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Abstract 
Company representatives or better known as individuals who are skilled in managing and 
carrying out procedures regarding umrah and ziarah is a career that is gaining attention in 
Malaysia. However, the study related to the representatives of this company is not done much 
because there may be many individuals and groups of society who do not have knowledge 
about this field. The main objective of this study was to examine the soft skills of company 
representatives in carrying out procedures before departure. This study uses a quantitative 
method that uses a questionnaire as a method of data collection. This form is distributed on 
a regular basis online due to limitations in the increasingly contagious Covid-19 pandemic. 
The questionnaire instrument of this study takes a holistic perspective on soft skills based on 
the 7 elements of Soft Skills issued by the Ministry of Higher Education Malaysia (2006). The 
constructed questionnaire set was validated by reference experts in the umrah and guidance 
industry. Quantitative data analysis in this study using Statistical Package For Social Science 
(SPSS) version 26. The results of the study found that only communication, leadership and 
moral skills as well as ethics recorded a high mean value compared to other soft skills. This 
shows that the company representative still does not have the perfect and complete 
competencies and skills in terms of soft skills when performing the umrah procedure before 
departure. These findings will then be implemented as a benchmark to company 
representatives who make this NOSS a career guide to improve their skills and economics, 
thus becoming more competitive. This study is seen to increase the benefits to specific 
industries in producing mutawwif that follow the specifications and needs of the industry. 
Also, benefits to the government in contributing to the Gross Domestic Product (GDP) of the 
country. 
Keywords: Company Representative, Soft Skills Practice, Umrah and Pilgrimage, Umrah 
Agency 
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Introduction  
The practice of Soft Skills is one of the elements of knowledge that must be mastered by every 
individual involved in the service sector, especially in jobs involving umrah and pilgrimage 
services (Jamaludin & Bakar, 2021). Umrah and pilgrimage is an act of worship that is highly 
demanded by Islam. This is further evidenced by the presence in the five (5) pillars of Islam, 
namely performing Hajj for those who can afford it (Abdul Rahman, 2018).  
 
 ولله على الناس حج البيت من استطاع إليه

Meaning: "And God requires people to perform the pilgrimage to the House 
is one that is able to reach him." 

 (Sura` Ali-Imran (3): Verse 97) 
 
         Umrah pilgrims are clients or customers who use the services of an umrah operator 
or umrah operator. Of course, the preparation required by the company in ensuring that the 
relevant matters of the Congregation are followed completely and perfectly without fail. 
Failure can have a profound effect on the Congregation barred to the Holy Land. Thus, the 
company representative is the main character who helps the Congregation in realizing the 
wishes and desires of the Congregation to go to the Holy Land. 
         Therefore, all implementation and preparation in heading to the Holy Land should be 
given priority. Especially for company representatives. Company representatives are 
individuals who are responsible for managing and assisting all procedures that help pilgrims 
to depart for the Holy Land starting from the aspects of documentation, baggage handover, 
briefings and management at the airport (Abdul Rahman, 2018). 
         Performing Umrah is not the same as traveling, although it is called Islamic tourism. 
Umrah is defined as going to Baitullah (Mecca) accompanied by the intention to perform 
Umrah by performing certain pillars and conditions until perfect (Mohd et al., 2020). This is 
evidenced by the rewards that rocketed for those who worship with sincerity and humility in 
the Holy Land of Mecca and Medina through the Hadith of the Prophet Muhammad: 
 

ي مسجدي هذا 
 
ي المسجد الحرام أفضل  صلاة ف

 
أفضل من ألف صلاة, إلا المسجد الحرام, وصلاة ف

 
 
ةٍ فِيمَا سِوَاه

َ
فِ صَلَ

ْ
ل
َ
ةِ أ
َ
 من مِائ

Meaning: “Prayer in my mosque (Prophet's mosque) is better than a thousand 
prayers in any other place except the Masjid al-Haram. And prayers in the 
Masjid al-Haram are better than 100 thousand prayers elsewhere ”. 
(History of Ahmad (15271) 
 

          Therefore, this study will focus on the Practice of Soft Skills among Company 
Representatives in Implementing the Procedure of the Pilgrimage Before Departing to 
Perform Umrah in the Holy Land. Researchers would like to see the level of mastery of soft 
skills practices mastered by company representatives who assist them in performing 
congregational procedures before departure. 
 
