ABSTRAK

Skripsi dengan judul "Manajemen Pelayanan kepada Jamaah Haji dan Umrah di
PT. Menara Kamilah Tours and Travel™ ditulis oleh Ridho Aji Pamungkas, NIM
1860311222043, Program Studi Manajemen Dakwah, Fakultas Ushuluddin, Adab,
dan Dakwah, Universitas Islam Negeri Sayyid Ali Rahmatullah Tulungagung, Juni
2026, dengan pembimbing M. Khadziqun Nuha, M.Pd.I. Kata

Kunci: Manajemen Pelayanan, (Planning), Organizing, Actuating, Controlling
(POAC), Jamaah Haji dan Umrah.

Penelitian ini dilatarbelakangi oleh pentingnya penerapan fungsi-fungsi manajemen
dalam penyelenggaraan pelayanan haji dan umrah agar pelayanan yang diberikan
berjalan secara profesional, efektif, dan berorientasi pada kepuasan jamaah.
Sebagai biro perjalanan haji dan umrah, PT. Menara Kamilah Tours and Travel
dituntut mampu mengelola seluruh proses pelayanan secara sistematis, mulai dari
perencanaan, pengorganisasian, pelaksanaan, hingga pengawasan, di tengah
berbagai tantangan manajerial maupun operasional yang dihadapi. Penelitian ini
bertujuan untuk: (1) mendeskripsikan penerapan fungsi manajemen yang meliputi
perencanaan (Planning), pengorganisasian (Organizing), pelaksanaan (Actuating),
dan pengawasan (Controlling) dalam pelayanan jamaah haji dan umrah di PT.
Menara Kamilah Tours and Travel; (2) mengidentifikasi kendala manajerial dan
operasional yang dihadapi dalam penyelenggaraan pelayanan; serta (3)
menganalisis upaya yang dilakukan perusahaan dalam meningkatkan kualitas
pelayanan kepada jamaah.

Penelitian ini menggunakan pendekatan kualitatif dengan jenis penelitian
deskriptif. Data diperoleh melalui wawancara, observasi, dan dokumentasi,
kemudian dianalisis menggunakan teknik reduksi data, penyajian data, dan
penarikan kesimpulan sehingga diperoleh gambaran yang komprehensif mengenai
manajemen pelayanan di PT. Menara Kamilah Tours and Travel.

