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ABSTRAK

PENERAPAN LEAN SIX SIGMA DALAM MENINGKATKAN
EFISIENSI PROSES BISNIS DIGITALISASI DI PT MABRURO
SIDOARJO

Oleh:

Novia Rahma

Metode Lean Six Sigma telah dikenal sebagai pendekatan yang efektif dalam
meningkatkan efisiensi. dan mengurangi pemborosan proses bisnis, namun
penerapannya di sektor jasa khususnya travel haji dan umrah masih minim.
Penelitian ini bertujuan untuk menganalisis efektivitas penerapan Lean Six Sigma
dalam meningkatkan efisiensi proses pendaftaran dan pembayaran jamaah di PT
Mabruro Sidoarjo. Menggunakan pendekatan kualitatif deskriptif, data
dikumpulkan melalui wawancara mendalam, observasi lapangan, dan dokumentasi
internal, serta dianalisis menggunakan metode DMAIC (Define, Measure, Analyze,
Improve, Control). Hasil penelitian menunjukkan bahwa proses pendaftaran dan
pembayaran mengalami. pemborosan berupa waiting, defect, dan overproduction
yang menyebabkan rendahnya iefisiensi openasional. Melalui pemetaan proses
bisnis As-Is dan simulasi digital, ditemukan rata-rata waktu tunggu yang tinggi dan
utilisasi kerja yang tidak optimal. Perbaikan dilakukan dengan pemodelan proses
To-Be yang menghasilkan pengurangan waktu proses secara signifikan,
peningkatan efisiensi, serta integrasi sistem digital. Penelitian ini menegaskan
bahwa penerapan Lean Six Sigma secara sistematis dapat menjadi solusi strategis
untuk mengoptimalkan kinerja proses bisnis di sektor layanan religi. Hasil ini juga
memberikan kontribusi praktis bagi biro perjalanan dalam menyusun strategi

efisiensi dan pengelolaan digital yang lebih baik.

Kata kunci: Lean Six Sigma, Efisiensi Proses, Pemborosan, DMAIC, Travel

Haji Umrah, Digitalisasi
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ABSTRACT

IMPLEMENTATION OF LEAN SIX SIGMA IN INCREASING
THE EFFICIENCY OF DIGITALIZATION BUSINESS
PROCESSES AT PT MABRURO SIDOARJO

By:

Novia Rahma

Lean Six Sigma is widely recognized as an effective approach for improving
process efficiency and reducing waste, yet its application in service sectors such as
Hajj and Umrah travel remains limited. This study aims to analyze the effectiveness
of Lean Six Sigma in improving registration and payment processes at PT Mabruro
Sidoarjo. Using a descriptive qualitative approach, data were collected through in-
depth interviews, field observations, and company documentation, and analyzed
using the DMAIC method (Define, Measure, Analyze, Improve, Control). The
findings reveal that the registration and payment processes suffer from waiting,
defect, and overproduction waste, leading to low operational efficiency. Business
process mapping (As-Is) and 'simulation identified long delays e{nd suboptimal
workload utilization. Improvements through To-Be process modeling resulted in
significant time reduction, improved efficiency, and digital system integration. The
study confirms that a structured application of Lean Six Sigma offers a strategic
solution to optimize business process performance in religious travel services. It
also offers practical insights for travel agencies to enhance their operational

efficiency and digital management strategies.

