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ABSTRAK
Nama : Nur Habib Fahmin, Nim : 19030101024, Judul Skripsi : “Efektivitas
Selve Excellence (Pelayanan Prima) Bagi Jamaah Haji Usia Lansia Pada
Kantor Kementerian Agama Kota Kendari”, Pembimbing : Dr. H. Samsuri,
S.Ag, S.Pd, M.Pd.

Penelitian ini Dbertujuan untuk mengevaluasi efektivitas selve excellence
(pelayanan prima) bagi jamaah haji usia lansia pada Kantor Kementerian Agama
Kota Kendari. Penelitian ini, fokus pada pelayanan yang diberikan kepada jamaah
haji usia lansia, mulai dari proses pendaftaran hingga kedatangan di Tanah Suci.
Penelitian ini menggunakan metode pengumpulan data melalui observasi
wawancara, dan dokumentasi. Hasil penelitian menunjukkan bahwa Selve
Excellence (pelayanan prima) memiliki efektivitas dan efisiensi yang tinggi dalam
memenuhi kebutuhan jamaah haji usia lansia. Dalam pelayanan, jamaah haji usia
lansia diperlakukan dengan prioritas dan kepedulian, serta diberikan pelayanan
khusus sesuai dengan kebutuhan mereka. Beberapa pelayanan khusus yang dapat
diberikan kepada jamaah haji usia lansia antara lain adalah mempercepat masa
keberangkatan, pengajuan pendamping ibadah haji (mahram), dan perhatian lebih
dari petugas dan tim medis. Respon jamaah haji usia lansia terhadap selve
excellence (pelayanan prima) dapat dibagi menjadi tiga aspek, yaitu respon
kognitif, afektif, dan tindakan. Jamaah haji usia lansia memberikan respon positif
terhadap pelayanan yang diberikan, baik dalam hal kecakapan membimbing haji,
komunikasi yang lancar, keramahan, dan keamanan yang dijamin. Oleh karena
itu, sangat efektif dalam memberikan pelayanan kepada jamaah haji usia lansia,
dengan pelayanan yang efektif ini memenuhi kebutuhan mereka secara optimal
dan pengalaman yang positif dalam menjalankan ibadah haji. Penelitian ini
diharapkan dapat menjadi landasan bagi perbaikan dan pengembangan pelayanan
prima bagi jamaah haji usia lansia di berbagai Kantor Kementerian Agama di
seluruh Indonesia.

Kata Kunci: Selve Excellence, jamaah haji usia lanjut, efektivitas, pelayanan
prima, Kementerian Agama



ABSTRACT

Name: Nur Habib Fahmin, Nim: 19030101024, Subtitle: ** the effectiveness of
Selve Excellence (prime service) for elderly pilgrims at the Ministry of
Religious Affairs Office in Kendari City."", Supervisor : Dr. H. Samsuri, S.Ag,
S.Pd, M.Pd.

This study aims to evaluate the effectiveness of Selve Excellence (prime service)
for elderly pilgrims at the Ministry of Religious Affairs Office in Kendari City.
The focus of this research is on the services provided to elderly pilgrims, from the
registration process to their arrival in the Holy Land. The study employed data
collection methods through observation, interviews, and docomentation
distributed to elderly pilgrims and staff involved in the services. The findings
indicate that Selve Excellence (prime service) demonstrates high effectiveness
and efficiency in meeting the needs of elderly pilgrims. In the service provision,
elderly pilgrims are treated with priority and care, receiving special services
tailored to their needs. Some specific services that can be requested by elderly
pilgrims include expediting their departure, requesting a companion for Hajj
rituals (mahram), and receiving extra attention from the staff and medical teams.
The response of elderly pilgrims to Selve Excellence (prime service) can be
divided into three aspects: cognitive response, affective response, and action
response. Elderly pilgrims have shown positive responses to the services
provided, including the competence in guiding Hajj rituals, smooth
communication, friendliness, and assured safety. In conclusion, this study
confirms that Selve Excellence (prime service) is highly effective in providing
services to elderly pilgrims. This effective service meets their needs optimally and
provides a positive experience in performing the Hajj pilgrimage. The findings of
this research are expected to serve as a basis for improving and developing prime
services for elderly pilgrims in various Ministry of Religious Affairs offices across
Indonesia.

