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Abstract: As the country with the largest market share in the Hajj, Indonesia possesses
the innate ability to contribute to the Hajj and Umrah ecosystem. Nevertheless, the
management of this ecosystem is not yet optimized. This study aimed to formulate
a model for developing Indonesia's commercial Hajj and Umrah ecosystems. The
research was conducted from August 2021 to July 2022 at the Directorate General of
Hajj and Umrah of the Ministry of Religion and the Head Office of the Hajj Financial
Management Agency (BPKH). Interpretative structural modeling (ISM) was utilized
to assess this study. The principal institutions or groups involved in constructing a
model for developing Indonesia's Hajj and Umrah ecosystems were the DPR RI and
the Ministry of Hajj in Saudi Arabia. The major obstacles encountered include the
absence of an institution that focuses on optimizing the Hajj and Umrah ecosystems
and the unpredictability of the Hajj and Umrah regulations that the Kingdom of Saudi
Arabian government governs.

Keywords: hajj financial management agency (bpkh), ecosystem, ministry of
religion, hajj and umrah, soft system methodology

Abstrak: Sebagai negara dengan pangsa pasar haji terbesar, Indonesia memiliki
kemampuan bawaan untuk berkontribusi pada ekosistem haji dan umrah. Namun
demikian, pengelolaan ekosistem ini belum optimal. Tujuan penelitian ini adalah
merumuskan model pengembangan ekosistem haji dan umrah komersial di
Indonesia. Penelitian dilakukan pada Agustus 2021 hingga Juli 2022 di Direktorat
Jenderal Penyelenggaraan Haji dan Umrah Kementerian Agama dan Kantor Pusat
Badan Pengelola Keuangan Haji (BPKH). Pemodelan struktural interpretatif (ISM)
digunakan untuk menilai penelitian ini. Instansi atau kelompok utama yang terlibat
dalam membangun model pengembangan ekosistem haji dan umrah di Indonesia
adalah DPR RI dan Kementerian Haji di Arab Saudi. Kendala utama yang dihadapi
antara lain belum adanya lembaga yang berfokus pada optimalisasi ekosistem haji
dan umrah serta ketidakpastian regulasi haji dan umrah yang diatur oleh pemerintah
Kerajaan Arab Saudi.

Kata kunci: badan pengelola keuangan haji (bpkj), ekosistem, kementerian agama,
haji dan umrah, soft system methodology
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INTRODUCTION

The global Muslim population is projected to increase
from 1.6 billion in 2010 to 2.2 billion by 2030 and
to grow to approximately 2.76 billion by 2050,
representing 29.7% of the world’s population if current
trends continue (Hall and Prayag, 2020). Muslims
typically visit Mecca and Medina to perform Hajj and/
or Umrah. Hajj is a major pilgrimage with greater
religious value, while Umrah is considered a minor
pilgrimage (Jamal et al. 2019). Hajj represents one of
the obligatory Islamic pillars, which is highly regarded
by Muslims all over the world, including those residing
in Indonesia. Umrah can be performed at any time,
while Hajj can only be performed at specific times
according to the Islamic calendar (Bavik et al. 2014).

It is evidenced by the growing number of Indonesian
citizens who aspire to perform the Hajj, despite the
limited quota, resulting in a rise in the number of
waiting list Hajj pilgrims. A large number of waiting list
Hajj pilgrims constitutes a driving factor for economic
activity in the Kingdom of Saudi Arabia (KSA) today.
The KSA’s 2030 vision, focused on religious tourism
through Hajj and Umrah, can be realized through the
utilization of gifted heritage for economic growth and
development (Alammash et al. 2021), rendering Hajj
and Umrah a crucial element in stimulating diverse
sectors in the country’s economic activities. The extent
of the Hajj and Umrah industries can be easily observed
from the potential demand for Hajj and Umrah travel.
This activity has significant economic value and can
become a highly potential and strategic business area
that contributes to economic growth for Indonesia and
Saudi Arabia. Nevertheless, Indonesia merely acts as a
market or consumer, having minimal involvement as a
producer and value-added provider (Ghofar et al. 2020).
Dozens of industries are engaged in the organization of
Hajj and Umrah in the country, where these sectors are
integrated into the supply chain and value chain of the
Hajj and Umrah business ecosystems (Antonio, 2011).

