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Abstract 

 
This research aimed to know the influence of  total quality    management and service 

innovation on service quality at Dinas Ketahanan Pangan and Peternakan Kabupaten Kediri. This 
research is quantitative. The method used in this research were interviews, questionnaires, and 
library studies. The populations in this research were 36 respondents and the samples used in 
this research were also 36 respondents. The sampling technique used was census sampling. The 
sample in this research consisted of  two types of  respondents, namely 36 employees and 36 
customers. The data analysis method used was multiple linear regression. This technique is used to 
determine the influence of  total quality management (TQM) and discipline to service quality. The 
result showed that total quality management (TQM) and service innovation have a significant 
influence either simultaneously or partially on the quality of  service at Dinas Ketahanan Pangan 
and Peternakan Kabupaten Kediri. So the hypothesis could be acceptable. The variable most 
dominant influence is the service innovation. 
Keywords: Total Quality Management (TQM), Service Innovation, Quality Service 
 
Introduction 

Service is one of  the most important 
factors in economic competitiveness. This is 
because services are almost used in all 
economic interactions, both directly and 
indirectly (Rahmadana et al., 2020). In 
addition, the increasing intensity of  global 
and domestic competition, changing 
preferences and behavior of  customers, as 
well as the information technology revolution 
are among the many factors that have pushed 
business and non-business organizations to 
shift their focus towards being customer 
oriented. 

This indirectly causes consumers to 
become more aware of  the importance of  
value (value conscious) in asking for high-
quality products and services (Ayu, 2022). 
Such circumstances certainly have an impact 
on increasingly fierce competition. To be able 
to survive and succeed in such an 
environment, companies must create value 
for consumers in the form of  quality 
products and services and services, so that 
agencies or companies also obtain value 
(Anugerah & Suryanawa, 2019). Service is 
needed by every human being, it can also be 
said that service cannot be separated in 
human life. Service is a problem solving 
between humans as consumers and 
companies as providers or service providers 

(Rangkuti, 2017). For service companies in 
general, the services provided to consumers 
are the best in the hope of  creating customer 
satisfaction (Semil, 2018) 

To obtain optimal quality, one that is 
often used by companies is to use TQM 
(Total Quality Management) as a competitive 
innovation strategy. The reason is the 
approach used by TQM (Total Quality 
Management) with other approaches in 
running a business. The approach of  TQM 
(Total Quality Management) is the 
components of  TQM Total Quality 
Management) itself, one of  which is 
continuous system improvement or 
continuous improvement to obtain optimal 
quality as expected by consumers (Yasin, 
2021). Services are no exception, in order to 
get optimal service quality innovation or 
continuous improvement is needed to meet 
consumer needs and demands (Siregar, 
2018). 

TQM (Total Quality Management) is 
often used by agencies or companies because 
it has characteristics that focus on quality and 
customer satisfaction by involving the entire 
company structure. TQM (Total Quality 
Management) is an approach in running a 
business to maximize organizational 
competitiveness through continuous 
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improvement in products, services, people, 
processes and the environment (Ross, 2017). 

Over the past few years there have 
been many studies on TQM (Total Quality 
Management) from various aspects because 
many companies have implemented TQM 
(Total Quality Management) as research 
conducted by (Rahayuningsih et al., 2018) 
which proves that TQM (Total Quality 
Management) ) has a strong positive 
influence and impact on service quality and 
service innovation. However, on the other 
hand there is research conducted by (Putra, 
2022) saying that there is still an insignificant 
effect and shows poor performance from 
TQM (Total Quality Management) on 
managerial performance. 

There are several factors that cause 
TQM (Total Quality Management) to be less 
successful when implemented by companies 
or agencies, including: first, delegation and 
poor leadership from senior management. 
Initiatives for continuous quality 
improvement should start from the 
management where they must be directly 
involved in its implementation. If  the 
responsibility is delegated to other parties (eg 
to experts who are paid) then the chances of  
failure are very large. Second, there is a lack 
of  understanding of  each other's roles from 
both employees and supervisors and there is 
no cultural change in the company so 
teamwork is less successful and results in new 
problems not solving problems. Third, 
organizations that develop quality initiatives 
without concurrently developing plans to 
incorporate them into all elements of  the 
organization (eg operations, marketing, etc.).  

