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Abstract . This research aims to identify and analyze the application of Total Quality Management (TQM) and its
relationship with businesses and organizations that contribute to the development of an organization's Business
Process Management (BPM). The method used is a literature review of 30 research articles that can be accessed
openly on Google Scholar with national and international indexes within the last 5 years. The conclusion was
that TQM had a major influence on organizational and business practices in hospitals, educational institutions
and companies. And has a positive effect on the dimensions of work motivation, innovation, employee
performance, reward systems, organizational performance and other dimensions.
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1. BACKGROUND

In the last decade, global competition has made organizations increasingly understand
the importance of effective management processes, smaller product turnover, and the
importance of complete information analysis so that the decisions made are effective (Truong
et al., 2023) . Increasingly fierce competition is marked by the development of industrial
technology such as artificial intelligence and digitalization to make organizations more
efficient and innovative performance is required (Broday, 2022) ; (Thekkoote, 2022) .

Utilization and reliance on technology and corporate information systems act as a way
to organize and process large amounts of information, automate fixed tasks, and streamline
business processes. This creates a huge workload on information systems, increasing
requirements for evolutionary maintenance, and rapid depreciation of quality.

The market situation continues to experience drastic and complex changes ( (Permana
et al., 2021) . Organizations continually face challenges in small to large levels regarding
globalization, change, rapid technological development, competition, disruption, the arrival of
new markets. Demands for Product quality, high service, increasingly express delivery and
competitive prices are customer needs in this era so that businesses can survive and run.
Business process management (BPM) is used by organizations as management for the redesign
of a business process by providing services for various purposes and contexts with the capital
of developing basic BPM capabilities, it becomes a source that plays a role in providing

integration of systems with organizational business processes so that the potential for creating
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great quality in operations and responsiveness to fluctuations in market situations. This is
related to the awareness of instilling quality in all business processes and organizations so that
many organizations use Total Quality Management (TQM) to face the challenges mentioned
previously. TQM which relies on processes is closely related to BPM (Ibrahim & Rusdiana,
25: 2021). Organizations need TQM so that the products and services they produce are of high
quality (Pabendon et al., 2023) . Sustainable quality from a framework and preparation of
quality management tools is obtained from TQM (Arifin et al., 2022) . The benefits of using
TQM by many organizations around the world provide significantly beneficial results. Where
the TQM approach emphasizes how effective processes and responses to meet customer needs
are part of the organization's success. This TQM management concept provides a new road
map in terms of thinking so that customer satisfaction, innovation and good service occur
sustainably.

This research aims to analyze the development and benefits of implementing TQM in
organizations and businesses in research journals over the last 5 years and what contributions
TQM has made to practitioners and researchers for the development of challenges to

organizations and businesses in the future.

2. THEORETICAL STUDY

Total Quality Management (TQM) refers to a form of management that continuously
makes improvements with capital values, specific techniques, and tools that encompass major
activities to provide increased customer satisfaction with the quality of products and services
increasing continuously and empowering as many resources as possible (Abbas & Kumari,
2021) . TQM is an approach to maximize competitive strength and continuously make
improvements and changes to products, workforce, services, the environment and business
processes. The basic idea of TQM actually lies in how an organization or company makes its
workforce create products or services with the best results (zero defects) then learns from
mistakes and improves them for the future.

There are several main values in TQM with various models, namely Business
Excellence Models (BEMSs). There are three types of BEMs that are commonly used, namely
EFQM, SIQ, and MBNQA (ASQ, 2018). Competitive advantage means that many
organizations gain valuable value from this quality model and continue to make improvements
and changes to the management structure. From the latest research, researchers focus on the
main stream of process management, customers, leadership, HRM, strategic planning, and

analysis and information with the six MBNQA models. These six dimensions were examined
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for their use regarding knowledge management, organizational performance, and TQM
(Abbas, 2020) .

3. RESEARCH METHODS
The method used in this research is to use a literature review of themes or keywords
regarding Total Quality Management (TQM) and its application in business and organizations.
Analysis of literature reviews about Total Quality Management (TQM) comes from databases
processed via Google Scholar as a research collection analysis site. This research was applied
to identify articles published during the last 5 years, namely from 2020-2024. The articles taken
were 30 research articles that had been indexed in national and international journals in both

Indonesian and English.

