
THE INTERNATIONAL JOURNAL OF BUSINESS REVIEW (THE JOBS REVIEW), 1 (2), 2018, 123-130 

 

123 | The International Journal of Business Review (The Jobs Review) Vol.1 | No.2 | 2018   

Model of Higher Education Performance Based on Total Quality Human 

Resource Management (TQHRM) and Knowledge Strategy 

 
 

Kusnendi1, Askolani2, Annisa Ciptagustia3  
Program Studi Pendidikan Ekonomi, FPEB, Universitas Pendidikan Indonesia, Bandung, Indonesia1 

Program Studi Manajemen, FPEB, Universitas Pendidikan Indonesia, Bandung, Indonesia2  

Program Studi Manajemen, FPEB, Universitas Pendidikan Indonesia, Bandung, Indonesia3 

 

 

Abstract. Universities are organizations with inputs and outputs in the form of human resources so that in 

achieving quality graduates required quality input. By improving the quality of lecturers and educational staff 

is a quick way to improve the quality of graduates. In addition, in the process of transformation, organizational 

support is needed through an organization-focused culture of knowledge. In this case, colleges are trying to 

optimize what they have to determine the right strategy. Based on our previous research results the commitment 

of human resources is the factor that most influence the performance of universities. One way that is used is to 

associate the concept of quality with human resource management as a system of human resource improvement, 

which is with total quality human resource management (TQHRM). This study aim to develop a performance 

model of higher education organizations based on TQHRM and Knowledge Strategy. This research use survey 

method. This research is done at the Universitas Pendidikan Indonesia (UPI) with the subject of research is all 

academic units consisting of graduates study program which amounts to 71 departments. Because this research 

develops a model which is more formative then more suitable to use Partial Least Square (SEM-PLS). The 

result finding in Universitas Pendidikan Indonesia, TQHRM and Knowledge Strategy does not affect the 

performance of the organization. In using the indicators of organizational performance using balance scorecard 

in higher education is required assumptions include (1) the clarity and alignment of key performance indicators 

and performance appraisal university courses, (2) high organizational commitment of his teachers. 
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INTRODUCTION  
Currently there are factors driving changes in the concept of competition university, including: 

(1) the effects of globalization, which makes the whole university in the world is a competitor, (2) 

the output of education is directed to human resources globally competitive, (3) development of the 

internet make it to monopolize the production of knowledge but towards environmental cooperative 

with a focus on the client. There has been a reform in educational policy, as the educational market 

has become liberalized and forced into examining reviews their operations from a decidedly 

business-like perspective. (Stewart, AC & Carpenter-Hubin, J. (2001) 

The debate is Higher education is a public sector organization that provide educational services 

with an orientation to improve the quality of graduates. To Determining quality depend on the 

perspective it takes. Differences of view will determine the qualified graduates will result in 

Determining factors. The implication is the difference of indicators in assessing the performance of 

higher education. Required research on the performance of higher education in the perspective of the 

company as an evaluation of the college vision and mission applications to Achieve qualified 

graduates. With the purpose of finding a critical point will be an obstacle to improving the 
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performance of the organization from all perspectives both financial and non-financial. It is called 

Balance scorecard. (Indrajit and Djokoprananto (2006) Reviews These dimensions are crucial to 

provide an effective framework for performance management (Archer, 2007; Carr, 2005; Jones, 2 

004; Lee, 2006; Syfert et al., 1998). The conceptualization of the BSC was done with an underlying 

goal of linking business activities with the strategy, all directed towards achieving the which the 

ultimate end result is organizational performance (Dkhili and Noubbigh, 2013).  

Organizations in analogy as living things that change, conflict, interaction with the environment 

and disruption whose members are independent people consciously coordinated by the same needs 

and accommodated by the management. The result is affected by the changes, both internal and 

external conditions. A healthy organization that is able to survive, it comes from the ability of its 

members or the people in it who are able to use and develop the potential to cope with these changes. 

So that the health of the organization can be observed through the behavior of its members or human 

relations. But it would be hit by the perception of the individual, it is necessary to use a clear measure 

of the health of the organization one of them with the organization's performance. (Mas'ud, 2004).  

Organizational performance is the outcome or result of the performance of the individual in it 

with the support of management. In order to achieve organizational performance and to minimize the 

impact of disruption required quality standards are clear and equal to or adopt the concept of total 

quality. The concept of total quality is a must for the whole organization is no exception university. 

