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ABSTRAK 

ESQ Tour and Travel Jakarta merupakan Biro Perjalanan Wisata yang 

menyelenggarakan perjalanan ibadah Haji maupun Umrah. Penelitian ini bertujuan 

untuk mengetahui kualitas pelayanan paket wisata Umrah Plus Turki di ESQ Tour 

and Travel Jakarta. Kualitas Pelayanan menjadi ukuran seberapa baik tingkat 

pelayanan mampu memenuhi harapan pelanggan. Metode penelitian yang 

digunakan adalah kuantitatif deskriptif. Objek penelitian adalah kualitas pelayanan 

umrah plus Turki, dan subjeknya adalah jamaah umrah plus Turki tahun 2018 – 

2023. Penelitian ini menggunakan teknik Random Sampling dengan jumlah 

responden 143 orang. Teknik pengumpulan data dalam penelitian ini yaitu survey 

dengan alat kumpul yaitu kuesioner, dengan mengukur kualitas layanan 

berdasarkan lima dimensi yaitu, Tangibles, Empathy, Reliability, Responsiveness, 

dan Assurance. Hasil penelitian menunjukan bahwa kualitas pelayanan umrah plus 

Turki di ESQ Tour and Travel Jakarta mendapat penilaian sangat baik yang meliputi 

Tangibles dengan nilai 3655 (85%), Empathy dengan nilai 1881 (87,7%), Reliability 

dengan nilai 2436 (85,2%), Responsiveness dengan nilai 3119 (87,2%), dan 

Assurance dengan nilai 3061 (85,6%). Terdapat kekurangan pada tangibles 

dibidang akomodasi, dan reliability mengenai program perjalanan. Adapun 

rekomendasi yang diberikan yaitu lebih memperhatikan fasilitas dari akomodasi, 

memberikan pelatihan mengenai service excellence, mengkaji ulang itinerary, 

memilih local guide berkualifikasi sebagai pemandu wisata muslim, dan 

memperhatikan jaminan kesehatan yang diberikan.  

 

Kata Kunci: Kualitas Pelayanan, Umrah Plus Turki, TERRA 
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ABSTRACT 

ESQ Tour and Travel Jakarta is a Travel Bureau that organizes Hajj and Umrah 

trips. This study aims to determine the quality of service of the Umrah Plus Turkey 

tour package at ESQ Tour and Travel Jakarta. Service Quality is a measure of how 

well the level of service is able to meet customer expectations. The research method 

used is descriptive quantitative. The object of research is the quality of Umrah plus 

Turkey service, and the subject is Umrah plus Turkey pilgrims in 2018-2023. This 

study used a Random Sampling technique with 143 respondents. The data collection 

technique in this study is a survey with a collection tool, namely a questionnaire, 

by measuring service quality based on five dimensions, namely, Tangibles, 

Empathy, Reliability, Responsiveness, and Assurance. The results showed that the 

quality of Umrah plus Turkey services at ESQ Tour and Travel Jakarta received a 

very good assessment which included Tangibles with a value of 3655 (85%), 

Empathy with a value of 1881 (87.7%), Reliability with a value of 2436 (85.2%), 

Responsiveness with a value of 3119 (87.2%), and Assurance with a value of 3061 

(85.6%). There are shortcomings in tangibles in the field of accommodation, and 

reliability regarding travel programs. The recommendations given are to pay more 

attention to the facilities of the accommodation, provide training on service 

excellence, review the itinerary, choose a qualified local guide as a Muslim tour 

guide, and pay attention to the health insurance provided. 

 

Keywords: Service Quality, Umrah Plus Turkey, TERRA 
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