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ABSTRAK

Ibadah umroh terus mengalami peningkatan permintaan, berbagai biro
perjalanan umroh berlomba-lomba menawarkan paket dengan keunggulan masing-
masing. Dalam konteks ini, pemahaman tentang bagaimana konsumen mengambil
keputusan menjadi penting agar perusahaan dapat memenuhi kebutuhan sesuali
dengan nilai-nilai Islami. Penelitian ini bertujuan untuk menganalisis faktor-faktor
internal dan eksternal yang berdampak terhadap pengambilan keputusan konsumen,
serta mengkaji tahapan proses pengambilan keputusan dalam memilih paket umroh
di PT Intanaya Tour and Travel.

Metode penelitian yang digunakan dalam penelitian ini adalah kualitatif
dengan pendekatan studi kasus. Sumber data yang digunakan yaitu data primer dan
sekunder dengan  pengumpulan data melalui wawancara, observasi, dan
dokumentasi. Analisis data dilakukan secara tematik menggunakan perangkat lunak
NVivo 15 untuk mengidentifikasi pola dan tema data wawancara.

Hasil penelitian menunjukkan bahwa faktor internal berupa motivasi
ibadah, janji kepada orang tua, dan cita-cita lama, serta faktor eksternal berupa
harga, layanan, reputasi, dan promosi berdampak nyata pada pengambilan
keputusan konsumen. Proses pengambilan keputusan meliputi awal pertimbangan
yaitu niat ibadah, pencarian informasi dari orang terdekat dan media sosial, evaluasi
alternatif berdasarkan harga 'dan‘.layanan;. hingga keputusén pembelian yang
ditentukan.oleh kenyamanan dan keyakinan hati. Temuan ini menegaskan bahwa
keputusan umroh merupakan perpaduan antara rasionalitas dan spiritualitas,
sehingga konsumsi dilakukan dengan landasan ibadah, bukan sekadar kebutuhan
duniawi

Saran yang diberikan kepada PT. Intanaya Tour and Travel diharapkan
meningkatkan aktivitas digital melalui konten yang menarik dan meningkatkan
transparansi informasi terkait paket, fasilitas, dan harga, dengan tetap menjunjung

tinggi amanah dan kejujuran.

Kata kunci: Keputusan Konsumen, Konsumsi dalam Islam, Pariwisata Halal.



ABSTRACT

The demand for Umrah continues to increase, with various travel agencies
competing to offer packages with their own advantages. In this context,
understanding how consumers make decisions is crucial for companies to meet
customer needs in accordance with Islamic values. This study aims to analyze the
internal and external factors that influence consumer decision-making, as well as
to examine the stages of the decision-making process in choosing Umrah packages
at PT Intanaya Tour and Travel.

The research employed a qualitative method with a case study approach.
Data sources included both primary and secondary data, collected through
interviews, observations, and documentation. Data were analyzed thematically
using NVivo 15 software to identify patterns and themes from interview data.

The findings indicate that internal factors such as religious motivation,
fulfilling parental wishes, and long-held aspirations, as well as external factors
including price, services, reputation, and promotion, significantly influence
consumer decision-making. The decision-making process consists of several
stages: initial consideration rooted in religious intentions, information search
through close relatives and social media, evaluation of alternatives based on price
and service, and the final purchase decision driven by comfort a{nd Inner conviction.
These findings emphasize that the decision to perform Umrah represents a blend of
rationality and spirituality, where consumption is grounded in worship rather than
merely worldly needs.

The study suggests that PT Intanaya Tour and Travel should enhance its
digital presence through engaging content and increase transparency regarding
packages, facilities, and prices, while upholding trustworthiness and honesty.

Keywords: Consumer Decision, Consumption in Islam, Halal Tourism.
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