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ABSTRAK

Muhammad Firmansyah, NIM 04040422089, 2025. Analisis Kualitas
Pelayanan dalam Upaya Peningkatan Loyalitas Jamaah An Namiroh
Travelindo Malang.

Pada penelitian ini, peneliti menggunakan metode kualitatif
dengan jenis penelitian deskriptif dan studi kasus. Teknik
pengumpulan data dilakukan melalui wawancara, observasi, dan
dokumentasi. Teknik analisis data yang digunakan meliputi reduksi
data, penyajian data, serta penarikan kesimpulan.

Hasil penelitian ini menunjukkan bahwa An Namiroh
Travelindo Malang menerapkan kualitas pelayanan yang mengacu
pada teori SERVQUAL yang dikemukakan oleh Sangadji dan Sopiah,
meliputi pelayanan bukti fisik (tangible), keandalan (reliability), daya
tanggap (responsiveness), jaminan (assurance), dan empati
(empathy). 'Pencrapan’ pelayanan’, tersebut. mampu ; membangun
kepercayaan jamaah dan berdampak, pada peningkatan. loyalitas
jamaah yang ditunjukkan melalui apresiasi, testimoni positif, serta

rekomendasi kepada pihak lain.

Kata Kunci: Kualitas Pelayanan, Loyalitas Jamaah, SERVQUAL.
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ABSTRAK

Muhammad Firmansyah, NIM 04040422089, 2025. Analysis of
Service Quality in an Effort to Increase the Loyalty of An Namiroh
Travelindo Malang Congregants.

In this study, the researcher used a qualitative method with
descriptive research and case studies. Data collection techniques
included interviews, observation, and documentation. Data analysis
techniques included data reduction, data presentation, and conclusion
drawing.

The results of this study indicate that An Namiroh Travelindo
Malang implements service quality based on the SERVQUAL theory
proposed by Sangadji and Sopiah, encompassing tangible service,
reliability, responsiveness, assurance, and empathy. This service
implementation builds trust among congregants and results in
increased. loyalty, demonstrated \through apprecidﬁon, positive

testimonials, and recommendations to\ others.

Keywords: Service Quality, Congregant Loyalty, SERVQUAL.
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