Problem Statement  
The umrah and ziarah industry is an industry that often gets attention by the Malaysian 
government through the Ministry of Arts and Culture Malaysia (MOTAC) and also the 
establishment of the Umrah Regulatory Council (MKSU) along with several other government 
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agencies is seen as an entity that responsible for taking care of the management of umrah 
and ziarah in Malaysia (Afendi & Mohamad, 2010). 

The following are some of the problems that arise in the management of the pilgrims 
before departure at the airport: 

1. Lack of information and accurate information for the pilgrims to gather at the airport 
along with the position and location of gathering that is suitable for monitoring and 
supervision by company representatives representing umrah companies to their 
Congregation. 

2. The lack of concern for the welfare aspects of the Congregation by the company during 
the stay at the airport such as the comfort of the Congregation, the safety of the 
Congregation, the health of the Congregation and the food and drink of the 
Congregation. 

3. The unattractive personality shown by the company representatives in carrying out 
duties throughout the airport is quite worrying such as untidy clothes, impolite 
manners as well as unprofessional communication conveyed to the Congregation. 

4. The care of the property and assets of the pilgrims were not taken seriously such as 
24 -inch and 20 -inch trolley bags placed in front of the counter for the purpose of  
check in luggage which were scattered and feared to be exchanged with other umrah 
agencies using the same flight to the Holy Land.  

5. The company representative did not use loudspeakers allowed by the Airport when 
briefing the Congregation, this has had a negative impact on the Congregation who sit 
far away that is not clearly listening to instructions and get important information 
from company representatives. 

6. The insensitivity of company representatives in maintaining the "Spiritual Quotient 
(SQ)" and "Emotional Quotient (EQ)" among the pilgrims who have waited a long time 
at the airport before they left. 

7. The responsibility of the umrah operator in ensuring that all pilgrims have no 
restrictions on Immigration check in through checks in the 
system  https://sspi.imi.gov.my/SSPI/. This is important so that the pilgrims do not feel 
frustrated and hindered over factors that should have been resolved early before they 
depart by the umrah operator company. 
Thus, through the problems mentioned above, it can be concluded that the role and 

responsibilities that need to be played by company representatives contribute greatly to the 
good image of the company as well as provide smoothness in carrying out management 
procedures before departure at the airport. 

This problem is seen to be due to the lack of soft skills possessed by company 
representatives when performing tasks (Zainal & Hassan, 2018). This shortage has a negative 
and adverse effect as well as causing dissatisfaction of the Congregation registered under 
their company. The image and reputation of the company will be bad in the future. 

 
Research Objectives  
a.  Identify the practice of soft skills of company representatives required in implementing the 
Procedure of the Congregation Before Departing to Perform Umrah in the Holy Land. 
b.  Analyze the practice of soft skills of company representatives required in performing the 
Procedure of the Congregation Before Departing to Perform Umrah in the Holy Land. 

https://sspi.imi.gov.my/SSPI/.%20Ini
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c.  Build a model practice soft skills representative of the company in carrying out the 
necessary procedures for the Congregation Before Departure Performing Ibadah Umrah in 
the Holy Land. 
 
Research Questions  
a.  Is the practice of soft skills representative of the company in carrying out the necessary 
procedures for the Congregation Before Departure Performing Ibadah Umrah in the Holy 
Land? 
b.   Is the analysis of the practice of soft skills representative of the company in carrying out 
the necessary procedures for the Congregation Before Departure Performing Ibadah Umrah 
in the Holy Land? 
c.  Is the model practice soft skills representative of the company in carrying out the necessary 
procedures for the Congregation Before Departure Performing Ibadah Umrah in the Holy 
Land? 
 
Scope of The Study 
This study focuses on soft skills among company representatives focused on umrah and 
pilgrimage agencies located in Negeri Sembilan only. 

