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ABSTRAK

Kegiatan Sales call pada Department Sales and Marketing Villa So Long Banyuwangi
hanya berdasarkan Standard Operating Procedure (SOP) berupa arahan atau berdiskusi
langsung dengan GM (General Manager), sehingga mengakibatkan tim dari sales marketing
belum memiliki pedoman yang pasti. Dengan itu dilakukan penelitian yang menghasilkan
dokumen Standard Operating Procedure (SOP) Sales call pada Department Sales and
Marketing secara tertulis dan terstruktur agar pada saat adanya kegiatan Sales call dapat lebih
fokus dan sesuai dengan Standard Operating Procedure (SOP) yang telah dibuat. Penelitian
ini menggunakan pendekatan kualitatif dengan menggunakan metode analisis kesenjangan
GAP analysis layanan, dimana penyusunan dokumen SOP dilakukan sesuai dengan kondisi
ideal dimensi kualitas pelayanan (servqual) yakni: kehandalan (reliability), jaminan
(assurance), Berwujud (tangible), daya tangkap (responsiveness) dan empati (emphaty) serta
dibandingkan dengan kondisi terkini kegiatan Sales call. Adapun tahap kegiatan Sales call
yang dihasilkan yaitu prepare sales call, proposal pengajuan sales call ke management,
membuat janji dengan tamu/ client, mengunjungi perusahaan yang sudah ditentukan sesuai
dengan jadwal, follow-up inquiry dari client saat sales call dan pembuatan laporan kunjungan
sesuai dengan format yang disediakan. Untuk memastikan dokumen SOP Sales call yang
telah dihasilkan sesuai dengan kebutuhan perusahaan, maka dilakukan tahap verifikasi dan
validasi oleh GM (general manager) sebagai validasi dan SM (sales marketing) sebagai

verifikasi.

Kata kunci: Standard Operating Procedure (SOP), Department Sales and Marketing, Sales
call, Analisis GAP.
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ABSTRACT

The Sales call activities in the Sales and Marketing Department of Villa So Long
Banyuwangi are currently based solely on Standard Operating Procedures (SOP) in the form
of directives or direct discussions with the General Manager (GM), resulting in the sales
marketing team lacking a definitive guideline. Consequently, a study was conducted to
produce a written and structured Standard Operating Procedure (SOP) document for Sales
calls in the Sales and Marketing Department. This aims to ensure that Sales call activities are
more focused and adhere to the established SOP. The study employed a qualitative approach,
utilizing the GAP analysis method to analyze service discrepancies. The SOP document was
developed in alignment with the ideal conditions of service quality dimensions (SERVQUAL),
namely: reliability, assurance, tangibility, responsiveness, and empathy, and compared with
the current conditions of Sales call activities. The stages of the Sales call activities identified
are: preparing for the sales call, submitting a sales call proposal to management, scheduling
appointments with guests/clients, visiting predetermined companies according to the
schedule, following up on client inquiries during the sales call, and creating visit reports
based on the provided format. To ensure that the produced SOP Sales call document meets
the company's needs, a verification and validation stage was conducted by the GM (General
Manager) for validation and by the Sales Marketing (SM) team for verification.

Keywords: Standard Operating Procedure (SOP), Sales and Marketing Department, Sales
call, GAP Analysis
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