer model analysis can be
continued by looking at the internal
consistency reliability of each construct.
Internal consistency reliability assessment is
performed on each construct. The composite
reliability value of each construct is
expected to be at least 0.7. However, in
exploratory studies the composite composite
value of > 0.6 is acceptable (Bagozzi and
Yi, 1998). The results of the SmartPLS
algorithm in the composite reliability of
each construct are presented in the
following Table 4.12:

Table 4.12 Final Composite Reliability Model

Variable Dimension Composite
Reliability
Total Quality Customer Focus 0.916
Management Obsession with guality 0.988
Continuous Improvement | 0.935
education and training 0.980
Controlled Freedom 0.840
Interpersonal Trust 0.870
Communication Sporty 0.846
Openness 0.917
Service Quality Manifest 0.979
Reliability 1.000
Responsiveness 0.750
Guarantee 0.725
Empathy 0.968
Student Satisfaction | Extrinsic 0.910
Intrinsic 0.881

Table 4.10 above shows that each construct
has met the reliability assessment criteria of
the outer model with a reliability composite

value >0.70. Thus the analysis of the outer
model continues to the validity stage of the
outer model.

The outer model validity is done by using
convergent validity and discriminant
validity. Evaluation of convergent validity is
done by looking at the value of Average
Variance Extacted (AVE) in each construct.
Hair et al. (2014) states that the value of
AVE for each good construct is at least 0.5.
The results of the SmartPLS Algorithm on
the AVE value can be seen in Table 4.13.

Table 4.13 Average Variance Extracted Final Model

Variable Dimension Average
Variance
Extacted (AVE)
Total Quality Customer Focus 0.845
Management Obsession with quality 0.977
Continuous Improvement | 0.879
education and training 0.961
Controlled Freedom 0.724
Interpersonal Trust 0.724
Communication Sporty 0.734
Openness 0.846
Service Quality Manifest 0.958
Reliability 1.000
Responsiveness 0.603
Guarantee 0.572
Empathy 0.938
Student Extrinsic 0.773
Satisfaction Intrinsic 0.711

Table 4.13 shows that the AVE value of
each dimension construct in the final model
has reached >0.5. Thus, the proposed
structural equation model meets convergent
validity criteria.

Discriminant validity assessment is done by
two methods, namely by using a comparison
between the correlation of each construct to
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the root of the AVE based on Fornell Lacker
criteria or by comparing loading factors
with cross loading of each indicator (Hair et
al., 2014). AVE root values can be seen in
Table 4.14 below:
Table 4.14 Root Value of the Final Variance Extracted (AVE)

Model
Variable Dimension Average Root
Variance | AVE
Extacted
(AVE)
Total  Quality | Customer Focus 0.845 0.920
Management Obsession with quality 0.977 0.988
Continuous Improvement | 0.879 0.937
education and training 0.961 0.980
Controlled Freedom 0.724 0.851
Interpersonal Trust 0.724 0.851
Communication | Sporty 0.734 0.857
Openness 0.846 0.920
Service Quality | Manifest 0.958 0.979
Reliability 1.000 1.000
Responsiveness 0.603 0.777
Guarantee 0.572 0.757
Empathy 0.938 0.938
Student Extrinsic 0.773 0.879
Satisfaction Intrinsic 0.711 0.843

Inner Model Analysis

Inner model analysis is done by estimating
the path coefficient of the relationship
between constructs. The estimation is done
by the SmartPLS algorithm. The value of
the path coefficient on the relationship
between variables becomes a reference in
making estimates. Positive values indicate
positive effects and vice versa negative
values indicate negative effects. The greater
the path coefficient value, the greater the
effects between these variables. Before
looking at the results of the path coefficient
values between variables, the following are
the results of the SmartPLS algorithm in
assessing the effects of each dimension in
forming a latent construct.

