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Abstract: One of the important tasks of the Ministry of ATR/BPN is to carry out the 
integrated and integrated Land Resources Management by utilizing the 
development of modern information and management system technology. This 
research aims to: 1. analyze Total Quality Management that directly affects the 
applicant’s satisfaction, 2 Total Quality Management influence on the requester 
satisfaction mediated by Service Quality. Subjects in this research are applicants’ 
satisfaction of  Pertanahan Office Yogyakarta. The sample uses as many as one 
hundred respondents, data analysis technique uses Structural Equational Model 
(SEM) with SmartPLS Program. The results of this research prove: 1. analyze 
Total Quality Management that directly affects the requester satisfaction, 2. Total 
Quality Management Total Quality Management influence on the requester 
satisfaction mediated by Service Quality. The findings of this study may contribute 
to consumer behaviour models, in Badan Pertanahan Nasional (BPN) office 
Yogyakarta and Tripple duties of Higher Education. 

1. INTRODUCTION 

One of the important tasks of the 
Ministry of ATR/BPN is to carry out the 
integrated and integrated Land Resources 
Management by utilizing the 
development of modern information and 
management system technology. The 
main service given is a land certificate 
includes land register and survey report.   

Many approaches to TQM concept 
have resulted in different definitions. 
Richard, et.al (2011) explain that TQM 
stands for four indicators such as top 
management, employee involvement, 
continuous improvement, and customer  
focus.   Based on Cheng, et al (2012) 
says that TQM system implementation 
must be oriented on seven basic 
principles.      

According to Ooi et.al (2011), TQM 
practice is significant and positively 
related with customer satisfaction and 
service quality in small service business.   

Susan et, al. (2012), says that TQM can 
be implemented in the other fields, like 
hospital. 

The various definitions of Total 
Quality Management  (TQM) are raised 
by the ex  perts. In this case is based on 
implementation of the current 
organization. Total Quality Management 
can be defined as a holistic management 
philosophy that is aimed to renew all the 
organizational function and fulfill the 
customer’s needs and qualifications by 
giving TQM is often called by social act.  
Ooi et.al (2011), TQM practice is 
significant and positively related with 
customer satisfaction and service quality. 
In this research, TQM concept is head for 
the customer’s focus.  In this case, TQM 
is implemented in Badan Pertahanan 
Nasional office based on the land 
measure’s applicant perception.  

On the way to fulfil the applicant 
satisfaction, the business is claimed to be 
precise to know the applicant’s needs and 
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desires that will change almost every 
time. Peter and Olson (1996) state that 
customers’ satisfactions are the summary 
of psychological condition generated 
when the emotion surrounding 
expectations are not matched and 
doubled by the feelings formed about the 
consumption experience. Engel & 
Blackwell (1994) say that satisfaction is a 
post-consumption evaluation to choose 
some alternatives in order to get the 
expectations.   

The description of applicant 
satisfaction phenomenon in Badan 
Pertahanan Nasional (BPN) can be 
explained that applicant is satisfied; on 
field measurement and maps, the 
officers’ quality, self-administering 
without officers’ help, land 
infrastructure, the paid cost conformity, 
measurement cost, notification about the 
detailed information, and the finishing 
time of land measurement letter. 

In the case of satisfaction, not all of 
the customers are satisfy, by watching the 
proof about the customers’ complains to 
BPN, it does not show that customers’ 
satisfaction can be realized optimally. So, 
the study of customer’s satisfaction is 
needed. 

Total Quality Management in BPN 
office about the leadership shows that 
there is a good harmony of all the officer, 
planning system and field practicum is 
always on time, focus on doing the best 
for the applicant, all of the works done 
professionally, and the applicants’ 
measurement system arrangement is 
well-organized. Land measurement 
process is quick and precise, quick 
responses on applicants’ complain, a 
good service, a comfortable waiting 
room, a polite and friendly officer.  

The use of this research in science is 
to develop consumer behaviour theory, 
especially about consumer satisfaction. 
The practice contribution is that BPN can 
make a TQM perception through quality 

service so the land measurements’ 
applicants satisfy. 

