ABSTRAK

Skripsi dengan judul “Sistem Informasi dan Komputerisasi Haji Terpadu
SISKOHAT (SISKOHAT) dalam Pelayanan Prima Bagi Calon Jamaah Haji Studi
di Kantor Kementerian Haji dan Umrah Tulungagung” oleh Luluatul Mudrikah.
1860311222037, Program Studi Manajemen Dakwah Fakultas Ushuluddin, Adab
dan Dakwah. Universitas Islam Negeri Sayyid Ali Rahmatullah Tulungagung yang
dibimbing oleh M. Khadziqun Nuha, M.Pd.
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Penelitian ini memfokuskan pada transformasi digital melalui SISKOHAT
untuk mewujudkan pelayanan public yang efektif dan transparan di Kantor
Kementerian Haji dan Umrah Kabupaten Tulungagung. Penelitian ini bertujuan
menganalisis pelaksaan sistem SISKOHAT serta mengindetifikasi kendala internal
dan eksternal dalam memberikan pelayanan, serta upaya peningkatkan kualitas
SISKOHAT dalam pelayanan prima bagi calon jamaah haji.

Metode penelitian yang digunakan adalah kualitatif dengan pendekatan studi
kasus deskriptif, data yang dikumpulkan melalui wawancara mendalam, observasi,
dan dokumentasi terhadap informan penjabat struktural, staf operator, dan calon
jamaah haji yang dipilih secara purposive. Analisis data menggunakan model
interaktif (kondensasi, penyajian data, penarikankesimpulan,) dengan pengujian
keabsahan data Teknik triangulasi.

Hasil penelitian menunjukkan pelaksanaan SISKOHAT berjalan optimal
melalui integrase layanan offline dan online, kendala internal berupa gangguan
server pusat dan keterbatasan SDM operator, sedangkan kendala eksternal ialah
rendahnya literasi digital jamaah lansia. Upaya mitigasi yang dilakukan meliputi
penerapan sistem kerja semi manual saat gangguan jaringan, asistensi biometric,
serta inovasi layanan jemput bola (home service) bagi kelompok rentan.
Disimpulkan bahwa pelayanan prima berhasil mewujudkan melalui perpaduan
kendala teknologi dan pendekatan humanis.
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ABSTRACT

A thesis entitled "Integrated Hajj Computerized Information System (SISKOHAT)
in Excellent Service for Prospective Hajj Pilgrims Studying at the Ministry of Hajj
and Umrah Office in Tulungagung” by Luluatul Mudrikah. 1860311222037,
Da'wah Management Study Program, Faculty of Usuluddin, Adab, and Da'wah,
Sayyid Ali Rahmatullah State Islamic University of Tulungagung, supervised by
M. Khadziqun Nuha, M.Pd.
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This study focuses on digital transformation through SISKOHAT to
achieve effective and transparent public service delivery at the Ministry of Hajj and
Umrah Office in Tulungagung Regency. The research aims to analyze the
implementation of the SISKOHAT system, identify internal and external obstacles
in service provision, and explore efforts to enhance SISKOHAT's quality to ensure
excellent service for prospective Hajj pilgrims.

This study employs a qualitative research method with a descriptive case
study approach. Data were collected through in-depth interviews, observation, and
document analysis involving structural officials, operational staff, and prospective
Hajj pilgrims selected via purposive sampling. Data analysis utilized an interactive
model (data condensation, data display, and conclusion drawing), with data validity
verified through triangulation.

Research findings indicate that the implementation of SISKOHAT
operates optimally through the integration of offline and online services. Internal
challenges include central server disruptions and limited operator staffing, while
external challenges stem from the low digital literacy of elderly pilgrims. Mitigation
efforts include implementing a semi-manual workflow during network outages,
providing biometric assistance, and introducing proactive "home service™ options
for vulnerable groups. It is concluded that excellent service delivery has been
successfully achieved by balancing technological constraints with a human-centric
approach.
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