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ABSTRAK

Penelitian ini bertujuan untuk mengetahui bagaimana implementasi pelayanan
prima yang diterapkan oleh PT. Al Shafwah Wisata Mandiri (Smarts Umrah
Sumbagsel) dalam meningkatkan kepuasan jamaah umrah, serta mengidentifikasi
kendala yang dihadapi dalam pelaksanaannya. Penelitian ini menggunakan
pendekatan deskriptif kualitatif dengan teknik pengumpulan data melalui
wawancara, observasi, dan dokumentasi. Metode Analisa menggunakan
pendekatan analisis data kualitatif model Miles dan Huberman Hasil penelitian
menunjukkan bahwa perusahaan telah menerapkan konsep pelayanan prima
berdasarkan dan prinsip A6 (Ability, Attitude, Appearance, Attention, Action,
Accountability). Namun, ditemukan kendala seperti keterlambatan pengiriman
koper jamaah saat kepulangan, yang berdampak terhadap kepuasan. Meskipun
demikian, mayoritas jamaah merasa puas terhadap pelayanan yang diberikan,
terutama dalam aspek keramahan petugas, kejelasan informasi, dan kenyamanan
fasilitas. Disarankan agar perusahaan melakukan peningkatan pada sistem logistik
serta pelatihan internal guna meminimalisasi kendala yang terjadi di lapangan.

Kata Kunci: Pelayanan Prima, Kepuasan Jamaah, Umrah, Konsep A6
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ABSTRACT

This study aims to examine how the implementation of excellent service by PT. Al
Shafwah Wisata Mandiri (Smarts Umrah Sumbagsel) enhances the satisfaction of
Umrah pilgrims, as well as to identify the challenges encountered in its execution.
The research employs a descriptive qualitative approach, with data collected
through interviews, observations, and documentation. The analysis method is based
on the Miles and Huberman model of qualitative data analysis. The findings reveal
that the company has applied the concept of excellent service based on the A6
principles (Ability, Attitude, Appearance, Attention, Action, Accountability).
However, certain obstacles, such as delays in delivering pilgrims' luggage upon
return, have negatively affected satisfaction. Nonetheless, the majority of pilgrims
expressed satisfaction with the services provided, particularly in terms of staff
friendliness, clarity of information, and comfort of facilities. It is recommended that
the company improve its logistics system and provide internal training to minimize
operational issues in the field.

Keywords: Excellent Service, Pilgrim Satisfaction, Umrah, Concept A6



DAFTAR ISI

HALAMAN JUDUL ...uuciuinsiiiensrensnncsensnsssnssesssessssssssssssssssssssssssssssssssssssssssssssssssssss i
HALAMAN PERSETUJUAN ...cooviininruinensnessanssesssnsssssssssssssasssssssssssssssssssssssssssss ii
SURAT PERNYATAAN cuivveiiinsenssenssnssssssesssssssssssssssssssssssssssssssssssssssassssssssssssse il
LEMBAR PENGESAHAN iv
MOTTO DAN PERSEMBAHAN......coiviinininsninsensisssissssssessssssssssssssssssssssssassssssas v
UCAPAN TERIMA KASITH....cuccovininnuinrensuissunssensansssnssssssnssssssssssssssssssssssssssssssss vi
KATA PENGANTAR viii
ABSTRAK ucuiitiitiiiininsnineisancssiesssssesssissssssesssisssssssssssssssssssssssssssssssssssssssssssesssss ix
ABSTRACT ..uuonriiiiiinninnissenssisssissesssesssissssssssssissssssesssssssssssssssssssssssssssssssssssssssssss X
DAFTAR ISLuucuuiiiiiinuinsninensaissenssessssssssssssssnsssssssssssssassssssssssssssssssssssssssssssssssssass xi
DAFTAR GAMBAR .....ucuiiiiintntntinnississisissessssssssssssissississssssssssssssssssssssssssses xiii
DAFTAR TABEL .......ccccvevvuecurcuennncn. xiv
BAB I PENDAHULUAN.....ccoviiniitnninsaissenssissaissssssnsssssssssssssssssssssssssssssssssssassssssas 1
1.1 Latar BelaKang .........c.coovviiiiiiieiiieeiee ettt e tee e svee e 1
1.2 Rumusan Masalah ..........coccoiiiiiiiiiieeee e 5
1.3 Batasan Masalah..........ccooeoviiiiiiiiiiieee e 6
1.4 Tujuan Penelitian ............cccveeiiiriieeiieiie ettt ssaeenrees 6
1.5 Manfaat Penelitian .........ccccooiiiiiiiiiiiiieeete e 7

1.5.1 Manfaat Praktis ........cccccoeiiiiiiiiieieeeeee e 7

1.5.2 Manfaat TEOTILIS ....cc.eerueeiiriiiriiiieciieieeie et 7
1.6 Sistematika PenuliSan ............ccooceiiriiiiiiiiiienieeeeeee e 7
BAB 11 LANDASAN TEORI 9
2.1 TMPIEMENLAST ..ottt ettt 9
2.2 Pelayanan Prima.........ccceoiieiieiiieiiecie ettt 9