 
2. THEORIES 

2.1  Satisfaction 
Based on Peter and Olson (1996) say 

that consumer satisfaction is a summary 
of psychological condition generated 
when the emotion formed by the 
consumption experience. Engel & 
Blackwell (1994) say that satisfaction is a 
post-consumption evaluation to choose 
some alternatives in order to get the 
expectations.  

2.2  Total Quality Management (TQM) 
Cemal Zehira, et al (2012) TQM 

related to leadership management, factual 
approach to decision making, employee   
management,  system approach to 
management, supplier management, 
process management, customer focus and 
continual improvement.     

TQM  is a customer oriented 
approach that is introducing management 
changes systematically and a continuity 
repair on process, product, and service in 
an organization. TQM process begins 
from the customer and end to the 
customer too.    

Based on Cemal Zehira, et al (2012), 
says that TQM system implementation 
must be oriented on six basic principles, 
as follows: 

a. Management willingness to 
involve all organizational 
supporters. 

b. Focus on internal and external 
customers. 

c. Involve and effectively use all 
the organizational strengths. 

d. Continual improvement of 
business and production process.  

e. Conducting the supplier as a 
friend (partner) 

f. Establish the success of process 
performance.     
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There are seven TQM indicators 
based on Cheng et.al (2012) such as the 
hotel quality management adopts 
customer focus, internal/external 
cooperation, continuous improvement, 
leadership, employee fulfillment, 
learning and process management. 

2.3  Service Quality 
Service Quality concept is a response 

and reality from a service given by the 
business. Based on Kotler (2008) says 
that “Service quality must be started from 
customers’ needs and end in customers’ 
perception”. Parasuraman (1988) by the 
improvement of service quality related to 
tangible, reliability, responsiveness 
assurance and emphaty. 

2.3.1 The Influence of TQM 
through the Land 
Measurement Applicant 
Satisfaction  

According to Ooi et.al (2011), 
TQM practice is significant and 
positively related with customer 
satisfaction and service quality in 
small service business.  

It has been confirmed later that 
customer focus dimension and 
information and analysis dimension 
are strongly related with customer 
satisfaction and service quality. 
Faisal Talib (2012) shows the 
relation between TQM and Service 
Quality in the bank. Dong-Young 
Kim et, al. (2012) prove that there is 
a relation between Management 
Leadership on customer retention 
and service design. Suman Rani, et 
al  (2012), Total Quality 
management is an important task in 
today’s business activities that aims 
at customer satisfaction. 

 
 

2.3.2 The Influence of Service 
Quality through the Land 
Measurement Applicant’s 
Satisfaction  

Creating customers’s 
satisfaction in this research as a 
conceptual framework is based on 
Parasuraman, Zeithaml, V.A.,(1988), 
in a research about service quality 
identified that there are five service 
quality dimension based on 
consumer perceptions, those are 
reliability, assurance, tangibles, 
empathy, and responsive. Kotler 
(2008) also state that timeliness 
indicator included to the public 
satisfaction index which often fall 
into the category of poor service.  

2.3.3 The Influence of Total 
Quality Management 
through Service Quality  

Faisal Talib, et al (2012) 
explains that the influence of TQM 
through Service Quality. Based on 
Ooi, et.al (2011), TQM practice is 
significant and positively related 
with customer satisfaction and 
service quality in service business. It 
has been confirmed later that 
dimension of customer focus, 
information and customer 
satisfaction, and service quality. 
TQM is seen based on six 
dimensions; those are leadership, 
strategic planning, customer focus, 
human resources, information and 
analysis, and process management. 
Parasuraman (1988) By the 
improvement of service quality 
related to tangible, reliability, 
responsiveness assurance and 
emphaty can improve the higher 
applicant’s satisfaction. 
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3. RESEARCH METHOD 

Quantitative research method is a 
research method which is based on 
positivism philosophy used to examine 
on certain population or sample. The 
population of this research are all of the 
land measurement applicant in Seksi 
Infrastruktur Pertanahan  Kantor 
Pertanahan Yogyakarta. Applicant 
sample ammount are 100 people. 
Sampling techinque uses is purposive 
sampling. 

