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INTRODUCTION

Sanglah General Hospital Denpasar continues to 
develop health services to meet the standards of the 
Joint Commission International (JCI), in 2013 was 
JCI accredited. Triennial JCI Accreditation Survey 
in March 2016, the findings were obtained more 
than the implementation of accreditation in 2013. 
The findings show that the leadership of Sanglah 
General Hospital has made policies to underlie the 
application of JCI accreditation standards (trans-
formation of work culture). However, the imple-
mentation in the field is still not appropriate.

Most public services in health, especially 
hospitals in Indonesia, are still oriented to the 
organization and internal personal organization 
that causes patient dissatisfaction with the services 
provided.1 Employees who have high performance 
can support achieving goals and objectives set 
by an organization to improve employee perfor-
mance is the primary concern of the leadership.2 
Leadership style has a positive and significant effect 

on employee performance, and leadership style has 
a dominant influence on employee performance.3 
One effort to improve employee performance is 
with organizational commitment.4 The level of 
leadership effectiveness can encourage and develop 
an organizational commitment to individuals.4 The 
application of good and effective leadership makes 
the level of employee loyalty increase and positively 
impacts the organizational commitment of employ-
ees. Employees who are committed to their work 
will have high performance.5

Based on the results of previous studies related 
to transformational leadership, organizational 
commitment, TQM, and its relationship with 
employee performance, no one has conducted 
analytical research on the association of transfor-
mational leadership, organizational commitment, 
and TQM to employee performance, especially in a 
government hospital institution with public service 
agency which is trying to improve the quality of 
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their services towards a World Class Indonesian 
Hospital through JCI Accreditation. Therefore, 
researchers are interested in analyzing the associ-
ation between transformational leadership, organi-
zational commitment, and the application of TQM 
with employee performance at Sanglah Hospital, 
Denpasar.

METHODS

The quantitative research design used in this 
research is observational analytic by measuring 
using existing theories as a basis for empirical test-
ing. This research was conducted at the Sanglah 
Central General Hospital in Denpasar, starting with 
submitting an Ethical Clearance to the Research 
Ethics Commission of the Faculty of Medicine, 
Udayana University/Sanglah General Hospital 
Denpasar in October 2017, which is approved at 
December 5th, 2017. Data collection using a ques-
tionnaire was carried out on December 2nd, 2018, 
simultaneously on 31 installations at the Sanglah 
Central General Hospital Denpasar.

Those included as research subjects in this study 
must meet the following inclusion criteria: Sanglah 
Hospital Denpasar employees with a minimum 
education are a high school or equivalent, Sanglah 
Denpasar Hospital employees who have been 
exposed to the implementation of TQM through 
JCI Accreditation at Sanglah Hospital Denpasar, 
Sanglah Hospital Denpasar employees who been 
working for more than 1 year.

Samples that were not included as research 
subjects were as follows: Sanglah Hospital 
Denpasar employees with contract and honorarium 
employment status as well as who refused to sign 
the informed consent. A Proportional Random 
Sampling was used as a sampling technique to 
provide opportunities for all members of the popu-
lation to be sampled. The number of samples in this 
study was 87 samples. The type of data in this study 
is classified as primary data. These primary data are 
collected or derived from filling out questionnaires 
by respondents to obtain information about social 
characteristics, transformational leadership, orga-
nizational commitment, TQM implementation, 
and employee performance. The research instru-
ment used in the form of a structured question-
naire containing a list of questions to measure the 
independent variables and the dependent variable. 
The independent variable consists of several lists 
of positive and negative questions about transfor-
mational leadership variables (7 positive questions 
and 1 negative question), organizational commit-
ment variables (4 positive questions and 2 negative 
questions), and TQM implementation variables 
(19 positive questions and 1 negative question). The 

dependent variable contains questions related to 
employee performance (12 positive questions and 
4 negative questions). Data were analyzed by SPSS 
version 20 for Windows.

RESULTS

Most of the respondents were female (65.5%), 
followed by 36-45 years of age group (36.8%), bach-
elor’s degree (47.1%), and ≥ 5 years length of works 
(96.6%) (Table 1). Based on the main variables 
assessed in this study, most of the respondents were 

Table 1  �The baseline characteristics of 
respondents

Characteristics
Frequency 

(N=87)
Percentage 

(%)

Sex
Male 30 34.5
Female 57 65.5

Age (Years)
17-25 1 1.1
26-35 16 18.4
36-45 32 36.8
46-55 31 35.6
56-65 7 8.0

Education (Degree)
High School 16 18.4
Diploma 24 27.6
Bachelor 41 47.1
Master 6 6.9

Length of Works 
(Years)

< 5 3 3.4
≥ 5 84 96.6

Transformational 
Leadership

Good 59 67,8
Not Good 28 32,2

Organizational 
Commitment

High 48 55,2
Low 39 44,8

TQM Implementation
Good 66 75,9
Not Good 21 24,1

Employee 
Performance

Good 57 65,5
Not Good 30 34,5
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good in the transformational leadership (67.8%), 
high organizational commitment (55.2%), good 
TQM implementation (75.9%), and good employee 
performance (65.5%) (Table 1).