Hasil penelitian ini adalah untuk memberikan kontribusi terhadap pengembangan
ilmu Manajemen Dakwah, khususnya pada kajian manajemen pelayanan haji dan
umrah, serta menjadi referensi praktis bagi biro perjalanan haji dan umrah dalam
meningkatkan kualitas pelayanan yang profesional, efektif, dan berorientasi pada
kebutuhan jamaah. Penerapan fungsi manajemen yang meliputi perencanaan
(Planning), pengorganisasian (Organizing), pelaksanaan (Actuating), dan
pengawasan (Controlling) dalam pelayanan jamaah haji dan umrah di PT. Menara
Kamilah Tour and Travel telah terlaksana melalui hal berikut. a). perencanaan
diwujudkan melalui 1) penyusunan program bimbingan manasik, 2) penjadwalan
keberangkatan, 3) serta persiapan dokumen dan akomodasi jamaah. b).
Pengorganisasian diterapkan melalui 1) pembagian tugas yang jelas antara
muthowif, tour leader, tim operasional, serta tim marketing dan keuangan yang
didukung koordinasi antarbidang dan komunikasi internal yang efektif, c).
Pelaksanaan diwujudkan melalui 1) pendampingan secara menyeluruh mulai dari
proses administrasi, 2) bimbingan manasik, 3) pelaksanaan ibadah, hingga 3)
kepulangan jamaah. Sementara itu, d). Pengawasan dilakukan melalui 1)
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pemantauan berbasis teknologi, 2) evaluasi secara berkala, serta 3) penanganan
keluhan yang bersifat korektif dan preventif untuk meningkatkan kualitas
pelayanan secara berkelanjutan. Sedangkan dari perspektif SERVQUAL, kualitas
pelayanan PT. Menara Kamilah Tour and Travel juga menunjukkan capaian yang
baik pada seluruh dimensinya. seperti d). (Tangibles) tercermin dari penyediaan
modul ibadah, (ID card), e). Reliability terlihat dari konsistensi pelaksanaan jadwal
serta ketepatan pengurusan dokumen, f). Responsiveness diwujudkan melalui
kecepatan koordinasi dan penyampaian informasi melalui grup WhatsApp, g).
Assurance tercermin dari legalitas izin operasional perusahaan serta kompetensi
muthowif dan tour leader, h). Empathy tampak dari perhatian dan pendampingan
yang diberikan kepada jamaah lanjut usia maupun jamaah berkebutuhan khusus.
Dengan demikian, penerapan fungsi manajemen POAC yang konsisten menjadi
landasan utama dalam mewujudkan kualitas pelayanan berdasarkan lima dimensi
SERVQUAL, sehingga pelayanan yang diberikan kepada jamaah berlangsung
secara efektif, berkualitas, dan mampu memberikan kepuasan kepada jamaah. 2.
Kendala yang dihadapi PT. Menara Kamilah meliputi a). kendala internal seperti
miskomunikasi antarbagian dan keterlambatan pengurusan dokumen, yang paling
terasa pada fungsi (Organizing) dan (Actuating) serta berdampak pada dimensi
(responsiveness) dan (Reliability) dan kendala eksternal berupa perubahan regulasi
pemerintah serta kondisi lingkungan di Arab Saudi, yang direspons melalui
penguatan fungsi Controlling yang bersifat antisipatif. Berbagai kendala tersebut
dapat diatasi melalui penyesuaian dan koordinasi yang baik sehingga pelayanan
tetap berjalan secara optimal. 3. Upaya yang dilakukan PT. Menara Kamilah untuk
meningkatkan kualitas dan kepuasan pelayanan jamaah dilakukan melalui dua pilar
yang saling melengkapi, yaitu peningkatan kompetensi sumber daya manusia hal
ini memperkuat dimensi (Assurance) dan (Empathy), sedangkan inovasi sistem
pelayanan berbasis teknologi digital memperkuat dimensi (Tangibles) dan
(responsiveness), yang secara bersama-sama mendukung terciptanya pelayanan
yang lebih efektif, adaptif, dan berorientasi pada kepuasan jamaah haji dan umrah.
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ABSTRACT

The thesis entitled "Service Management for Hajj and Umrah Pilgrims at PT
Menara Kamilah Tours and Travel” was written by Ridho Aji Pamungkas, Student
Identification Number (NIM) 1860311222043, Department of Da'wah
Management, Faculty of Ushuluddin, Adab, and Da'wah, Sayyid Ali Rahmatullah
State Islamic University Tulungagung, June 2026, under the supervision of M.
Khadziqun Nuha, M.Pd.l.

Keywords: Service Management, Planning, Organizing, Actuating, Controlling
(POAC), Hajj and Umrah Pilgrims.

This study is motivated by the importance of implementing management functions
in the provision of Hajj and Umrah services to ensure that services are delivered
professionally, effectively, and in a manner that prioritizes pilgrims' satisfaction.
As a Hajj and Umrah travel agency, PT Menara Kamilah Tours and Travel is
required to systematically manage the entire service process, including Planning,
Organizing, Actuating, and Controlling, while addressing various managerial and
operational challenges. This study aims to: (1) describe the implementation of
management functions consisting of Planning, Organizing, Actuating, and
Controlling in providing services to Hajj and Umrah pilgrims at PT Menara
Kamilah Tours and Travel; (2) identify the managerial and operational challenges
encountered in service implementation; and (3) analyze the company's efforts to
improve service quality for pilgrims.