The development of  the initiative 
should also involve managers, unions, 
suppliers, and other fields because the 
business includes thinking about structure, 
rewards, skills development, education and 
awareness. Fourth, the application of  the 
concept that is not appropriate to the 
situation and condition of  the company. 
Fifth, companies want fast changes in 
employees, this is unrealistic because quality 
improvement takes quite a long time to get 
the desired criteria. Sixth, there are no clear 
goals and objectives in the company, resulting 
in ignorance of  employees in carrying out 
their duties (Dakael & Ralahallo, 2017). 
 

Research Methodology 
Based on the background and 

formulation of  the problem, the research 
design used is included in explanatory 
research, namely research that aims to 
examine the relationship between variables 
with other variables. This type of  research is 
a quantitative research with the method of  
path analysis (path analysis), where in this 
study the aim is to determine the magnitude 
of  the influence of  the independent variables 
on the dependent variable directly or 
indirectly. In this study, we wanted to know 
the effect of  Total Quality Management, 
Service Innovation and Service Quality in the 
Food Security and Animal Husbandry Office 
of  Kediri Regency. This research was 
conducted by distributing questionnaires to 
employees at the Food Security and Livestock 
Service Office of  Kediri Regency. The time 
of  the research was carried out with a period 
of  approximately 3 months, starting from 
March to May 2023. 

The research variable is the object of  
research or what is the focus of  attention in a 
research. While variables are symptoms that 
are the object of  research or what is the 
center of  attention of  a study. The 
independent variables in this study are Total 
Quality Management (X1) and Service 
Innovation (X2). While the dependent 
variable in this study is Service Quality (Y). 
This study uses a Likert measurement scale. 
The population in the study is a collection of  
individuals or objects which are general 
characteristics and the population is the 
whole object of  the research. The population 
in this study were all SKKH and SKKPH 
service users and employees of  the Kediri 
Regency Food Security and Livestock Service 
Office. The sample was part or representative 
of  the population studied. The sampling 
technique used in this study used the 
population or census method which used the 
entire population of  service users. There are 
36 SKKH and SKKPH of  the Food Security 
and Livestock Service Office of  the Kediri 
Regency, consisting of  employees and service 
users. 

The sample collection method used 
is a questionnaire, which is a method of  
collecting data from Total Quality 
Management, Service Innovation and Service 
Quality of  SKKH and SKKPH service users 
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from the Food Security and Livestock Service 
Office of  Kediri Regency in writing which is 
obtained by submitting a list of  questions to 
the user. services for users of  SKKH and 
SKKPH services for the Food Security and 
Livestock Service Office of  Kediri Regency. 
The analytical method used in this study uses 
the SPSS (Statistical Package for Social 
Sciences) version 22.0. the data analysis 
method used is multiple linear regression 
method. 
 
Results And Discussion 

This research was conducted at the 
Department of  Food Security and Animal 
Husbandry, Kediri Regency. The 
consideration of  choosing this location is 
because of  the ease in the process of  
collecting data for research purposes. 
Certificate of  Animal Health (SKKH) is a 
certificate of  origin certifying compliance 

with animal health requirements authorized 
in the local Regency/City for one of  the 
requirements for animal/livestock traffic. 
Meanwhile, a Certificate of  Animal Product 
Health (SKPH) is a certificate stating 
compliance with the health requirements for 
food products of  animal origin issued by an 
authorized veterinarian in the local 
Regency/City for one of  the requirements 
for animal product traffic. 

The t statistical test basically shows 
how far the influence of  the independent 
variables individually explains the dependent 
variable. The t test is done by comparing t 
count with t table. If  the t count > t table 
means that there is a significant influence 
between the independent variables on the 
dependent variable, or it could be with a 
significance below 0.05 which states that an 
independent variable individually affects the 
dependent variable. 
 

Table 1. Statistical Test Results T 

 
Model 

Unstandardized Coefficients Standardized 
Coefficients 

 
T 

 
Sig. 

B Std. Error Beta 

1 (Constant) 30.889 14.330  
.310 
.427 

2.155 .039 

TQM 
INOVASI 

.258 

.723 
.122 
.248 

2.118 
2.915 

.042 

.006 

Source : Process data, 2023 
Looking at the output of  the SPSS 

results of  the coefficients on the t-test in 
table 4.18 and comparing tcount with ttable 
of  2.03452 obtained from table t with df  = 
n-k (36-3), namely 33 and alpha 0.05.  

