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Abstract 
The design of performance assessment and measurement models is an important factor for any 
organization in an effort to achieve the expected goals in the future and as a tool to assess the 
success of the company. One of the most important performance measures is quality management. 
An assessment model that can be used to measure the performance of quality management is the 
Quality Management Maturity (QMM) Model. Until now, there has been no research related to 
the design of the QMM assessment model in the manufacturing industry sector. Until now, 
research related to the QMM Model only examines the construction industry sector, and the 
number is still relatively small. Even though, according to the 2020 Statistical Yearbook of 
Indonesia sources, the industrial sector that provides the largest contribution to Indonesia's 
national income in 2019 is the manufacturing industry sector. Therefore, the aim of this study is 
to design a QMM assessment/conceptual model in the manufacturing industry sector by identifying 
variables related to quality management. In this study, a literature study approach was used by 
examining ten journals that have a relationship with quality management. The results showed that 
the QMM model consisted of several levels, each of which was built by a number of quality 
management variables. Based on the results of the analysis of all available literature, the results 
of the variables at each level are obtained, namely at level 1 consisting of 2 variables, namely 
corporate-level quality and project level quality. Whereas at level 2, project quality level variables 
are divided into two variables, namely product quality and service quality. At level 3, corporate-
level quality is divided into two variables, namely external management and internal management. 
In addition, at level 3, product quality is divided into two variables, namely physical quality and 
perceived quality. Meanwhile, at level 4, each variable result from level 3 is further divided into 
a number of variables. In external management, there are six variables, in internal management, 
there are 28 variables, seven variables in physical quality, four variables in perceived quality, and 
19 variables in service quality. 
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I. INTRODUCTION 
The design of performance assessment and measurement models is an important factor for any 
company or organization. Both of these are used as basic keys to creating organizational planning in 
an effort to achieve the expected goals in the future and as a tool to assess the success of the company 
(Pereira & Oyadomari, 2014). Designing performance appraisal and measurement models is part of 
project management. One very important part of project management is quality management (Willis, 
2012). From the perspective of a manufacturing company, quality management within the company 
means maintaining the required and standardized quality of company performance so as to obtain 
customer satisfaction, which will bring long-term competitiveness and business survival for the 
company. Quality management must provide an environment where related tools, techniques and 
procedures can be used effectively so as to produce operational success for the company (Xiaofen, 
2013). 

One of the assessment models that companies can use in measuring the level of quality management 
is the Quality Management Maturity (QMM) Model (Permatasari, et al., 2017). By using the Quality 
Management Maturity (QMM) Model, a company can determine the maturity level of the company's 
quality management. Then the company can find out what aspects of quality management need 
improvement efforts and provide the right solutions that can improve company performance. 
Actually, there are a number of studies that use this model to measure the level of quality 
management in companies, but they are still relatively few, and all of these studies examine 
construction companies. There are still no studies that use the QMM assessment model in 
manufacturing companies. Whereas according to the source of the 2020 Statistical Yearbook of 
Indonesia, Indonesia's national income is based on Gross Domestic Product at Current Prices. 
According to Business Fields in 2019, the industrial sector that made the largest contribution was the 
Manufacturing Industry with a GDP of 3,119,617.3 billion rupiahs or amounting to 20.5% of the 
total national income. This figure is very far from the construction sector, which only contributed 
1,701,741.2 billion rupiahs or 11.2% of the total national income (BPS, 2020). 

Based on all of the above backgrounds, until now, there has been no research related to the design of 
the QMM (Quality Management Maturity) assessment/conceptual model in the manufacturing 
industry sector. Research related to QMM (Quality Management Maturity) Model until now only 
examines the construction industry sector, and the number is still relatively small. Therefore, the aim 
of this research is to compile or design a Quality Management Maturity assessment/conceptual model 
in the manufacturing industry sector. By using the Quality Management Maturity (QMM) Model, 
the manufacturing industry can make performance measurement efforts related to company quality 
management. Then the company can find out what aspects of quality management need improvement 
efforts and provide the right solutions that can improve company performance so that the company 
can continue to survive and win the competition in the business world. 

 

II. LITERATURE REVIEW 
IV.1. Performance Appraisal 
Performance is a description of the level of achievement of the implementation of an activity or 
program or policy in realizing the goals, objectives, mission, and vision of the organization, as stated 
in the strategic planning of an organization. Performance can be known only if the individual or 
organization has established success criteria. These success criteria are in the form of certain goals 
or targets to be achieved (Mahsun, 2006). 
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Meanwhile, performance measurement is the process of assessing the progress of work against 
predetermined goals and objectives. This includes information on several things such as the efficient 
use of resources in producing goods and services, the quality of goods and services (how well the 
goods and services are delivered to the customer and to what extent the customer is satisfied), the 
results of activities compared to the intended purpose, and the effectiveness of actions. in achieving 
goals (Sardi, et al., 2020). 