Table 4.17 Effect of Dimensions on Latent Constructions

Original Sample Standard Deviation | P Information

Sample (O) Mean (M) (STDEV) Values
TQM -> Customer Focus 0,884 0,884 0,026 0,000 Significant
TQM -> Obsession with quality 0,737 0,735 0,062 0,000 Significant
TQM -> Continuous Improvement 0,913 0,915 0,012 0,000 Significant
TQM -> Education and Training 0,885 0,887 0,019 0,000 Significant
TQM -> Controlled Freedom 0,918 0,917 0,023 0,000 Significant
INTERPERSONAL COMMUNICATION -> Trust 0,940 0,942 0,016 0,000 Significant
INTERPERSONAL COMMUNICATION -> Sportif 0,929 0,929 0,022 0,000 Significant
INTERPERSONAL COMMUNICATION -> Openness | 0,972 0,973 0,007 0,000 Significant
SERVICE QUALITY -> Manifest 0,967 0,968 0,006 0,000 Significant
SERVICE QUALITY -> Reliability 0,920 0,919 0,027 0,000 Significant
SERVICE QUALITY -> Responsiveness 0,675 0,675 0,076 0,000 Significant
SERVICE QUALITY -> Guarantee 0,760 0,756 0,058 0,000 Significant
SERVICE QUALITY -> Empathy 0,961 0,962 0,007 0,000 Significant
STUDENT'S SATISFACTION -> Intrinsic 0,935 0,935 0,009 0,000 Significant
STUDENT'S SATISFACTION -> Extrinsic 0,940 0,940 0,010 0,000 Significant

Through Table 4.17 you can see the value of
each dimension in influencing
variables. The Total Quality Management
explained  through

variable

dimensions,

namely (1)

"Focus

latent

five
on

Customers™ which affects Total Quality
Management by 88.4%. (2) "Obsession in

Quality"

which affects

Total

Quality

Management by 73.7%. (3) "Continuous
Improvement” that affects Total Quality
Management by 91.3% (4) "Education and

Training"

which affects Total

Quality

Management by 88.5% and (5) "Controlled

Freedom"

that affects Total

Quality

Management amounting to 91.8%. In the
Total Quality Management variable, it can

be seen that the one with the greatest effects
is the dimension of "Controlled Freedom" of
91.8% and the smallest effects on the latent
construct Total Quality Management is the
dimension of "Obsession in Quality" of 73.7
%.

Direct Effects

The direct effects on the research
model can occur between the variables Total
Quality Management on Service Quality,
Total Quality Management on Student
Satisfaction, Interpersonal Communication
on  Service  Quality, Interpersonal
Communication on Student Satisfaction and
Service Quality on Student Satisfaction.

International Journal of Research & Review (www.ijrrjournal.com) 118
Vol.6; Issue: 2; February 2019




Henny Purnama Dewi et.al. Implementation of Total Quality Management and Interpersonal Communication in
Achieving Student Satisfaction through Service Quality at Yayasan Pendidikan Islam, Miftahussalam, Medan

Direct effects between research variables
can be seen through the path coefficient on
the structural model. The results of the

algorithm above can be summarized in the

form of Table 4.18.

Table 4.18 Direct Variable Effects of Research

Table 4.17
service quality, Total Quality Management
and Interpersonal Communication each have
positive effects. The magnitude of the
effects of Interpersonal Communication is
greater than the effect of Total Quality
Management (0.257> 0.183). Whereas in
shaping student satisfaction, Total Quality
Management, Interpersonal Communication
and Service Quality also have a positive
effects. The biggest effects on student
satisfaction is Service Quality of 0.357, the

Direct Effects Between Variables Path Coefficient | P Values | Information
TQM -> Service Quality 0.183 0.014 Significant
Interpersonal Communication -> Service Quality 0.257 0.004 Significant
TQM -> Student Satisfaction 0.294 0.000 Significant
Interpersonal Communication -> Student Satisfaction | 0.300 0.000 Significant
Service Quality -> Student Satisfaction 0.357 0.000 Significant
shows that in forming good second largest effects is Interpersonal

Communication with an effects of 0.300 on
student satisfaction and the last Total
Quality Management has an effect of 0.924
on student satisfaction.