The Hajj and Umrah ecosystem can be viewed from a
general perspective, known as the Ecosystem Theory.
At the same time, the flow of money and benefits (added
value) can be explained through the supply chain and
value chain theory. Value chain analysis is a strategy
companies use to comprehend better their competitive
advantages (Porter and Kramer, 1985). The hajj and
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umrah ecosystem incorporates the Tourism Supply
Chain (TSC) in its operations, which Zhang et al. (2009)
define as a network of tourism organizations engaged
in various activities, beginning with the provision of a
full spectrum of tourism products/service components,
such as flights and accommodations, to the sales of
tourist products in tourist areas. Effective management
of the TSC faces significant challenges, highlighting
the importance of tourism product characteristics and
the tourism industry’s features (Page, 2014). By being
part of the global service economy sector, tourism
has several unique characteristics compared to the
manufacturing and primary sectors.

The tourism supply chain (TSC) concept can be
utilized as an example for organizing Hajj and Umrah
activities. However, it should be noted that certain
aspects of the Hajj organization differ significantly from
a conventional TSC due to government policies and
strict controls. On the other hand, the organization of
Umrah, categorized as spiritual tourism, is comparable
to a typical TSC. Common issues in TSC include
policies, laws, and regulations, distribution of power
among supply chain players, increasing consumer
autonomy, and advancements in ICT (Géymen, 2000;
Yiiksel et al. 2005).

The Ministry of Religion of the Republic of Indonesia
(Kemenag RI) is the primary service provider in the
Hajj ecosystem. At the same time, Special Hajj Service
Providers (PIHK) and Umrah Travel Service Providers
(PPIU) are the primary providers in the specialized
Hajj and Umrah cases, respectively. Kemenag acts as a
regulator or policymaker. The relationship between the
beneficiaries and the primary service providers can be
seen through the exchange value or the value exchange
agreement between the two parties.

Given the context above and the economic significance
of the Hajj and Umrah industry, establishing a suitable
development model for the Hajj and Umrah ecosystem
is imperative to generate added value and benefits
for the Indonesian economy. Such a model can be
explored by examining the role of business players in
Indonesia in harnessing the economic potential of Hajj
and Umrah, as well as the business model of the Hajj
and Umrah ecosystem that is intended to provide added
value to all stakeholders participating in the Hajj and
Umrah ecosystem.
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This study applies the approach mentioned above to
business, specifically the Hajj and Umrah business
ecosystems. As per theoretical frameworks, a business
ecosystem represents a shared value proposition
for customers that cannot be realized by any single
company in isolation (Moore, 1996; Adner, 2017,
Kapoor, 2018; Autio and Thomas, 2019; Shipilov and
Gawer, 2019). To deliver this shared value proposition,
each organization involved in the ecosystem must
develop or modify its modules in a tailored manner
(Jacobides et al. 2018).

Previous research has examined Hajj finances and
Islamic tourism (Aziz (2018); Bokhari (2018); Ledhem
and Moussaoui (2020)). This study presents a unique
perspective by analyzing the Hajj and Umrah ecosystem
development in Indonesia. Its objectives are to explore
the value chain, examine key players and their roles,
and evaluate the business valuation model of the Hajj
and Umrah ecosystem.

METHODS

The study was carried out in two primary locations:
the Directorate General of Hajj and Umrah of the
Ministry of Religion and the Central Office of the
Hajj Finance Management Body (BPKH). The data
was gathered at the headquarters of the PPIU/PIHK
associations (Himpuh, Asphurindo, Amphuri, Kesthuri,
Sapuhi, Ampuh, Gapura, and Asphuri), as well as
representatives from the West Java, DKI Jakarta, and
Banten Hajj Guidance Group Communication Forum
(FK-KBIH) and Commission VIII of DPR RI. Data
collection took place from August 2021 to January
2022, with data processing completed by the time the
dissertation was finished in July 2022. The data used in
this research is both primary and secondary.

