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ABSTRACT

The implementation of product quality is important in the
success of operational activities in tenants fostered by the
information technology business incubator. This study aims to
analyze the implementation of product quality in the success of
operational activities in tenants fostered by the Maleo Techno
Center Information Technology Business Incubator. This study
was conducted on tenants fostered by the Maleo Techno
Center Information Technology Business Incubator by applying
a qualitative descriptive method through interviews by
assessing eight dimensions of quality according to David A.

Development. Eight

Dimensions Of Garvin Quality, Garvin. The results of this study indicate that the eight

dimensions of quality, namely the dimensions of performance,
features, reliability, suitability, durability, service capability,
aesthetics, perceived quality have been implemented
effectively, but the performance dimension is the most
dominant dimension and has a direct influence on operational
success. The implementation of product quality in the
incubation program not only helps tenant business
development, but also creates a sustainable impact.

This is an open access article
under the CC-BY-SA license

@O

INTRODUCTION

The general form of presenting data or analysis results can be narrative, which is the most
conventional way of presenting. The aim of this method is to be able to summarize or draw the
essence of a number of available data to be presented in narrative form so that it is easily
understood by data users (Safithri et al., 2023) . Data analysis is a systematic process of
searching and compiling data obtained through interviews, observation and documentation. This
step includes grouping data into categories, breaking it down into units, synthesizing, compiling
patterns, selecting important information, and drawing conclusions so that it is more easily
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understood by researchers and other people (Devi Nurfatimah et al., 2024) . The data that is
successfully obtained and collected during the research will be directly processed by the
researcher so that the results of the research can be known (Syamsuddin et al., 2024) . This
research was prepared by providing an explanation of the background to the research, literature
review, research methodology, results and discussion as well as conclusions (Muslimin et al.,
2021).

One of the challenges facing the economy in Indonesia is the increasing number of
unemployed. Currently, the open unemployment rate in Indonesia is still quite high, which is
around 7.07% (Virgiawan, 2024) . This is certainly not good news and must be a priority to find a
solution. With increasing unemployment in Indonesia and increasingly tight job competition, the
younger generation is expected to be more creative and innovative in finding work (Virgiawan,
2024).

The level of entrepreneurship in Indonesia is still quite low. Data from the Global
Entrepreneurship Index (GEl) released in 2019 shows that Indonesia only has 26% entrepreneurs
from various job sectors (Virgiawan, 2024) . A positive attitude towards entrepreneurship is very
important for people who want to become successful entrepreneurs, this positive attitude can
encourage them to actively seek opportunities to learn about entrepreneurship and be willing to
take risks (Afiat et al., 2023) . Holding training programs for skills and opening up new job
opportunities will be very important to reduce the unemployment rate (Suparman & Muzakir,
2023).

Integrating Information and Communication Technology also requires full support and
resources to implement new ways based on this technology and mobilize human and financial
resources to facilitate its implementation, as it has the potential to disrupt established habits
(Furgan et al., 2023) . The government can be directly involved in e-commerce related to
business transactions involving the government, so that it can have an impact on the business
atmosphere where business to business transactions occur. (Zahra et al., 2021) .

Micro, small, and medium enterprises are an important part of business in Indonesia,
which have a large capacity to support the national economy. Business incubators are one
solution to help the growth and development of micro, small, and medium enterprises (Sitorus
et al., 2023) . In a business incubator, tenants carry out incubation activities that aim to provide
support to tenants. This is done so that tenants can overcome the problems they face properly
(Hurriati et al., 2024) . The services offered by the company to customers while they are at the
location are considered to have very high quality standards (Prawira & Fachri, 2025) .

Evaluation of the overall performance of the incubator is very important because the
incubator has a significant role in the development of tenants' businesses, which ultimately has
an impact on the economic growth of a country. Evaluating the performance of the incubator is
important for improvement and enhancement of quality in the future. Good incubator quality
can increase the probability of success in fostering tenants (Puspita & Matsuani, 2022) .

Thus, this study aims to analyze how the implementation of product quality affects the
success of operational activities in tenants fostered by the Maleo Techno Center Information
Technology Business Incubator. The results of this study are expected to be a reference and also
a plan in the development of business incubator institutions.