The selected agency is a registered legal agency and there are no problems related to 
performance and problems regarding the services offered to umrah pilgrims refer to the List 
of Tourism Operating Licenses and Travel Agencies (TOBTAC), 2018). This agency must have 
a license that lists fields such as Inbound (I), Outbound (O), Ticketing (T) and Umrah (U) or 
known as IOTU. 

The researcher will select respondents consisting of company representatives who 
have the following criteria: 

 

1. Gender • Male and Female 

2. Age • 18 and above 

3. Experience  as a 
Company 
Representative 

• Minimum 3 Years of service in a Legal 
Registered Umrah Operator Company 

Table 1.0 : Criteria for Selection of Company Representatives in Malaysia 
 
Research Design 
This study is a quantitative study using survey method and data taken with how to distribute 
questionnaires. This study chose the questionnaire method because this method can save 
time to collect data in a short period of time. Julie Yu and Cooper (1983) stated that the 
questionnaire method can provide better understanding in the study of management 
practices than other methods. The researcher has constructed a set of questionnaires that 
cover a number of things that touch on the research questions to be answered by the 
respondents. 
 
Sampling  
Selection of the study sample was randomly selected from a population determined using the 
sample size determination table from the method of Krejie and Morgan (1970). Coakes et al 
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(2006) stated 100 respondents as the sample size for acceptable factor analysis. While Ding 
et al (1995) argue that sample sizes between 100 to 150 are already good enough. However, 
it depends on the respondents involved in a study to be conducted by the researcher and not 
all are suitable. 
 

The following is a list of Sendirian Berhad (Sdn.Bhd) companies that have IOTU license 
areas in Malaysia by state (MOTAC, 2021): 

 
 
NO. 

 
 
NAME OF STATE 

 
NUMBER OF HEADQUARTERS (HQ) 
OF UMRAH OPERATORS WHO 
HAVE ‘IOTU’ LICENSE (UMRAH) 

1. Wilayah Persekutuan Kuala Lumpur 60 

2. Wilayah Persekutuan Labuan 0 

3. Wilayah Persekutuan Putrajaya 1 

4. Selangor 101 

5. Negeri Sembilan 14 

6. Melaka 18 

7. Johor 23 

8. Perak 12 

9. Pulau Pinang 7 

10. Kedah 30 

11. Perlis 0 

12. Terengganu 9 

13. Kelantan 22 

14. Pahang 4 

15. Sabah 7 

16. Sarawak 9 

 
OVERALL TOTAL 

 
317 
 

Table 2.0: Number of Headquarters (HQ) of Umrah and Pilgrimage Operators for Each State 
in Malaysia (Source: MOTAC Web Portal) 

Number of respondents proposed is 2 people for one umrah and pilgrimage agency. If 
referred to Table 2.0 above, the number of agencies that exist in Negeri Sembilan is 14. 
According to table 3.0, a large number of total populations can be represented with a certain 
sample size. It can be seen that the number of population for this study was 28 people. The 
number 28 is close to the total population of 30 of which the sample size is 28 samples. So 
the researcher set the total sample size and also the population is 28 people who will be 
involved in this study. 

 
Research Process 
The study flow chart below describes the entire case research process that will be conducted. 
The research process tells what the researcher will do starting from the initial stage of the 
research until the research is completed or the findings of the research are obtained. 
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Figure 1.0: Research Process Flow 

 
Table 3.0: Table of sample size determinants by Krejcie & Morgan (1970) 
 
Response Rate  
The respondents of this study are representatives of companies from umrah and ziarah 
agencies in Malaysia that have been selected independently. Only 28 respondents were 
involved. All forms received can be used. 
The table shows the response rates of the study. 