Keywords: Lean Six Sigma, Process Efficiency, Waste, DMAIC, Hajj Travel,

Digitalization

vii



DAFTAR ISI

LEMBAR PERSETUJUAN PEMBIMBING..........cccoiiiiiriiieieienceeeee e ii
LEMBAR PENGESAHAN ......oooiiiiiieieee ettt sttt ee et saesteenee e ii
HALAMAN PERNYATAAN KEASLIAN KARYA ILMIAH ........ccccoociiininiiiinne iii
MOTTO DAN PERSEMBAHAN......cccoitiiiiiriesentee ettt ettt s iv
ABSTRAK ..ottt et ettt et bt et s be et e bt eat et eaeeneenes vi
ABSTRACT ...ttt sib e st et e stesat e e s teestestesseestesseessessessaensesseensensesssenes vii
KATA PENGANTAR ... ettt ettt sttt st st e bbbt tesbeeseebesneeneene viii
DAFTAR TSI ... ettt ettt et ettt atestesb e e tesbeeatesbesaeetesaeeneeneas iX
DAFTAR GAMBAR ...ttt st bttt ae st eate b e enes Xii
DAFTAR TABEL ..ottt sttt sttt ssbaesba s sbbe s testeebeenbeesaeesaees xiii
BAB 1 PENDAHULUAN ...coccoiiiiiiiietet ettt essassae s saeesteesbaesbeesaeesanesanesans 1
1.1 Latar BelaKang ................c.ccoooiiiiiiiiiiiin 1
1.2 Rumusan Masalah ...t 5
1.3 Batasan Masalah..............ciooiiiiiii e 5
14 Tujuan Penelitian.............cccooiiiiiiiiiiiii it 5
1.5 Manfaat Penelitian ..............cccciiiiiiiniiiiiieee e 5
1.6 Sistematika Penulisan SKripsi ............ccoccoooiiiiiiiiii 6
BAB 2 TINJAUAN PUSTAKA .0l ittt o bt b e BB 8
2.1 Tinjauan Penelitian Terdahulu............ N 8
2.2 Teori Dasar yang digunakan..............l..iooccoiiiiinnn e 13
2.2.1  PrOSEs BiSIS .e..eeuiriieiiiiiiieiesieeiesie ettt sttt st 13
2.2.2  Business Process Management (BPM)..........cccccovvininviniiiniinsieeieeseene. 14
2.2.3  Lean ManQ@ement ............ccueveeeeiuieniieeeiiienee ettt sanee e sre e 16
2.2.4  ROOt CAUSE ANAIYSIS ....cvvoeeeeisiieeeieeieeeseeeeere et 17
2.2.5  Business Process National Model (BPMN).........ccccouevvcuiiniiviniieisnieeeniieennnns 17
2.2.6  Value Chaif ARGLISIS ......cccoeeeeeveieiiiiiiiieiieeeeeeeesesee e 22
2.2.7  Lean SiX SIQMQ .......ccoooouireuireiiiiiiiiiiiiiiiiiie ettt 23
2.2.8  WSE oottt 26
2.2.9  Teori Penelitian Kualitatif.........cccoooerienininiiniiienieneeeeeeceeeee e 27