Indirect Effects

Indirect effects are the magnitude of effects
through mediating variables. The amount of
indirect effects in this study can be seen
through the SemPLS algorithm summarized
in Table 4.19.

Table 4.19 Indirect Effects Through Service Quality

Direct Effects Between Variables Indirect Effect | P Values | Information
Total Quality Management -> Student Satisfaction 0.065 0.032 Significant
Interpersonal Communication -> Student satisfaction | 0.092 0.017 Significant

Table 4.19 shows that the magnitude of the
indirect effect of the Total Quality
Management  variable  on  Student
Satisfaction through Service Quality is
0.065 and the magnitude of the indirect
effect of the Interpersonal Communication
variable on Student satisfaction through
Service Quality is 0.092.

Total Effects

Total effects are the sum of direct effects
and indirect effects. The total effect of the
independent variables on the dependent
variable with the effect of mediating
variables can be calculated and summarized
in Table 4.20.

Table 4.20 Effect of Total Variables Through Service Quality

variable

Total Effect Between Variables Direct Effects | Indirect Effects | Total Effect
Total Quality Management -> Student Satisfaction 0.294 0.065 0.359
Interpersonal Communication -> Student Satisfaction | 0.300 0.092 0.392
The results of processing the total effect of  these variables in Table 4.12 and Table 4.13
independent variables on the dependent  before.
through  mediating variables  While the Total Effect value of
processed by the SemPLS algorithm can be Interpersonal ~ Communication  towards

explained in Table 4.20. It can be seen that
the Total Effect value of Total Quality
Management for Student Satisfaction
through Service Quality is 0.359. This value
is the result of the sum of the direct and
indirect effects of the influence of each of

Student Satisfaction through Service Quality
is 0.392, the value is also the result of the
sum of the direct and indirect effects of the
influence of each variable in Table 4.12 and
Table 4.13 before.

International Journal of Research & Review (www.ijrrjournal.com)

119

Vol.6; Issue: 2; February 2019



Henny Purnama Dewi et.al. Implementation of Total Quality Management and Interpersonal Communication in
Achieving Student Satisfaction through Service Quality at Yayasan Pendidikan Islam, Miftahussalam, Medan

Determination Coefficient (R Square)

Analysis of the coefficient of determination
is done to see the magnitude of the variance
that can be explained by the independent
variable on the dependent variable. The
greater the coefficient of determination, the
greater the variance in the dependent
variable that can be explained by the

Total Quality
Management

independent variable. Because the number
of indicators for each construct varies in
number, the analysis of the coefficient of
determination is done by looking at the
value in the adjusted R-square. The adjusted
R-square value is obtained by calculation of
SmartPLS and shown in Figure 4.17.

]
(  0.468

Student Satisfactior

Figure 4.17 Adjusted R Square Final Model

Figure 4.17 shows the adjusted R-square
value for each influence between variables.
these values are summarized in the
following Table 4.21:

Table 4.21R-Square Final Model

Variable R-Square | Adjusted r-Square
Service Quality 0.130 0.112
Student Satisfaction | 0.484 0.468

Through Table 4.21, it can be seen that the
influence of the Total Quality Management
and Interpersonal Communication variables
together in forming Service Quality is
11.2%, while the remaining 88.8% is
explained by other variables outside of this
study. While the influence of the Total

Total Quality

Management 2.19\
o
/ Senvice Quality

Quality Management variable, Interpersonal
Communication variables and Service
Quality variables together in forming
Student Satisfaction variables is 46.8%,
while the remaining 53.2% is explained by
other variables outside of this study.
Hypothesis Testing

The hypothesis proposed in the study will
be tested statistically using the bootstrap
method on SmartPLS. The bootstrap method
is used to calculate the significance of path
coefficient obtained in the inner model
where the t-statistic value must be greater
than the t-table value.

