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PERAN TOUR LEADER PADA AGEN TRAVEL UMROH : STUDI 

AUTOETNOGRAFI 

 

MARETA INDRIYANI 

ABSTRAK  

Peningkatan signifikan keberangkatan umroh di Indonesia menempatkan tour 

leader (TL) sebagai aktor strategis yang menjembatani dimensi teknis dan spiritual 

perjalanan. Literatur sebelumnya lebih menekankan manajemen biro, pemasaran, 

dan kepuasan jamaah, sehingga menyisakan kesenjangan pada pengalaman reflektif 

TL sebagai mediator emosi secara spiritual serta pengelola krisis di lapangan. 

Penelitian ini merumuskan pertanyaan: bagaimana pengalaman hidup dan praktik 

kerja TL dalam mendampingi jamaah umroh? Dengan menggunakan kerangka 

konseptual yang mengintegrasikan tourism communication, Islamic tourism 

branding, peran dan fungsi dari kompetensi TL beracuan SKKNI, serta indikator 

mutu layanan (reliability, responsiveness, assurance, empathy), dengan lensa 

autoetnografi. Metode kualitatif autoetnografi diterapkan melalui referensi 

beberapa jurnal reflektif, dokumentasi (foto, catatan, percakapan WAG), dan 

wawancara triangulatif dengan sesama TL serta jamaah , dimana data dianalisis 

secara naratif-tematik. Temuan menunjukkan TL berperan sebagai mediator 

pengalaman baik secara teknis, emosional dan juga spiritual dengan melakukan 

koordinasi antar lintas-aktor, bersinergi dengan muthowif (formasi depan–

belakang), mengelola krisis (keterlambatan, imigrasi, bagasi), melakukan service 

recovery serta penataan ekspektasi yang adil, dan mempraktikkan hospitalitas serta 

kepemimpinan situasional berbasis spiritual coping. Praktik tersebut menjaga 

kohesi, menurunkan kecemasan, dan meningkatkan kepuasan serta kepercayaan 

jamaah pada seluruh fase perjalanan. Studi ini menutup kesenjangan kajian dan 

merekomendasikan penguatan pelatihan TL serta penyusunan SOP yang 

mengintegrasikan antara profesionalisme layanan dengan pembinaan spiritual. 

Kata Kunci: autoetnografi, tour leader, umroh, komunikasi pariwisata,  Islamic 

tourism branding, hospitalitas. 
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THE ROLE OF THE TOUR LEADER IN UMRAH TRAVEL AGENCIES :  

AN AUTOETHNOGRAPHIC STUDY  

 MARETA INDRIYANI 

ABSTRACT 

 

A significant rise in Umrah departures from Indonesia positions tour leaders (TLs) 

as strategic actors bridging the technical and spiritual dimensions of travel. Prior 

literature has emphasized agency management, marketing, and pilgrim 

satisfaction, leaving a gap in reflective accounts of TLs as emotional–spiritual 

mediators and on-the-ground crisis managers. This study asks: how do TLs 

experience and enact their work while accompanying Umrah pilgrims? It employs 

a conceptual framework integrating tourism communication, Islamic tourism 

branding, TL roles–functions–competencies referenced to SKKNI (Indonesia’s 

National Work Competency Standards), and service quality indicators (reliability, 

responsiveness, assurance, empathy), examined through an autoethnographic lens. 

A qualitative autoethnography was conducted using reflective journals, 

documentation (photos, notes, WhatsApp group communications), and triangulated 

interviews with fellow TLs and pilgrims; data were analyzed narratively and 

thematically. Findings indicate that TLs mediate technical, emotional, and spiritual 

experiences by coordinating across stakeholders, synchronizing with muthowif 

(front–rear formation), managing crises (delays, immigration, baggage), 

performing service recovery and fair expectation setting, and practicing hospitality 

with situational, spiritually grounded leadership. These practices sustain group 

cohesion, reduce anxiety, and enhance satisfaction and trust across all travel 

phases. The study addresses a notable gap and recommends strengthening TL 

training and SOPs that integrate professional service standards with spiritual 

guidance. 

 

Keywords: autoethnography, tour leader, Umrah, tourism communication, Islamic 

tourism branding, hospitality. 
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