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ABSTRAK

Implementasi Sistem Operasional Pelayanan Tour Leader
dalam Meningkatkan Kualitas Layanan Jamaah Umrah
(Studi PT. Wafdullah Tamu Mulia Cabang Bengkulu)

Oleh Dyana Karlina (2223170031)

Penelitian ini bertujuan untuk mengetahui implementasi sistem
operasional pelayanan tour leader serta kualitas layanan jamaah
umrah pada PT. Wafdullah Tamu Mulia Cabang Bengkulu.
Penelitian ini menggunakan metode pendekatan kualitatif dengan
teknik pengumpulan data melalui observasi, wawancara, dan
dokumentasi. Hasil penelitian menunjukkan bahwa implementasi
sistem operasional pelayanan four leader telah berjalan cukup
efektif melalui pelaksanaan briefing sebelum keberangkatan,
penerapan SOP, dukungan fasilitas yang memadai, serta
pelayanan yang mampu memberikan kenyamanan kepada
jamaah. Namun, masih terdapat kendala dalam komunikasi
dengan jamaah lansia dan keterbatasan tenaga pendamping.
Kualitas layanan jamaah umrah secara keseluruhan sudah baik
yang ditunjukkan melalui fasilitas yang memadai, ketepatan
jadwal kegiatan, responsivitas tour leader, serta sikap ramah dan
profesional dalam mendampingi jamaah, sehingga dapat
menumbuhkan kepercayaan jamaah terhadap kualitas pelayanan
yang diberikan.

Kata Kunci: Implementasi, Sistem Operasional, Tour Leader,
Kualitas Layanan, Jamaah Umrah
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ABSTRACT
Implementation of the Operational Service System of Tour
Leaders in Improving the Service Quality of Umrah Pilgrims
(Study at PT. Wafdullah Tamu Mulia Bengkulu Branch)

By Dyana Karlina (2223170031)

This study aims to determine the implementation of the
operational system of tour leader services and the quality of
services for Umrah pilgrims at PT. Wafdullah Tamu Mulia
Bengkulu Branch. This study uses a qualitative approach with
descriptive methods. Data collection techniques are carried out
through observation, interviews, and documentation. The results
of the study indicate that the implementation of the operational
system of tour leader services has been running quite effectively
through the implementation of briefings, the implementation of
SOPs, adequate support facilities, and services that are able to
provide comfort to pilgrims. However, there are still obstacles in
communication with elderly pilgrims and limited companions.
The quality of services for Umrah pilgrims overall is good as
demonstrated by adequate facilities, the accuracy of activity
schedules, the responsiveness of tour leaders, and a friendly and
professional attitude in accompanying pilgrims, thus fostering
pilgrims' trust in the quality of services provided.

Keywords: Implementation, Operational System, Tour Leader,
Service Quality, Umrah Pilgrims
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“Maka Sesungguhnya Bersama Kesulitan Ada Kemudahan.
Sesungguhnya Bersama Kesulitan Ada Kemudahan”
(QS. Al-Insyirah: 5-6)

"Keberhasilan adalah perjalanan panjang dari satu kegagalan ke
kegagalan berikutnya tanpa kehilangan semangat."

(Dyana Karlina)
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