Table 3.1 Criteria 
Inter
val TQM Service 

Quality 
Applicants 
Satisfaction 

1,00–
1,79 

Very 
bad Very bad Very not 

satisfy 
1,80–
2,59 Bad Bad Not satisfy 

2,60–
3,39 

Good 
enough 

Good 
enough 

Satisfy 
enough 

3,40–
4,19 Good Good Satisfy 

4,20–
5,00 

Very 
good Very good Very satisfy 

Table 3.2 Operational Variable Definition 
of Applicants Satisfaction 

Sources Operational 
Variable Definition Indicators 

Peter and 
Olson, 
(1996 ); 
Engel and 
Blackwel 
(1994); 
Parasura
man and 
Zeithaml  
Berry 
(1998); 
Kotler 
(2012) 

Applicant satisfaction 
is related to: 
measurement letter 
and field map, the 
satisfaction of officer 
quality, the 
satisfaction of self 
services, the 
satisfaction of the 
suitability 
infrastructure with 
the paid cost, the 
satisfaction of 
measurement cost, 
and the satisfaction of 
short message 
notifications about 
the measurement time 
and letter. 

 

1. Measurem
ent letter 
and field 
map 

2. Officer 
capability 

3. Self 
service 
capability 

4. Price 
conformity 
with the 
paid cost 

5. Affordabili
ty 
measureme
nt cost 

6. Short 
message 
notification 
about the 
informatio
n of 

measureme
nt time and 
letter. 

 
Table 3.3 Operational Variable Definition 

of Total Quality Management 

Sources 

Operational 
Variable 

Definition of 
TQM 

Indicators 

Cheng-
Hua,et 
al  
(2012); 
Cemal 
Zehira, 
et al 
(2012) 
 
 
 
 
 
 
 
 
 
 
 
 

TQM in BPN 
Office about 
leadership 
system is 
harmonically 
related with all 
parties, planning 
system and field 
practical is on 
time, focus on 
doing the best 
for the 
applicant, all of 
the officers are 
doing their job 
professionally, 
solving system 
of measurement 
request is well 
arranged.  

1. leadership system 
is harmonically 
related with all 
parties 

2. Planning system 
and field practical 
is on time 

3. Focus on doing 
the best for the 
applicant 

4. All of the officers 
are doing their job 
professionally 

5. All of the officers 
are doing the 
measurement in 
detail 

6. Solving system of 
measurement 
request is well 
arranged 

 

Sources 

Operational 
Variabel 

Definition of 
Service Quality 

Indicactors 

Ooi, et.al 
(2011); 
Kotler 
(2008); 
Parasura
man 
(1988) 

Land 
measurement 
process is quick 
and on time, 
quick response 
on applicants’ 
complaint, good 
service, a 
comfortable 
waiting room, 
friendly officer 
and polite 
officer. 

1. Land 
measurement 
process is quick 
and on time.  

2. Quick response 
on applicants’ 
complaints. 

3. A comfortable 
waiting room 

4. Competent 
officer 

5. Caring officer 
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Table 4.7 Convergent Validity (Outer 
Loading) 

Ind
ica
tor 

Total 
Quality 
Manag
ement 

(X) 

Indic
ator 

Service 
Quality 

(Z) 

Indi
cato

r 

Appli
cants’ 
Satisf
action 

(Y) 

Status 

X1 0.796 Z1 0.852 Y1 0.766 Valid 

X2 0.842 Z2 0,873 Y2 0.824 Valid 

X3 0.838 Z3 0.770 Y3 0.833 Valid 

X4 0.735 Z4 0.826 Y4 0.705 Valid 

X5 0.778 Z5 0.817 Y5 0.801 Valid 

X6 0.694 - - Y6 0,648 Valid 

Source: Processed from SmartPLS 3.0 
output 

Table 4.8 Cross loadings(Discriminant 
Validity) 

Indi
cato
rs 

 

TQM 
(X) 

Ind
icat
ors 

 