Total quality is very important because as the same quality standards in order to output or results 

according to plan and will minimize errors. This concept is known as total quality management 

(TQM). Based on the results of Chepkech (2014), TQM practices include top management 

commitment, employee involvement, and focus on the consumer. The results indicate that 

implementation TQM positive and significant effect on the performance of the organization of 

educational institutions in Kenya. Where the greatest influence given by the sub-variables of 

employee involvement. In addition TQM positive and significant impact on the performance of the 

organization of educational institutions in Iraq. TQM indicator used is the commitment of leadership, 

strategic planning, improved sustainability, customer focus, focus on the process, employee 

involvement, training and learning, reward and management by fact. While the performance of 

universities use the academic sector and non-academics. (Zwain, 2012)  

With TQM, organizations get quality products that have met the organization scenario. Because 

of the university's main business is the necessary human knowledge and total quality concept will 

focus on human performance and manage knowledge. One of them is the concept of TQM approach 

and HRM or referred to as total quality human resource management (TQHRM).  

Higher education is an organization that uses knowledge in all aspects of the system work that is 

of input, process and output as well. So how to accumulate knowledge of the individual in order to 

accumulate into organizational knowledge. Hence the need for a knowledge management strategy 

for the university as a high chance of the transformation process of individual knowledge and ability 

of the individual to be a system of individual and organizational development is formal. 

(Ramanigopal, 2012) Similarly, the research Kasten (2007) that required the support of the 

management in the form of stimulus working environment, procedure or strategic policy to create an 

innovative climate either by applying knowledge strategy. Knowledge strategy not only manage 

individual knowledge but how to become a knowledge organization as a source of innovation. This 

is what makes the organization more adaptive to change and the ability of innovation that will affect 

the performance of the organization.  

The assumption that the organization as a system of social interaction that consists of 

transformational and transactional processes. Transactional processes is a change in the daily 
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behavior of its members that affect the performance of individuals in the form of policies and 

procedures, management practices, climate unit, motivation while the transformational process is 

behavioral change significantly which can alter the performance of the organization include 

leadership, vision and strategy, and organizational culture. TQHRM is transactional and 

transformational processes at once when applying the development and improvement of employee 

engagement strategy while knowledge is a transformational process. TQHRM then is how to prepare 

qualified human resources while Knowledge Strategy create an organizational culture that supports 

innovation of human resources. Whole will produce outcomes or outputs in the achievement of 

organizational performance.  

The purpose of this study is to describe and to analyze the influence of TQHRM and knowledge 

strategy toward organizational performance in higher education. 
TQHRM is The full potential of employee empowerment is realized in the empowered 

organization, when employees: align their goals with appropriate higher organization purpose; have 

the authority and opportunity to maximize their contribution; are capable of taking appropriate 

action; are committed to the organization’s purpose; and have the means to achieve it. (Juran, 1999). 

From these explanations that TQHRM is one approach of human resource management that involve 

the concept of quality management that emphasizes human resource quality improvement process 

through the empowerment process with employee satisfaction output. (Jain and Gupta, 2012). 

TQHRM has two main activities: (1) Employee management system whose activities are 

proactive and focus on development to improve employee motivation, which consisted of three 

programs including: the annual, six-month process, and the process of development. (2) Empowered 

management long-term system, starting from the evaluation of the activities in the organization and 

eliminate ineffective. The steps are (a) Alignment is that employees must be aligned with the mission 

and goals of the organization where employees need to know organizations characteristic, both from 

the needs and desires of customers and stakeholders, know-agreed and prepare the business to 

contribute in achieving organizational goals. (b) Authority is every employee a chance and have the 

authority to maximize the contribution that transparency and fairness in formulating personal 

authority-responsibility-and a consistent ability, in addition to the organizations providing support in 

the necessary facilities. (c) Capability is the skills and abilities of the employees is very important 

for a foundation in acting. Apart from the motivation of individual employees of the organization 

call for support through a series of capacity building training activities of employees in other. (d) 

Commitment from within the individual to succeed so that the initiative to develop the personal 

capabilities and given awards and recognition system of the organization. In this study using 

indicators of Jain and Gupta (2012), namely Empowered management system consisting of (1) 

Alignment, (2) Authority, (3) Capability, (4) Commitment.  