Student Satisfactior

Figure 4.18 Bootstrap Model
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Figure 4.18 shows that the influence of each
variable according to the hypothesis
proposed is positive and significant so that
all hypotheses can be accepted.

The biggest value of t-statistics in this
bootstrap model is found on the effect of
service quality on student satisfaction with a
t-statistic value of 3.981. The effect of

Management on student satisfaction has a t-
statistic value of 3.774. The effect of
interpersonal communication on service
quality has a t-statistic value of 2.681.
While the smallest t-statistic value is in the
effect of Total Quality Management on
service quality, namely the t-statistic value
of 2.196. Comparison of values from the

interpersonal communication on student results of the hypothesis test of this study

satisfaction has a t-statistic value of 3.784. can be seen in Table 4.22.

For the influence of Total Quality

Table 4.22 Hypothesis testing
No | Hipotesis Original T Statistics | P Values | Information
Sample (O) (|O/STDEV))

H; | Total Quality Management has a positive and significant effect | 0.183 2.196 0.014 Accepted
on service quality

H, | Interpersonal Communication has a positive and significant | 0.257 2.681 0.004 Accepted
effect on service quality

Hs; | Total Quality Management has a positive and significant effect | 0.294 3.774 0.000 Accepted
on student satisfaction

H, | Interpersonal Communication has a positive and significant | 0.300 3.784 0.000 Accepted
effect on student satisfaction

Hs | Service quality has a positive and significant effect on student | 0.357 3.981 0.000 Accepted
satisfaction

Hes | Total Quality Management has a positive and significant effect | 0.065 1.859 0.032 Accepted
on student satisfaction through service quality

H; | Interpersonal Communication has a positive and significant | 0.092 2.136 0.017 Accepted
effect on student satisfaction through service quality

DISCUSSION OF RESEARCH The Total Quality Management

RESULTS
Total Quality Management for Service
Quality

Total Quality Management (TQM) is
indeed a basic process and philosophy that
will succeed if applied simultaneously at all
levels in the organization. The application
of TQM does not require new equipment or
management  systems, but rather a
commitment or awareness to make a
cultural change that is oriented towards
improving quality and improving the whole
process continuously, thoroughly, and
continuously. TQM can indeed be applied in
any organization and is no exception. With
regard to the way it is applied, in what areas
of the philosophy are applied, and how to
overcome the obstacles and barriers that
hinder this application to educational
organizations, implementation that takes a
long time will not be felt. In addition, if
followed correctly, success will be on
hands, both individuals and organizations.

variable in this study was measured through
five dimensions, namely, customer focus,
obsession  with  quality,  continuous
improvement, education and training and
controlled freedom (Goetsch et al., 2010) in
which each dimension consisted of two
indicators. In the Total Quality Management
variable, it can be seen that the one that
gives the most influence is the dimension of
"controlled freedom" and the smallest one
influences the latent constructs Total
Quality Management is the dimension of
"Obsession in Quality".

This construct the highest adjusted R
square value is also found in the controlled
dimensions of freedom. The higher the R
square value the better the model predicts
the proposed research model (Jogiyanto,
2015). This is supported by the results of
respondents’ answers to the controlled
dimensions of freedom which are
represented by two indicators, namely: (1)
advice of students who help improve quality
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(2) management accepts criticism of
constructing  both indicators including
agreeable categories which means students
agree that criticisms and suggestions
delivered by students able to help improve
quality at YPIM.

The direct effect of the Total Quality
Management variable on the Service
Quality variable is 18.3%. Based on the
results of hypothesis testing, Total Quality
Management has a positive and significant
effect on service quality with a t-count value
greater than t-table and a value of p values
smaller than 0.05. The results of this test
prove that the first hypothesis (H1) is
accepted. The results of this study are in line
with the results of research by Hutomo and
Ratih (2015) which states that there is a
positive and significant effect of Total
Quality Management (TQM) on service
quality at SD Al-Ghifari Plus Bandung.

