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RINGKASAN 

Pengaruh Tingkat Komunikasi Sasaran, Frekuensi Umpan Balik, Efektifitas Sistem 
lnsentifKualitas Terbadap Kualitas Internal Dan Eksternal Produk Serta Perubaban 
Kinerja Keuangan Perusahaan Manufaktur Pemegang SNI Produk Di Jawa Timur 

Studi ini bertujuan untuk membuktikan dan menganaJisis pengaruh tingkat 
komunika.si sasaran., frekuensi umpan balik, efektifitas sistem insentif knalitas 
terbadap kualitas internal dan eksternal prodok serta perubaban kinerja keuangan 
perusahaan manufaktur pemegang SNI produk di Jawa Timur. 

Studi ini tennasuk dalam penelitian jenis survei yang diguuakan untuk 
maksud penjelasan atau konfinnatori, atau disebut juga penelitian pengujian hipotesis 
yang dimaksudk:an untuk menjelaskan pengaruh antar variabel atau hubungan kausal 
antar variabel-variabel melalw pengujian hipotesis. Popu1asi penelitian ini adalab 
seluruh pernsahaan manufaktur yang mernililci SNJ produk di Jawa Timur, yang 
beJjumJah 205 perusahaan manufaktur. Informasi atau data teotang tingkat 
komunikasi sasaran kualitas, frekuensi umpan balilc kualitas, efektifitas sistem 
inseotif kualitas, kualitas internal produk, kualitas eksternal produk dan perubahan 
kioetja keuangan perusahaan manufaktur tersebut diperoleh berdasarlam tmggapan 
dari manajer lcualitas atau manajer pabrik, yang selanjutnya disebut respooden 
penelitian atau sebagai sumber data primer. Studi ini mengguna.k:an metode sensus 
atau complete enumeration sehingga tebnik pengambilan sampel didalam studi ini 
juga tidak diperlukan. Tingkat komunikasi sasaran kualitas d.iukur dengan 
menggunakan instrumen yang dikembangkan oleh Sim and Killough (1998) dan 
Daniel and Reitsperger (1992). Frekuensi umpan batik kua1itas diukur dengan 
menggunakan instrumeo yang dikembangkan oleh Daniel and Reitsperger (1992) dan 
Sim and Killough (1998). Efektifitas sistem insentif kualitas diukur dengao 
menggunakan instrumen yang dikembangkan oleb Ittner and Larcker (1995) dan 
Spreitzer and Misbra (1999). Kualitas internal produk diukur dengan menggunakan 
iostrumen yang dikembangkan oleh Ahire (1996) dan Maiga and Jacobs (2005). 
Kualitas ekstemal produk diukur dengan menggunakan instrumen yang 
dikembangkao oleb Ahire and Dreyfus (2000) dan Sim and Killough (1 998). 
Perubaban kinerja keuangan diukur dengan menggunakao instrumen yang 
dikembangkan oleh Cbenhall ( 1991) dan Swamidass and Newell ( 1987). Teknik 
analisis yang diguoakan untuk meoganalisis data peoelitian adalah Model Persamaan 
Struktural (Structural Equation Modeling) . 