This research employed a qualitative approach with a descriptive research design.
Data were collected through interviews, observations, and documentation, and were
analyzed using data reduction, data display, and conclusion drawing to obtain a
comprehensive understanding of service management at PT Menara Kamilah Tours
and Travel.

The findings of this study are expected to contribute to the development of Islamic
Da'wah Management, particularly in the study of Hajj and Umrah service
management, as well as to serve as a practical reference for Hajj and Umrah travel
agencies in improving professional, effective, and pilgrim-oriented service quality.
The implementation of management functions, including Planning, Organizing,
Actuating, and Controlling (POAC), in providing services to Hajj and Umrah
pilgrims at PT. Menara Kamilah Tour and Travel has been carried out through the
following aspects. a) Planning is implemented through: 1) the preparation of
manasik guidance programs, 2) departure scheduling, and 3) the preparation of
pilgrims' documents and accommodation. b) Organizing is implemented through a
clear division of responsibilities among muthowif, tour leaders, the operational
team, and the marketing and finance teams, supported by interdepartmental
coordination and effective internal communication. ¢) Actuating is implemented
through comprehensive assistance, beginning with administrative procedures,
manasik guidance, and the implementation of worship activities, through to the
pilgrims' return. d) Controlling is carried out through technology-based monitoring,
periodic evaluations, and corrective and preventive complaint handling to
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continuously improve service quality. From the perspective of SERVQUAL, the
service quality provided by PT. Menara Kamilah Tour and Travel also demonstrates
good performance across all dimensions. a) Tangibles are reflected in the provision
of worship modules and identification cards (ID cards). b) Reliability is
demonstrated through consistency in implementing schedules and the accuracy of
document processing. c) Responsiveness is demonstrated through rapid
coordination and the delivery of information through WhatsApp groups. d)
Assurance is reflected in the company's operational licensing and the competence
of the muthowif and tour leaders. €) Empathy is demonstrated through the attention
and assistance provided to elderly pilgrims and pilgrims with special needs. Thus,
the consistent implementation of the POAC management functions serves as the
primary foundation for achieving service quality based on the five SERVQUAL
dimensions. Consequently, the services provided to pilgrims can be carried out
effectively, with good quality, and in a manner that contributes to pilgrim
satisfaction. 2. The obstacles faced by PT. Menara Kamilah include internal and
external challenges. Internal obstacles include miscommunication between
departments and delays in document processing, which are particularly evident in
the Organizing and Actuating functions and affect the Responsiveness and
Reliability dimensions. External obstacles include changes in government
regulations and environmental conditions in Saudi Arabia, which are addressed by
strengthening the Controlling function through an anticipatory approach. These
various obstacles can be overcome through appropriate adjustments and effective
coordination, allowing the service process to continue optimally. 3. The efforts
undertaken by PT. Menara Kamilah to improve service quality and pilgrim
satisfaction are implemented through two complementary pillars, namely the
improvement of human resource competencies and the innovation of technology-
based service systems. Improving human resource competencies strengthens the
Assurance and Empathy dimensions, while digital technology-based service
innovations strengthen the Tangibles and Responsiveness dimensions. Together,
these efforts contribute to the creation of services that are more effective, adaptive,
and oriented toward the satisfaction of Hajj and Umrah pilgrims.

