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“A butterfly’s wings grow because a caterpillar dared to believe it could fly”  
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PEMBUATAN STANDARD OPERATING PROCEDURE (SOP) 

PENYEDIAAN KAMAR  UPAYA MENINGKATKAN KUALITAS 

PELAYANAN DI RED ISLAND SURFCAMP 
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NIM  : 361693301176 

Pembimbing : 1. Adetiya Prananda Putra, S.ST., M.M. 

2. Putu Ngurah Rusmawan, S.Pd., M.Pd. 

   

ABSTRAK 

Penelitian ini dilakukan karena ditemukannya fakta bahwa proses 

penyediaan kamar di Red Island Surfcamp tidak efisien dan berjalan tanpa prosedur, 

menyebabkan kualitas pelayanan yang kurang maksimal. Sehingga dilakukan 

penelitian untuk dapat menghasilkan dokumen SOP penyediaan kamar tertulis yang 

terstruktur dan terdokumentasi yang dapat digunakan sebagai pedoman oleh staf 

room attendant di Red Island Surfcamp dalam memberikan pelayanan sesuai 

dengan harapan tamu. Metode penelitian yang digunakan adalah menggunakan 

pendekatan kualitatif. Penyusunan dokumen SOP pelayanan dilakukan 

menggunakan metode analisis kesenjangan (GAP) dimana penyusunan dokumen 

SOP dilakukan sesuai dengan kondisi ideal menurut 5 (lima) dimensi kualitas 

pelayanan yakni : 1) bukti langsung (tangible), 2) kehandalan (reliability), 3) 

ketanggapan (responsivness), 4) jaminan (assurance) dan 5) empati (emphaty) 

dengan membandingkan kondisi eksisting prosedur penyediaan kamar yang 

terdapat di Red Island Surfcamp. Kemudian, untuk memastikan dokumen SOP 

penyediaan kamar yang dihasilkan sesuai dengan kebutuhan perusahaan, maka 

dilakukan tahap verifikasi dan validasi terkait dokumen SOP yang dibuat. Tahapan 

prosedur pelayanan yang dihasilkan yakni : preparation, entering room, dan make 

up room.   

 

Kata Kunci : Standard operating procedure (SOP), Kualitas pelayanan, Analisis 

kesenjangan, Red Island Surfcamp 
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MAKING STANDARD OPERATING PROCEDURE (SOP) FOR PROVISION 
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ABSTRACT 

 

This research was conducted due to the fact that the process of providing 

rooms at Red Island Surfcamp was inefficient and ran without procedures, causing 

the service quality to be less than optimal. So that research is carried out to be able 

to produce SOP documents for providing structured and documented written rooms 

that can be used as guidelines by staff room attendant at Red Island Surfcamp in 

providing services according to guest expectations. The research method used is a 

qualitative approach. Preparation of SOP document service is carried out using 

the method of analysis of the gap (GAP) in which the preparation of SOP documents 

made in accordance with the ideal conditions according to five (5) service quality 

dimensions namely: 1) evidence of direct (tangible), 2) reliability, 3) 

responsiveness, 4) a guarantee (assurance) and 5) empathy by comparing the 

existing condition provision room procedures contained in Red Island 

Surfcamp.Then, to ensure that the SOP document for the provision of rooms are 

produced in accordance with the company's needs, a verification and validation 

phase is carried out regarding the SOP document created. The resulting service 

procedure stages are  preparation, entering room, and make up room. 

 

Keywords : Standard operating procedure (SOP), Service quality, Gap analysis, 

Red Island Surfcamp 
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