The data for this study were gathered from journals,
scientific articles, credible media sources, and empirical
case studies on Hajj implementation in other countries,
such as Malaysia and Pakistan. This study necessitates
primary and secondary data, with data collected through
interviews or Focus Group Discussions to unearth
specific information about the dependencies between
actors in the value chain, costs, risk and profitability
profiles, and business strategy directions.

The research methodology employed in this study is
the Interpretative Structural Modeling (ISM) method
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used by Saxena et al. (1992) to ascertain the forms of
programs, constraints, and institutions adopted in this
research to develop the Hajj and Umrah ecosystem.

According to Saxena et al. (1992), nine major aspects
must be examined in program analysis with ISM:
(1) the objective of implementing the policy, (2) the
need for implementing the program, (3) the changes
to be achieved following the program’s execution, (4)
Program implementation restrictions, (5) Activities
necessary for program implementation planning, (6)
Institutions involved in policy implementation, (7)
Community sectors affected, (8) Benchmarks used to
analyze the effectiveness or level of success of these
policies; (9) Activity measurements used to evaluate
the outcomes of each activity.

The findings of this study are presented as a Structural
Self-Interaction Matrix, which takes the form of a
Reachability Matrix (RM) table, with V, A, X, and O
replaced by 1s and 0s. The RM matrix is then corrected
to form a closed matrix that fulfills the transitivity
criteria. The RM matrix that meets the transitivity
criteria is processed to obtain Driver-Power (DP) and
Dependence (D) values to categorize the sub-elements.
Eriyatno (2003) proposed that sub-elements can be
classified into four sectors to understand the role of
each sub-element.

According to Eriyatno (2003), to understand the role
of each sub-element, the sub-elements are divided into
four sectors:

a. Sector 1: Weak driver-weak dependant variables
(autonomous), the sub-components in this sector
are generally unrelated to the system but may have
a modest relationship even if the relationship is
significant.

b. Sector 2: Weak driver-strongly dependent variables
(dependent), sub-elements in this sector are typically
not independent or impacted by other sub-elements.

c. Sector 3: Strong driver-strongly dependent variables
(linkage), the sub-elements in this sector must be
carefully analyzed because their relationship is
unstable. Every action on these sub-elements has
an effect on other variables, and the feedback effect
might magnify the effect.

d. Sector 4: Strong driver-weak dependent variables
(independent); the sub-elements in this sector are
generally independent and have strength.
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RESULTS
The elements of the institution or group involved

The matrix analysis results in Figure 1 indicate that
DPR RI and the Ministry of Saudi Arabia are in sector
IV (independent) and have the highest driver power,
meaning that other sub-elements do not influence them.
The Ministry of Religion and BPKH are the second
drivers, indicating that DPR RI and the Ministry of
Saudi Arabia influence them. This hierarchy structure
suggests that the Ministry of Religion and BPKH should
collaborate closely with DPR RI and the Ministry of
Saudi Arabia to achieve successful business ecosystem
development for the Hajj and Umrah in Indonesia.

The results of the matrix analysis in the graphic
distribution graph show that DPR RI(2) and the Ministry
of Saudi Arabia (9) are in sector IV as the main driver
power, with the highest level of dependence on the
institutions or groups involved in building the business
ecosystem development model for the Hajj and Umrah
in Indonesia. Meanwhile, the Ministry of Religion (1)
and BPKH (3) are the second driving powers.
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Legends: 1) Ministry of Religion; 2) DPR RI; 3) BPKH; 4) PPIU/PIHK;
5) YLKI; 6) Supporting Business Partners; 7) Hajj Guidance Group; 8)
Associations; 9) Ministry of Saudi Arabia; 10) Hajj Pilgrims