LITERATURE REVIEW

Operational Management

Operational Management is a field in business that focuses on how goods and services are
produced, and ensuring that business operations run effectively and efficiently. An operations
manager is responsible for managing the processes that convert inputs such as materials, labor,
and energy into outputs in the form of goods and services (Azara, 2020) . The functions of
operational management include:
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a. Planning Function
In planning, operations managers establish objectives for the organization's operational
subsystems, and develop the programs, policies, and procedures necessary to achieve those
objectives. This step includes determining the role and focus of operations, including product
planning, infrastructure, and use of production resources.

b. Organizing Function
In the organizing function, the operations manager determines the organizational structure
within the operations subsystem so that the organization's goals can be achieved. In addition,
the operations manager also evaluates the resource needs needed to achieve the operations
goals and regulates the authority and responsibility needed in its implementation.

c. Movement Function
The driving function includes the role of operations management in leading, supervising and
motivating employees to carry out their duties.

d. Control Function
In this case, operations management plays a role in creating the standards and
communication networks needed to ensure that organizing and mobilizing are in accordance
with existing plans and to achieve goals.

There are several interrelated aspects in operational management, including: a) Structural
Aspects, which relate to the arrangement of components to build an operational management
system that interacts with each other. b) Functional Aspects, which relate to the management
and organization of all structural components and their interactions from planning,
implementation, control to improvement to achieve optimal performance. c) Environmental
Aspects, which in operational management concern the importance of paying attention to
developments and trends that are closely related to the environment (Azara, 2020) .

Business Incubator

A business incubator is an organization that provides facilities and assists in business
development, both in management and technology, for small and medium enterprises. The aim
is to improve and develop new business activities and products so that they can develop into
strong entrepreneurs and competitive products within a certain period of time (Wajdi et al.,
2020).

Support from incubators not only covers funding aspects (finding investors), but also
provides mentoring, infrastructure support, sustainability guarantees, and access to find
collaboration partners (Sucipto et al., 2023) .

Business incubators act as a bridge between innovative ideas and markets, accelerating
innovation, and helping entrepreneurs face challenges in an increasingly competitive
marketplace. Incubators offer coaching, training, and mentoring for aspiring entrepreneurs, as
well as developing innovative and productive start-up entrepreneurs. Services provided by
incubators include production, marketing, human resources, and management, financing, and
technology and design (Assistant Deputy for Information Technology Development and Business
Incubation, 2023).

Incubation

Based on the Decree of the Minister of Cooperatives and SMEs No.
81.3/Kep/M.KUKM/VIII/2002, it is explained that the incubation process is a form of coaching for
small and medium enterprises and the development of new products carried out by business
incubators in terms of providing business facilities and infrastructure, business development and
management and technology support. Business incubation is needed in the new global
economy, which is driven by rapid and significant changes in technology, telecommunications,
and digitalization as well as deregulation and globalization. These changes require adaptation
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from all parties ranging from the scale of the country, companies or organizations, to individuals
(Wajdi et al., 2020) .

The quality of the implementation of SME incubation must be routinely, periodically and
continuously improved. Therefore, a strategy to improve the implementation of SME incubation
needs to be implemented. This strategy is intended to overcome the problems faced by
incubators in implementing SME incubation. Some of the main aspects that must be considered
are pre-incubation activity socialization, tenant selection, training implementation, product
development, production process, product standardization, commercialization, access to capital,
legality and market expansion (Wajdi et al., 2020) .

The purpose of incubation, according to (Assistant Deputy for Information Technology
Development and Business Incubation, 2023) is to create new businesses, strengthen and
develop MSMEs, and optimize Human Resources and Science and Technology. The incubation
process is divided into three stages, namely pre-incubation, Incubation, and post-incubation.
With the various supports provided, incubation creates a supportive environment for young
entrepreneurs to achieve success.

Quality
Quality can be used as a reference in assessing a product, be it goods or services for
consumers. This is because quality is a key factor that influences consumer product choices.
Quality is a characteristic or characteristic of goods or services that can provide satisfaction to
consumers (Mubarak & Fauziyah, 2023) . Reliability, responsiveness, certainty, empathy, and
physical evidence are the main indicators that can determine service quality (History, 2025) .
David A. Garvin stated that the quality dimension consists of eight dimensions which were
also agreed upon by Nasution ( Mubarak & Fauziyah, 2023) , namely as follows:
1. Performance
It is the main characteristic of the core product.
2. Features (Special Features)
It is a complementary or additional characteristic.
3. Reliability
It is the level of possibility of failure of use.
4. Conformance (Conformity)
It is the level of product conformity to previously established specifications in accordance with
customer desires.
5. Durability (Durability)
It is the durability of the product when used.
6. Serviceability (Service Ability)
Covers speed, competence, comfort, and ease in maintenance and handling complaints
related to the product.
7. Aesthetics (Aesthetics)
This is related to the shape, taste and appeal of the product.
8. Perceived Quality (Perceived Quality)
This is related to the image and reputation of the product as well as the responsibility of the
Company.