Based on a report from the US General Accounting Office (GAO) (1991) that the implementation 

TQHRM will optimize organizational performance by improving the quality, employee participation, 

cooperation, labor relations, customer satisfaction, employee satisfaction, productivity, 

communication, profitability and market share. To achieve optimal performance of the organization 

required a high commitment of management and employees before working on the performance of 

other resources.1  

Referring to the theory and the result of previous studies, the first hypothesis proposed TQHRM 

influence toward organizational performance. 

H1: TQHRM effect on organizational performance 

  

                                                           
1 www.mechastrolines.blogspot.co.id 
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Knowledge Strategies is a general resource of the human condition and closely linked to the 

learning process to making a decision. Eric Cheng (2012). Indicators of knowledge strategy in this 

study consisted of three indicators, namely: (1) Knowledge Retrieval refers to the gathering of 

information and knowledge for planning, decision making and problem solving. It involves the 

process of capturing the existing knowledge through formal representations and acquire the 

necessary knowledge and information. (2) Knowledge utilization is activities implementing or use 

the knowledge to make a strategic decision, the act of taking information and modify behavior. (3) 

Knowledge Sharing is the sharing of knowledge, experience and knowledge distribution process. 

Higher education is an organization that uses knowledge in all aspects of the system work that is 

of input, process and output as well. So how to accumulate knowledge of the individual in order to 

accumulate into organizational knowledge. Hence the need for a knowledge management strategy 

for the university as a high chance of the transformation process of individual knowledge and ability 

of the individual to be a system of individual and organizational development is formal. 

(Ramanigopal, 2012) Knowledge Strategy is a stimulus working environment, procedure or strategic 

policy to create an innovative climate and how to become a knowledge organization as a source of 

innovation. This is what makes the organization more adaptive to change and the ability of innovation 

that will affect the performance of the organization. (Kasten, 2007; Zack, 1999) 

According to the basic theory is explained and the result of previous studies, it can be Formulated 

the second hypothesis as follows:  

H2: Knowledge Strategy affect the improvement of organizational performance 

University organization is public sector organization which is not focus on profit but to focus on 

providing services or products to serve the community and make a profit (surplus) - quasi non-profit. 

(Indrajit Djokoprananto, 2006) Since the main business is education so that the performance 

organsiasi seen improved quality of their education. Therefore the approach Balanced Scorecard can 

be an alternative assessment that accommodates the university organizational performance indicators 

of the financial and non-financial. The indicators are: (1) The customer perspective consisting of 

accreditation, (2) Perspective finance, namely in terms of the absorption of the budget of each 

program of study, (3) internal perspective consists of digits Efficiency Education (AEE), (4) 

Perspective growth seen from the number of professors and associate professor. 

 

RESEARCH METHOD 
Unit of analysis is the study program D3 and S1 at the University of Indonesia, which amounts 

to 71 study programs. The sampling technique is saturated with the sample data source that is a 

lecturer. This type of research is explanative research with quantitative approach so that the method 

used is survey method. Analysis tool used is descriptive statistics to determine the position of each 

of the variables and to predict the relationship between the study variables using Structural Equation 

Model - Partial Least Square (PLS-SEM). Because the study was to develop a model which is more 

formative it is more appropriate to use the Partial Least Square (PLS-SEM). 

RESULTS AND DISCUSSION 
Based on the results of the processing of descriptive statistics of the study variables obtained 

summary as follows: 

Table 1 Descriptive Statictics 
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Variable 
Min Max Range  s  m 

Interval 

Score 
Categorized f % 

TQHRM 

1 5 4 15 66 

22 < X < 51 Not Good 0 0 

51 ≤ X < 110 Average 70 99 

110 ≤ X Good 1 1 

Knowledge 

Strategy 
1 5 4 6 27 

9 < X < 21 Not Good 0 0 

21 ≤ X < 33 Enough 3 4 

33 ≤ X Good 68 96 

Organizational 

Performance 
1 5 4 2.5 60 X < 13 Not Good 17 24 

     13 < X ≤ 17 Enough 28 39 

     X > 17 Good 26 37 

 TOTAL 71 100 
 

 

Table 1 obtained information that the 95% confidence level, variable TQHRM in Indonesian 

Education University (UPI) in enough categories, application of category strategy is good knowledge 

and variable performance of the organization in the category enough. Judging from the distribution, 

showing 99% or 70 courses in its TQHRM UPI level in the category enough. A total of 1% or 1 

course of his TQHRM good level. Application of knowledge strategy in 28 courses or 39% category 

of pretty, 26 courses or 37% implementation has been good and 17 courses or 24% is not optimal in 

its application. Meanwhile, looking at the total score of each indicator variable research is described 

Table 2. 

