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ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh hubungan antara
komitmen unit dalam pelaksanaan SMT terhadap kinerja Telkom R&D
Center.

Data yang digunakan dalam penelitian ini adalah data primer dan
data sekunder. Data primer didapatkan dari hasil kuesioner yang disebarkan
kepada karyawan Telkom R&D Center. Sedangkan data sekunder
didapatkan dari  dokumen SMT dan data kinerja Telkom R&D Center.
Metode pengumpulan data adalah menggunakan metode purposive
sampling yang tersebar pada seluruh unit area kerja Telkom R&D Center.

Penelitian ini menghasilkan beberapa penemuan yang menerima
hipotesis penelitian. Berdasarkan hasil penelitian, dapat disimpulkan bahwa
komitmen unit dalam pelaksanaan SMT berpengaruh signifikan positif
terhadap kinerja Telkom R&D Center.

Kata kunci : Sistem manajemen mutu, ISO 9001:2008, ISO
17025:2005, kinerja perusahaan.



v

DAFTAR ISI

HALAMAN PERSETUJUAN ..........................................................................i

KATA PENGANTAR......................................................................................ii

ABSTRAK ......................................................................................................iv

DAFTAR ISI ....................................................................................................v

DAFTAR GAMBAR.....................................................................................viii

DAFTAR TABEL ........................................................................................... ix

DAFTAR LAMPIRAN ....................................................................................x

BAB I PENDAHULUAN.................................................................................1

1.1 Gambaran Umum Objek Penelitian........................................................1

1.1.1 Visi dan Misi...................................................................................2

1.1.2 Struktur Organisasi .........................................................................2

1.1.3 Lingkup Pekerjaan ..........................................................................3

1.1.4 Layanan dan Produk .......................................................................4

1.2 Latar Belakang .......................................................................................4

1.3 Rumusan Masalah ................................................................................10

1.4 Tujuan Penelitian..................................................................................10

1.5 Kegunaan Penalitian............................. Error! Bookmark not defined.

1.6 Sistematika Penelitian .......................... Error! Bookmark not defined.

BAB II TINJAUAN PUSTAKA DAN LINGKUP PENELITIANError! Bookmark not defined.

2.1 Tinjauan Pustaka .................................. Error! Bookmark not defined.

2.1.1 Total Quality Management (TQM)Error! Bookmark not defined.



vi

2.1.2 Sistem Manajemen Mutu –SMM ISOError! Bookmark not defined.

2.1.3 SMM ISO 9001.............................................................................18

2.1.4 ISO 9001:2008.............................. Error! Bookmark not defined.

2.1.5 ISO 17025:2005............................ Error! Bookmark not defined.

2.1.6 Tahapan Pelaksanaan Audit ..........................................................28

2.1.7 Temuan Ketidaksesuaian (Nonconformities / NC) ........................36

2.1.8 Komitmen Organisasi ...................................................................38

2.1.9 Kinerja Organisasi menurut Balanced ScorecardError! Bookmark not defined.

2.2 Penelitian Terdahulu ............................................................................47

2.3 Kerangka Pemikiran Teoritis................................................................48

2.4 Perumusan Hipotesis ............................................................................49

2.5 Batasan Penelitian ................................................................................49

BAB III METODE PENELITIAN ................. Error! Bookmark not defined.

3.1 Jenis Penelitian..................................... Error! Bookmark not defined.

3.2 Variabel Operasional............................ Error! Bookmark not defined.

3.2.1 Operasionalisasi variabel .............. Error! Bookmark not defined.

3.2.2 Skala Pengukuran..........................................................................53

3.3 Tahapan Penelitian ...............................................................................54

3.4 Sumber dan Teknik Pengumpulan Data ...............................................56

3.4.1 Data Primer ................................... Error! Bookmark not defined.

3.4.2 Data Sekunder...............................................................................56

3.5 Teknik Sampling ..................................................................................57

3.5.1 Populasi.........................................................................................57

3.5.2 Sampel ..........................................................................................57

3.6 Desain Kuesioner .................................................................................58

3.7 Uji Validitas dan Reliabilitas ...............................................................58



vii

3.7.1 Uji Validitas ..................................................................................58

3.7.2 Uji Reliabilitas ..............................................................................61

3.8 Analisis Data ........................................ Error! Bookmark not defined.

3.8.1 Rank Order ...................................................................................62

3.8.2 Regresi Linear Sederhana .............................................................63

3.8.3 Koefisien Determinasi ..................................................................64

3.8.4 Uji Korelasi Pearson .....................................................................64

BAB IV HASIL DAN PEMBAHASAN ........................................................66

4.1 Karakteristik Responden ......................................................................66

4.2 Pembahasan & Hasil Penelitian ...........................................................68

4.2.1 Analisis Variabel Komitmen Unit dalam Pelaksanaan SMT ........68

4.2.2 Analisis Variabel Kinerja Telkom R&D Center ...........................81

4.3 Uji Normalitas ......................................................................................97

4.4 Analisis Korelasi Pearson.....................................................................98

4.5 Uji Regresi Linear ................................................................................99

4.6 Analisis Koefisien Determinasi ..........................................................100

4.7 Uji Hipotesis.......................................................................................101

BAB V KESIMPULAN & SARAN.............................................................103

5.1 Kesimpulan ........................................................................................103

5.2 Saran...................................................................................................104

DAFTAR PUSTAKA...................................................................................106

LAMPIRAN .................................................................................................107



viii

DAFTAR GAMBAR

Gambar 1.1 Logo Telkom R&D Center ...........................................................1