2.3 Integrasi Keilmuan ............ccooceiiviiiniiiiniiiicieccec e 27



BAB 3 METODOLOGI PENELITIAN ......ccccooiiiiiiiieeeeeeeeseeeee e 28

3.1 Jenis Penelitian...........coooooiiiiiiiiiii e 28
3.2 Desain Penelitian.............cooccooiiiiiiiiiiiiii e 28
321 Studi LIETatur ..eeveeeeeieeieeeneeeieeeeee ettt sttt 29
3.2.2  Pengumpulan Data ........cccooiiieiiininieneeneeeeeee e 29
323  Triangulasi Data .......ccoceeeerineeiienineeeseee et 30
3.2.3  Pemetaan Proses BiSniS........ccoceeviirieriienieniinieeieeieeicesice et 30
324 LeAn SiX SIGMIA ...cccuveeeiiieiieeiiiae ittt 30
BAB 4 HASIL DAN PEMBAHASAN .....oociiiiiii ittt s 32
4.1 ODbjek Penelitian ...........cicceeiiiiiiiiiiiiieeieeete sttt 32
4.2 Pengolahan Data ...t 35
421 TranSKIIP .eeeeieeieeeeeiee ettt ekttt e 35
422 Analisis TematiK.........cccueriiriiiiieieiienie et 35
4.2.4  Triangulasi Data.........ccceoveiiiiiiiiiiieeeee et st 39
4.3 Value Chain Analysis PT MabIuro .............cccoceeiiiiieiiiiesiieeenieenieesiee e 41
4.4 Proses Bisnis As-IS .......ccccooiiiiiiiiiiic i 42
4.4.1  Proses Pendaftaran .........c..cceceevueeneeneesioniieiiiiieeseesie e 44
4.42  Proses Pembayaran .........cccoceeiiiiiiiiinie e 46
444  ProSes PrOMOSI.c..ccuietertiriieiiitisiesiesst ettt ettt s ete et sbe s nees 47
4.4.5 Proses Evaluasi Jamaah ..........ccccovieriiiininiiniiiccceeceen 48
4.5 Deﬁne‘ ..................... 50
4.5.1  Penyusunan Diagram SIPOC............. | 1 TR s YRR, . SOUPURRO s YRR 50
4.5.2  Pemetaan Potensi Pemborosan (Waste)........ccceevveevvueeeceeenieesseessieesceee e 51
4.5.3  Penentuan CTQ (Critical To QUality) ....cccervvrrrieereereerieniieeieeeeseeneeneees 52
4.6 MEASHUTC..........ooneeieiieeee ettt st sttt e b e b e s sane e 53
4.6.1  Evaluasi Kapabilitas PTrOSES .......ccccoerveeririenininiereneeseeeeese e 53
4.7 Analyze, Improve dan Control ......................cccccoocuvvviiiiiiniiniiniiiiiccieceenee, 55
4.7.1  Analisis Pemborosan dalam Proses........ccccceceeverieineeniicniieniceseesceseee, 55
472  Analisis Kapabilitas Kerja ProSes .......c.cccvevervvenieenieenieenieniinssieeseeseeseeneens 55
473  Analisis Akar Penyebab Waste.......cccccovvvrrviiriiinieenieeneesie s eeeeeseee e 56
4.7.4  Rekomendasi Perbaikan Proses .........ccccceverieiieineineiniciiceceeeeeeeen, 59
4.7.5  Proses Bisnis TO-Be .......cocoeiiiiiiiiiiiieeeeee e 60
4.7.6  Simulasi Kinerja Proses Setelah Perbaikan.........cccccovveeveverciirciineeneenennnen. 63



BAB 5 PENUTUP ..ottt s 65

50 KeSIMPUlan........ccccoooiiiiiiiiiiie e 65

5.2 SAFAI ..o s 66

DAFTAR PUSTAKA ..ottt 63

LAMPIRAN. ...ttt ettt st b et e b sbe e nesreese e resaeenee e 68
!

Xi



Gambar 2.
Gambar 2.
Gambar 2.
Gambar 2.
Gambar 2.
Gambar 2.
Gambar 2.
Gambar 3.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.