Table 2. Score Total Indicators  

Variabel Indicators Score (%) 

TQHRM Alingment 2503 38% 

Authority 1469 22% 

Capability 1493 22% 

Commitment 1223 18% 

Variabel Indicators Score (%) 

Knowledge Strategy Knowledge Utilization 2503 38% 

Knowledge Sharing 1469 22% 

Knowledge Retrieval 1493 22% 

Organizational Performance Customer Perspective 313 29% 

Internal Perspective 258 24% 

Financial Perspective 294 28% 

Growth Perspective 199 19% 
 

Table 2 get indicator lowest variable TQHRM is the commitment and the highest score is 

alignment. It is indicated that the lack of commitment of human resources, in accordance with the 

results of previous studies that the level of commitment of human resources is still low at UPI. 
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(Askolani, Annisa, Tresna; 2016) From the observations, there is a trigger factor that employment 

status as a civil servant is situational factors, which do not require optimum performance for 

performance appraisal results are not proportional to income and career paths are organizational 

factors consequently affects the working attitude civil servant whose work is not based on a target. 

Yet it is the harmony which is already aware of the need for stakeholders (students and the world of 

work) and try to achieve the goals set into initial capital for universities to achieve optimal 

performance with a record of making commitments organizational of lecturer improvement strategy. 

In the variable knowledge lowest indicators that the activity strategy of knowledge sharing and 

knowledge retrieval. While activity was considered optimal utilization of knowledge. But overall 

there is no dominant indicator. According to the results of observation, not yet formalized scientific 

discussion activities among lecturer and so hard to make the process of knowledge creation. 

Of variable performance of the organization, the customer perspective into the highest indicator 

through the accreditation assessment indicate that public confidence in the quality of UPI has been 

adequately recognized. Financial perspective as seen from the achievement of budget absorption was 

already in fairly good condition. Judging from the internal perspective of education efficiency figures 

imply accountability criteria and the amount of funds to be obtained. Because AEE as an indication 

of the success of the educational process. However, the growth perspective seen from the number of 

professors and Lector head is still low. This phenomenon is a challenge throughout Indonesia that 

the number of professors still less when compared to other Asian countries.  

From the results of outer model (Fig.), TQHRM as latent variable 1, Knowledge Strategy as 

Latent Variable 2 and Organizational Performance as a latent variable 3. The results show that the 

model is not significant. Then in UPI, TQHRM and Knowledge Strategy does not affect the 

performance of the organization. 

Basically to use the indicator of organizational performance with a balanced scorecard should 

be able to define key performance indicators that cooperation between universities and study 

programs. But in fact, the study programs have not obvious performance indicators and targets that 

are in line with the university strategic goals. (Sudirman, 2012) (Al Hosaini, Sofian, 2015) In 

addition, the university need to encounter obstacles that generally come from the employee. Such 

barriers include resistance to change, lack of commitment, or the fear of accountability pressures. 

From this research, it was found that the level of commitment of its employees is still low so that it 

can be used as a justification that TQHRM UPI has not been able to improve organizational 

performance. 
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Fig.1. Calcuate PLS Algorithm (Outer Model) 

 

 

CONCLUSION 

 
In this study, we found in Universitas Pendidikan Indonesia, TQHRM and Knowledge Strategy 

does not affect the performance of the organization. And TQHRM variable in the UPI in enough 

categories, application of category strategy is good knowledge and variable performance of the 

organization in the category enough.  

Organizational performance at UPI focused on the customer perspective rather than on an 

internal perspective or growth that is visible from the variable TQHRM for indicators of commitment 

HR trend lower, but already the harmony which is already aware of the need for stakeholders 

(students and the world of work) and try to achieve the goals set. Not yet a culture of knowledge, 

especially in the process of creating and sharing knowledge. In addition to the implications for the 

activity in which the strategy has not yet formed knowledge creation and sharing of knowledge 

culture in the level of formal organizations exist. 

In using the indicators of organizational performance using balance scorecard in higher education 

is required assumptions include (1) the clarity and alignment of key performance indicators and 

performance appraisal university courses, (2) high organizational commitment of his teachers. 
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