Hasil studi menunjukkan bahwa tingkat komunikasi sasaran kualitas 
berpeogaruh Jangsung, positif, dan signifikan terbadap kualitas internal produk. 
Secara teoritis temuan ini mengandung makoa bahwa tingkat komunikasi sasarao 
kualitas merupakan aoteceden fundamental yang berperao penting dalam 
menciptakan kualitas internal produk. Semakin tinggi tingkat komunikasi. sasaran 
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k-ualitas semakin tinggi pula kualitas internal produk yang dimiliki oJeh perusahaan 
manufaktur tersebut. HasiJ studi menunjukkan bahwa frekuensi umpan balik kualitas 
berpengaruh langsung. positif, dan signittkan terhadap kuaJitas internal produk. 
Secara teoritis temuan ini mengandung makna bahwa frekuensi umpan balik kualitas 
merupakan anteceden fundamental yang berperan penting d.alam menciptakan 
k.ualitas internal prodok. Semak.in tinggi frekuensi umpan batik kualitas semakin 
tinggi pula lrualitas internal produk yang dimiliki oleh perusahaan manumk:tur 
tersebut Hasil studi menunjukkan bahwa efektifitas sistem insentif kualitas 
berpengaruh langsung, positif, dan signiflkan terhadap kualitas internal produk. 
Secara teoritis temuan ini mengandung makna bahwa efektifitas sistem insentif 
kua1itas meropakan anteceden fundamentaJ yang berperan penting dalam 
menciptakan knalitas internal produk. Semakin tinggi efektifitas sistem insentif 
lmalitas semakin tinggi pula kualitas internal produk yang dimiliki oleh perusabaan 
manufaktur tersebut. Kualitas internal produk berpengaruh langsung, positif, 
signifikan terhadap kualitas ekstemal produk. Secara teoritis temuan ini mengandtmg 
makna bahwa Jrualitas internal produk merupakan instrumen penting yang berperan 
untuk meningkatkan kualitas ekternal produk. Semakin tinggi kualitas internal produk: 
maka kualitas ekstema] produk semakin meningkat. Kualitas internaJ produk: 
berpengarub Jangsung, positif, signiftkan terbadap perubahan kineJja keuangan. 
Secara teoritis temuan ini meogandung makna bahwa kualitas internaJ produk 
merupakan instrumen penting yang berperan untuk meningkatkan perubahan kinerja 
keuangan. Semak:in tinggi kualitas internal produk maka perubahan kinerja keuangan 
semakin meningkat. Kualitas ekstemal produk berpengaruh langsung. positif, 
signifikan temadap perubahan kinerja keuangan. Secara teoritis temuan ini 
mengandung makna bahwa kualitas ekstemal produk merupakan instrumen peoting 
yang berperan untuk meningkatkan perubahan kineija keuangan. Semakin tinggi 
kuaJitas ekstemal produk maka perubahan kinerja keuangan semakin meningkat. 
Tenlapat pengaruh tidak langsung, positif dan signifikan tingkat komunikasi sasaran, 
frekuensi umpan batik, efektifitas sistem insentif kualitas dengan perobahan kinerja 
keuangan perusabaan manufaktur pemegang SNI produk di Jawa Timur. Pengaruh 
tidak langsung antara tingkat komunikasi sasaran, frekuensi umpan batik., efektifitas 
sistem insentif kualitas terhadap perubahan kinerja keuangan perusahaan manuf.dktur 
ini muncul melalui kualitas internal dan kualitas ekstemal produk, pengarub yang 
positif dan signiftkan aotara tingkat komunikasi sasaran, frekuensi umpan balik, 
efektifitas sistem insentif kualitas dengan perubahan kinerja keuangan akan muncu1. 
Secara teoritis temuan ini meogandung makna bahwa hubungan kausal antara tingkat 
komunikasi sasaran, frekuensi umpan batik, efektifitas sis tern insentif kualitas dengan 
perobahan kinerja keuangan bersifut kompleks, dan masih terbuka peluang untuk 
dilak:ukan penelitian lebih lanjut. 

Berdasarkan temuan penting studi ini, maka untuk meningkatkan kinerjanya, 
disarankao kepada perusahaan manufaktur untuk meningkatkan komunikasi sasaran 
kualitas, sering melakukan umpan balik kualitas, efektifitas sistem insentif kualitas 
agar dapat meningkatkan kualitas intemaloya yang akan meningkatkan kua1itas 
ekstemal produk perusahaan serta pada akhirnya akan meoingkatkan kinerja 
keoangannya. 
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SUMMARY 

The Effect of Communication Level of Objectives, the Frequency of Feedback, 
tbe .Effectiveoess of Incentive System of the Quality on Product Internal and 

ExternaJ QuaJity and Change of Financial Performance of the Manufacturing 
Companies Hold SNI Product in East Java 

This study is aimed to prove and analyze the effect of the communication 
level of objectives, the frequency of feedback, the effectiveness of incentive system 
of the quality on product internal and external quality and change of financial 
performance of manufacturing companies hold SNI product in East Java. 