Figure 1. Matrix of the distribution of the results of the
ISM study of the elements of the institutions
or groups involved
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The results obtained from the MICMAC analysis exhibit
the factors assigned to every sector. By examining the
driver power (DP) and dependent variables (D), the
agents or groups who foster the development of the
Hajj and Umrah business ecosystem can be categorized
into four sectors, namely, sector I (autonomous), sector
II (dependent), sector III (linkage), and sector IV
(driver power). The driver power represents the leading
force propelling the Hajj and Umrah ecosystem based
on the RM matrix. A factor that can drive other agents
showcases a high driver power value. The hierarchy
structure of the elements of the institution or group
involved can be seen in Figure 2.

The organizations or groups that are influenced

The organizations or groups that are influenced within
the model comprise of six sub-elements: 1) the Ministry
of Religion, 2) DPR RI, 3) BPKH, 4) PPIU/PIHK, 5)
Hajj Pilgrims, and 6) Supporting Business Partners.
The results of the matrix analysis in Figure 3 indicate
that the sub-elements PPIU/PIHK (4), Hajj Pilgrims
(5), and Supporting Business Partners (6) are located
in sector IV (independent) and serve as the primary
driver power with the highest level of dependence.
Meanwhile, the second driving powers are the sub-
elements of the Ministry of Religion (1) and BPKH (3).
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Legends: 1) Ministry of Religion; 2) DPR RI; 3) BPKH; 4) PPIU/PIHK;
5) YLKI; 6) Supporting Business Partners; 7) Hajj Guidance Group; 8)
Associations; 9) Ministry of Saudi Arabia; 10) Hajj Pilgrims

Figure 2. Model of the hierarchical structure of the
elements of the institution or group involved
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The MICMAC analysis results in the identification
of institutions or groups that are influenced by the
Hajj and Umrah business ecosystem model Sector IV
(independent) includes sub-elements with strong DP-
weak D values, which are the driving force behind the
other sub-elements shown in Figure 4. The PPIU/PIHK,
Hajj pilgrims, and supporting business partners sub-
elements are categorized under sector IV and depend
most on the institutions or groups involved in building
the business ecosystem development model.

Main Constraint

The matrix analysis results in Figure 5 indicate that
the sub-elements related to the absence of an institution
focused on optimizing the Hajj and Umrah ecosystem
are situated in sector IV (independent). The weakness
of oversight concerning the existing Hajj and Umrah
ecosystem and unsuccessful management of Hajj and
Umrah represent secondary propulsive force, given
their location in sector III.

Based on Figure 5, the sub-elements of program
requirements are distributed across the four sectors.
Sector I (autonomous) has weak DP-weak D values.
The sub-elements under this sector are those not
associated with system relationships. Based on the
primary constraints, no sub-elements belong to this
sector.
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Legends: 1) Ministry of Religion; 2) DPR RI; 3) BPKH; 4) PPIU/PIHK; 5)
Hajj Pilgrims; 6) Supporting Business Partners

Figure 3. Matrix of the distribution of the results of
the ISM study of elements of institutions or
groups that are influenced
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Sector IV (independent) has strong DP-weak D values.
The sub-elements that fall under this sector are other
sub-elements’ driving forces or determinants. Based
on the primary limiting factors, the sub-elements that
act as driver power include the regulation of Hajj
and Umrah, which is governed by the Saudi Arabian
government and cannot be predicted, and the lack of
an institution that is focused on optimizing the Hajj
and umrah ecosystem. The hierarchical arrangement
of elements within involved institutions is depicted in
Figure 6.

Program Requirements

The results of the matrix analysis (Figure 7) show that
the sub-element separating the management of the
Hajj ecosystem into institutions that are considered
more focused on Hajj and Umrah (3) is sector IV
(independent), the institution endeavors to foster both
internal and external collaboration through formal and/
or informal arrangements, to create shared value within
the Hajj and Umrah business ecosystem (Bertassini et
al. 2021). Meanwhile, the second driving power is the
sub-element of good and transparent governance in the
Hajj ecosystem (4).

