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ABSTRAK

Penelitian ini dilakukan karena ditemukannya fakta bahwa teknik up-selling taking
order tidak efisien dan berjalan tanpa adanya prosedur, menyebabkan kualitas pelayanan yang
kurang maksimal. Oleh karena itu, dilakukan penelitian untuk menghasilkan dokumen SOP
teknik up-selling taking order tertulis yang terstuktur dan terdokumentasi yang dapat digunakan
sebagai pedoman oleh staff Food and Baverage Service di Villa So Long Banyuwangi dalam
memberikan pelayanan kepada tamu. Metode penelitian yang digunakan adalah menggunakan
metode kualitatif. Penyusunan dokumen SOP dilakukan menggunakan metode analisis
kesenjangan (GAP) dimana penyusunan dokumen SOP dilakukan dengan kondisi ideal menurut
5 (Lima) dimensi kualitas pelayanan yakni : 1) bukti langsung (tangible), 2) kehandalan
(reability), 3) ketanggapan (responsiveness), 4) jaminan (assurance) dan 5) empati (emphaty)
dengan membandingkan kondisi eksiting prosedur teknik up-selling taking order yang terdapat
di Villa So Long Banyuwangi. Kemudian, untuk memastikan dokumen SOP teknik up-selling
taking order yang dihasilkan sesuai dengan kebutuhan perusahaan, maka dilakukan tahap
verifikasi dan validasi terkait dokemen SOP yang dibuat.

Kata kunci : Standar Operating Procedure (SOP), Kualitas pelayanan, Taking order,
Analisis kesenjangan, Villa So Long Banyuwangi
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ABSTRACT

This research was carried out because it was discovered that the up-selling order taking
technique was inefficient and ran without procedures, causing service quality to be less than
optimal. So research was carried out to produce a structured and documented written SOP
technique for up-selling order taking which can be used as a guide by Food and Baverage
Service staff at Villa So Long Banyuwangi in providing services to guests. The research method
used is qualitative methods. The preparation of SOP documents is carried out using the gap
analysis method (GAP) where the preparation of SOP documents is carried out under ideal
conditions according to 5 (five) dimensions of service quality, namely: 1) direct evidence
(tangible), 2) reliability (reability), 3) responsiveness (responsiveness) , 4) assurance and 5)
empathy by comparing the existing conditions of the up-selling order taking technique
procedure at Villa So Long Banyuwangi. Then, to ensure that the SOP document for the up-
selling order taking technique produced is in accordance with the company's needs, the
following stages are carried out: verification and validation regarding the SOP documents
created.

Keywords: Standard Operating Procedure (SOP), Service quality, Taking orders, Gap analysis,
Villa So Long Banyuwangi
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