XXV



il

ooy I " adly Ll A Sl A5 ety glad Reddll Sleddl §05)" Ol AL o olel
A Ay e ol daalr 3yelly OlsVlg pll Jsaol 208 Bpedll B3] zaliy VAT TANYY Y« 67 Al o3 ¢ SEsal

ALY A & e by O3 dast OLAL e (Y YT s (fstlilg S B!

ot bl ods gl 0geally zlnd) ¢ (POAC)RBN (il (ool cdalasid) coloadl 3ls): dliill LIS
Tl Loy i o2 dgmsny Wby Bige Slods @B ey s Seally ) Slads 5 (3 BoY) Lslbgll sodes 2
Jlr e sk lllas L (aally bl o0y 1ot S8 (] ily Bl Ao e 355 Laslyy . ppmialy

Adaadly 3P Sbasd) il grlye ma BB 2lesly dodadly ladly Lol o 1y comgin §9nar Redd

cireinbly ol Slads 3 20 )y Lududly oy Lodesdl (3 aleadd) 51 (ally sakes oy (V) 1) Al ods 303,
35 L (7)) cobond) g ddes axly o)l adasdly )oYl SBsall aZ (V) hdly B ld) 2S5l 375
ufJ“':”Uﬁ Cb;z,u Gadal) ledd 534> ) a.g,&.“ Wis Léj\

¢ gl iy (ML IV e SBLI s Wy L vl Okl plisnl ASU el Aulll) Sotezed
A5 Ll 50 Jals Cioy J) dpwosl) oitall (odsinly daey el Jls) e plasenly IS

sy (Sldl) Ui,V amgd) gl le] IV on 1Y) oy 3o @ Vgl Lty gl S Ayl 3l gl
b Slods @i il L ¢ppponadl ndidly Bl il (U1 Sl olsl ol Jlgb zlnd) a8l cpleal) mlsl
ol Ll b1 SUly Bl ey hudl daslon Agmg (b gl lie] (3 Jabasidl deid W8y ol 2E a0
Folsdlly Gotdl 55 pn Ay sl Ay (Olhaadl Gy (oMl 830y ndsbl) O e el s 3 e
ol ol 2ol 28l ag 5Ly Yg gl ¢ dylaY) Slel YU T Al Slods @i P o dodidl 33 LS. 1)
Bhlany (59l iy Rdd) Blugl pliseral Al PO e BN @dd G 3 okl Q) WB3se 3y clald)

S atans 330y Dladd] 5353 e Eieealy 25y 35 (59l

= @Rl kil Ll 1aS 5l 35 e Redil) Slead) 3392 el « SERVQUALZ S gl ag
& (Reliability) slaeN) by () Bl g Lluld alsl 35 3 (Tangibles) isll Lol a3 tosla
Slashall Jsliy Geid) 35 (3 (RESPONSIVENESS) Bz V1 A v ik Ly (B JLE) 859 ) doslys ol
(M N 836y cdglall 35LiSy Bt )l a7 Al SNl 3 (Assurance) oledl L Saly coluly) Slssat pe
ol Sy Aol Sl V1 (gsdg ol S e lndl U sl 3 4 am (Emipathy) bl Ul
oozr & it SERVQUAL sl 539 wlaad) 535 it bl (POAC) 515y Caslls) LS kel

ially ) Loy 332 800t dlley Al wleds 0l

XXVi



Al sy () 2L 2B s3I cp folsd) s oo cidstls Sligan (3 45201 Lggarly &) O] it (G
2 o ol g 18N gy LS sl Wl BV e (sl (39 Sl ol 5i by (3 Rplid 85
Ly Adlanl Sy BB Wby Lk IO o Lgme Jalad) @y cidsnndl i)l ALY (3 td) o lally 20 ST il

b B39 Aylenal e Bl L cobmindl e GuSlly A Genidl e SBgall ada e il (S

il o)l 8ol Has L8 (lolSan 92 (3 pladl Loy St 1y Sloddl 835 e (3 AT sger ik (HG
Olda V.@,w\‘ —\3} LAY is,mg RiJLU g_,;\j;L\ Lﬁ-‘\"j V.G—b_ K cl:ojjh oledd) (Uaa ;-’}]‘55 Lg}b\&ﬂ‘j Ol Lf-)"'*" o K
cally Zlndl Loy e 5555 Bgp0p el ST Slats s (3 01y

XXVii