The results of this study are also
supported by Gupta et al. (2005) obtained
results that when TQM is applied in the
service sector, it will create better service
quality, through programs to shape
employee behavior. This research has also
shown that the perception of customer
service quality is based on the difference
between actual service experience and what
they expect.

Interpersonal Communication for Service
Quality

Interpersonal Communication
variables in this study are measured through
three dimensions including trust, supportive
attitude, and openness (Rachmat, 2008)
where each dimension is measured using
two indicator items. In the Interpersonal
Communication variable, it can be seen that
the one that gives the most influence is the
dimension of "Openness" and the smallest
one influences the latent constructs of
Interpersonal  Communication is  the
dimension of "Trust". In this construct the
highest adjusted R square value is also
found in the dimension of openness. This
supports the theory from Devito (2013)

which states that one dimension to measure
interpersonal communication is openness.

Although the highest adjusted R square
value is in the dimension of openness, the
average respondent disagrees with the two
questionnaire statements, namely (1) the
teacher is able to communicate openly (2)
the teacher is willing to exchange ideas.
This means that students consider teachers
and students to be less able to communicate
openly and are less able to be invited to
exchange ideas because between students
and teachers each lack psychological

attachment.

The quality of openness refers to at
least three aspects of interpersonal
communication. First, effective

interpersonal communicators must be open
to the people they are interacting with.
There must be a willingness to disclose
information that is usually hidden, provided
that this self-disclosure is appropriate. The
second aspect of openness refers to the
willingness of communicators to react
honestly to the stimulus that comes. People
who are silent, not critical, and unresponsive
are generally participants of boring
conversation.

When the service process carried out
by teachers and employees of students
occurs  service interaction  through
communication contacts. Employees and
teachers must be able to create good
communication contacts with students
because good communication contacts are
one of the factors that determine students'
satisfaction or failure with the services
provided.

The direct effect of Interpersonal
Communication variables on  Service
Quality variables is 25.7%. Based on the
results of hypothesis testing, Interpersonal
Communication has a positive and
significant effect on service quality with a t-
count value greater than t-table and p value
values that are smaller than 0.05. The results
of this test prove that the second hypothesis
(H2) is accepted. The results of this test are
in line with the results of Fletcher's (1999)
study, which in his research proved that the
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performance and quality of service in an
organization can be considered as a direct
result of how effectively a communication
system is structured and managed.

Total Quality Management for Student
Satisfaction

The TQM approach, quality is
determined by the customer. Therefore, only
by understanding the process and customers
can the organization realize and appreciate
the meaning of quality. All management
efforts in TQM are directed at one main
goal, namely the creation of customer
satisfaction. Whatever management does is
useless if it ultimately does not result in an
increase in customer satisfaction.

Student Satisfaction variables in this
study were measured using two dimensions
namely, intrinsic and extrinsic. Each
dimension is measured using three
indicators. The intrinsic dimension includes
the abilities, expectations and talents of
students, while the extrinsic dimensions
include the quality of teaching teachers,
facilities and school atmosphere. In the
Student Satisfaction variable it can be seen
that the "Extrinsic” dimension has a greater
influence on the Student Satisfaction
variable than the "Intrinsic™" dimension.

The construct of student satisfaction,
the highest adjusted R square value is found

in the extrinsic dimension. Extrinsic
dimensions are explained by three
indicators, namely: (1) the quality of

teaching professional teachers, who have a
mean score disagree (2) complete laboratory
facilities, who have mean values disagree
(3) school atmosphere that supports students
to focus, who have mean value disagrees.
Although the highest adjusted R square
value is in the extrinsic dimension, it turns
out that students' perceptions of satisfaction
in terms of extrinsic dimensions have a total
perception of disagree. This shows that
students are not satisfied with the quality of
teaching teachers, incomplete laboratory
facilities and  uncomfortable  school
atmosphere and make them less focused in
doing teaching and learning.

