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ABSTRAK
Siti Nur Fadilah, NIM. 04040422101, Strategi Layanan
Dalam Membangun Citra Pada Sahelia Umrah & Hajj.

Penelitian ini bertujuan untuk mengetahui bagaimana strategi
layanan yang diterapkan dalam membangun citra pada Sahelia Umrah
& Hajj, serta mengidentifikasi faktor pendukung dan penghambat
dalam pelaksanaannya. Layanan menjadi aspek penting dalam industri
jasa keagamaan karena berpengaruh langsung terhadap pengalaman
jamaah dan persepsi publik terhadap perusahaan. Penelitian ini
menggunakan pendekatan kualitatif deskriptif dengan teknik
pengumpulan data melalui wawancara, observasi, dan dokumentasi.
Data dianalisis melalui reduksi data, penyajian data, dan penarikan
kesimpulan. Hasil penelitian menunjukkan bahwa strategi layanan
dalam membangun citra meliputi beberapa pendekatan, antara lain:
pendekatan personal kepada jamaah, layanan cepat tanggap,
personalisasi layanan berdasarkan kebutuhan jamaah, pemanfaatan
media sosial sebagai sarana komunikasi dan edukasi, serta penerapan
standarisasi layanan (SOP) administrasi dan bimbingan manasik
secara sistematis. Seluruh strategi ini memberikan pengaruh positif
terhadap persepsi jamaah karena menciptakan pengalaman layanan
yang nyaman, responsif, ~dan terpercaya. Faktor pendukung
pelaksanaan strategi layanan mencakup kompetensi sumber daya
manusia, ketersediaan fasilitas dan teknologi informasi,
kepemimpinan adaptif dan religius, serta dukungan media sosial yang
efektif dalam ; menyampaikan ; informasi. Sementara itu, faktor
penghambat yang' ditemukan' ialah' ‘perubahan ‘regulasi- pemerintah
yang sering berubah, serta keragaman latar belakang jamaah yang
menuntut penyesuaian komunikasi dan layanan. Penelitian ini
menyimpulkan bahwa strategi layanan yang dirancang secara
terencana, responsif, dan sesuai dengan kebutuhan jamaah berperan
signifikan dalam membangun citra positif perusahaan. Temuan ini
diharapkan dapat menjadi rujukan bagi lembaga penyedia jasa ibadah
dalam meningkatkan kualitas layanan dan kepercayaan masyarakat.

Kata kunci: Strategi Layanan, Citra Perusahaan, dan
Layanan Jamaah
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ABSTRACT

Siti Nur Fadilah, NIM. 04040422101, Service Strategy in
Building an Image of Sahelia Umrah & Hajj.

This research aims to find out how the service strategy is
applied in building an image of Sahelia Umrah & Hajj, as well as
identifying supporting and inhibiting factors in its implementation.
Service becomes an important aspect in the religious service industry
because it directly affects the experience of the congregation and the
public perception of the company. This research uses a descriptive
gualitative approach with data collection techniques through
observation, interviews, and documentation. Data is analyzed through
data reduction, data presentation, and drawing conclusions. The
research results show that the service strategy in building an image
includes several approaches, including: a personal approach to
pilgrims, quick response service, personalized services based on the
needs of pilgrims, the utilization of social media as a means of
communication and education, as well as the implementation of
standardization of administrative services (SOP) and systematic
guidance. All of these strategies have a positive influence on the
perception of the congregation because it creates a comfortable,
responsive, and reliable service experience. Supporting factors for the
implementation of service strategies include the competence of human
resources, the availability of facilities and information technology,
adaptive and religious leadership, and effective social media support
in conveying information: Meanwhile, the inhibiting factors found are
changes in government regulations that often change, as well as the
diversity of the congregation's background that demands the
adjustment of communication and services. This research concludes
that a service strategy that is designed in a planned manner,
responsive, and in accordance with the needs of the congregation
plays a significant role in building a positive image of the company.
This finding is expected to be a reference for worship service providers
in improving the quality of services and public trust.

Keywords: Service Strategy, Company Image, and Congregation
Service
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