2.2.1 Tujuan Pelayanan Prima...........cccccueeeviieiiiiieiieeieeeeeeeee e 11

2.2.2 Fungsi dan Manfaat Pelayanan Prima............c.cccccceevvvieeiiieccieecn. 11

2.2.3 Konsep Pelayanan Prima...........ccccoooieiiiiiiiiniiniieecceeecee e 13

2.2.4 Unsur — unsur Pelayanan Prima .........ccccccoceeeiiiiiiiieccieccee e 14

2.2.5 Proses dan Tahapan Pelayanan Prima........c..ccoceveviiniincncncenennen. 14

X1



2.3 Kepuasan Jemaah ..........cccoiiiiiieiiiiiiecee e e 15

2.4 Jemaah Ibadah Umrah..........cccccooiiiiiiiiiiniiieee e 16
2.5 Penelitian Terdahull .........cocooviiiiiiiiniiiiiie e 24
BAB III METODELOGI PENELITIAN.....ccccceevinnininsurnsensaessanssessessssssasssessass 31
3.1 Pendekatan Penelitian .............coceeiiiiiiiiniiiiieieceeeee e 31
3.2 Ruang Lingkup Penelitian...........cccceevieiiiiiiieniieieeie e 31
3.3 Jenis dan SUMDET Data.........cocuevuiiiieriiniiiieiecieeee e 31
3.4 Teknik Pengumpulan Data............ccccoevviiiiiiiieiiieceeceeeeeee e 32

3.4.1 WaAWANCATA ....eeeiiiiiiieeeiiiieeeeieeeeeeitee e e et e e e s eeeeneaeeesenaaeeeesnnsaeeeas 32

3.4.2 ODBSCIVAST ...eeuveiiiiieieiiteieee ettt sttt ettt sttt st 33

3.4.3 DOKUMENTAST.....eevieniiriieiieieeiteeie ettt 33
3.5 VaIAIAS ..ot 33
3.6 Metode ANalisis Data........cccueeeuiiiiiiieieiie e 34
3.7 Teknik Penulisan..........coeeviiiiiiiiiiniiniiieecceeeee e 37
BAB IV HASIL DAN PEMBAHASAN 38
4.1 Gambaran Umum PT. Al Shafwah Wisata Mandiri .........cccceeveeeeiieniiniinnnens 38
4.2 ANALISIS DALA .....iiiiiiieiieeciee e eae e 58

4.2.1 Reduksi Data .........ccooeiiiiiiiiiiiieieeeeeeeee e 58

4.2.2 Penyajian Data.........ccceeevieriieiiieiieeie et 59

4.2.3 Penarikan Kesimpulan dan Verifikasi........ccccceevvveencieenieeceiieeen 70
BAB V KESIMPULAN DAN SARAN ...utivininrnicsnnsenssnessesesssecsssssssssnssssssassane 72
ST KESIMPUIAN ..ottt et st es 72
5.2 SATAN ..ottt ettt et 73
DAFTAR PUSTAKA .....couirinenninnninenssnssssssssssssssssssssssssasssssssssssssssssssssssssassssssas 74
LAMPIRAN . ..cionitintiniisticssissnsssnessissssssesssissssssesssssssssssssstsssssssssssssssssssssasssssssssane 77

Xii



DAFTAR TABEL

Tabel 2.1 Penelitian Terdahulu Terkait Pelayanan Prima dalam Umrah...............

Tabel 4.1 Profil PT Al Shafwah Wisata Mandiri (Smarts Umrah Sumbagsel).....

Tabel 4.2 Kepuasan Jemaah

Xiii



DAFTAR GAMBAR

Gambar 1.1 Data Jumlah Jemaah Smarts Umrah Sumbagsel ..............cccceerennnnen. 3
Gambar 2.1 Skema Kerangka Pemikiran Penelitian ...........ccoccoooeiiiniininnnn 23
Gambar 3.1 Komponen Analisis Data Miles dan Huberman.............c..cccoeen.... 36
Gambar 4.1 Logo Smarts Umrah.........c.cccoceeviiiiiniiniiiiieeeceeeeeeeeen 40
Gambar 4.2 Struktur Organisasi Perusahaan............cccoceevieniiiiiencieinienieeeene, 41
Gambar 4.3 Paket Smarts Umrah ... 46
Gambar 4.4 Paket Smarts Umrah Ramadhan.............cc.ccooooiiiiiiin 47
Gambar 4.5 Website Smarts Umrah...........ccoooieiiiiiiiiiiiiieeeeee e 51
Gambar 4.6 Media Sosial Smarts Umrah ...........ccccooeeiinieniniinenecenceeen 52

X1v



DAFTAR LAMPIRAN

Lampiran I ~ Surat Perhomonan Pengambilan Data

Lampiran 2  Surat Pengantar [zin Pengambilan Data

Lampiran 3  Surat Balasan Izin Pengambilan Data

Lampiran4  Lembar Kesepakatan Pembimbing I

Lampiran 5 Lembar Kesepakatan Pembimbing I1

Lampiran 6 Lembar Konsultasi Bimbingan Skripsi Pembimbing I
Lampiran 7 Lembar Konsultasi Bimbingan Skripsi Pembimbing II
Lampiran 8 Lembar Rekomendasi Ujian Skripsi

Lampiran 9  Lembar Rekomendasi Skripsi

Lampiran 10 Lembar Pelaksanaan Revisi Skripsi

Lampiran 11 Transkrip Wawancara

Lampiran 12 Dokumentasi Wawancara Narasumber

Lampiran 13 Surat Keterangan Publikasi Artikel Jurnal

XV