IV.2. Quality Management  
Sourced from Tjiptono and Chandra (2016), defines quality as dynamic conditions related to products, 
services, human resources, processes, and the environment that meet or exceed expectations 
(Tjiptono & Chandra, 2016). Glodzinski (2018) describes quality as a philosophy and principle that 
describes continuous organizational improvement (Glodzinski, 2018). Quality can be translated into 
quality dimensions, which include the level of quality, reliability, and safety, quality performance, 
durability, and capability in service (Wanberg et al., 2013). 

According to Ronnback and Eriksson (2012), quality management is a concept that consists of 3 
main things, namely, principles, practices, and techniques. In principle, quality management is a set 
of underlying assumptions about how the organization views and its relationships with customers, 
competitors, and suppliers. Whereas in practice, quality management is seen as an activity carried 
out to display and realize principles, such as collecting customer information and conducting 
customer surveys. Meanwhile, technically, quality management is seen as a guideline and 
infrastructure for carrying out certain practices, such as the voice of the customer tables and quality 
function deployment (Ronnback & Eriksson, 2012). 

 

IV.3. Quality Management Maturity Model 
According to Wilson (2015), the quality management maturity model brings together various 
descriptions and definitions related to quality from various existing literature and is further analyzed 
to design an assessment model. The quality management maturity model describes a quality culture 
with various principles such as doing something right, doing the right thing, learning, adapting to the 
business environment, and aiming explicitly and precisely to improve quality. Quality is created by 
strong leadership and by organizational people whose cultural existence is determined through 
organizational alignment (Wilson, 2015). 

The Project Management Institute has defined five levels or five stages in assessing Quality 
Management Maturity (PMI, 2013): 

1. Level 1: (None) - There is no Quality Management practice in the company. 

2. Level 2: (Standardize) - There are little standardization, documentation, and communication 
in the company organization. 

3. Level 3: (Measure) - The standardization process is used in almost all departments in the 
company, and process measurements are taken to evaluate organizational effectiveness. 

4. Level 4: (Control) - Processes that have been measured are corrected again by establishing 
upper and lower limits and processes that are always analyzed. 

5. Level 5: (Improve) - Continuous improvement of processes into practice for best practice 
standard results. 

 

IV.4. Total Quality Management (TQM) 
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Total Quality Management (TQM) is the most central defining method of quality management. TQM 
is the father of all existing quality management methods and standards such as Six Sigma, CMM, 
ISO 9000, the Zero Defect movement, Gemba Kaizen for Just-in-Time (Lean) Manufacturing, and 
so on (Kemp, 2006). Total Quality Management (TQM) is a process approach to improving quality 
in order to increase organizational competitiveness. TQM is a new paradigm in running a business 
that seeks to maximize organizational competitiveness through a focus on customer satisfaction, the 
involvement of all employees, and continuous improvement of the quality of products, services, 
people, processes, and the organizational environment (Krajewski, et al., 2006). 

As an approach, Total Quality Management (TQM) emphasizes various processes within the 
organization/company in improving the quality of products/services (Gaspersz, 2011). Gaspersz 
(2011) defines Total Quality Management (TQM) as a way to continuously improve performance at 
every level of operation or process, within each functional area of an organization, by using all 
available human resources and capital. One of the best ways in global competition is to produce a 
product or service of the highest quality. The best quality will be obtained by making continuous 
efforts to improve human capabilities, processes, and the environment (Gaspersz, 2011). 

 

III. RESEARCH METHODOLOGY 
In this study, a literature study approach was used by examining 10 journals that have a relationship 
with Quality Management. In general, of the ten journals used, two of them use the QMM (Quality 
Management Maturity) model, while the other eight journals use the TQM (Total Quality 
Management) approach. Because there are only two literary journals that use the QMM Model and 
both journals are in the context of construction companies, other journals that discuss quality 
management in manufacturing companies are needed. Because the study in this research is in the 
context of a manufacturing company. And to obtain quality management related variables that are 
suitable for use in building QMM models in manufacturing companies, the researchers used eight 
other journals that discuss Total Quality Management. Each journal that is used as the basis for this 
research also has different object problems, models, variables, methods, and results. The results of 
the analysis from various literature will then be used in designing the QMM (Quality Management 
Maturity) model. 