Gambar 1.2 Struktur Organisasi Telkom R&D Center.....................................2

Gambar 1.3 Tingkat Komitmen Unit dalam Pelaksanaan SMT & Kinerja
Telkom R&D Center tahun 2010&2011...........................................................9

Gambar 2.1 Hubungan antara Nilai, Sikap, dan Perilaku ...............................41

Gambar 2.2 Kerangka Pemikiran ...................................................................49

Gambar 3.1 Tahapan Penelitian......................................................................54

Gambar 4.1 Jabatan Responden......................................................................64

Gambar 4.2 Masa Kerja Responden ...............................................................65

Gambar 4.3 Pendidikan Terakhir Responden .................................................65

Gambar 4.4 Interpretasi Skor Mengenai Komitmen Unit dalam Pelaksanaan
SMT................................................................................................................67

Gambar 4.5 Interpretasi Skor Mengenai Pengumpulan MLR ........................68

Gambar 4.6 Interpretasi Skor Mengenai Pengumpulan MLED......................70

Gambar 4.7 Interpretasi Skor Mengenai Pelaksanaan Audit ..........................73

Gambar 4.8 Interpretasi Skor Mengenai Temuan Ketidaksesuaian Audit......75

Gambar 4.9 Interpretasi Skor Mengenai Closing Audit .................................77

Gambar 4.10 Interpretasi Skor Mengenai Kinerja ..........................................80

Gambar 4.11 Interpretasi Skor Mengenai Perspektif Finansial ......................82

Gambar 4.12 Interpretasi Skor Mengenai Perspektif Customer .....................85

Gambar 4.13 Interpretasi Skor Mengenai Perspektif Internal Business
Process ...........................................................................................................88

Gambar 4.14 Interpretasi Skor Mengenai Perspektif Learning&Growth .......91

Gambar 4.15 Uji Normalitas...........................................................................95



ix

DAFTAR TABEL

Tabel 2.1 Persyaratan ISO 9001:2008 ............................................................22

Tabel 2.2 Persyaratan ISO 17025:2005 ..........................................................26

Tabel 2.3 Penelitian Terdahulu.......................................................................47

Tabel 3.1 Operasionalisasi Variabel ...............................................................52

Tabel 3.2 Tabel Jumlah Sampel......................................................................56

Tabel 3.3 Uji Validitas Komitmen Unit dalam Pelaksanaan SMT .................57

Tabel 3.4 Uji Validitas Kinerja.......................................................................58

Tabel 3.5 Hasil Uji Reliabilitas Instrumen Penelitian.....................................60

Tabel 3.6 Kriteria Interpretasi Indikator .........................................................61

Tabel 3.7 Nilai Kekuatan dalam Korelasi Pearson .........................................63

Tabel 4.1 Tanggapan Responden Mengenai Pengumpulan MLR ..................69

Tabel 4.2 Tanggapan Responden Mengenai Pengumpulan MLED................71

Tabel 4.3 Tanggapan Responden Mengenai Pelaksanaan Audit ....................73

Tabel 4.4 Tanggapan Responden Mengenai Temuan Ketidaksesuaian Audit 76

Tabel 4.5 Tanggapan Responden Mengenai Closing Audit ...........................78

Tabel 4.6 Tanggapan Responden Mengenai Perspektif Finansial ..................81

Tabel 4.7 Tanggapan Responden Mengenai Perspektif Customer .................86

Tabel 4.8 Tanggapan Responden Mengenai Perspektif Internal Business
Process ...........................................................................................................89

Tabel 4.9 Tanggapan Responden Mengenai Perspektif Learning&Growth ...92

Tabel 4.10 Hasil Uji Korelasi Pearson............................................................97

Tabel 4.11 Hasil Uji Regresi Linear ...............................................................98

Tabel 4.12 Hasil Koefisien Determinasi .........................................................99

Tabel 4.13 Hasil Uji Hipotesis......................................................................102



x

DAFTAR LAMPIRAN

Lampiran 1 Kuesioner ..................................................................................111

Lampiran 2 Hasil Kuesioner Variabel X ......................................................117

Lampiran 3 Hasil Kuesioner Variabel Y ......................................................121

Lampiran 4 Hasil Kuesioner Karakteristik Responden.................................127

Lampiran 5 Hasil Uji SPSS Uji Validitas dan Realibilitas Varibael X.........131

Lampiran 6 Hasil Uji SPSS Uji Validitas dan Realibilitas Varibael Y.........133