The MICMAC analysis will result in the elements of
the program requirements for each sector. Based on the
values of driver power (DP) and dependent variables
(D), there are no sub-elements grouped under sector |

(autonomous).
Level
1 2
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Legends: 1) Ministry of Religion; 2) DPR RI; 3) BPKH; 4) PPIU/PIHK; 5)
Hajj Pilgrims; 6) Supporting Business Partners

Figure 4. Model the hierarchical structure of the
elements of the institution or group influenced
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Legends:

1. The lack of funding and fluctuation of the exchange rate be-
tween the Indonesian Rupiah and Saudi Arabian Riyal causing
suboptimal hajj ecosystem services

2. Existing policies causing a trade-off between cost and services

3. The emergence of digital platforms leading to changes in all
aspects of hajj and umrah services

4. The absence of an institution focused on optimizing the hajj and
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Driver
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3
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1
1 2 3 4 5 & 7
Dependence
Legenda: @ 1234 D)

- umrah ecosystem

5. The weakness of supervision regarding the existing hajj and
umrah ecosystem

6. The high cost economy causing some facilities to be minimized
(reducing operating costs)

7. The unsuccessful management of hajj and umrah, and

8. The unpredictable regulations of hajj and umrah imposed by the
Saudi Arabian Government.

Figure 5. Distribution matrix of the results of the ISM study of the main constraint elements
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3. The emergence of digital platforms leading to changes in all aspects of hajj
and umrah services
[ . 4. The absence of an institution focused on optimizing the hajj and umrah
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i 5. The weakness of supervision regarding the existing hajj and umrah
T ecosystem
I 6. The high cost economy causing some facilities to be minimized (reducing
operating costs)
3 8 |y 4 7. The unsuccessful management of hajj and umrah, and
8. The unpredictable regulations of hajj and umrah imposed by the Saudi
Arabian Government.
Figure 6. Hierarchical structure model of the main constraint elements
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® P a closed loop investment
2) Ensuring efficiency related to Hajj and Umrah service provision and
ki b4 completeness in handling demand,
. 3) Separation of Hajj ecosystem management to institutions considered
more focused on Hajj and Umrah,
Driver 3 4) Good and transparent governance of the Hajj ecosystem,
st 5) The need for collaboration from all parties involved in the formation
¢ et P of the Hajj and Umrah ecosystem,
3 e 0 Theneed to tighten the issuance of permits for Hajj and Umrah
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= 7) The development of infrastructure supporting the development of the
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8) The provision of literacy and socialization for the Hajj ecosystem, and
9) The digital integration of the Hajj ecosystem within a super app.
o : > m;“«n; d ' . 10) The unpredictable regulations of hajj and umrah imposed by the Saudi
Laweda @ 1234 ©) Arabian Government.

Figure 7. Distribution matrix of the results of ISM study of elements of program needs
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Sector III (linkage) has a strong-strong DP and D
value. The sub-elements that fall under this sector can
influence each other in the sector. The sub-elements that
fall under this sector include the need for collaboration
from all parties involved in shaping the Hajj and
Umrah ecosystem, the need to tighten the granting
of licenses for Hajj ecosystem support partners, and
the development of infrastructure that supports the
development of the Hajj and Umrah ecosystem.

Sector IV (independent) has a strong-weak DP and
D value. The sub-elements that fall under this sector
are the driver power or determinants of other sub-
elements. The sub-element of policy separation of the
management of the Hajj ecosystem to an institution
that is considered more focused on Hajj and Umrah
and good and transparent governance of the Hajj

Level
Legends:

1

investment
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ecosystem. The hierarchical arrangement of elements
within program requirements is depicted in Figure 8.