Figure 1. Research Method
Source: Processed by Researchers, 2024
Researchers take advantage of open access to articles at no cost so that they can be
accessed generally and the articles can be read in full. Furthermore, the downloaded article will
be used as a reference by citing it. A total of 30 research articles were arranged sequentially
based on the highest number of citations and then analyzed. Analysis of the relationship and

application of TQM to various fields, especially for businesses and organizations.

4. RESULTS AND DISCUSSION

Analysis of 30 research articles that have been taken via Google Scholar which have
been downloaded as PDFs and their citations are then extracted to explain how Total Quality
Management (TQM) is implemented in various fields, namely business and organizations. The
results explain the list of research articles taken from the 10 articles with the most citations
which have become the most dominant mainstream research in the last 5 years. Then the
discussion will explain all 30 research articles that have been downloaded to thoroughly
understand important research regarding TQM. In the discussion, the 10 articles will be

systematically discussed and their findings explained, then followed by 20 further research
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articles so that a total analysis is carried out on all articles that have been used in this literature

review research. The list of research articles is arranged based on: author and year, title, results,

number of citations. The list of articles will be sorted as in table 1 as follows.
Table 4.1 List of the 10 Most Cited Articles

No. Author and Year Title Results Number
of
Citations
1. Ilyas Yasin, 2021 Cultural Problems of TQM is the basis 60
Improving the Quality of for achieving
Education in Indonesia: Total integrated education
Quality Management quality standards for
Perspective education
practitioners
2. Ella Anastasya The Influence of Total Quality There is an 51
Sinambela and Didit Management and Knowledge influence between
Darmawan, 2021 Management on TQM on
Organizational Performance organizational
performance
There is an
influence of
knowledge
management on
organizational
performance
3. Erlina Yuliyati, 2020 | Human Resource There is an 48
Development Based on Total application of
Quality Management at human resource
Muhammadiyah Prambanan management,
Vocational School namely TQM,
which makes
continuous quality
improvements so
that Prambanan
Muhammadiyah
Vocational School
becomes a superior
school and is trusted
by the public.
4. Raziki Waldan, 2020 | Total Quality Management in TQM plays an 38
an Islamic Perspective important role in
organizational and
individual
awareness to
improve
performance in an
Islamic perspective
5. | Nanang Setiawan, 2021 | Determination of Work There is an 37
Motivation and Employee influence of TQM
Performance: Total Quality on work motivation
Management and Leadership There is an effect of
Style (Literature Review of leadership style on
Human Resource work motivation
Management) There is an impact
of TQM on
employee
performance
There is an
influence of
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leadership style on
employee
performance

There is an effect of
work motivation on
employee
performance

Lailatul Azizah and
Silvia Witri, 2021

Improving the Quality of
Education through the
Implementation of Total
Quality Management in the
School Accreditation Program

Implementing TQM
can improve the
quality of education
by setting quality
standards, changing
culture, and
maintaining
relationships with
customers.

33

Nur Rahmi Sonia, 2021

Total Quality Management in
Higher Education Institutions

TQM is able to
become the basis of
quality management
and an alternative to
make customers
satisfied in service
so that there is
customer loyalty.

28

Farah Chalida Hanoum
Tejanagara, Fajar
Gumilang Kosasih, and
Ratna Tri Hari
Safariningsih, 2022

Implementation of Total
Quality Management (TQM)
in Improving the Quality of
Hospital Services

TQM improves the
quality of hospital
services with the
availability of
medical equipment
facilities and
services with
reliable medical
personnel and there
are partnerships
with the
government and
foreign investors to
make hospitals
better with
integrated quality
management

28

Firazzahran Naila
Badzaly, 2021

The Effect of Implementing
Total Quality Management,
Work Motivation and
Organizational Commitment
on Managerial Performance

There is an
influence of the
application of total
quality management
on managerial
performance, there
is an influence of
work motivation on
managerial
performance, there
is an influence of
organizational
commitment on
managerial
performance

27

10.