SQ 
(Z) 

Ind
icat
ors 

 

Applica
nts 

Satisfac
tion 
(Y) 

Status 

X1 0.796 Z1 0.852 Y1 0.766 Valid 

X2 0.842 Z2 0.873 Y2 0.824 Valid 

X3 0.838 Z3 0.770 Y3 0.833 Valid 

X4 0.735 Z4 0.826 Y4 0.705 Valid 

X5 0.778 Z5 0.817 Y5 0.801 Valid 

X6 0.694 -- - Y6 0.648 Valid 

Source: Processed from Smart PLS 3.0 
output  

Table 4.9 Average Variance Extracted 
(AVE) 

Latent Variable AVE Status 
Total Quality 
Management (X) 0.612 Valid 

Service Quality (Y) 0.686 Valid 

Applicants satisfaction (Z) 0.586 Valid 
Source: Processed from SmartPLS output 
3.0 
 
 
 
 
 

4. RESEARCH FINDING AND 
DISCUSSION 

Descriptive Quantitative Analysis 
Table 4.3 Descriptive Analysis of 
Applicants Satisfaction Variable 

Mean Categories 

4,03 Applicant is satisfied about the 
measurement letter and field map. 

3,91 Applicant is satisfied about the officer 
performance quality  

4,04 Applicant is satisfied that they can do 
self-administering 

3,80 Applicants are satisfied with the land 
infrastructure that is fit to the paid cost 

4,08 Applicants are satisfied with the 
measuring cost. 

3,79 

Applicants are satisfied with the short 
messages notification about the 
measuring information; when will it do 
and when will it be taken. 

Source : Processed Primary Data, 2017 

Table 4.5 Descriptive Analysis of TQM 
Variable 

Mean Categories 

3,78 
Applicants perception on TQM is 
good, leadership system is 
harmonically related with all parties 

3,73 
Applicants perception on TQM is 
good, Planning system and field 
practical is on time 

3,86 
Applicants perception on TQM is 
good, focus on doing the best for the 
applicant 

3,81 
Applicants perception on TQM is 
good, all of the officers are doing their 
job professionally 

3,91 
Applicants perception on TQM is 
good, all of the officers are doing the 
measurement in detail  

3,86 
Applicants perception on TQM is 
good, Solving system of measurement 
request is well arranged 

Source : Processed Primary Data, 2017 
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Table 4.4 Descriptive Analysis of Service 
Quality Variable 

Mean Categories 

3,90 

The applicant states that the service is 
good in the process of measuring the 
plot of land quickly and in accordance 
with the time that already agreed upon 
at the beginning of measurement.  

3,98 
The applicants state that the service is 
good in responding applicants’ 
complaints. 

3,78 
The applicants state that the service is 
good in terms of comfortable waiting 
room 

3,93 The applicants state that the service is 
good in terms of competent officer 

3,95 The applicants state that the service is 
good in terms of caring officer 

Source: Processed Primary Data, 2017 
 

Data processing techniques using 
SEM method based on Partial Least 
Square (PLS). 
 

 
 
 
 
 
 
 

Picture 4.1 PLS Algorithm Result 

Table 4.6 the result of inner model/side-
effect test/hypothesis test 

Variable R2 Descriptive 

Service 
Quality  0,334 

Determination 
coefficient (R2) shows 
that quality service 
influenced by TQM is 
33,4% the rest is 66,6% 
is influenced by the other 
factors which are not 
found in the model. 

Applicant
s 
Satisfacti
on  

  

0,601 

While, the applicants 
satisfaction influenced 
by TQM and service 
quality is on 60,1%, the 
rest, 39,9%, is influenced 
by the other factors 
which are not found in 
the model. 

 

Q2predictive relevance 
Q2 = 1 - (1-R12)(1-R22) =                                                      
1- (1- 0,3342)(1- 0,6012) 
=1-(1-0,364816)(1-0,361201) 
= 1-(0,111556)(0,638799) 
 = 0, 928 

TQM and Service Quality has an 
impact to applicants satisfaction for 
92,8% and the rest, 7,2% cannot be 
detected by the model of this research. 

