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ABSTRAK

Digitalisasi manajemen pada biro travel haji dan umrah menjadi
kebutuhan organisasi untuk meningkatkan efisiensi proses, ketertelusuran
data, serta kualitas pelayanan jamaah. Dalam konteks tersebut, penelitian
ini menganalisis digitalisasi manajemen pengelolaan biro travel haji dan
umrah pada Shafira Tour & Travel Surabaya. Fokus penelitian diarahkan
untuk menjawab pertanyaan: (1) bagaimana penerapan digitalisasi dalam
pengelolaan data jamaah, (2) bagaimana efektivitas integrasi sistem
informasi dalam mendukung proses pelayanan, dan (3) bagaimana
kesiapan standar operasional prosedur (SOP) organisasi dalam
menghadapi transformasi digital.

Penelitian ini menggunakan pendekatan kualitatif dengan desain studi
kasus. Pengumpulan data dilakukan melalui wawancara mendalam dengan
pimpinan, staf operasional, serta jamaah; observasi terhadap alur
pelayanan; dan telaah dokumen terkait pengelolaan administrasi serta
prosedur kerja. Data dianalisis menggunakan model analisis interaktif
Miles, Huberman, dan Saldafia yang mencakup reduksi data, penyajian
data, serta penarikan kesimpulan/verifikasi untuk memperoleh temuan
yang konsisten dengan konteks lapangan.

Hasil penelitian menunjukkan bahwa digitalisasi pengelolaan data
jamaah telah diterapkan melalui penggunaan sistem internal yang
membantu percepatan administrasi, pemutakhiran informasi, dan
pengendalian akses sesuai kewenangan. Namun, efektivitasnya masih
dipengaruhi oleh wvariasi literasi digital jamaah dan kebutuhan
pendampingan pada tahap input maupun verifikasi data. Integrasi sistem
informasi dinilai mampu mendukung rangkaian layanan, mulai dari
pendaftaran, konfirmasi pembayaran, hingga komunikasi layanan,
meskipun masih ditemukan kendala teknis berupa gangguan sistem serta
ketergantungan pada intervensi manual staf dalam kondisi tertentu. Dari
sisi SOP, organisasi dinilai cukup siap melalui pelatihan internal,
penyesuaian prosedur kerja, serta dukungan manajerial, tetapi konsistensi
implementasi masih memerlukan penguatan pada aspek kompetensi SDM,
stabilitas sistem, dan standardisasi alur kerja berbasis digital.

Kata Kunci: digitalisasi manajemen, pengelolaan biro travel, haji dan
umrah, sistem informasi, standar operasional prosedur (SOP), studi kasus



ABSTRACT

The digitalization of management in Hajj and Umrah travel agencies
has become an organizational necessity to improve process efficiency,
data traceability, and the quality of pilgrim services. In this context, this
study analyzes the digitalization of management practices in the operation
of Shafira Tour & Travel Surabaya. The study aims to address the
following research questions: (1) how is digitalization implemented in the
management of pilgrims’ data, (2) how effective is the integration of
information systems in supporting service delivery processes, and (3) how
prepared are the organization’s Standard Operating Procedures (SOPS) in
dealing with digital transformation.

This research employs a qualitative approach with a case study design.
Data were collected through in-depth interviews with management,
operational staff, and pilgrims; observations of service workflows; and
document reviews related to administrative management and work
procedures. Data were analyzed using the interactive analysis model
proposed by Miles, Huberman, and Saldafia, which includes data
reduction, data display, and conclusion drawing/verification to produce
findings that are consistent with the field context.

The findings indicate that the digitalization of pilgrims’ data
management has been implemented through the use of an internal system
that accelerates administrative processes, supports information updates,
and controls access based on authorization. However, its effectiveness is
still influenced by variations in pilgrims’ digital literacy and the need for
assistance during data input and verification stages. Information system
integration is considered to support the service cycle—from registration
and payment confirmation to service communication—although technical
constraints such as system disruptions and reliance on manual staff
intervention in certain conditions remain evident. Regarding SOPs, the
organization is deemed reasonably prepared through internal training,
procedural adjustments, and managerial support; nevertheless,
implementation consistency still requires strengthening in terms of human
resource competence, system stability, and the standardization of digital-
based workflows.

Keywords: management digitalization, travel agency management,
Hajj and Umrah, information systems, standard operating procedures
(SOP), case study
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