 

IV. FINDING AND DISCUSSION 
The QMM (Quality Management Maturity) model consists of several levels, where each level is built 
by various quality management variables. This study resulted in the identification of quality 
management variables at each level and the design of the QMM (Quality Management Maturity) 
model based on all the variables that have been obtained. 

IV.5. QMM Variables  
Based on the results of the analysis of all existing literature, the following are the results of the 
variables for each level, namely at level 1 consisting of 2 variables, namely corporate-level quality 
and project quality level. Whereas at level 2, project quality level variables are divided into two 
variables, namely product quality and service quality. At level 3, corporate-level quality is divided 
into two variables, namely external management and internal management. In addition, at level 3, 
product quality is divided into two variables, namely physical quality and perceived quality. 
Meanwhile, at level 4, each variable result from level 3 is further divided into a number of variables. 
In external management, six variables are obtained, including People & Customer Management / 
Involvement, Supplier Partnership / Supplier Relations / Supplier Development, Communication of 
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Improvement Information, Customer Satisfaction Orientation, External Interface Management, and 
Impact on Society. 

Whereas in internal management, 28 variables were obtained, including Strategic Quality 
Management / Policy and Strategic Planning, Team Work Structures for Improvement, Operational 
Quality Planning, Quality Improvement System, Corporate Quality Culture, Quality Data, and 
Reporting, Technology Management, Research and Development, Top Management Commitment, 
Employees Empowerment / Encouragement / Involvement / Participation, Training and Education, 
Teamwork / Respect for People, Top Management Support / Leadership, Training and Education, 
Reward and Recognition, Vision and Mission Statement, Process Control Improvement, Process 
Improvement / Management, Outcome Orientation, Stability, Aggressiveness, Inventory 
Management, Continuous Improvement and Innovation, Information Analysis, Human Resource 
Management, Strategic Planning, Coordination Between Departments, Improvement Product Design, 
People Management / People Satisfaction. 

In Physical Quality, there are seven variables, namely Performance, Features, Reliability, 
Conformance, Product Innovation, Product Design, Attention to detail. Perceived Quality obtained 
four variables, namely Durability, Serviceability, Aesthetics, and Perceived Quality. Meanwhile, 
Service Quality obtained 19 variables, namely Service Reliability, Responsiveness, Assurance, 
Empathy, Tangibles, Time, Timeliness, Completeness, Courtesy, Consistency, Accessibility & 
Convenience, Accuracy, Communication, Credibility, Security, Competence, Understanding, 
Recovery, Customer. Focus / Customer Satisfaction / Customer Feedback. 

IV.6. Designing the QMM (Quality Management Maturity) Model 
By using the results of the analysis of all the variables above, the results are obtained from the QMM 
model design: 

 
Figure 1. Result of Quality Management Maturity Model 

 
V. CONCLUSION AND FURTHER RESEARCH 
The aim of this research is to compile or design a Quality Management Maturity assessment model 
in the manufacturing industry sector. By using the Quality Management Maturity (QMM) Model, 
the manufacturing industry can make performance measurement efforts related to company quality 
management. Then the company can find out what aspects of quality management need improvement 
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efforts and provide the right solutions that can improve company performance so that the company 
can continue to survive and win the competition in the business world. 

In this study, a literature study approach was used by examining ten journals that have a relationship 
with Quality Management. Of all these journals, there are only two literary journals that use the 
QMM Model, and both journals are in the context of a construction company, so other journals are  

needed that discuss quality management in manufacturing companies. Because the study in this 
research is in the context of a manufacturing company. And to obtain quality management related 
variables that are suitable for use in building QMM models in manufacturing companies, the 
researchers used eight other journals that discuss Total Quality Management. 

The resulting design of the QMM (Quality Management Maturity) model consists of several levels, 
each of which is built by a number of quality management variables. Based on the results of the 
analysis of the entire literature available, the results of the variables for each level are obtained, 
namely at level 1 consisting of 2 variables, namely corporate-level quality and project quality level. 
Whereas at level 2, project quality level variables are divided into two variables, namely product 
quality and service quality. At level 3, corporate-level quality is divided into two variables, namely 
external management and internal management. In addition, at level 3, product quality is divided into 
two variables, namely physical quality and perceived quality. Meanwhile, at level 4, each variable 
result from level 3 is further divided into a number of variables. In external management, there are 
six variables, in internal management, there are 28 variables, seven variables in physical quality, 4 
variables in perceived quality, and 19 variables in service quality. In the future, researchers hope that 
there will be further studies or research related to the use of this designed QMM model to measure 
aspects of quality management in manufacturing companies. So that companies can find out what 
aspects of quality management need improvement efforts and provide the right solutions that can 
improve company performance so that the company can continue to survive and win the competition 
in the business world. 
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