From the results in the table above, 
the Total Quality Management (TQM) 
variable has a direct influence level of  0.042 
and the tcount shows a value of  2.118. This 
means that the direct effect value is less than 
the probability value of  0.05 (0.042 <0.05) 
and tcount is greater than ttable 
(2.118>2.0345), then H01 is rejected and 
Ha1 is accepted. So it can be concluded that 
the Total Quality Management (TQM) 
variable has a significant influence on the 
service quality variable. These results indicate 
that if  a good TQM method is used, it will 
improve the quality of  agency services. 

The service innovation variable has a 
direct influence level of  0.006. This means 
that the significance value is less than the 
probability value of  0.05 (0.006<0.05) and 

tcount is greater than ttable (2.915>2.03452). 
Then H02 is rejected and Ha2 is accepted. So 
it can be said that the service innovation 
variable has a significant influence on the 
service quality variable. These results indicate 
that service innovation can change an old 
culture as an effort to increase one's 
awareness and willingness to develop towards 
all company regulations and phenomena that 
develop and apply. 

The F test shows whether all the 
independent or independent variables 
included in the model have a joint effect on 
the dependent or dependent variable to make 
a decision on the hypothesis being accepted 
or rejected by comparing the significance 
level (alpha) of  5% (0.05). If  the probability 
F value is less than alpha 0.05 and has a 
Fcount value greater than Ftable, then the 
regression in this study is feasible and means 
that the independent variables jointly have an 
influence on the dependent variable. 
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Table 2. F Test Results 
ANOVAa 

 
 
 
 
 
 
 

Dependent Variable: KP 
Predictors: (Constant), INOVASI, TQM 
Source : Process data, 2023 
 

Shows that the calculated F value is 
6.883. This value is greater than the F table 
of  3.28 with a probability of  0.003 which is 
less than 0.05 (0.003 <0.05). The value of  
Fcount >Ftable is obtained by looking at 
table F for degrees df1=k-1 (3-1) and df2=n-
k (36-3) at alpha 0.05. Thus obtained Fcount 
> Ftable (6.883> 3.28 ). Then H03 is rejected 
and Ha3 is accepted. So it can be concluded 
that there is an influence of  the Total Quality 
Management variable and service innovation 
on service quality. 

The coefficient of  determination 
test is carried out to find out how far the 

ability of  the independent variable is to 
explain the dependent variable. The value of  
the coefficient of  determination is between 
zero and one. A value close to one means 
that the independent variable provides almost 
all the information needed to predict the 
dependent variable (Ghozali, 2013). 
However, the use of  the coefficient of  
determination has the disadvantage of  being 
biased towards the number of  independent 
variables included in the model, for each 
additional one independent variable, then R2 
must increase. Therefore, many researchers 
recommend using the Adjusted R2 value. 

Table 3. Determination Coefficient Test Results 
Model Summaryb 

 
 

Model 

 
 

R 

 
 

R Square 

Adjusted 
R Square 

Std. Error of 
the 

Estimate 

 
 

Durbin-Watson 

1 .543a .294 .252 6.468 1.442 

a. Predictors: (Constant), INOVASI, TQM 
b. Dependent Variable: KP 

Source : Process data, 2023 
 

Based on the table above, it can be 
seen that the coefficient of  determination 
(R2) is 0.294, which means 0.294 of  the 
dependent variable (service quality) can be 
explained by the independent variables 
(TQM and Work Innovation). While the 
remaining 0.748 or 74.8% is explained by 
other variables outside this study. And the 
Adjusted R2 value is 0.252. Above it can be 
seen that the coefficient of  determination 
(R2) is 0.294 which means 0.294 the 
dependent variable (service quality) can be 
explained by the independent variables 
(TQM and Work Innovation). While the 
remaining 0.748 or 74.8% is explained by 

other variables outside this study. And the 
value of  Adjusted R2 is 0.252. 
 
Conclusion 
This technique is used to determine the 
influence of  total quality management 
(TQM) and discipline to service quality. The 
result showed that total quality 
management (TQM) and service innovation 
have a significant influence either 
simultaneously or partially on the quality of  
service at Dinas Ketahanan Pangan and 
Peternakan Kabupaten Kediri. So the 
hypothesis could be acceptable. The variable 
most dominant influence is the service 
innovation. 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 575.833 2 287.916 6.883 .003b 

Residual 1380.355 33 41.829   

Total 1956.187 35    
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