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with Quality Mediation Services at Sharia Bank
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Abstract: The use of 1SO 9001 as a quality management system standard has been widely used in companies,
including in the sharia bank sector. This research was conducted to analyze the effect of implementing a Quality
Management System (OMS) using ISO 9001 2015 on customer satisfaction in service at the sharia bank. Data
obtained from filling oul the questionnaire by a customer at a Sharia Bank in the city of Bandar Lampung. The data
obtained were processed by regression analysis using the SPSS program. The resulls showed that the
implementation of the Quality Management System based on 1SO 9001: 2015 in the bank had insignificant influence
or in other words weak effect. However, this research also shows that the Quality Management System based on
ISO 9001: 2015 significantly influences the quality of service at the bank
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I.  INTRODUCTION

Many companies, including Sharia Banks, in Indonesia have implemented a quality management system by
certifying 9001 to obtain I1SO 9001 certification [1]. ISO 9001 is a non-governmental organization 1o set standards
in achieving the expected quality goals so as to be able to answer the challenges of globalization [2]. The purpose of
implementing ISO 9001 in the banking is to provide the best service so that customers will feel satisfied.

Measuring customer satisfaction is a very important way to be able to provide better sharia bank services. This
method is considered more efficient and more effective because information is directly obtained from customers. So
that banking companies really need to realize the importance of customers for the company and strive to be able to
provide satisfaction to customers [3]. At present, there are still many weaknesses in providing services at the Sharia
Bank. Therefore, the application of Quality Management System needs to be done, one of them is with ISO 9001
2015. Research related to the implementation of ISO 9001: 2015 in the Quality Management System at the bank
needs to be carried out 16 see the extent of its effect on increasing customer satisfaction and service quality. Several
studies have been conducted with mixed results. The management system has provided customers' expectations
well [4]. A significant influence in the implementation of 1SO 9001 on service quality [S]. A less significant effect
in improving service quality [6]. Based on this, further research is needed to see how the Quality Management

System based on ISO 9001: 2015 can affect service quality and customer satisfaction at the bank.

1. LITERATURE REVIEW

Implementation of a Quality Management System (SMM) seeks to improve quality and customer satisfaction
both internally and extemally of an organization. One form of implementation of a world-famous quality
management system is 1ISO 9001. ISO 9001 standards have been implemented in various parts of the world. Many
companies in Indonesia have implemented a quality management system by carrying out 9001 certification. These
organizations try to apply all the requirements contained in the international quality management standards to
obtain ISO 9001 certification [7].
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Service quality is a highly expected excellence and control for the level of excellence to meet customer
expectations (Tjiptono, 2000). Increased customer demand for service quality requires management to have a
commitment to the development of the quality of service organizations by implementing international standards
such as the ISO 9001: 2015 Quality Management System. The indicator of service quality is tangible (for example)
Information service guidance boards are quite clear, empathy (for example) service officers respond to complaints
of retired Civil Servants as well as being friendly and polite, Responsiveness (responsiveness) for example Officers
are always ready to provide assistance to retired Civil Servants (PNS), reliability (reliability), and Assurance
(guarantee) [17]

The Quality Management System enables companies to improve knowledge management and reduce process
implementation time, it will be possible for companies to be more productive, improve customer service, failure
rates in the development of activities are minimized and reduce waiting times in the process (De-la-Hoz-Hernandez,
Troncoso- Palacio, & De-la-Hoz-Franco, 2019). Kurniawan & Triyono (2015) conducted a study of students'
perceptions of service quality afier applying the ISO 9001: 2008 quality management system at SMK Negeri 2
Klaten. The results of his research show that (1) most students feel quite satisfied with the quality of school
administration services; (2) most students feel quite satisfied with the quality of teacher learning; and (3) most
students feel sufficient satisfied with the quality of service

Sugiyono, Nuryanto, & Mulyatiningsih (2011), the results of his research showed the average score of academic
service quality in the PTBB majors was in accordance with expectations (3.12) while PTM was in the moderate
category (2.97). The results of the measurement of the lowest service quality indicators are in the process of
providing academic administrative services in PTBB (3.02) and PTM (2.83). The quality of PTBB graduates seen
from the GPA increased by 0.02 and the period of S1 study fluctuated 5.16, whereas in PTM IP 1t was not yet stable
but the period of study tended to get shorter. The results of the study concluded that the application of ISO 9001-
2000 has been able to discipline the administration of academic services but has not guaranteed to produce quality

academic services to support the achievement of high GPA and shorter study beriodi;*

Rafiq (2015) in his research it was found that the implementation of the ISO 9001: 2008 Quality Management
System significantly influenced the Academic Service Quality. The results of this study show a positive trend.
These results provide empirical evidence that institutions implementing ISO 9001: 2008 have implications for

improving service quality and customer satisfaction. The Relationship of ISO 9001: 2015 QMS and Quality of

Service namely I1SO 90C1: 2015 QMS has a positive effect on Service Quality, the better the implementation of 1SO

9001: 2015 the higher the Quality of Service and vice versa the worse the implementation of quality management

systems, the more lace the Quality of Service. Varsanis et al. (2019) conducted a study aimed at analyzing the

relationship of service quality and customer satisfaction. The study focused on a sample of luxury hotel guests. This

is because the quality of service provision is on¢ of the most important things in the business so that it can

strengthen its existence in a very competitive business environment. Overall, it was found that problem solving was

immediate and effective, service was fast and error-free or eliminated, reliable information, the presence of staff
with product knowledge, interpersonal skills, professionalism, skills,

consistency in the company's efforts to continuously improving the qu

high sense of responsibility, awareness, and

ality of services provided is satisfying the

customer.

The Relationship between Service Quality and Participant Satisfaction (Customers) The key to providing better

service quality is to meet or exceed the quality of service expectations of the target customer. Quality has a close

relationship with customer satisfaction, Quality of Service provides an encouragement to customers to establish
strong bonds with customers. If the services received by bank customers are in accordance with the expected
quality, then the services at the bank are considered to be good and satisfying. If the bank services received by
customers exceed their expectations, the quality of service at the bank can be considered as ideal quality.
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