In multivariate analysis model using logistic 
regression test, the recent findings suggest that 
Organization Commitment was the most statis-
tically significant variable related to the employee 
performance (OR=54.962; 95%CI=4.922-613.673; 
p=0.001), compared with transformational 
leadership (OR=1.568; 95%CI=0.337-7.292; 
p=0.566) or TQM implementation (OR=0.196; 
95%CI=0.610-11.157; p=0.196) at Sanglah General 
Hospital, Bali, Indonesia (Table 2).

DISCUSSION

The results showed that the individual influence 
sub variable was more dominant compared to the 
others as much as 60.9% of respondents stated that 
the behavior of the leader is a role model at work, 
not only giving orders but giving examples and 
understanding work problems.

Leaders who pay attention to their subordi-
nates, share the risk of using power if necessary, 
and do not use it for personal gain will instill pride 
in their staff.6 Organizational commitment is an 
attitude that is reflected by Affective, Continuous, 
and Normative describes employee loyalty to the 
organization and a continuous process in which 
organizational members express their concern for 
the organization and its success and continuous 
progress.7

The results showed that the description of affec-
tive commitment based on employee emotional 
attachment, identification, and involvement in the 
organization is more prominent than Continuous 
Commitment and Normative Commitment.

TQM as an effort to manage the organization 
as a whole and continuously which consists of 
ten main elements, namely: Focus on customers, 
obsession with quality, scientific approach, long-
term commitment, teamwork, continuous system 
improvement, education and training, controlled 
freedom, and the involvement of employee 
empowerment.8

The results showed that customer focus and 
unity of purpose were well implemented. The 
services provided at the Sanglah General Hospital 
in Denpasar always strive to satisfy the needs of 
patient consumers. If there are findings related to 
problems in customer service at the Sanglah General 
Hospital in Denpasar, improvements will be made 
immediately, and the changes will be sustainable. 
Every organizational effort is directed at the same 
goal, and employees are given equal opportuni-
ties to improve the quality and implementation of 
employee duties in providing significant services 
for improving the quality of the hospital.9

Employee performance is the work achieved by 
an employee in carrying out his duties in accor-
dance with given responsibilities as measured 
through innovative behavior, taking the initiative, 
level of self-potential, time management, achieving 
work quantity and quality, self-ability to achieve 
goals, relationships with colleagues work and 
customers and knowledge of the company’s prod-
ucts.10 The results showed that the sub-variable of 
innovative behavior stood out compared to other 
sub-variables. The individual’s behavior to produce, 
introduce, and apply new things was well imple-
mented. Respondents stated that they had made 
innovations in work that brought changes in the 
work unit and thought that innovative behavior was 
needed in the work unit.

The results of the first hypothesis test in this 
study indicate that there is a significant relation-
ship between transformational leadership and 
employee performance. It increased transforma-
tional leadership that includes efforts to change 
towards improvement at Sanglah General Hospital, 
impacting employee performance. The results of 
this study, which explain that empirically transfor-
mational leadership has a positive and significant 
effect on employee performance, is in line with 
research conducted by previous studies.2,11,12

The independent variable of transformational 
leadership has a positive relationship with employee 
performance, which means that a leader is influ-
ential in transforming employee behavior into 
someone capable and highly motivated to increase 
work performance and quality, which ultimately 

Table 2  �The multivariate analysis of transformational leadership, organizational commitment, and the 
implementation of TQM with employee performance

Variables SE P Exp(B)

95% CI

Lower Upper

Transformational Leadership 0.784 0.566 1.568 0.337 7.292
Organization Commitment 1.231 0.001 54.962 4.922 613.673
TQM Implementation 0.741 0.196 0.196 0.610 11.157
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the goals of the organization can be achieved. A 
transformational leadership is a leader with a desire 
to prioritize the interests of the organization and 
the interests of his subordinates rather than his 
own so that he can inspire his subordinates and is 
able to motivate his subordinates to improve their 
work methods and innovate by finding new ways 
to maximize the implementation of their duties.13 
Transformational leadership specifically pay atten-
tion to and treat staffs and try to influence their 
staffs about the importance of values and beliefs, 
ideals, and values.13