DAFTAR GAMBAR

IBPM Life CYCLE .cuviiieiieiiiieierieeesie ettt st 15
2 EVENL .t st re e 18
3 ACHVILIES weeuveeieeiiieiieee ettt ettt st sttt e b e b e s 19
4 GALEWAYS .eenveeueeruteeteeie et ee st eesiee st e et e bt e st esheesae e st e st e bt e be e beesaeesneeenreereens 19
5 ConNECtiNg ODJECES ..ccuvervieiiiriieriienieete ettt s s 20
6 ATEITACTS ...eeveeieerite e et ettt sttt e 21
T Level SIZMA c...cooueiiiiiiieeiiieeete et 25
1 AT PENEITtIAN. c.couviet ittt sttt sttt sttt sttt st nees 29
1 Struktur Organisasi PT Mabruro ..........ccoeeeiiieenieesiiinsiinsieeseeseenee e seeeieens 32
6 Value Chain ANALYSIS ......ccceevveiierieneniirieneeieneeie st s et st 42
7 Proses Pendaftaran AS-IS..........ccocevviiriiiniiiiiiienieniteiie sttt 45
8 Simulasi Proses Pendaftaran AS-IS.........ccccecerireeiiinieniinisiieneneeieneneene 45
9 Proses Pembayaran AS-IS ..........cccevereerenieneeniiiieniesee e sie e 46
10 Simulasi Proses Pembayaran As-IS..........ccoveerieiiieniieenieeneenieeneeniesnieenieens 46
11 Diagram Proses Promosi AS-IS...........ccocevvevioiiinininnicninineneccccneeen 47
12 Simulasi Proses Promosi AS-IS....cc.ccceoeriueiniiniiniiniinieeeeeneeeeeeeee 48
13 Proses Evaluasi Pelanggan As-IS ........ccccceeieeiiiniiniiiniieeeeenee e 49
14 Simulasi Proses Evaluasi Pelanggan As-Is...........c....ce.. b b | O S 49
15 Hasil Simulasi Proses Pendaftaran To-Be.........ccccovvivivinininninininciniin 60
16 Hasil Simulasi Proses Pembayaran To-Be .........ccccoocoetiininiiiinnnen, 61
17 Hasil Simulasi Proses Promosi To-Be.........cccceeverineenenenneneneeeneeee, 62
18 Hasil Simulasi Proses Evaluasi Pelanggan To-Be.........ccccovvvervirivnrcienniene 63

xii



Tabel 2.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

DAFTAR TABEL

1 Penelitian TerdahulU..........ccoooiiiiiiiiiiiii e 8
1 Triangulasi Data ......c.cooueeiieiiinieiieeeeeeee e 39
2 Proses bisnis PT MabIUro .....cccceeveerieriieeiieiienieneeeceeeeeieesiee st 43
3 Diagram STPOC ........ooiiiiiiiieiieiteee ettt s s 51
4 1dentifikasi WaSe .......cecveerierieniieieeteeeeste et 52
5 Identifikasi Critigal To Quality (CTQ)..tec.eeerveerieeriienieniieieeeeee e 53
6 Evaluasi Kapabilitas PTrOSES ...iccueeouerrieriieniiiieiieeieeceeeeeeeiee st 54
7 Penyebab Waste.....oecueetviiiierieiiteiteeiteenieesieesueesseesnessseessessseesseesseesseeseessesnsenns 57

xiii



DAFTAR PUSTAKA

Ahmed, S. (2019). Integrating DMAIC approach of Lean Six Sigma and theory of
constraints toward quality improvement in healthcare. Reviews on
Environmental Health, 34(4), 427-434. https://doi.org/10.1515/reveh-2019-
0003

Arafeh, M. (2015). Combining Lean Concepts &amp; Tools with the DMAIC
Framework to Improve Processes and Reduce Waste. American Journal of
Operations Research, 05(03), 209-211.
https://doi.org/10.4236/ajor.2015.53017

Asmoro, E. T., Brojas, R., Rere, L. M. R., Kunci, K., Pemodelan, :, & Bisnis, P.
(2020). Pemodelan Proses Bisnis Studi Kasus Magister Teknologi Informasi
Kampus XYZ Menggunakan Business Process Model And Notation (BPMN).
Seminar Nasional Teknologi Informasi Dan Komunikasi STI&K (SeNTIK),
4(1), 2581-2327.