METHODS

Research methods are steps or ways used scientifically by researchers to obtain relevant
data and information with the aim of answering questions or testing hypotheses in a study. The
method used in this study is descriptive qualitative with the aim of obtaining detailed and in-
depth data from informants.
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The types of data used in this study are sourced from secondary data and primary data.
Secondary data in this study were obtained from a literature review. While primary data were
obtained through interviews. This study was conducted at the Information Technology Business
Incubator (IBTI) Maleo Techno Center, located in Palu City, Central Sulawesi Province.

This study involved 3 tenants who participated in the incubation program at the Maleo
Techno Center Business Incubator, as shown in table 1. (Tenant List).

Table 1. List of Tenants

No Tenant Name

1 Local Accountant
2 Mosikola

3 Sustainable

RESULTS

Business mentoring is very important in today's era, especially with the rise of social
media. The Maleo Techno Center Information Technology Business Incubator is an incubator
institution located in Central Sulawesi province. Established in 2013, the Information Technology
Business Incubator is known as the "Maleo Techno Center" which was named by the Ministry of
Industry, the Industry and Trade Office of Central Sulawesi Province, through the MOU for the
Development of Information Technology Business Incubators in Central Sulawesi. Currently, the
management of the Information Technology Business Incubator is fully under the supervision of
the Industry and Trade Office of Central Sulawesi Province, especially in the Field of Industrial
Development and Guidance.

There are several types of services provided at the Maleo Techno Center Information
Technology Business Incubator including Infrastructure, Funding, Business Support , and
Networking . In addition, the Maleo Techno Center Information Technology Business Incubator
also carries out an incubation program for tenants fostered by IBTI Maleo Techno Center.
Incubation is a process of coaching, mentoring, and business development provided by an
incubator institution to tenants. There are three stages of incubation, namely:

e PreIncubation
e Incubation
e Post Incubation

Product quality is one of the important things in the success of operational activities,
according to David A. Garvin in his theory formulates eight dimensions of quality, namely
performance, features, reliability, conformity, durability, service ability, aesthetics, and perceived
quality. Based on the results of interviews with 3 respondents using the theory, it can be
described as follows:

Table 2. Interview Results

Eight Dimensions Respondent 1 Respondent 2 Respondent 3
of Quality ( Local Accountant) ( Mosikola ) ( Sustainable )
Performance The performance of the | The Maleo Techno The incubation
Maleo Techno Center Center Information program carried out
Information Technology | Technology Business by the Maleo Techno
Business Incubator can Incubator Institution Center Information
be said to be effective helps tenants well in Technology Business
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because the services and
assistance provided are
targeted and relevant
according to business
needs, resulting in
improvements in
product development
and marketing strategies
as well as better
operational efficiency.

increasing business
needs such as brand
awareness through
digital marketing
strategies, marketing
content and financial
management. In
addition, this program
also supports product
development by
improving quality and
features for tenant
businesses.

Incubator institution
can be said to be
effective because it
helps tenant
businesses through
incubation activities
that include
mentoring and
assistance regarding
business
development
strategies so that
tenants can achieve
their predetermined
business targets.

Feature The features provided by | The features provided | The main features
the Maleo Techno Center | are incubation provided include
Information Technology | programs thatinclude | mentoring, training,
Business Incubator are in | mentoring, training, networking , and
the form of workspaces, | networking , coworking | weekly progressive
computers, and space that supports assistance. This
monitoring to training tenant development. | feature is very useful
that greatly assist As well as good in helping tenants
tenants in understanding | workspaces, determine things that
business strategies. mentoring rooms. need to be considered
Although, the incubator in the tenant's
institution has provided business. In addition,
good features, it is still facilities such as
recommended that the workspaces are also
incubator institution available.
provide or have its own
platform in order to
expand market access
for tenants.