The results of the second hypothesis test in this 
study indicate that there is an association between 
organizational commitment and employee perfor-
mance. The higher the organizational commitment 
at the Sanglah General Hospital has a real impact on 
improving employee performance. This result is in 
accordance with the results of research conducted 
by another study, which explains that organizational 
commitment, especially affective commitment, and 
normative commitment, is significant with the 
readiness to change in employees.14 Nurjanah et al., 
states that organizational commitment has a positive 
and significant effect on employee performance.11 
Organizational commitment is a relative strength 
of individual identification of their involvement in 
an organization.11,14 Organizational commitment 
shows an attitude that reflects employee loyalty to 
the organization and a continuous process in which 
organizational members express their concern for 
the organization and its success and continuous 
progress.14 Employees committed to their organi-
zation will be more able to survive as part of the 
organization than members who are not committed 
to the organization. Organizational commitment 
is an active relationship between individuals and 
organizations where individuals are willing to give 
something of themselves to help the success and 
success of the organization and present something 
outside of loyalty to an organization.14

Based on the results of the study using the 
chi-square statistical test, it was found that there 
was a significant relationship between the role 
of TQM and performance. TQM is an approach 
taken by Sanglah Hospital to improve the qual-
ity of its services, reduce operational costs, and 
increase productivity. Other evidence also suggests 
that organizations that pursue TQM best prac-
tice can achieve higher returns and cash flows as 
well as greater shareholder value.16 The results of 
this study are consistent with a previous study by 
Chairany N and Lestari PW which stated that TQM 
has a positive and significant effect on employee 
performance.16

Total Quality Management (TQM) plays a 
significant role in increasing its competitiveness.17 

Quality of service is also an essential element in 
addition to fast delivery (speed of delivery) for 
hospitals to compete (competition) in the global 
market that changes continuously.17 One form of 
best management practice in hospitals, in this case, 
TQM, is to emphasize the concept of achieving the 
overall quality within the organization.17 With the 
implementation of high TQM, the organization can 
achieve the predetermined work standards in terms 
of the quality and quantity of employee work to 
increase employee performance.

The results of the analysis show that the variable 
organizational commitment plays a significant role 
in the performance of employees at the Sanglah 
General Hospital. The employee performance 
elements consist of quantity, quality, coopera-
tion, innovation, and employee independence.18 
Subordinates feel trust, pride, loyalty, and respect for 
their superiors and the organization and are moti-
vated by transformational leadership that makes 
them do more than expected.18 Implementing 
good and effective leadership makes the level 
of employee loyalty increase and has a positive 
impact on employee organizational commitment. 
The management system that involves all elements 
and aspects of the company is the concept of Total 
Quality Management (TQM), which has the aim of 
continuously optimizing the organization’s capa-
bilities and resources and increasing the quality of 
the resulting production so that it can survive and 
be able to compete with other organizations. The 
success of implementing TQM is that the organi-
zation is able to give full attention to employees so 
that they believe in the organization.16-18 This can 
foster a commitment to remain part of the organi-
zation and motivate employees to produce a better 
performance to create a strong organizational 
commitment. Organizational commitment is the 
level of trust and acceptance of labor towards orga-
nizational goals and a desire to remain in the orga-
nization.15 Employees who are committed to their 
work will have high performance. Commitment is 
an integration of feelings of love and loyalty from 
employees to their work or company. High commit-
ment owned by employees will bind emotionally 
(affective), rational (normative), and have a long-
term career desire (continuous) so that these factors 
can improve employee performance optimally.19 
The analysis of the relationship between transfor-
mational leadership, organizational commitment, 
and TQM on employee performance at Sanglah 
General Hospital together shows that organi-
zational commitment plays a significant role in 
achieving good employees perform. This study uses 
a leadership instrument with four indicators, orga-
nizational commitment using three indicators, and 
the application of TQM as many as six indicators. 
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The variable data scale is nominal, so that accuracy 
is weak. This study did not analyze confounding 
variables, and questionnaires were distributed in a 
questionnaire. Researchers only describe the char-
acteristics of respondents without analyzing the 
relationship between employee performance and 
respondent characteristics.

CONCLUSION

Based on the results of research and discussion 
on the analysis of the association between trans-
formational leadership, organizational commit-
ment, and the application of TQM with employee 
performance at Sanglah General Hospital, it can 
be concluded that there is an association between 
transformational leadership and employee perfor-
mance, between organizational commitment and 
employee performance, between the implemen-
tation of TQM and the performance of employees 
and the dominant factor associated to employee 
performance is an organizational commitment at 
Sanglah Hospital, Denpasar.
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