Awaludin, A. A., & Hakim, A. K. (2023). Analisis Strategi Survival Pada Bisnis
Travel Haji dan Umrah Saat Pandemi Covid-19 Di Shafira Tour & Travel.
Journal of Islamic Management, 3D, 1-13.
https://doi.org/10:15642/jim.v311.1198

Candra, A. W., & Oktafia, R. (2021). Penerapan Manajemen Pelayanan Prima
untuk Peningkatan Kepuasan Calon Jamaah Haji dan Umrah di PT Mabruro
Sidoarjo. Jurnal llmiah Ekonomi Islam, 7(1), 9.
https://doi.org/10.29040/jie1.v7i1.1811

Cardoso, G. B., de S&atilde;o Pedro Filho, F., Barbosa, R. A. P., & Kowal, J.
(2021). Business Process Management (BPM) And Gut Matrix In Support To
The Information Technology. SSRN FElectronic Journal, 94-116.
https://doi.org/10.2139/ssrn.3941804

Dechsupa, C., Vatanawood, W., & Thongtak, A. (2019). Hierarchical Verification



for the BPMN Design Model Using State Space Analysis. I[EEE Access, 7,
16795-16815. https://doi.org/10.1109/ACCESS.2019.2892958

Faktor, A., Berhubungan, Y., Kekambuhan, D., & Paru, T. B. (2014). Unnes
Journal of Public Health. 3(1), 1-10.

Florescu, A., & Barabas, S. (2022). Development Trends of Production Systems
through the Integration of Lean Management and Industry 4.0. Applied
Sciences (Switzerland), 12(10). https://doi.org/10.3390/app12104885

Gaikwad, A., Musunuri, A. S., Bhimanapati, V., Goel, O., Jain, S., & Garhwal, P.
(2020). ADVANCED FAILURE ANALYSIS TECHNIQUES FOR FIELD-
FAILED UNITS IN. 9(2), 55-78.

Hudiarto, Agustiningsih, Kamila, N. R., & Fitriyani, N. A. (2018). Modeling of
Information System for Licensing and Extension of Special Hajj Pilgrimage
Organizer. Proceedings of 2018 International Conference on Information
Management  and  Technology, ICIMTech 2018, 2, 522-527.
https://doi.org/10.1109/ICIMTech.2018.8528180

Hussain, A., & Ali, S. (2022). Statistical and Planning Uses of Six Sigma. 13(3),

4818-4840.
!

Ishak, A., Siregar, K., Ginting, R., & Gustia, D. (2020). A systematic literature
review of lean six sigma. IOP Conference Series: Materials Science and
Engineering, 1003(1), 19-30. https://doi.org/10.1088/1757-
899X/1003/1/012096

Ishaq, E. M., & Asy, S. (2024). Optimalisasi Proses Bisnis Menggunakan Metode
Business Process Analysis ( BPA ) pada PT . XYZ. 5(11),4697-4717.

Jr, D. D. (2017). A frontier in organizational and business process innovation in
service management through lean six sigma Kaizen project implementation.
Journal of Administrative and Business Studies, 3(6), 263-283.
https://doi.org/10.20474/jabs-3.6.2

64



Kam, A. W., Collins, S., Park, T., Mihail, M., Stanaway, F. F., Lewis, N. L., Polya,
D., Fraser-Bell, S., Roberts, T. V., & Smith, J. E. H. (2021). Using Lean Six
Sigma techniques to improve efficiency in outpatient ophthalmology clinics.
BMC Health Services Research, 21(1), 1-9. https://doi.org/10.1186/s12913-
020-06034-3

Khalaf, M. A. (2024). Towards Applying the Lean Management Principles to

Improve Travel Agencies Performance at Cairo Governorate. 27(1), 212-232.

Khunaifi, A., Rangga Primadasa, & Sugoro Bhakti Sutono. (2022). Implementasi
Lean Manufacturing untuk Meminimasi Pemborosan (Waste) Menggunakan
Metode Value Stream Mapping di PT. Pura Barutama. Jurnal Rekayasa
Industri (JRI), 4(2), 87-93. https://doi.org/10.37631/jr1.v4i2.560

Lestari, K., & Susandi, D. (2019). Penerapan Lean Manufacturing untuk
mengidentifikasi waste pada proses produksi kain knitting di lantai produksi
PT. XYZ. Prosiding Industrial Research Workshop and National Seminar,
10(1), 567-575.