Description Total Percentage (%) 

Total questionnaires distributed   28     100.0 

Total questionnaires returned   28     100.0 

Total questionnaires returned but not used    0       0.0 

Total questionnaires used   28     100.0 

Table 4.0 : Respondent Response Rate 
 
Data Clearance 
Errors in compiling and entering data in computer programs such as SPSS is a common 
occurrence for researchers. This is unavoidable and always happens despite researchers being 
careful. Before any analysis is done, data cleaning is done to ensure that the data is clean. 
This data cleaning is done by looking at the minimum, maximum and average for each item 
to ensure that the data is within the proper data range. All data is within the proper answer 
range and no data is corrupted. 
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Demographic Analysis of Respondents 
In this section, the researcher will analyze the background of respondents according to 
various levels of demographic forms, namely age, academic qualifications and years of 
experience as a company representative. All the background information of these 
respondents is based on the researcher's respondents, namely, company representatives 
from various umrah and pilgrimage agencies in Negeri Sembilan as many as 28 questionnaires 
were received back. 
The demographic profile analysis for this study can be summarized in the table below. 

How Many Years of Experience as a Company Representative 

  Frequency Percent 
Valid 
Percent 

Cumulative 
Percent 

Valid 3-5 Years 16 57.1 57.1 57.1 

5 Years and 
Above 

12 42.9 42.9 100.0 

Total 28 100.0 100.0 
 

Table 5.0 : Years of Experience as a Company Representative 
Company representatives with between 3 to 5 years of experience recorded the highest 
number of  57.1 percent. Meanwhile, company representatives with experience aged 5 years 
and above recorded the lowest percentage of 42.9 percent. This also shows that a career in 
the field of management of mutawwif umrah and ziarah is a career that gets the attention of 
many people who want to tame directly or indirectly. 

 
Age 

  Frequency Percent Valid Percent Cumulative Percent 

Valid 21-30 Years 7 25.0 25.0 25.0 

31-40 Years 17 60.7 60.7 85.7 

41-50 Years 4 14.3 14.3 100.0 

Total 28 100.0 100.0   

Table 5.1 : Age of Company Representatives 
 

While the age of company representatives between 31 years to 40 years is the highest 
age recorded a percentage of 60.7 percent, followed by age 21 years to 30 years with a 
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percentage of 25.0 percent. The smallest and lowest percentage was recorded by mutawwif 
aged over 41 to 50 years with 14.3 per cent. 
  

Academic Qualifications 

  Frequency Percent Valid Percent Cumulative Percent 

Valid Diploma 11 39.3 39.3 39.3 

Master/PhD 3 10.7 10.7 50.0 

Bachelor 11 39.3 39.3 89.3 

SPM 3 10.7 10.7 100.0 

Total 28 100.0 100.0   

Table 5.2 : Academic Qualifications of Company Representatives 
 
         Approval of academic achievement is an element that drives the understanding of 
company representatives in performing better and quality assignments prior to departure. 
The table above, recorded the same percentage of value for Diploma and Bachelor's academic 
qualifications which is 39.3 percent. This percentage has recorded the highest percentage. 
Meanwhile, SPM and Master/PhD approvals also recorded the same amount of 10.7 percent. 
It can be understood that, the company representative instrument has a good academic 
background that is starting SPM and above. 
 
Instrument Reliability Analysis (Cronbach`s  Alpha) 
Through the collection of data received by the researcher, the most important analysis done 
is to measure or validate the reliability value according to the items in the questionnaire. This 
validity and reliability analysis was conducted to ensure that the questionnaire has stability 
for use by the community. This reliability analysis was measured using Cronbach Alpha. The 
closer the Alpha value is to the value of 1, it indicates that the item has a high reliability value. 

Cronbach alpha is a numerical coefficient to represent reliability. It is used to identify 
the level of consistency of the questionnaire instrument with values above 0.70 is categorized 
as high in its reliability. The higher the reliability of an instrument, the lower the degree of 
error of the instrument. Therefore, a research instrument is said to be reliable even if the 
measurements are made repeatedly but the results given remain the same. 
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Reliability Statistics 

Cronbach's  
Alpha 

Cronbach's Alpha Based on  
Standardized Items 

N  
of Items 

.771 .799 42 

Table 6.0: Analysis of Cronbach's Alpha 
  
The conclusions of the instrument constructed by the researcher for this study prove that the 
high reliability and the small degree of error. 
 