This study is classified into an explanatory or confirmatory survey or 
hypothetic testing survey intended to explain the inter-variables effect or the inter­
variables causal relationship through the hypothetic testing. As population are 205 
manufacturing companies hold SNI product in East Java. 

The information or data of the communication level of objective, the 
frequency of feedback, the effectiveness of incentive system of the quality on product 
internal and external quality and change of financial performance of the above 
mentioned manufacturing companies were acquired through views, responds, 
perceptions or evaluation came from factory manager or quality manager of those 
companies concerned, which, later, in this research termed as research respondent or 
the primary data source. Furthermore, this research used census or complete 
ennmeration method or, in other words, did not utilize any sample so that need no any 
sampling techniques. 

The communication level of objectives of the quality was measured through 
communiting cost of scrap, rework, defect using instruments that were developed by 
Sim and Killough (1998) and Daniel and Reitsperger (1992). The frequency of 
feedback of the quality was measured through scrap evaluation, rework evaluation, 
defect evaluation, scrap analyze, rework analyze, defect analyze, and distributing 
information of scrap, rework, defect using instruments that were developed by 
Daniel and Reitsperger (1992). The Effectiveness of incentive system of the quality 
was measured through individual reward for target, individual reward for continuous 
improvement, group reward for target, group reward for continuous improvement, 
individual recognition for target, individual recognition for continuous improvement, 
group recognition for target, group recognition for continuous improvement using 
instnonents that were developed by Ittner and Larcker (1995) and Spreitzer and 
Mishra (1999). Product internal quality was measured through level of scrap, level of 
rework, ]eve] of defect, level of product reliability using instruments that were 
developed by Ahire (1996) and Maiga and Jacobs (2005). Product external quality 
was measured through term of guarantee claim, legal claim, customer complaint 
using instruments that were developed by Ahire and Dreyfus (2000) and Sim and 
Killough (1998). Change of financial performance was measured through term of 
sales growth, profitability, return on asset using instruments that are developed by 
Chenhall (1997) and Swamidass and Newell (1987). Likert scale was used to acquire 
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the result of the six measurements. The structural equation modeling method was 
used to analyze the all of research data. 

The results of this study show that communication level of objectives of the 
quality effects the product internal quaJity directly, positively, and sjgnificantly. 
Theoritically, this finding implies that the communication level of objectives of the 
quality is a fundamental antecedent that has significant function in improving product 
internal quality. Tbe higher communication level of objectives of the quality means 
the higher product internal quality. The frequency of feedback of the quality effects 
the product internal quality directly, positively, and significantly. Theoritically, this 
fmding implies that the frequency of feedback of the quaJjty is a fundamental 
antecedent that has significant role in improving product internal quality. The higher 
frequency of feedback means the higher product internal quality. The effectiveness of 
incentives of the quality effects the product internal quality directly, positively, and 
significantly. Theoritically, this finding implies that the effectiveness of incentives of 
the quality is a fundamental antecedent that has critical function in improving product 
internal quality. The higher effectiveness of incentives of the quality means the higher 
product internal quality. Product internal quality effects the product external quality 
directly, positively, and significantly. Theoritically, this fmding implies that product 
internal quality is an important instrument in improving product external quality. The 
higher product internal quality means the higher product external quality. Product 
internal quality effects change of financial performance directly, positively, and 
significantly. Theoritically, this finding implies that product internal quality is an 
important instrument in improving change of financial performance. The higher 
product internal quality means the higher change of financial performance. Product 
external quality effects change of financial performance directly, positively, and 
significantly. Theoritically, this fmd.ing implies that product external quality is an 
important instrument in improving change of fmancial performance. The higher 
product external quality means the higher change of fmancial performance. There is 
an indirect but positive and significant effect of communication level of objectives, 
frequency of feedback, the effectiveness of incentive system of the quality towards 
the change of financial performance of the manufacturing companies in East Java. 
The indirect effect between communication level of objectives, frequency of 
feedback, the effectiveness of incentive system of the quaJity on change of financial 
performance arisen through product internal and external quaJity. Theoritically, this 
finding implies that the causal relationship between communication )eve) of 
objectives, frequency of feedback, the effectiveness of incentive system of the quality 
on change of financial performance is complex and still open to any further 
researches. 

