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ABSTRAK

Analasis Strategi Pelayanan Jamaah Haji dan Umrah dalam
Membangun Reputasi PT. Anugerah Quba Mandiri
Oleh Bagus Piansyah, NIM 2111170003

Penelitian ini bertujuan untuk menganalisis strategi
pelayanan jamaah haji dan umrah, kualitas pelayanan, serta upaya
membangun reputasi PT. Anugerah Quba Mandiri sebagai biro
perjalanan haji dan umrah. Penelitian menggunakan pendekatan
kualitatif dengan metode penelitian lapangan. Data dikumpulkan
melalui wawancara mendalam, observasi, dan dokumentasi
dengan informan yang terdiri atas manajer, supervisor, customer
service, dan jamaah umrah. Analisis data dilakukan menggunakan
model analisis interaktif yang meliputi reduksi data, penyajian
data, dan penarikan kesimpulan. Hasil penelitian menunjukkan
bahwa strategi pelayanan PT. Anugerah Quba Mandiri
direncanakan dan dijalankan secara sistematis melalui
perencanaan pelayanan sejak pendaftaran, transparansi informasi
paket, penetapan jadwal keberangkatan yang terencana, serta
evaluasi berkelanjutan melalui komunikasi dengan jamaah.
Kualitas pelayanan telah memenuhi dimensi SERVQUAL yang
meliputi bukti fisik, keandalan, daya tanggap, jaminan, dan empati,
sehingga mampu menciptakan kepuasan dan kenyamanan jamaah.
Upaya membangun reputasi dilakukan melalui kepatuhan terhadap
regulasi, profesionalitas layanan, konsistensi antara janji dan
realisasi pelayanan, serta pelaksanaan program tanggung jawab
sosial. Temuan ini menunjukkan bahwa integrasi strategi
pelayanan dan kualitas layanan berperan penting dalam
membangun reputasi perusahaan secara berkelanjutan.

Kata Kunci: Strategi, Kualitas Pelayanan, Reputasi



ABSTRACT

Analysis of Hajj and Umrah Pilgrim Service Strategies in
Building the Reputation of PT. Anugerah Quba Mandiri
By Bagus Piansyah, NIM 2111170003

This study aims to analyze the service strategy for Hajj and
Umrah pilgrims, service quality, and reputation-building efforts of
PT. Anugerah Quba Mandiri as a Hajj and Umrah travel agency.
The research employed a qualitative approach using field research
methods. Data were collected through in-depth interviews,
observations, -~ and  documentation involving  managers,
supervisors, customer service staff, and Umrah pilgrims. Data
analysis was conducted using an interactive analysis model
consisting of data reduction, data display, and conclusion drawing.
The findings indicate that PT. Anugerah Quba Mandiri implements
a systematic service strategy, starting from service planning at the
registration stage, transparent package information, well-planned
departure schedules, and continuous evaluation through
communication with pilgrims. The service quality meets the
SERVQUAL  dimensions, including tangibles, reliability,
responsiveness, assurance, and empathy, contributing to pilgrim
satisfaction and comfort. Reputation building is achieved through
regulatory compliance, professional service delivery, consistency
between promises and service realization, and the implementation
of sustainable social responsibility programs. These results
demonstrate that the integration of service strategy and service
quality plays a crucial role in building and maintaining corporate
reputation in a sustainable manner.

Keywords: Strategy, Service Quality, Reputation
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“Sebaik-baik manusia adalah yang bermanfaat bagi manusia lain”
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“Enjoy Aman”
(Bimo Picky Picks)
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