Descriptive Analysis of Study Variables 
In this section, the researcher will analyze and identify descriptive data based on the 
questions in the questionnaire that have been answered by the respondents. This descriptive 
analysis was used to look at the distribution of values for each variable. 

 
MIN RANGE                    CATEGORIES        
1.00 to 2.33   Less effective and needs to be improved 
2.34 to 3.67  Moderate and needs to be considered for improvement 
3.68 to 5.00   Good 

  
Table 7.0 : Interpretation of Mean Scores 
 
Refer to the table below, showing the results of descriptive analysis for all variables: 
Table 7.1: Communication Skills  

Items                                                                                Mean        Achievement Category               

1.     I often communicate in language  
relaxed and easy to without changing                    4.21                     Good 
understand meaning of sentences. 
  
2.     I like to share and give advice                               3.68                     Good 
useful to Umrah pilgrims who 
deal with me. 
  
3.    I will start communication with                             3.32              
Umrah and Pilgrimage 
Pilgrims to Before They Start.                                                                                                                                                  
4.    I will communicate with info and                          4.11                      Good 
information that is really accurate  
and authentic. 
  
5.    I feel confident that skills                                        2.75              
communication will facilitate 
all procedures before departure for                                               

Umrah and pilgrimage.                                                
  

Moderate and Need To Be 
Considered For 
Improvement 

Moderate and Need To Be 
Considered For 
Improvement 
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Results of mean score analysis for Communication Skills in table 7.1. There are 5 items 
measuring the communication skills of company representatives. The activities of the 
company representative at the Airport before the departure of the Umrah pilgrims were 
measured to measure the communication skills of the company representative. 3 out of 5 
communication skills items exhibited the best achievement category, while the other 2 items 
were in the moderate achievement category and needed to be considered for improvement. 

 
Table 7.2 : Leadership Skills  

                Items                                                             Mean                Achievement Category 

1. I have the nature of being  
responsible for the instructions and                           4.07                                Good 
assignments given by the company to        
me when performing the procedure  
before departure. 
  
2.         I reserve the right to ensure that  
the Congregation gathers Manner at                           2.68                        
the location of focus in a timely  
for dissemination of information.                                                                                                              
                                                                                                                                                              
3.          I don’t like a selfish Congregation 
prioritizing personal affairs without                             4.04                                 Good       
any sense courtesy to other Congregations. 
  
4.          I do not like the Congregation  
which is chatty and deliberately                         4.07                                 Good 
creates provocation to make things worse.                                                                            
  
5.          I like to be respected by the                             2.82 
congregation and colleagues.                                                             
 

Results of the mean score analysis for Leadership Skills in table 7.2. There are 5 items 
measuring leadership skills in company representatives. The activities of company 
representatives at the Airport before the departure of the Umrah pilgrims were measured to 
measure leadership skills among company representatives. 3 out of 5 leadership skills items 
exhibited the best achievement category, while the other 2 items were in the moderate 
achievement category and needed to be considered for improvement. 
 
 
 
 
 
 
 
 
 

Moderate and Need To Be 
Considered For Improvement 

Moderate and Need To Be 
Considered For Improvement 
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Table 7.3 : Teamwork Skills 

                 Items                                                      Mean            Achievement Category 

 
1.  I am ready to shoulder and accept the 
task to work without problems.                                      2.54                   
 
2. I don’t mind myself feeling tired  
and-workers my work results are liked by co.              2.36 
 
3. I am willing to be appointed to be a                                                             
leader  or follower when working with a team.           3.64        
                    
4.  I be creative in distributing 
tasks by urgent needs                                                     2.57                         
priorities present when duty considered  

 
The results of the mean score analysis for Teamwork Skills in table 7.3. There are 4 

items measuring Teamwork skills on company representatives. The activities of company 
representatives at the Airport before the departure of the Umrah pilgrims were measured to 
measure Teamwork skills among company representatives. All 4 items of Teamwork skills 
exhibit moderate achievement categories and should be considered for improvement. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Moderate and Need To Be 
Considered For Improvement 