Reliability The Maleo Techno Mentoring services, The program provided

Center Information
Technology Business
Incubator has a
dimension of reliability in
the form of a workspace
that is always ready to be
used by tenants and
mentoring support is
available when needed,
in addition, a good and
fast response is always
given by the incubator
institution even though
there are some schedule
adjustments when
incubation activities are

training, and facilities
that have been
provided run
consistently and
according to the
incubation schedule.
The Information
Technology Business
Incubator Team is also
responsive in
providing solutions to
tenant business
problems. However,
the level of discipline
of some tenants in
attending mentoring

runs consistently, with
a predetermined
mentoring schedule
even though there are
some mentoring
schedules that are
delayed by several
hours. This ensures
that tenants receive
regular mentoring,
thereby increasing
effectiveness in
business
development.
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carried out.

sessions is still an
obstacle that can be
improved with a
reminder system or
incentives for
punctual attendance.

Compliance The services provided Training and The materials
are in the form of mentoring materials provided by the Maleo
training (provision of have been adjusted to | Techno Center
materials and practice) applicable industry Information
and mentoring by the standards, especially | Technology Business
incubator institution for tenant businesses. | Incubator are very
according to what the The materials good and are
tenants need in provided are designed | designed to address
developing their to address challenges | the challenges faced
business and facing their | in building and by tenants. This
business challenges. developing new shows that the

businesses such as programs or materials
marketing, operations | provided are not only
and financial theoretical but also
management. practical and can be
applied in business
operations.

Resilience The incubation program | The benefits of this The program provided
that was carried out incubation program has a positive impact
provided a positive are felt until the until the program is
impact that could be felt | incubation program completed. The
by the tenants until the ends. Tenants can training and
incubation program was | practice the results of | mentoring provided is
completed. The positive | incubation activities beneficial for business
impact was in the form on tenant businesses | operations.
of providing materials such as developing
and training on business | skills in business
development such as management,
marketing strategies that | decision making, and
tenants still apply to financial management
their businesses. strategies that help

business operations
in the long term.
Service Ability The maleo techno center | The Maleo Techno The Maleo Techno

information technology
business incubator
institution provides
assistance or services
with good
responsiveness to their
tenants. In addition, the
incubator institution
facilitates access to
services through clear
mentoring procedures

Center Information
Technology Business
Incubator Institution
has a good and fast
response rate to
tenant needs. When
tenants face obstacles
or challenges to their
business, the support
team provides
solutions to tenants.

Center Information
Technology Business
Incubator Institution
provides a fast and
very helpful response
when tenants face
problems or
challenges, this makes
it easier for tenants to
get solutions.
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for information
technology business
incubator tenants.

Access to workspace
and support is also
available when
needed, although
tenants propose
extending the
coworking space's
operating hours to
support work
flexibility.

Aesthetics

The Information
Technology Business
Incubator Institute
provides a safe, peaceful
and comfortable working
environment during the
incubation program so
as to support tenant
productivity. In addition,
the design of facilities
such as the layout of the
work space and the
incubation program
activity space is good so
as to provide comfort to
tenants while receiving
mentoring materials.

The workspace
provided by the Maleo
Techno Center
Information
Technology Business
Incubator is well
designed and
supports productivity.
Facilities such as
workspace and
training provide
comfort for tenants
when running
business operations.

The working
environment and
facilities provided are
very comfortable.
Good room design
and comfort create a
conducive
atmosphere when
incubating and
working activities.

Perceived Quality

The program provided by
the incubator institution
is very qualified because
of the program, tenants
can understand and
understand to innovate
products or businesses
and the sustainability of
the business owned by
the tenant. So that
informants recommend
the incubator institution
to other business people
or business people who
are new to the business
world because the
incubator institution
program can help
business people to
develop their business.

Tenants have a
positive perception of
the services and
programs provided by
the Maleo Techno
Center Information
Technology Business
Incubator. The
extensive network
offered by the
incubator, including
access to experienced
entrepreneurs,
investors, and
mentors, provides real
benefits in developing
tenant businesses.

Overall, the tenant
experience of the
program provided by
the Maleo Techno
Center Information
Technology Business
Incubator institution
is very good and
positive. This program
is considered quite
helpful and very good
in supporting the
development of
tenant businesses.
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DISCUSSION

Since the Covid-19 pandemic, all areas of life have experienced a major impact, including
the economic aspect, which has prompted governments from various countries including
Indonesia to implement social restrictions. This social restriction policy affects business actors,
so business actors must adjust their strategies and implement new strategies by utilizing online-
based information and delivery services (Lutfi et al., 2020) . Business actors not only need to
focus on regular customers but also need to find ways to attract new customers without
determining specific criteria to become regular customers (Zahara, 2022) .

