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ABSTRAK 
 

 

Industri hotel merupakan industri yang menawarkan pelayanan jasa, 

tempat tinggal, maupun makanan dan minuman. Sehingga dalam mengutamakan 

mutu pelayanan tersebut diperlukan suatu sistem kerja yang mengaturnya agar 

semua departemen hotel dapat saling berkolaborasi mewujudkan pelayanan yang 

maksimal. Salah satu pelayanan yang ditawarkan industri hotel adalah dengan 

memberikan fasilitas terbaik mereka. 
 

Dalam penelitian ini membahas mengenai penerapan atau implementasi 

Standard Operating Procedure (SOP) di Departemen Engineering Hotel Crowne 

Plaza Bandung. Penelitian ini menilai bagaimana dan sejauh mana penerapan SOP 

yang dimiliki Departemen Engineering dalam melakukan suatu pekerjaan mereka 

sehari-hari, demi memberikan pelayanan yang baik terkait dengan fasilitas yang 

dimiliki Hotel Crowne Plaza Bandung. 
 

Untuk meneliti penerapannya, SOP akan dianalisis dari aspek keefektifan, 

konsistensi, sistematis dan standar SOP itu sendiri. Penelitian ini merupakan 

penelitian Kualitatif Studi Kasus yang akan di analisis melalui triangulasi sumber, 

yaitu sumber informasi didapatkan melalui proses wawancara tiga orang 

partisipan, yang terdiri dari pihak HRD Crowne Plaza Bandung, Chief 

Engineering dan salah satu karyawan di Departemen Engineering. 
 

Hasil dari penelitian ini diperoleh bahwa SOP yang dimiliki Departemen 

Engineering Hotel Crowne Plaza Bandung harus melakukan perbaikan atau 

peningkatan pada aspek keefektifan dan konsistensi penerapan SOP, namun 

dilihat dari aspek sistematis dan standar SOP sudah diimplementasikan dengan 

cukup baik walaupun masih belum sempurna penerapannya. 
 
 

 

Kata Kunci : Standard Operating Procedure (SOP), Efektif, Konsisten, Standar, 

Sistematis. 
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ABSTRACT 
 
 

 

The hotel industry is an industry that offers services, housing, and food 

and beverages. So that in prioritizing the quality of service needed a work system 

that regulates it so that all hotel departments can collaborate to realize maximum 

service. One of the services offered by the hotel industry is to provide their best 

facilities. In this study discusses the application or implementation of Standard 

Operating Procedure (SOP) in the Engineering Department of the Crowne Plaza 

Hotel Bandung. 
 

This study assesses how and to what extent the application of SOPs owned 

by the Engineering Department in carrying out their daily work, in order to 

provide good service related to the facilities owned by Crowne Plaza Hotel 

Bandung. To examine its application, SOP will be analyzed from the aspects of 

effectiveness, consistency, systematic and standard of SOP itself. 
 

This research is a case study qualitative study that will be analyzed 

through triangulation of sources, namely the source of information obtained 

through the interview process of three participants, consisting of Crowne Plaza 

Bandung HRD, Chief Engineering and one of the employees in the Engineering 

Department. 
 

The results of this study found that the SOP owned by the Crowne Plaza 

Bandung Engineering Department must make improvements or improvements to 

the effectiveness and consistency aspects of SOP implementation, but seen from 

the systematic aspects and SOP standards it has been implemented quite well even 

though it is still not perfect implementation. 
 
 

 

Keywords: Standard Operating Procedure (SOP), Effective, Consistent, Standard, 

Systematic. 
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