Mahmoodzadeh, E., Jalalinia, S., & Nekui Yazdi, F. (2009). A business process
outsourcing framework based on business process management and
knowledge management. Business.Process Management. Journal, 15(6), 845—

864. https://doi.org/10.1108/14637150911,003748

Mumpuni, D. P. S., & Darmawan, E. S. (2024). Upaya perbaikan pelayanan pasien
pulang dari rawat inap dengan metode lean six sigma. Jurnal Kesehatan

Masyarakat, 8,2929-2950.

Novitasari, R., & Iftadi, I. (2020). Analisis Lean Manufacturing untuk Minimasi
Waste pada Proses Door PU. Jurnal INTECH Teknik Industri Universitas
Serang Raya, 6(1), 65-74. https://doi.org/10.30656/intech.v611.2045

Paschek, D., Ivascu, L., & Draghici, A. (2018). Knowledge Management — The
Foundation for a Successful Business Process Management. Procedia - Social

and Behavioral Sciences, 238(February), 182—191.

65



https://doi.org/10.1016/j.sbspro.2018.03.022

Pitaloka, A. D. (2024). Implementasi Root Cause Analysis Pada Produk Tinta
Neymar Untuk Mengurangi Cacat Produk. 19(November), 173—182.

Rauch, E., Damian, A., Holzner, P., & Matt, D. T. (2016). Lean Hospitality-
Application of Lean Management Methods in the Hotel Sector. Procedia
CIRP, 41, 614-619. https://doi.org/10.1016/j.procir.2016.01.019

Reijers, H. A. (2021). Business Process Management: The evolution of a discipline.
Computers in Industry, 126, 103404.
https://doi.org/10.1016/j.compind.2021.103404

Santhiapillai, F. P., & Ratnayake, R. M. C. (2021). Lean Six Sigma in Knowledge
Work: A Case Study from Policing and Prosecution Services. /[FIP Advances
in Information and Communication Technology, 630 IFIP, 665—673.
https://doi.org/10.1007/978-3-030-85874-2 72

Sayudin, S., Yusup, A., & Ferdiansah, R. (2023). Management Analysis of Hajj and
Umrah Travel Services PT. JGroup Amanah Wisata. American Journal of
Economic  and  Management ~ Business (AJEMB), 2(2), 58-65.

https://doi.org/10.58631/ajemb.v2i2.21
!

Sopyan, D., Maarif, M. S., Affandi, J., & Arsyianti, L. D. (2023). Nurturing The
Ecosystem of Hajj and" Umrah Business in Indonesia: A Model For

Development. Indonesian Journal of Business and Entrepreneurship, 9(3),

359-369. https://doi.org/10.17358/ijbe.9.3.359

South-south, B. F. (2021). THE INTERNATIONAL JOURNAL OF BUSINESS &
MANAGEMENT Lean Six Sigma Manufacturing and Performance of. 9, 74—
82.

Ummah, M. S. (2019). No ESHMBEREZTDE LE-AEESHEICE TS @
FERLERAZIZBET S BB &E D #TTitle. In Sustainability (Switzerland)
(Vol. 11, Issue 1).
http://scioteca.caf.com/bitstream/handle/123456789/1091/RED2017-Eng-

66



8ene.pdf?sequence=12&isAllowed=y%0Ahttp://dx.doi.org/10.1016/j.regsciu
rbeco.2008.06.005%0Ahttps://www.researchgate.net/publication/305320484
_SISTEM_PEMBETUNGAN_ TERPUSAT STRATEGI MELESTARI

van der Aalst, W. M. P. (2013). Business Process Management: A Comprehensive
Survey. ISRN Software Engineering, 2013, 1-37.
https://doi.org/10.1155/2013/507984