Change Elements that Need to be Implemented

The results of the matrix analysis (Figure 9) show
that the sub-element of managing key stakeholders in
the Hajj and Umrah ecosystem and the establishment
of a linking agency between Saudi Arabia and the
government (to form personal relationships) are in
sector IV (independent), The objective is to establish
a bargaining agreement among the involved nations,
to reduce the cost associated with the Hajj (Saglam,
2022). Establishing law enforcement related to the hajj
and umrah ecosystem and maximizing the stakeholders’
role are the second driver power because they are in
sector III.

1. Investment in the real sector (transportation, hospitality, etc.) to create a closed loop

oo
Lo oo

R

w b =

Ensuring efficiency related to Hajj and Umrah service provision and completeness in
handling demand,

Separation of Hajj ecosystem management to institutions considered more focused on
Hajj and Umrah,

Good and transparent governance of the Hajj ecosystem,

The need for collaboration from all parties involved in the formation of the Hajj and
Umrah ecosystem,

The need to tighten the issuance of permits for Hajj and Umrah ecosystem support
partners,

The development of infrastructure supporting the development of the Hajj and Umrah
ecosystem,

The provision of literacy and socialization for the Hajj ecosystem, and

The digital integration of the Hajj ecosystem within a super app.

Figure 8. Hierarchical structure model of program requirements elements
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Digitalizing the hajj and umrah ecosystem to be established,
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Figure 9. The distribution matrix of the results of the ISM study changes elements that need to be implemented
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Based on the activities for implementing the actions,
sub-elements that are the driver power are the
formation of law enforcement related to the Hajj and
Umrah ecosystem, maximizing the role of involved
stakeholders, intermediary
institution between Saudi Arabia and the government
(to form personal relationships), and managing the main
stakeholders in the Hajj and Umrah ecosystem. The
hierarchy structure of the elements of the institutions

the formation of an

or groups involved is shown in Figure 10.

Strategies that can be applied in this sector include
regular communication within the ecosystem as a form
of governance for the Hajj and Umrah ecosystem. All
decisions made by stakeholders should consider the
dynamics within the ecosystem, especially the potential
for digital disruption.

The institutional model of the Hajj and Umrah
Ecosystem

An ISM analysis identified the Saudi Arabian Ministry
and DPR RI as key drivers in developing the Hajj and
Umrah ecosystem. The DPR RI enforces regulations
to improve services for pilgrims, while the Saudi
Arabian Ministry formulates policy and manages
pilgrim reception upon arrival. These actors directly
influence the Ministry of Religion, responsible

Level
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1 1.

Ls Mo Moo

T—I—T 3.

[ 1 4.

6.

7.

personal relationships,

0«
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for managing the Hajj and Umrah ecosystem, and
the BPKH, which finances pilgrims and supports
the government in reducing costs. As no single
regulating institution interacts with the Saudi Arabian
government, all institutions involved in the Hajj and
Umrah ecosystem are involved. PPIU/PIHK and other
institutions collaborate with the Ministry of Religion
to provide services in partnership with the Guidance
Group of Hajj Worship, YLKI, and the Association as
secondary stakeholders. The Guidance Group of Hajj
Worship organizes guidance, while YLKI acts as a
critical observer to protect consumer rights. Figure 11
depicts the institutional model of the Hajj and Umrah
ecosystem.

Collaboration is crucial in the business ecosystem
as it enables firms to leverage each other’s strengths
and expertise to achieve common goals. By working
together, businesses can pool resources, share
knowledge, and access new markets, increasing
innovation, productivity, and profitability. Collaboration
builds trust and fosters long-term relationships among
partners, leading to a more robust and more sustainable
ecosystem. As Moore (2006) defines it, the ultimate aim
of collaboration is to sustain the ecosystem through a
network of businesses working together to establish a
system of complementary capabilities.

The optimization of existing facilities to support the hajj and umrah ecosystem,

The establishment of law enforcement related to the hajj and umrah ecosystem,

The creation of business understanding in the hajj and umrah ecosystem,

Maximizing the role of stakeholders involved,

Digitalizing the hajj and umrah ecosystem to be established,

The policies applied should benefit the country,

The establishment of a linking agency between Saudi Arabia and the government to form

The management of key stakeholders in the hajj and umrah ecosystem,
Considering the potential for digital disruption.