Categories Coefficient T-
Statistic 

P-Value 

Parameter  
TQM ->AS 
TQM -> 
SQ  
SQ-> AS 
 

 
0.553 
0.578 
0.310 
 

 
7,398 
4,778 
4,446 

 

 
0,000 
0,000 
0,000 

 

The magnitude of parameter 
coefficient of the TQM influence through 
satisfaction is 0,553, it means that there is 
a positive effect from TQM on applicants 
satisfaction, 0,553. The magnitude of 
parameter coefficient of TQM influence 
through service quality is 0,578, it means 
that there is a positive effect from TQM 
to service quality, 0,578. The higher 
TQM is the higher service quality. The 
magnitude of parameter coefficient of 
service quality influence through 
satisfaction is 0,310, it means that there is 
a positive effect from service quality to 
satisfaction, 0,310. The higher service 
quality is the higher satisfaction is. 
 
5. DISCUSSION 

3.3  Hypothesis Test 
a. Hypothesis 1: TQM has a 

positive and significant effect 
through applicants satisfaction 
with coefficient 0,553 (p-value = 
0,000). In this case H0 is 
rejected and Ha is accepted.  
This research finding supports 
the previous research by Suman 
Rani et al (2012)  

AS 
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b. Hypothesis 2: TQM has a 
positive and significant effect 
through Service quality with 
coefficient 0,578 (p-value= 
0,000). In this case H0 is 
rejected and Ha is accepted. This 
research finding supports the 
previous research by Suman 
Rani et al (2012).  

c. Hypothesis 3: Service quality 
has a positive and significant 
effect through applicants 
satisfaction with coefficient 
0,310 (p-value= 0,000). In this 
case H0 is rejected and Ha is 
accepted. This research finding 
supports the previous research 
by Ooi et al (2011). 
When the influence of quality 

service as mediation included on the 
model, it can be seen that satisfaction 
has a greater influence compared to 
direct influence of TQM through 
applicants’ satisfaction if we 
compared it without any quality 
service, so the service quality is a 
solution to improve the applicants’ 
satisfaction. Further, to identify 
whether it is a partial mediation or a 
full mediation, can be done this 
following test: This following picture 
is TQM model to satisfaction:  

 
 
 

 
 

Picture 4.2 Model 

Based on the picture above, 
TQM path coefficient on satisfaction 
when there is mediated by service 
quality 0,734 and path coefficient on 
applicant’s satisfaction without any 
service quality mediation is 0,553.  
This research finding is supported by 
Suman Rani et al (2012); Ooi et al 
2012).  

6. CONCLUSION 

6.1 TQM has a positive impact to the 
applicant’s satisfaction (first 
hypothesis) 
The research finding shows that 

TQM has a positive to the applicants’ 
satisfaction. It means that the better TQM 
the higher applicants’ satisfaction. It 
shows that applicants’ good perception 
on TQM will improve applicants 
‘satisfaction related to the following 
indicators: leadership system is 
harmonically related with all parties; 
planning system and field practical is on 
time; focus on doing the best for the 
applicant; all of the officers are doing 
their job professionally; solving system 
of measurement request is well arranged.  
 
4.2 TQM has a positive impact through 

land measuring applicants 
satisfaction in Land Infrastructure 
Section, Yogyakarta Land Office 
mediated by service quality 
(second hypothesis) 
Land measuring applicants are 

satisfied on their request of land 
measuring, so the service quality based 
on its indicator, empathy, responsiveness, 
assurance, tangible, and reliability. The 
medication shows partial mediation 
because the value at which there is 
mediation is less than there is no 
mediation. 
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assurance and emphaty can improve the 
higher applicant’s satisfaction. 

Theoretical benefits of this study is 
that it can develop consumer behavior 
theory in BPN by creating the higher 
TQM and service quality in developing 
applicant’s satisfaction. The practical 
benefits is that it can strategize the BPN 
related to interesting servive quality. The 
benefits for the next researcher is as an 
opportunity to conduct research on the 
same or different object. 
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