Wahyu Alam Firdaus Syahuri, Moch. Alfin Jailani Amien, Choirul Afandi, Galih
utomo, & Denny Oktavina Radianto. (2024). Penerapan Prinsip Lean
Management dalam Meningkatkan Kinerja Industri Perkapalan. Globe:
Publikasi llmu Teknik, Teknologi Kebumian, IImu Perkapalan, 2(2), 52-72.
https://doi.org/10.61132/globe.v2i2.254

Womack, J. P., & Jones, D. T. (1997). Lean Thinking—Banish Waste and Create
Wealth in your Corporation. Journal of the Operational Research Society,
48(11), 1148—1148. https://doi.org/10.1038/sj.jors.2600967

67



	LEMBAR PERSETUJUAN PEMBIMBING
	LEMBAR PENGESAHAN
	HALAMAN PERNYATAAN KEASLIAN KARYA ILMIAH
	MOTTO DAN PERSEMBAHAN
	ABSTRAK
	ABSTRACT
	KATA PENGANTAR
	DAFTAR ISI
	DAFTAR GAMBAR
	DAFTAR TABEL
	BAB 1  PENDAHULUAN
	1.1 Latar Belakang
	1.2 Rumusan Masalah
	1.3 Batasan Masalah
	1.4 Tujuan Penelitian
	1.5 Manfaat Penelitian
	1.6 Sistematika Penulisan Skripsi

	BAB 2  TINJAUAN PUSTAKA
	2.1 Tinjauan Penelitian Terdahulu
	2.2 Teori Dasar yang digunakan
	2.2.1 Proses Bisnis
	2.2.2 Business Process Management (BPM)
	2.2.3 Lean Management
	2.2.4 Root Cause Analysis
	2.2.5 Business Process National Model (BPMN)
	2.2.5.1 Elemen Dasar BPMN

	2.2.6 Value Chain Analisis
	2.2.7 Lean Six Sigma
	2.2.8 Waste
	2.2.9 Teori Penelitian Kualitatif

	2.3 Integrasi Keilmuan

	BAB 3  METODOLOGI PENELITIAN
	3.1 Jenis Penelitian
	3.2 Desain Penelitian
	3.2.1 Studi Literatur
	3.2.2 Pengumpulan Data
	3.2.3 Triangulasi Data
	3.2.3 Pemetaan Proses Bisnis
	3.2.4 Lean Six sigma


	BAB 4  HASIL DAN PEMBAHASAN
	4.1 Objek Penelitian
	4.2 Pengolahan Data
	4.2.1 Transkrip
	4.2.2 Analisis Tematik
	4.2.2.1 Menentukan Tema
	4.2.2.2 Uji Keabsahan Data

	4.2.4 Triangulasi Data

	4.3 Value Chain Analysis PT Mabruro
	4.4 Proses Bisnis As-Is
	4.4.1 Proses Pendaftaran
	4.4.2 Proses Pembayaran
	4.4.4 Proses Promosi
	4.4.5 Proses Evaluasi Jamaah

	4.5 Define
	4.5.1 Penyusunan Diagram SIPOC
	4.5.2 Pemetaan Potensi Pemborosan (waste)
	4.5.3 Penentuan CTQ  (Critical To Quality)

	4.6 Measure
	4.6.1 Evaluasi Kapabilitas Proses

	4.7 Analyze, Improve dan Control
	4.7.1 Analisis Pemborosan dalam Proses
	4.7.2 Analisis Kapabilitas Kerja Proses
	4.7.3 Analisis Akar Penyebab Waste
	4.7.4 Rekomendasi Perbaikan Proses
	4.7.5 Proses Bisnis To-Be
	4.7.5.1 Proses Pendaftaran
	4.7.5.2 Proses Pembayaran
	4.7.5.3 Proses Promosi
	4.7.5.4 Proses Evaluasi Pelanggan

	4.7.6 Simulasi Kinerja Proses Setelah Perbaikan


	BAB 5  PENUTUP
	5.1 Kesimpulan
	5.2 Saran

	DAFTAR PUSTAKA
	LAMPIRAN

