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ABSTRAK 

Service Marketing Mix Dalam Meningkatkan Kualitas 

Pelayanan Jamaah Haji Dan Umrah Pada Pt. Rafflesia Arba’ 

Insani Tour and Travel   Kota Bengkulu  

Penelitian ini bertujuan untuk mengetahui penerapan 

service Marketing Mix (7P) dalam meningkatkan kualitas 

pelayanan jamaah haji dan umrah pada PT. Rafflesia Arba’ Insani 

Tour and Travel   Kota Bengkulu. Penelitian ini menggunakan 

metode deskriptif kualitatif dengan teknik pengumpulan data 

melalui wawancara, observasi, dan dokumentasi. Informan dalam 

penelitian ini terdiri dari pimpinan perusahaan, staf/karyawan, 

serta jamaah haji dan umrah yang menggunakan layanan PT. 

Rafflesia Arba’ Insani Tour and Travel   Kota Bengkulu. Hasil 

penelitian menunjukkan bahwa unsur service Marketing Mix 

yang meliputi product, price, place, promotion, people, process, 

dan physical evidence telah diterapkan dengan cukup baik. 

Penerapan strategi tersebut mampu mendukung peningkatan 

kualitas pelayanan jamaah melalui pelayanan yang ramah, proses 

yang terstruktur, fasilitas yang memadai, serta promosi yang 

efektif. Dengan demikian, penerapan service Marketing Mix 

berperan penting dalam meningkatkan kualitas pelayanan jamaah 

haji dan umrah. 

Kata Kunci: Service Marketing Mix, Kualitas Pelayanan, Haji 

dan Umrah, Travel Haji dan Umrah. 
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ABSTRACT 

Service Marketing Mix in Improving the Quality of Hajj and 

Umrah Pilgrims Services at PT. Rafflesia Arba’ Insani Tour 

and Travel   Bengkulu City 

This study aims to determine the implementation of the 

service Marketing Mix (7P) in improving the quality of services 

for Hajj and Umrah pilgrims at PT. Rafflesia Arba’ Insani Tour 

and Travel   Bengkulu City. This research used a descriptive 

qualitative method with data collection techniques through 

interviews, observations, and documentation. The informants in 

this study consisted of company leaders, staff/employees, and 

Hajj and Umrah pilgrims who used the services of PT. Rafflesia 

Arba’ Insani Tour and Travel   Bengkulu City. The results of the 

study showed that the elements of the service Marketing Mix, 

including product, price, place, promotion, people, process, and 

physical evidence, have been implemented quite well. The 

implementation of these strategies supports the improvement of 

service quality through friendly service, structured processes, 

adequate facilities, and effective promotion. Therefore, the 

implementation of the service Marketing Mix plays an important 

role in improving the quality of services for Hajj and Umrah 

pilgrims. 

Keywords: Service Marketing Mix, Service Quality, Hajj and 

Umrah, Hajj and Umrah Travel. 
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