Based on the important findings, in conclusion, to improve the change of 
financial performance, it is suggested that manufacturing companies should improve 
communication level of objectives, frequency of feedback, the effectiveness of 
incentive system of the quality in order to increase internal quaJity and hereinafter can 
promote extemaJ quality of the companies products and, at last, can improve their 
change of financial performance. 
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ABSTRACT 

The Effect of Communication Level of Objectives, Frequency of Feedback, tbe 
Effectiveness of Incentive System of the Quality on Product Internal and 

External Quality and Change of fmanciaJ performance of the Manufacturing 
Companies Hold SNI Product in East Java 

The objective of this research is to test the effect of communication level of 
objectives, frequency of feedback, the effectiveness of incentive system of the quality 
on product internal and external quality and change of financial perfonnance of 
manufactwing companies hold SNI product in East Java. 

This study is a confirmatory carries out by testing several hypotheses in order 
to figure out the causal relationship of all the above variables. As population are 205 
manofactoring companies in East Java. All of them hold SNI product. This study 
employed complete enumeration or census method~ hence, sample and sampling 
technique were not required. The technical analysis applied to test the research 
hypothesis was Structural Equation Modeling (SEM) with support of Amos 5 
programme. 

The results of this research show that there are positive and significant 
relationship beetwen communication level of objectives, frequency of feedback, the 
effectiveness of incentive system of the quality on product internal and external 
quality and change of financial performance. 

Benefit of this research can be used as scientific information regarding the 
variables of communication level of objectives, frequency of feedback, the 
effectiveness of incentive system of the quality on product internal and external 
quality and change of financial performance in East java. 

Keywords : communication level of objectives, frequency of feedback, the 
effectiveness of incentive of quality. product internal quality. product 
external quality, change of financial performance. 
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1.1 Latar Belakaog 

BABl 

PENDAHULUAN 

Persaingao usaha di masing-masing industri pada era globalisasi yang 

semakin tajam sekarang ini, memacu para pelaku bisnis memberikan perbatian 

penuh pada kualjtas_ Perbatian penuh pada lrualitas akan memberibn dampak 

pada dunia industri di dalam memenangkan kompetisi bisnis. Kualitas produk 

sebagai salah satu dari prioritas persaingan utama untuk mencapai keunggulan 

bersaing yang sustainable (Hill, 1997). Kegagalan kualitas produk beberapa 

perusahaan diakibatkan oleb ketidakmampuan sistem pengenda.lian manajemen 

mereka di dalam mempengaruhi para pekelja produksi untuk memfokuskan usaha 

mereka pada pencapaian sasarnn kualitas produk (Goold and Quinn, 1993; Young 

and Selto, 1991 ). Anthony and Govindarajan ( 1998) menyatakan bahwa sisk:m 

pengendalian manajemen bertujuan menciptakan goal congruence yang berarti 

terciptanya keselarasan antara kepentingan pnbadi (perceived self-interest) 

dengan kepentingan organisasi (interest of the organization). 

Dalam meningkatkan kualitas produk dan daya saing produk, maka 

pemsahaan-perusahaan manufak:tur di Indonesia pada umwnnya dan di Jawa 

Timor khususnya, mengutamakan penting untuk fokus pada kualitas. Fokus pada 

lrualitas dapat dipakai oleh perusahaan untuk memasuki pasar baik nasional, 

regional maupun intemasional serta memberi.kan perlindungan pada pelanggan 

Beberapa produk yang terkait dengan keamanan, kesehatan, keselamatan. serta 

kelestarian lingkungan dan akan diekspor maupun yang beredar di pasar da1am 

negeri perlu diawasi lrualitasnya melalui sertifikasi produk: penggunaan tanda SNI 

1 
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