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ABSTRAK

Manajemen pelayanan jama'ah haji dan umroh pada PT.
Wuhi Tour Travel Bengkulu
Oleh Karien Nabila Indah, NIM.2223170023

Minat masyarakat terhadap ibadah haji dan umrah mendorong
pertumbuhan biro perjalanan, termasuk di Bengkulu. PT. Wuhi
Tour Travel Bengkulu, meski perusahaan baru, mampu menarik
banyak jamaah dalam waktu singkat sehingga menarik dikaji.
Penelitian ini membahas manajemen pelayanan, faktor
pendukung dan penghambat, serta upaya peningkatan kualitas
pelayanan jamaah haji dan umrah pada PT. Wuhi Tour Travel
Bengkulu. Penelitian menggunakan metode kualitatif deskriptif
dengan observasi, wawancara, dan dokumentasi terhadap enam
informan, dianalisis dengan model Miles dan Huberman.
Hasilnya, manajemen pelayanan diterapkan melalui fungsi
perencanaan, pengorganisasian, penggerakan, dan pengawasan
sesuai teori George R. Terry. Faktor pendukung meliputi legalitas
resmi dan keramahan karyawan, sedangkan penghambat
berkaitan dengan kelengkapan dokumen dan kondisi jamaah
lanjut usia. Peningkatan kualitas dilakukan melalui evaluasi rutin
dan pembinaan berkelanjutan. Disimpulkan bahwa manajemen
pelayanan PT. Wuhi Tour Travel Bengkulu telah berjalan terpadu
dan berorientasi pada kepuasan jamaah.

Kata kunci: manajemen pelayanan, haji dan umrah, kepuasan
jamaah



ABSTRACT
Hajj and Umrah Pilgrim Service Management at PT. Wuhi
Tour Travel Bengkulu
By Karien Nabila Indah, ID 2223170023

Public interest in the Hajj and Umrah pilgrimages has driven the
growth of travel agencies, including in Bengkulu. PT. Wuhi Tour
Travel Bengkulu, despite being a new company, has been able to
attract a large number of pilgrims in a short time, making it an
interesting study. This study discusses service management,
supporting and inhibiting factors, and efforts to improve the
quality of services for Hajj and Umrah pilgrims at PT. Wuhi Tour
Travel Bengkulu. The study used a descriptive qualitative method
with observations, interviews, and documentation of six
informants, analyzed using the Miles and Huberman model. The
results showed that service management is implemented through
the functions of planning, organizing, mobilizing, and monitoring,
in accordance with George R. Terry's theory. Supporting factors
include official legality and employee friendliness, while
inhibiting factors relate to the completeness of documents and the
condition of elderly pilgrims. Quality improvement is carried out
through regular evaluation and ongoing development. It is
concluded that PT. Wuhi Tour Travel Bengkulu's service
management is integrated and oriented towards pilgrim
satisfaction.

Keywords: service management, Hajj and Umrah, pilgrim
satisfaction
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MOTTO

"Barangsiapa bertakwa kepada Allah, niscaya Dia akan
mengadakan baginya jalan keluar"
(0S. At-Talagq)
"Ukuran kesuksesan yang sesungguhnya adalah berapa kali
Anda dapat bangkit kembali dari kegagalan.”
-Stephen Richards-
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