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SUMMARY 

Santi, 2022, Innovation of Integrated Hajj Services at the Surabaya City Ministry 

of Religion Office (Case Study of Smart PTSP Utilization). Drs. Teguh Santoso, 

M.Si 

This integrated service research is an activity carried out by the Office of 

the Ministry of Religion of the City of Surabaya in processing the convenience of the 

community and Hajj Organizers, starting from the application process to the 

document issuance process carried out by one place. In the service system at the 

Surabaya City Ministry of Religion, which must serve the community for service 

implementing employees, they always continue to apply health protocols, the 

supervisor is directly monitored by the PHU Section Head of the Surabaya City 

Ministry of Religion so that it looks great the seriousness of the employees in 

working and serving the congregation. The integrated service of the Surabaya 

Ministry Office has characteristics and innovations, with its own advantages in 

improving services in collaboration with Panin Syariah Bank & CIMB Niaga 

Syariah Bank which are engaged in providing Hajj deposit financial management 

services. 

This study aims to determine the form of innovation in the service of 

pilgrims at the Ministry of Religion of the City of Surabaya in improving the process 

of implementing One Stop Services. This study uses a qualitative method. The object 

of research is the Ministry of Religion of the City of Surabaya. Data collection 

techniques include, Interview Observation, and Documentation. The research uses 

the SWOT Analysis method and it can be concluded that improving service 

strategies during this pandemic and new normal. Based on the alternative strategy, 

the Ministry of Religion of the City of Surabaya continues to innovate and socialize 

about service programs that have been provided for the convenience of the 

community and pilgrims.  

Keywords: SWOT, Ministry of Religion, Service Innovation, Hajj 
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RINGKASAN 

Santi, 2022, Inovasi Pelayanan Jamaah Haji Terpadu Pada Kantor 

Kementerian Agama Kota Surabaya (Studi Kasus Pemanfaatan Smart PTSP). 

Drs. Teguh Santoso, M.Si 

Penelitian pelayanan terpadu ini yakni kegiatan yang dilakukan oleh Kantor 

Kementerian Agama Kota Surabaya dalam memproses kemudahan masyarakat dan 

Penyelenggara Haji mulai dari permohonan hingga proses penerbitan dokumen yang 

dikerjakan oleh satu tempat. Pada sistem pelayanan yang ada di Kementerian Agama 

Kota Surabaya yang harus melayani masyarakat bagi pegawai pelaksanaan 

pelayanan senantiasa tetap menerapkan protokol kesehatan, pengawasan secara 

langsung yang dipantau oleh Kepala Seksi PHU Kementerian Agama Kota Surabaya 

sehingga terlihat besar keseriusan pegawai dalam bekerja dan melayani para jamaah 

haji. Pelayanan terpadu Kantor Kementerian Surabaya memiliki karakteristik serta 

inovasi, dengan keunggulan tersendiri dalam meningkatkan layanan yang 

bekerjasama dengan Bank Panin Syariah & CIMB Niaga Syariah yang bergerak 

dibagian penyediaan layanan pengelolaan keuangan tabungan setoran jamaah haji.  

Penelitian ini memiliki tujuan untuk mengetahui bentuk inovasi pelayanan 

jamaah haji di Kementerian Agama Kota Surabaya dalam meningkatkan proses 

pelaksanaan pelayanan Terpadu Satu Pintu. Penelitian ini menggunakan metode 

kualitatif. Objek penelitian yakni Kementerian Agama Kota Surabaya. Teknik 

pengumpulan data meliputi, Wawancara Observasi, serta Dokumentasi. Penelitian 

menggunakan metode Analisis SWOT dan dapat disimpulkan meningkatkan strategi 

pelayanan saat pandemi maupun new normal ini. Berdasarkan alternatif strategi 

yakni Kementerian Agama Kota Surabaya tetap menginovasi dan mensosialisasikan 

tentang program pelayanan yang telah diberikan demi kemudahan masyarakat 

maupun jamaah haji.  

Kata Kunci:  SWOT, Kementerian Agama, Inovasi Pelayanan, Haji 
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