Figure 10. Model the hierarchical structure of the activity elements for change elements that need to be implemented
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Figure 11. The institutional model of the Hajj and Umrah ecosystem

Managerial Implication

This study has significant managerial implications
for developing Indonesia’s Hajj and Umrah business
ecosystem. After analyzing the results of the focus
group discussion, it was determined that the following
recommendations could be implemented to foster a
more optimal Hajj and Umrah ecosystem:

1. Establishing a specialized agency to regulate
the Hajj and Umrah ecosystem can facilitate
the coordination and execution of logistical and
organizational efforts such as transportation,
accommodation, and health services. This agency
can act as a support intermediary between Saudi
Arabian and Indonesian Governments, ensuring
that the pilgrims receive the necessary support and
services (Khan and Igbal, 2020).

Effective stakeholder management is crucial for
the success of the Hajj and Umrah ecosystem
business in Indonesia, as it enables businesses to
ensure customer satisfaction, maintain relationships
with government and regulatory bodies, manage
community relations, and ensure smooth operations
(Lubis et al. 2021). Policymakers are anticipated to
develop concise and comprehensible regulations
on the Hajj and Umrah industry to mitigate

misunderstandings and minimize operational errors.
An effective policy may also facilitate the expansion
of entrepreneurial opportunities, thereby fostering
the growth of new businesses and, ultimately,
the attainment of a sustainable Hajj and Umrah
ecosystem (Marsaoli and Kusumasari, 2022).

CONCLUSIONS AND RECOMMENDATIONS
Conclusions

According to an analysis of the Hajj and Umrah
ecosystems’ development model, it was found that the
DPR RI and the Saudi Arabian government (KSA)
were the parties directly involved. Alharbi et al. (2022)
suggest that KSA plays a crucial role in issuing visas,
managing transportation, accommodation, and security
for pilgrims. While the DPR RI may not be directly
involved in the day-to-day operations of the Hajj and
Umrah ecosystem, they do play a significant role in
shaping policies and regulations related to the Hayjj
business ecosystem in Indonesia, which is essential
for its sustainability (Adinugraha et al. 2021). The
hajj pilgrims, PPIU/PIHK, and supporting business
partners were found to be influenced parties because
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their satisfaction and positive feedback are crucial
for the success of the hajj business ecosystem. Their
experiences and recommendations can directly impact
the growth and reputation of the ecosystem (Hassan et
al. 2022).

Recommendations

Aprimary constraint thatneeds to be addressed is the lack
of a designated agency to optimize the Hajj and Umrah
ecosystems. It results in inadequate coordination among
the involved parties to form a cohesive ecosystem. A
designated agency should facilitate communication and
coordination among various stakeholders, including the
government, travel agencies, and supporting businesses
(Pongsakornrungsilp et al. 2021). Additionally, to foster
the growth of the Hajj and Umrah business ecosystems,
it is vital to consider implementing a program that
separates the management of the Hajj ecosystem and
entrusts it to a specialized agency. Establishing a liaison
agency between Saudi Arabia and the government is
crucial for the efficient functioning of the ecosystem.
This agency would develop personal relationships and
manage key stakeholders within the Hajj and Umrah
ecosystems.

This study is anticipated to offer positive benefits and
substantially impact future Hajj and Umrah ecosystems
to enhance efficiency. Thus, to achieve optimal results,
a dedicated agency should be established to oversee
the governance of the Hajj and Umrah ecosystem
and work in tandem with the Saudi Arabian Ministry.
Decision-makers must establish a specialized agency
to accomplish this objective and manage the primary
stakeholders in the industry to prevent any overlapping
powers. Further research is warranted to synchronize
the study findings with new regulations and current
events, particularly regarding governance, given the
potential for digital disruption and disease spread.
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