The increasingly widespread use of information technology can be seen from how this
technology is used (Karim & Laupe, 2023) . The rapid development of application technology,
especially on smartphones with operating systems, has had a major impact on various sectors
(Zahara et al., 2021) . In recent years, many companies have begun to implement digitalization as
one of the strategies implemented. Digitalization has also dominated many fields such as
marketing, consumers, industry, E-Commerce, Mobile Devices, Smart Products, Internet of
Things , and Artificial Intelligence (Syamsul Bachri, et al., 2023) . Utilization of digital resources
through digital marketing is an important choice to be able to reach consumers, build
interactions with consumers directly and ultimately achieve consumer satisfaction (Zahara et al.,
2023) . Current technological developments make it easier for consumers to share their
shopping experiences and use products so that, in this way, purchases on social media can be
considered a new form of consumption that stands out digitally (Fadjar et al., 2022) .

Quality products are one of the basic ideas in marketing that have a major impact on
customer satisfaction, loyalty, and business sustainability (Vera Maria et al., 2024) . Each
dimension of product quality has been consistently implemented and has a positive impact on
the progress of tenant businesses. In terms of performance, incubators are able to provide
support that is in accordance with the operational needs of tenants, including digital marketing
strategies and strengthening brand awareness. The features in the incubation program offered
are also relevant, such as mentoring, training, workspace, and assistance that make it easier for
tenants to design and develop their businesses.

From the reliability dimension, respondents stated that the incubation program was
running well although there were some minor problems with the schedule adjustments that
were still acceptable. The incubator showed a high level of responsiveness in assisting tenants
who faced problems in their business. The suitability of the training materials with industry
demands was an advantage, because it was designed to address the challenges faced by
tenants. Meanwhile, the resilience dimension of the incubation program was seen from the long-
term impacts that were still felt by tenants after the incubation program ended.

In terms of service capability dimensions, tenants feel very helped by the speed and clarity
of the procedures applied. Comfortable workspaces and layouts that support productivity levels
also fulfill the aesthetic element which is one of the important factors in work comfort. The last
dimension, namely the quality perceived towards the program as a whole, is very positive.
Tenants feel they have gained valuable learning experiences and useful business networks,
which ultimately help them to be better prepared to face market challenges and improve
business sustainability.

CONCLUSION

From the interview results, the most dominant dimension of the eight dimensions of
quality according to David A. Garvin is the performance dimension. This can be seen from all
respondents who clearly emphasize the effectiveness of the performance of IBTI Maleo Techno
Center. Respondents said that the services and assistance provided were directed and in
accordance with the needs of the tenant's business, this shows that the performance dimension
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not only exists but is also the main focus in the tenant experience. The influence of performance
is not only felt during the incubation program, but also continues after the incubation program is
completed. The other seven dimensions of quality tend to function as supporters, not as the
main factor in achieving the operational success of tenants.

The feature dimension is considered as a complement to services such as workspace and
training, but is not considered as a determining factor for tenant business development. The
reliability and service capability dimensions are also appreciated by tenants but both are more
indicative of process consistency than the final results achieved. On the other hand, the
suitability and durability dimensions are needed but these two dimensions serve as proof that
the program is running effectively. Meanwhile, the aesthetic and perceived quality dimensions
are related to the tenant experience and the image of the program. Therefore, the other seven
(7) dimensions are considered not dominant because they are indirect and do not provide a
visible influence on tenant business development and function more as complements or
supporters of the main performance of the program.

SUGGESTION

This research is dependent on only three tenants fostered by the Maleo Techno Center
Information Technology Business Incubator. If the number of samples is greater and includes all
tenants fostered by the Maleo Techno Center Information Technology Business Incubator, it may
be beneficial for further research. Based on the results of this study, it is recommended that the
Maleo Techno Center Information Technology Business Incubator continue to improve the
effectiveness of incubation services by developing more innovative supporting features. Such as
creating a special digital platform that can expand market access for tenants online. In addition,
to improve service reliability, a more structured scheduling system is needed for mentoring and
training activities so that it can reduce the problem of schedule inconsistencies that may
interfere with the mentoring process.
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