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Abstract: The success of organization very determined by the model and process management are applied,
this is no exception on educational institutions, especially al the elementary school level has a central role
and is very strategic for the success of the next higher education level This study was used descriptive
gualitative approach with a focus on the research problem is: "Implications of Implementation of Inte-
grated Service Quality Management and Ouality Improvemeni of Teacher Certification in Education Ser-
vices at Primary School in the Cily of Serang, Banten Province,” The instrument used in this study is the
research using the guidelines of observation, interview, and documentation study guidelines, which aimed
at the source data taken i clusters such as, cluster I fo Primary Schools in the ceniral cily, cluster 11
Elementary School in the suburbs and cluster Il Elementary School outside of town/away from downtown
From the vesults of research and discussion, it can be stated that the implications of Total Quality Service
and Total Quality management in improving the qualify of services in primary school educaiion in the cily
of Serang Banten Province, the implicacaions is good. indicated by the increase of the quality of services
(achievement ) with an average of 77,25 in the year 2009 that in 2004 the mean is 70,26, meaning that with
the approach of Total Quality Management and Total Qualily Service and cetificalion of leachers can
improve learning achievement of elementary school students with an average of 6,99 digils absolute num-
bers or there is an increase 0,099 percent
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Pendidikan merupakan salah satu bentuk industri, yaitu
industr jasa (service), adapun jasa yang dapat diberi-
kan oleh institusi pendidikan atau institusi sekolah
maupun institusi pendidikan tinggi atau universitas,
yaitu dapat berupa; 1)jasa layanan akademik: berupa
layanan proses pendidikan (pembelajaran, bimbinagan
dan atau pelatihan), 2) jasa administrasi (JA). 3) Jasa
ekstrakurikuler (JEK), 4) Jasa kebijakan Umum
(JKU), serta bagi pendidikan tinggi termasuk, 5) jasa
penelitian (JP) dan 6) jasa pengabdian kepada
masyarakat (JPM).

lasa ( service ) merupakan suatu penomena
yang rumit (Complecated)... karena jasa mempunyai
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banyak arti dan ruang lingkup, mulai dari pengertian
yang paling sederhana, yaitu berupa pelayanan
(service) dari seseorang kepada orang lain. .., (Farida
Jasfar, 2005:2).

Menurut Kotler, (2003) "4 service can be
define as any activity or binifit that one party can
offer another that is essential intangible and that
does not result in the ownership anything. Il
production may or may not tied to a physical
product”. "Jasa adalah sesuatu yang tidak berwu-
jud... dengan tindakan yang ditawarkan oleh salah
satu pihak kepihak yang lain dan tidak menyebabkan
perpindahan kepemilikan apapun™,

Jasa adalah sebagai proses dari pada produk ...
melibatkan input (masukan) dan menstranformasi-
kannya menjadi output (keluaran/hasil), (Muhtosim
Arief, 2005:11).”
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