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ABSTRAK

Abel Maulid Kurniawan, 04020421021, 2024. Peran Pembimbing
Ibadah dalam Melayani Jemaah Haji di Kantor Wilayah Kementerian
Agama Povinsi Jawa Timur Tahun 2024.

Tujuan penelitian ialah untuk mengetahui peran pembimbing
ibadah, faktor pendukung peran pembimbing ibadah, dan faktor
penghambat peran pembimbing ibadah di kantor Wilayah
Kementeiran Agama Provinsi Jawa Timur. Penelitian ini menerapkan
metode kualitatif dengan ragam pengkajian deskriptif. Teknik
mengumpulkan datanya menggunakan observasi, wawancara, dan
dokumentasi. Hasil pengkajian ini menunjukkan, bahwa peran
pembimbing ibadah di Kantor Wilayah Kementerian Agama Provinsi
Jawa Timur terdapat 4 dimensi peran, yaitu peran sebagai suatu
kebijakan, peran sebagai strategi, peran sebagai alat komunikasi,
peran sebagai alat penyelesaian sengketa. Dan terdapat lima dimensi
pelayanan yang diterapkan, yaitu tangible, reliability, responsiveness,
assurance, dan empathy. Kemudian faktor pendukung peran
pembimbing di Kantor wialyah Kementerian Agama Jawa Timur
terdapat lima faktor, diantara lain kesadaran pegawai, aturan dalam
pelaksanaan pelayanan publik, organisasi dalam pelayanan publik,
kemampuan dan keterampilan, dan sarana prasarana. Selain dari faktor
pendukung terapat. faktor penghambat peran pemblmbrng di Kantor
Wilayah Kementerian Agama Jawa Timur yaitu kondisi kerja.

Kata Kunci: Peran, Pembimbing Ibadah, Pelayanan, Jemaah
Haji, Kanwil Kementerian Agama Jawa Timur.
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ABSTRACT

Abel Maulid Kurniawan, 04020421021, 2024. The Role of Worship
Guides in Serving Hajj Pilgrims at the Regional Office of the Ministry
of Religion of East Java Province in 2024.

The purpose of the study is to find out the role of worship
guides, supporting factors for the role of worship guides, and factors
inhibiting the role of worship guides in the Regional Office of the
Ministry of Religion of East Java Province. This study applies a
qualitative method with a variety of descriptive assessments. The
technique of collecting data “uses observation, interviews, and
documentation. The results of this study show that the role of worship
guides in the Regional Office of the Ministry of Religion of East Java
Province has 4 dimensions of role, namely the role as a policy, the
role as a strategy, the role as a communication tool, and the role as a
dispute resolution tool. And there are five dimensions of service that
are applied, namely tangible, reliability, responsiveness, assurance,
and empathy. Then there are five factors that support the role of
supervisors at the Regional Office of the Ministry of Religion of East
Java, including employee awareness, rules in the implementation of
public services, organizations in public services, abilities and skills,
and infrastructure. Apart from the supporting factors, the inhibiting
factor of the role of the supervisor at the Regional Office of the
Ministry of Religion of East' Java, namely working canditions.

Keywords: Role, Worship Supervisor, Service, Hajj ' Pilgrim,
Regional Office of the Ministry of Religion of East Java.
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