Arif Rachman Putra
and Rahayu
Mardikaningsih, 2022

Study on Employee
Performance Reviewing from
Leadership, Innovative
Behavior and Work
Engagement

Accurate
implementation of
TQM can improve
employee
performance

26
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e  The effectiveness of
the remuneration
system can increase
employee
performance, but
the influence of
TQM is greater than
the remuneration
system

Source: Data Processed by Researchers, 2024
From the list of research shown in the table above, there are 10 research articles that

have been quoted or cited the most. The results and discussion found in this research regarding
TQM are that TQM is a source for achieving integrated education quality standards in
Indonesia (Yasin, 2021) and helps teacher performance improve (Maksum, 2020) ; (Fahruddin,
2020) , although in other institutions TQM is very functional in improving quality, it is still
difficult to implement as a whole because quality design still includes internal aspects
(Syarifah, 2020) . Then determine quality standards and maintain relationships with customers
(Azizah & Witri, 2021) . In the form of goods, product quality is also determined by the
implementation of TQM (Dasmasela et al., 2020) . Not only schools, higher education
institutions also benefit from TQM, especially in terms of improving quality (Sonia, 2021) .

On the other hand, in institutions such as hospitals, the availability of medical facilities
and equipment where hospital services become more shared due to the impact of TQM can be
an important concern (Tejanagara et al., 2022) . The application of TQM was also carried out
on company employees in Sidoarjo, East Java, where there was an influence between TQM
and knowledge management on the performance of company employees engaged in animal
feed manufacturing (Sinambela & Darmawan, 2021) as well as the impact on the operational
performance of other companies (Huda et al., 2022) . Customer satisfaction as a targeted part
of the TQM implementation model is also positively related (Suyono et al., 2020) ; (Fiestasari,
2021) , as well as its impact on work quality (Suwono & Hasibuan, 2022) . The implementation
of TQM has succeeded in making Muhammadiyah Prambanan Vocational School a school that
has an orientation towards continuous quality improvement (Yuliyati, 2020) .

Viewed from an Islamic perspective, TQM can be supported by playing a role in
organizational performance and individual awareness of the organization (Waldan, 2020) .
HRM variables are involved and also related to TQM, where the positive relationship of TQM
to work motivation and employee performance is explained (Suwarno et al., 2020) ; (Setiawan,
2021) ; (Surveyandini & Achadi, 2021) ; (Rahmi et al., 2022) , managerial performance also
has a relationship with the TQM model (Alansori et al., 2021) ; (Badzaly, 2021) as well as with
financial performance (Kumala & Widyarti, 2020) , performance measurement systems and
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reward systems mediate the role of TQM which has an impact on the company's managerial
performance (Marpaung et al., 2022) . However, apart from TQM, the remuneration system
plays an important role in influencing employee performance, although it is not more dominant
than TQM (Putra, 2022) , therefore apart from employee performance, company performance
is a variable that is influenced by TQM (Antari & Setiawan, 2022) . Sustainability management
is a variable influenced by TQM in research conducted by (Wesly et al., 2021) . In research
conducted by, TQM did not affect company profits but only had an impact on managerial
performance in case studies in MSMEs (Chaerunisak & Aji, 2020) , in other MSMEs the
influence of TQM on operational performance was positive (Khoviani & lzzaty, 2020) ;
(Lestari & Sutrisna, 2021) . MSMEs in Bengkulu have good organizational performance due
to TQM, but the mediating role of innovation cannot influence it (Yuniarti, 2021) .

5. CONCLUSIONS AND RECOMMENDATIONS

From the analysis discussed previously, it can be concluded that the application of TQM
in various types of organizations and business activities has a very big impact. TQM , which
has the principle of continuing to make continuous improvements in creating quality products,
customer satisfaction, business processes and others, provides opportunities for organizations
such as educational institutions, hospitals and companies to improve quality, integrated quality,
and effectiveness and efficiency. Therefore, the relationship between TQM and so many
dimensions or variables greatly influences business and organizational continuity, such as
innovation variables, work motivation, employee and organizational performance, reward
systems and performance measurement, sustainability management, financial performance,
managerial performance and others. However, of all the research articles discussed, employee
performance variables are the ones most researched by the authors. In this way, future research
regarding TQM and its application in various dimensions, especially those that have not been
widely researched, can be developed for the success of business processes and ongoing
organizational progress.

Future research is expected to be able to develop research on TQM with broader
dimensions and be able to use various sources and references. Selection and downloading of
journals with higher indexes such as international journals such as Scopus and Web of Science
can be used as research references. It is hoped that the literature review will be able to achieve

objectivity and enrich the repertoire of research and literature in the future.
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