The direct effect of the Total Quality

Management variable on the Student
Satisfaction variable is 29.4%. This
relationship  between  Total  Quality

Management and customer satisfaction is in
line with Nasution's (2015) statement that
by increasing the application of TQM as a
way to improve quality, this is done to
obtain customer satisfaction.

Based on the results of hypothesis testing,
Total Quality Management has a positive
and significant effect on  Student
Satisfaction with a t-count value greater
than t-table and a value of p values smaller
than 0.05. The results of this test prove that
the third hypothesis (H3) is accepted. The
results of this study are in line with the
results of the study of Florentina and Lauw
(2014) which states that the increase in
Total Quality Management has a positive
and significant effect on the satisfaction of
Accounting Department students of the
Faculty of Economics, one of the University
in Bandung.

Interpersonal Communication to Student
Satisfaction

Establishing interpersonal
communication is a very helpful way to
establish good relationships with customers
in order to provide the best quality service
that ultimately can create customer
satisfaction and loyalty. Kotler and Amtrong
in Weningtyas (2012) state that consumers
will feel more satisfaction in the technique
of interacting with others and have the
ability to perceive socially to be able to read
the feelings, attitudes and beliefs of
consumers. Interacting techniques and the
ability to read feelings, attitudes and beliefs
can be created through good interpersonal
communication between employees and
consumers / customers in this study,
especially between teachers and students.

In this study the direct effect of the
Interpersonal Communication variable on
the Student Satisfaction variable was 30%.
Based on the results of hypothesis testing,
Interpersonal Communication has a positive
and significant effect on  Student
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Satisfaction with a t-count value greater
than t-table and a value of p values smaller
than 0.05. The results of this test prove that
the fourth hypothesis (H4) is accepted.

The results of this study are in line
with the results of the study of Novia (2016)
which states that there is a very significant
effect between interpersonal communication
on customer satisfaction at Bank Rakyat
Indonesia (BRI) in Balikpapan's Pandan
Wangi Branch. This means that the higher
the interpersonal communication obtained,
the higher the level of satisfaction. This
statement is also supported by research
conducted by Putra (2009) that good
interpersonal communication can play a role
in an image and the level of customer
satisfaction which in turn becomes a driver
of consumer willingness with the company.

Service Quality for Student Satisfaction

Student satisfaction is closely related
to the quality of school services. Student
satisfaction is the response of students'
feelings to the experience gained (reality) in
school with their expectations, and students
will feel satisfied if what is received is a
match between expectations and
experiences gained by students. Quality
schools are schools that have the quality of
education servants who are able to provide
satisfaction to students.

Service quality variables are
measured using five dimensions, namely,
tangible, reliability, responsiveness,
assurance and empathy. Each dimension is
measured using two questions. In this
Service Quality variable, it can be seen that
the one that has the greatest influence is on
the "Tangible™ dimension and the smallest
one that gives effect to the Service Quality
latent construct is the "Responsibility”
dimension.

This construct the highest adjusted R
square value is found in the Tangible
dimension. Respondents' answers to the
questionnaire were seen for the tangible
dimension  represented  through  two
indicators, namely: (1) the availability of
supporting technology that has an average

value (2) agreeing (2) a comfortable
learning room that has a mean score agreed .
This shows that although the highest
adjusted R square value is in the Tangible
dimension but through comfortable class
indicators, it turns out that students disagree
with the statement but the average student
agrees with the availability of technology
supporting teaching and learning activities
at school.

The direct effect of the Service
Quality variable on the Student Satisfaction
variable in this study was 35.7%. To be able
to create satisfied consumers, company
management must know the things that lead
to the creation of student satisfaction, one of
which is by continuing to strive to improve
service quality.

The influence of the Total Quality
Management and Interpersonal
Communication variables together in
forming Service Quality is 11.2%, while the
remaining 88.8% is explained by other
variables outside of this study. Based on the
results of hypothesis testing, Service Quality
has a positive and significant effect on
Student Satisfaction with t-count values
greater than t-table and p value values less
than 0.05. This statement proves that the
fifth hypothesis (H5) is accepted.

