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ABSTRAK

Nama : Mardhiatun Nisa’ Triwahyuni
Nim : 1564400060
Fakultas : Adab dan Humaniora

Program Studi/ Tahun: llmu Perpustakaan/ 2019

Judul Skripsi :Implementasi Total Quality Management (TQM) pada
Manajemen Perpustakaan di Perpustakaan Universitas
PGRI Palembang
Xix + 127 hIm + lampiran

Skripsi ini membahas mengenai implementasi Total Quality Management (TQM)
pada manajemen perpustakaan di Perpustakaan Universitas PGRI Palembang.
Penelitian ini bertujuan untuk mengetahui strategi implementasi Total Quality
Management (TQM), upaya dalam meningkatkan kualitas jasa pelayanan
berdasarkan prinsip-prinsip Total Quality Management (TQM), serta mengetahui
faktor penghambat dan pendukung dalam upaya meningkatkan kualitas jasa
pelayanan di Perpustakaan Universitas PGRI Palembang. Penelitian ini
menggunakan jenis penelitian kualitatif. Metode pengumpulan data pada
penelitian ini berupa, observasi, wawancara, dan dokumentasi. Informan dalam
penelitian ini yaitu, Kepala perpustakaan, Kasubag analisis pengolahan bahan dan
data pustaka serta pelaporan, serta 5 pemustaka berasal dari setiap fakultas di
Universitas PGRI Palembang. Hasil penelitian ini menunjukan strategi
implementasi Total Quality Management (TQM) di Perpustakaan Universitas
PGRI Palembang dengan cara melakukan perencanaan kualitas, pengendalian
kualitas serta perbaikan kualitas sesuai dengan teori Juran yaitu, Trilogy Juran
yang terdiri dari perencanaan kualitas, pengendalian kualitas, serta perbaikan
kualitas, sedangkan upaya meningkakan kualitas jasa pelayanan berdasarkan
prinsip-prinsip dari teori Hensler dan Brunell yang terdiri dari, kepuasan
pelanggan (pemustaka), respek terhadap setiap orang, manajemen berdasarkan
fakta, dan perbaikan berkesinambungan.

Kata kunci : Total Quality Management (TQM), Manajemen Perpustakaan,
Kualitas Jasa Pelayanan
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ABSTRACT

Name : Mardhiatun Nisa’ Triwahyuni
Nim : 1564400060
Faculty : Adab and Humanities

Study Program/ Years: Library Science/ 2019

Thesis Title : Total Quality Management (TQM) Implementation For
Library Management In PGRI University Palembang
Xix + 127 p + appendix

This thesis discussed about the total quality management (TQM) implementation
of the for libraray management in PGRI University Library Palembang. The
purpose of the study was to find out the total quality management implementation
strategies, in an effort to improve the quality of service based on the total quality
management principles and to identify inhibitory and contributing factors in
efforts to improve the quality of service at the PGRI University Library
Palembang.This study was qualitative research. The methods of data collections
of this study were observation, interviews and documentation. The informant in
this study was the head of the library, the Kasubag analysis of the materials and
data library and reporting, and 5 librarians came from each faculty ini PGRI
Palembang university. The study showed that the totally implementation of the
quality management strategies in the PGRI university library ini Palembang with
quality planning, quality control, and quality improvement in the Juran theory : a
quality planning, quality control, and quality improvement trilogy, while efforts to
improve the service based on the principles of the Hensrel and Brunell theory,
consumer satisfaction (librarian),respect for everyone, management based on the
facts, and sustainable repair.

Keywords : Total Quality Management (TQM), library management, quality of
service
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