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ABSTRAK 

“Analisis Manajemen Risiko Terhadap Perubahan Itinerary 

Perjalanan Umrah (Studi Pada PT Berkah Utama Tour and 

Travel Bengkulu)” 

Oleh Daffa Maulana Sanja 

Penelitian ini bertujuan untuk menganalisis manajemen risiko 

terhadap perubahan itinerary perjalanan ibadah umrah pada PT 

Berkah Utama Tour and Travel Bengkulu. Perubahan itinerary 

merupakan salah satu permasalahan yang kerap terjadi dalam 

penyelenggaraan umrah dan berpotensi menimbulkan berbagai 

risiko, baik bagi jamaah maupun pihak perusahaan. Penelitian ini 

menggunakan pendekatan kualitatif dengan metode penelitian 

lapangan. Teknik pengumpulan data dilakukan melalui observasi, 

wawancara, dan dokumentasi dengan informan yang terdiri dari 

pimpinan perusahaan, staf operasional, serta jamaah umrah. Hasil 

penelitian menunjukkan bahwa perubahan itinerary disebabkan 

oleh faktor internal seperti keterbatasan operasional dan 

koordinasi, serta faktor eksternal seperti perubahan jadwal 

penerbangan dan kebijakan maskapai. Dampak yang ditimbulkan 

meliputi risiko kenyamanan jamaah, penambahan biaya, serta 

penyesuaian pelayanan. Penerapan manajemen risiko yang baik 

dinilai mampu meminimalkan dampak negatif perubahan 

itinerary serta meningkatkan kepercayaan dan kepuasan jamaah 

umrah. 

 

Kata kunci: Manajemen Risiko, Itinerary Umrah, Perubahan 

Itinerary, Penyelenggara Ibadah Umrah, PPIU. 
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ABSTRACT 

“Risk Management Analysis of Changes in Umrah Travel 

Itineraries (A Study at PT Berkah Utama Tour and Travel 

Bengkulu)” 

By Daffa Maulana Sanja 

This study examines risk management practices in addressing 

changes to Umrah travel itineraries at PT Berkah Utama Tour 

and Travel Bengkulu. Sudden itinerary changes frequently occur 

in Umrah operations and may generate various operational, 

financial, and service-related risks for both pilgrims and travel 

organizers. This research adopts a qualitative field research 

approach. Data were collected through observations, in-depth 

interviews, and documentation involving company management, 

operational staff, and Umrah pilgrims. The findings reveal that 

itinerary changes are influenced by internal factors, including 

operational constraints and coordination inefficiencies, as well 

as external factors such as flight schedule adjustments and 

airline policy changes. These changes lead to service 

modifications, potential additional costs, and decreased pilgrim 

comfort. Effective risk management implementation through 

systematic risk identification, analysis, and mitigation is shown to 

reduce negative impacts and enhance service quality and pilgrim 

trust. This study contributes practical insights for Umrah travel 

organizers in strengthening operational governance and 

improving sustainable service performance. 

Keywords: Risk Management, Umrah travel, Itinerary Changes, 

Operational Risk, Umrah Travel Organizer. 
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