The results of this study are in line
with the results of the research by Yuniarti
(2014) which states that service quality has
a positive and significant effect on student
satisfaction in the Extension Program of the
Faculty of Economics, Jambi University.
This means that the better the quality of
service provided by the Extension Program
of the Faculty of Economics, University of
Jambi, the more students feel satisfied with
the service.

Total Quality Management for Student
Satisfaction Through Service Quality

To produce quality products and
services, the best companies need
continuous efforts to improve human
capabilities, processes, and the environment.
The right way to continually improve the
capabilities of these components is by
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implementing Total Quality Management
which will ultimately create customer
satisfaction and loyalty.

From this study, the results of the
Total Quality Management variable indirect
effect on the Student Satisfaction variable
after going through the Service Quality
variable is 6.5% and based on the results of
hypothesis  testing, Total Quality
Management has a positive and significant
effect on Student Satisfaction with Service
Quality as an intervening variable with t-
count values greater than t-table and p
values smaller than 0.05. This statement
proves that the sixth hypothesis (H6) is
accepted.

The results of this study are back in
line with the results of research by Hutomo
and Ratih (2015) which showed the results
that Total Quality Management had a
positive and significant effect on Service
Quality and customer satisfaction.

Interpersonal Communication for
Student Satisfaction Through Service
Quality

Consumer satisfaction is influenced
by several driving factors, such as
interpersonal communication and service
quality. At the time of the customer service
process, at that time there was an interaction
between the waiter and the customer. This
interaction must be able to occur through
good interpersonal communication so as to
create  customer  satisfaction  which
ultimately can maintain customer loyalty
(Weningtyas, 2012).

This study the indirect effect of the
Interpersonal Communication variable on
the Student Satisfaction variable after going
through the Service Quality variable was
9.2%. Based on the results of hypothesis
testing, Interpersonal Communication has a
positive and significant effect on student
satisfaction with service quality as a
mediating variable with a t-count value
greater than t-table and a p value of less
than 0.05, this statement proves that the
seventh hypothesis (H7) received.

The results of this study are in line
with the results of the research of
Weningtyas (2012) which proved that the
hypothesis which reads there is a positive
influence on interpersonal communication
and service quality on customer satisfaction
is acceptable. That is, the higher the
interpersonal communication skills and the
quality of services provided by employees,
the higher ~ consumer  satisfaction.
Conversely, the lower the interpersonal
communication skills and the quality of
services provided by employees, the lower
the customer satisfaction.

This study the total influence of the
Total Quality Management variables,
Interpersonal Communication variables and
Service Quality variables together formed a
Student Satisfaction variable of 46.8%,
while the remaining 53.2% was explained
by other variables outside of this study.

CONCLUSION

Based on the results of the research and

discussion in the previous chapter, a number

of things can be concluded as follows:

1. Total Quality Management has a
positive and significant effect on service
quality.

2. Interpersonal Communication has a
positive and significant effect on service
quality.

3. Total Quality Management has a
positive and significant effect on
Student Satisfaction.

4. Interpersonal Communication has a
positive and significant effect on
Student Satisfaction.

5. Service Quality has a positive and

significant effect on Student
Satisfaction.

6. Total Quality Management has a
positive and significant effect on
Student Satisfaction through service
quality.

7. Interpersonal Communication has a
positive and significant effect on student
satisfaction with service quality.
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Recommendation
Based on the research that has been done, the
suggestions from researchers are:

1.

Further research is expected to expand the
research population, namely by increasing the
number of respondents by conducting research
in larger educational institutions.

Further research is expected to further
evaluate the questions in the questionnaire in
order to be able to accurately represent the
variables to be measured.

Further research is expected to be able to find
other indicators as a measure of the variables
to be measured.

Further research is expected to add to other
variables, both independent and dependent
variables, and it is expected that further
researchers can find other variables that can be
used as intervening variables or moderating
variables to find out variables that can
strengthen or weaken the dependent variable.
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