Moderate and Need To Be 
Considered For Improvement 

Moderate and Need To Be 
Considered For Improvement 

Moderate and Need To Be 
Considered For Improvement 
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Table 7.4 : Moral Skills and Professional Ethics 

               Items                                                                      Mean               Achievement 
Category                     

  
1. I am always careful in duty and                          2.79                         
prioritize ethics and morals when  
dealing Considered To 
with the Congregation.  
                                                                  
2.  I will lose patience if the  
counter officer check-in  Baggage at KLIA       4.04                                 Good 
deliberately delays baggage                
my Congregation for no reason. 
                                                                                                                                                       
3. Polite, neat and unobtrusive 
clothing is suitable clothing for company               4.57                           Good  
representatives. Good to 
wear while on duty even if uncomfortable. 
  
4. Priority of greeting and always sweet 
face is applied when necessary and not                            4.00                  Good 
all the time working at KLIA. 
  
5. I agree that smoking is immoral and        2.29                          
unethical              
  

 
The results of the mean score analysis for Professional Moral Skills and Ethics in table 

7.4. There are 5 items measuring the Moral and Professional Ethics skills of a company 
representative. The activities of the company representative at the Airport before the 
departure of the umrah pilgrims were measured to measure the Moral and Professional Ethics 
skills of the company representative. 3 out of 5 items of Professional Moral and Ethics skills 
exhibited the best achievement category, while the other 2 items were in the moderate 
achievement category and needed to be considered for improvement. 

 
 
 
 
 
 
 
 
 
 
 
 

Moderate and Need To Be 

Considered For Improvement 

Less effective and needs to 

be improved 
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Table 7.5 : Critical Thinking Problem Solving Skills  

                    Items                                                  Mean                     Achievement 
Category                     

  
1. Pictures of the Congregation  
are not enough when managing                3.64                               Good 
Visa will make me Considered To  
Quit despair and bored Improved                                                                                            
                                                                    
2. I will be responsive and  
responsible to Congregational   2.82                            
Complaints against luggage that is               
  lost while at KLIA due to my  
negligence  and prepared to  
make compensation.                                                                            
                                                                                                                                                      
3.  Congregants who come to  
KLIA to check in will be left   4.25                                      Good 
without any effort for contact them 
  
4.  Lack of info and information  
due to the congregation not being   4.21                                           Good 
present during the departure  
briefing session. I will contact and  
make a video call to brief in private. 
  
5. Jemaah facing documentation  
problems and health at the last minute  
when you want to  take off at the  3.64                                     Good 
airport would be advisable for  
professional of the Cabinet and  
considered for the Cabinet safety when  
in the Holy Land Added Good 
  

The results of the mean score analysis for Critical Thinking Problem Solving Skills in 
table 7.5. There are 5 items measuring the Critical Thinking Problem Solving skills of a 
company representative. The activities of the company representative at the Airport before 
the departure of the umrah pilgrims were measured to measure the Critical Thinking Problem 
Solving skills of the company representative. 2 out of 5 items of Critical Thinking Problem 
Solving skills exhibited the best achievement category, while the other 3 items were in the 
moderate achievement category and needed to be considered for improvement. 

 
 
 
 
 

Moderate and Need To Be 
Considered For Improvement 
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Table 7.6 : Information Management Skills & Continuous Learning 

                           Items                                                    Mean            Achievement 
Category     

  
1. I like to attend effective                                  3.36                    
management courses for the purpose  
of increasing knowledge.                                                                                      
                                                                                                                                            
2.  I do not feel happy with the ratings 
givenby the Congregation for the quality of            3:18                          
my umrah  services provided to me.                                                                     
                                                                                                                                                     
3. I am always updated on the latest  
Technology to facilitate management  
and procedures before departure              3.96    Good 
are presented to the Umrah and  
my pilgrimage. 
                                                                                                                                                       
