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ABSTRAK

NURUL VANI :IMPLEMENTASI KUALITAS PELAYANAN
ADMINISTRASI HAJI DAN UMROH DALAM
MEWUJUDKAN KEPUASAN JAMAAH DI
KELOMPOK BIMBINGAN IBADAH HAJI DAN
UMROH AL-HIDAYAH KOTA CIREBON

Sistem pelayanan administrasi haji dan umroh merupakan aspek krusial dalam
penyelenggaraan ibadah di Indonesia. KBIHU Al-Hidayah Kota Cirebon dituntut
memberikan pelayanan administrasi berkualitas demi kepuasan jamaah. Namun,
masih ditemukan tantangan seperti keterbatasan pelatihan staf, belum
terintegrasinya sistem administrasi dengan Kementerian Haji secara digital, serta
perlunya inovasi penyampaian informasi kepada jamaah. Penelitian ini bertujuan:
1) Mendeskripsikan kualitas sistem pelayanan administrasi haji dan umroh, 2)
Mengidentifikasi upaya peningkatan kualitas pelayanan administrasi, dan 3)
Menganalisis efektivitas pelayanan administrasi dalam meningkatkan kepuasan
jamaah di KBIHU Al-Hidayah Kota Cirebon. Penelitian menggunakan
pendekatan kualitatif deskriptif dengan pengumpulan data melalui observasi,
wawancara mendalam, dan studi dokumentasi. Hasil penelitian menunjukkan: 1)
Kualitas sistem pelayanan administrasi secara umum berada pada tingkat baik,
dengan empati dan responsivitas sebagai dimensi paling menonjol. 2) Upaya
peningkatan kualitas dilakukan melalui pemanfaatan teknologi informasi,
pengembangan kapasitas SDM, dan evaluasi berkala. 3) Pelayanan administrasi
dinilai mampu memberikan kepuasan jamaah yang diukur melalui kesesuaian
harapan, minat berkunjung kembali, dan kesediaan merekomendasikan, meskipun
masih terdapat kendala pada integrasi sistem digital dan standarisasi SOP.
Penelitian menggunakan pendekatan kualitatif deskriptif dengan pengumpulan
data melalui observasi, wawancara mendalam, dan studi dokumentasi. Informan
dalam penelitian ini terdiri dari Ketua KBIHU Al-Hidayah Kota Cirebon, staf
administrasi, dan jamaah haji dan umroh sebagai sumber data utama.

Kata Kunci: Kualitas, Administrasi Haji dan Umroh, SERVQUAL, KBIHU.



ABSTRACT

NURUL VANI :IMPLEMENTATION OF QUALITY SERVICE IN HAJJ
AND UMRAH ADMINISTRATION TO ACHIEVE
PILGRIM SATISFACTION IN THE AL-HIDAYAH HAJJ
AND UMRAH GUIDANCE GROUP IN CIREBON CITY

The administrative service system for the Hajj and Umrah is a crucial aspect of
organizing these religious pilgrimages in Indonesia. KBIHU Al-Hidayah in
Cirebon is required to provide high-quality administrative services to ensure
pilgrims’ satisfaction. However, challenges remain, such as limited staff training,
the lack of digital integration between the administrative system and the Ministry
of Hajj, and the need for innovation in communicating information to pilgrims.
This study aims to: 1) Describe the quality of the Hajj and Umrah administrative
service system, 2) Identify efforts to improve the quality of administrative services,
and 3) Analyze the effectiveness of administrative services in enhancing pilgrim
satisfaction at KBIHU Al-Hidayah in Cirebon City. The study employed a
descriptive qualitative approach with data collection through observation, in-
depth interviews, and document analysis. The results indicate: 1) The overall
quality of the administrative service system is good, with empathy and
responsiveness as the most prominent dimensions. 2) Efforts to improve quality
are carried out through the utilization of information technology, human resource
capacity building, and periodic evaluations. 3) Administrative services are
assessed as capable of providing satisfaction to worshippers, as measured by the
alignment of expectations, interest in returning, and willingness to recommend,
although there are still challenges regarding digital system integration and
standardization of SOPs. The study used a descriptive qualitative approach with
data collection through.

Keywords: Quality, Hajj and Umrah Administration, SERVQUAL, KBIHU.
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MOTO

"Dan aku menyerahkan urusanku kepada Allah"
(Q.S Al Ghafir:44)

"Maka sesungguhnya bersama kesulitan ada kemudahan. Maka apabila engkau
telah selesai (dari suatu urusan), tetaplah bekerja keras (untuk urusan yang lain).

Dan hanya kepada Allah lah engkau berharap”

(QS. Al-Insyirah, 6-8)
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