Keywords: Selve Excellence, elderly pilgrims, effectiveness, prime service,
Ministry of Religious Affairs



DAFTAR ISI

HALAMAN JUDUL ..ot sine e I
LEMBAR PERSETUJUAN PEMBIMBING ........ccocoiiiiieiieeese e ii
PENGESAHAN SKRIPSI ..ot e i
HALAMAN PERNYATAAN ORISINALITASI ..ot WY
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI......c..ccccooeivnnnns %
KATA PENGANTAR ..ottt Vi
ABSTRAK L.t ettt ettt r e ens iX
D e I G 1 OSSPSR Xi
DAFTAR TRANSLITERASI ..ot Xiii
BAB | PENDAHULUAN ..o st see e 1
1.1 Latar BelaKang .........ccoieieiiiiiisieisiee i 1
1.2 FOKUS Penelitians:.....ccoittieeneeoiiii s i svesee Bivvnsie oo s dhnnssneensesnes Sivam ol 6
1.3 RUMUSAN MaSIAN .....c.veiiieieiee e e 6
1.4 Tujdan Rendlitiancony.... /..o 170 e S 2R 6
1.5 Manfaat Renelitian ../ .. b .. conmorrmmsaninobaneeseasttede s sdereeoadiesunssessde s obones 6
1.6 Definisi OPerasional..........cccoooiiiiiiiiiiciii e 7
BAB I KAJIAN PUSTAKA ...ttt se sttt et 9
2.1 Pengertian EfeKIIVItas.......c.cceiiiiieiieeiin it e 9
2.2 Pelayanan.. 2\, ... ¢ m g R ool L 11
2.3 Service excellence (pelayanan prima) .........ccccceeveeveivieieevieceece e 12
2.4 JoEToklg) = Fr e ——— S ieing 16
2.5 Pengertian Calon Jamaah Lansia (Usia Lanjut) ..........cccccccevveveiiieieenne. 20
2.6 Pengertian RESPON .......ccvcviiiiiecie et 21
2.7 Penelitian REIEVAN ..........ooi i 23
2.8 Kerangka PiKIT ..o 25
BAB 111 METODE PENELITIAN w....ccooooiivieieecieeeeseenses e 27
3.1 Jenis Penelitian ... 27

xi



3.2 Lokasi dan Waktu Penelitian...........eeeeeeee e 27

3.3 Jenis dan SUMDEr Data .........ccooveieiiiiiiiiec e 27
34 Metode Pengumpulan Data ............cccveveiieeiieieiie e 28
3.5 Instrumen Penelitian.........cccooveiieiiiie e 29
3.6 Teknik Pengelolaan dan Analisis Data............cccoceveiieniinninie e 30
3.7 Pengujian Keabsahan Data Penelitian ............ccoccvvvviiinininnienccie e, 30
BAB IV HASIL PENELITIAN ... 33
4.1 Deskripsi Lokasi PENElItIan ..........cc.ccoiiiueieieiiiciisieeeeec e 33
4.2 HaSil PENEIITIAN. ......oiiiieiiece e 36
4.3 PeMDANASAN ... 49
BAB V PENUTUP ..ottt abe e anne e 61
5.1 G 10| L0 E (A i =i NN S < 61
5.2 Sarap .. \. /. Ay e G N 62
DABTAR PUSTAKA NG - e oeeeremmmmmmi s oo\ /o cssmtltinnesninnds . 63
WS [ 372 O v o A W Y 65

xii



DAFTAR TRANSLITERASI

Arab Latin Arab Latin
| Tidak dilambangkan L t
« B Lk z
: T 5 :
* S G
z J ) F
z 3 S Q
F Kh &l K
3 D J L
3 Z a M
D R O y;
J z 5 W
" S > H
& Sy : :
b S P Y
3 5

Xiii