4.  I don't care about money to top up            1.79                           
knowledge for learning purposes . 
 

The results of the mean score analysis for Information Management Skills and 
Continuous Learning in table 7.6. There are 4 items measuring the Information Management 
and Continuous Learning skills of company representatives. The activities of the company 
representative at the Airport before the departure of the umrah pilgrims were measured to 
measure the Information Management and Continuous Learning skills of the company 
representative. 1 out of 4 items of Information Management and Continuous Learning skills 
exhibited the best achievement category, while 2 more items were in the moderate 
achievement category and needed to be considered for improvement and 1 item in the Less 
effective achievement category needed to be improved. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Moderate and Need To Be 
Considered For Improvement 

Moderate and Need To Be 
Considered For Improvement 

Less effective and needs to 

be improved 
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Table 7.7: Entrepreneurial Skills 

                  Items                                                                 Mean            Achievement Category    

  
1. I wisely take the opportunity to fit                          3.61         3.61                            
 know the Congregation for publicity purposes.                                                                         
                                                                                                                                             
2.  I also have skills like making 
pictures, photocopy and fill in the form of                      3.71                        Good          
wages for Jemaah  that needs outside of  
office hours. 
                                                                                                                                                      
3.  I can also talk and deliver 
courses related to the implementation of umrah,             4.00                        Good   
procedure and umrah motivation to the public. 
  
                                                                                                                                                       
4.       I am aggressive in finding Jemaah          3.46                            
and registering  them to be Jemaah umrah and earn  
commission from the company.                                                                                      
    
   

The results of the mean score analysis for Entrepreneurial skills in table 7.7. There are 
4 items measuring the entrepreneurial skills of company representatives. The activities of the 
company representative at the Airport before the departure of the Umrah pilgrims were 
measured to measure the entrepreneurial skills of the company representative. 2 out of 4 
items of entrepreneurial skills exhibited the best achievement category, while the other 2 
items were in the moderate achievement category and needed to be considered for 
improvement. 

In conclusion, the mean values of communication skills, leadership skills and 
professional moral and ethical skills recorded the highest average among the seven variables. 
While critical thinking problem solving skills and entrepreneurial skills occupied the second 
highest average mean value. Next, the mean value of teamwork skills and lastly the lowest 
mean value is information management skills and continuous learning. 

This clearly shows that the mastery of soft skills among company representatives 
shows not the mastery of an excellent and good level. It also shows that only certain skills 
recorded high values while others were moderate and low. 
 
 
 
 
 
 
 
 
 

Moderate and Need To Be 
Considered For Improvement 

Moderate and Need To Be 
Considered For Improvement 



International Journal of Academic Research in Business and Social Sciences 

Vol. 1 1 , No. 12, 2021, E-ISSN: 2222-6990 © 2021 HRMARS 

993 
 

Build a model practice soft skills needed a company representative Jemaah Implementing 
Procedures Prior to Departure Performing Ibadah Umrah in the Holy Land. 
 

 
MUTAWWIF COMPETENCE UNIT (N791: 001-4: 2016) - CU 

National Employee Skills Standard (NOSS) Management of Mutawwif Umrah and Ziarah 
Skills Development Department (JPK), Ministry of Human Resources Malaysia 

 
  
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 

 

Conclusion 
This study is a rare study done in a specific study related to the practice of soft skills of 
company representatives in performing congregational procedures before departure. The 
results of the analysis also showed that the majority of respondents agreed with the 
researcher's questions and this study has achieved its objectives and answered all the 
questions stated at the beginning of this study. Overall, this study has explained about the 
form of soft skills on the practices of company representatives that need to be mastered in 
developing skills in the task as a company representative in the management of mutawwif 
umrah and pilgrimage procedures before departure. 
 
 

    

 
 
 
 
  

   

    

  

Practice Model Soft skills Company representatives in Umrah and 
Visiting the service industry in Malaysia. 

 

Figure 2.0 : The framework of this study is taken from the Model from the Umrah and Ziarah 
Mutawwif Management Competency Unit in the National Employee Skills Standard (NOSS) Level 
4 by the Department of Skills Development (2016) and the Institute of Higher Education Soft 
Skills Model (2006) 

Competence Unit : 1 
Implementation of Umrah 

Procedure Before Departure 
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