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Evan Stiawan
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Abstrak

Penelitian ini mengkaji dinamika pengalaman ibadah umrah di
kalangan jamaah dari Provinsi Bengkulu yang melaksanakan ibadah
umrah pada tahun 2023 hingga 2024. Penelitian ini mengadopsi
pendekatan kuantitatif dengan desain lapangan untuk menganalisis
hubungan antara fasilitas partisipasi, kualitas relasional, promotional
benefit, dan religiusitas terhadap loyalitas jamaah umrah. Data primer
dikumpulkan melalui kuesioner dari 385 responden yang melaksanakan
umrah pada tahun 2023-2024 di Kota Bengkulu, menggunakan
purposive sampling.

Analisis dilakukan dengan Model Persamaan Struktural berbasis Partial
Least Squares (PLS-SEM), yang mencakup pengujian validitas,
reliabilitas, dan hubungan antar variabel. Penelitian ini menegaskan
pentingnya fasilitas partisipatif dalam meningkatkan loyalitas jamaah,
dengan manfaat promosi dan kualitas relasional sebagai mediator yang
signifikan. Penyelenggara umrah perlu fokus pada pengembangan
fasilitas yang relevan untuk meningkatkan pengalaman dan loyalitas
jamaah.

Keywords: Umrah, Loyality, Relational



THE EFFECT OF UMRAH TRAVEL AGENT PARTICIPATION
FACILITIES ON PILGRIMAGE LOYALTY MEDIATED BY
RELATIONAL QUALITY, PROMOTIONAL BENEFIT, AND

RELIGIOSITY

Evan Stiawan

UIN Fatmawati Sukarno Bengkulu

Abstract

This study examines the dynamics of the umrah experience among
pilgrims from Bengkulu Province who performed umrah in 2023 to
2024. This research adopts a quantitative approach with a field design
to analyze the relationship between participation facilities, relational
quality, promotional benefits, and religiosity to the loyalty of Umrah
pilgrims. Primary data were collected through questionnaires from 385
respondents who performed Umrah in 2023-2024 in Bengkulu City,
using purposive sampling.

The analysis was conducted with the Partial Least Squares-based
Structural Equation Model (PLS-SEM), which includes testing the
validity, reliability, and relationship between variables. This study
confirms the importance of participatory facilities in increasing pilgrim
loyalty, with promotional benefits and relational quality as significant
mediators. Umrah organizers need to focus on developing relevant
facilities to improve pilgrim experience and loyalty.

Keywords: Umrah, Loyalty, Relational Marketing
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