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ABSTRAK 

 Dari hasil observasi yang telah dilakukan, peneliti 

menemukan permasalahan terkait dengan standar operasional 

prossedur (SOP) yang berdampak pada kepuasan konsumen. 

Sehingga, Gramedia Royal Plaza Surabaya perlu melakukan 

monitoring, evaluasi dan pelatihan standar operasional prosedur agar 

konsumen puas. 

 Standar operasional prosedur (SOP) yang dijalankan 

karyawan kasir dan store associate yang sesuai dan benar saat 

melayani konsumen dapat membuat konsumen puas. Hal tersebut 

juga bisa terjadi di Gramedia Royal Plaza Surabaya. Standar 

operasonal prosedur (SOP) yang ada belum berjalan dengan baik dan 

benar sehingga belum bisa membantu konsumen sehingga perlu 

melakukan monitoring, evaluasi dan pelatihan standar operasional 

prosedur terhadap karyawan kasir dan store associate  Gramedia 

Royal Plaza Surabaya agar meningkatkan kepuasan konnsumen saat 

berbelanja di Gramedia Royal Plaza Surabaya. 

 Kata Kunci : Specialty Store, standar operasional prosedur, 

kepuasan konsumen. 
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ABSTRACT 

 From the observations that have been made, the researchers 

found problems related to standard operating procedure (SOP) 

impact on customer satisfaction. Gramedia Royal Plaza Surabaya 

need to do the monitoring, evaluating and give training about the 

standard operating procedure that use in the company to increase 

customer satisfaction. 

 The right and proper standard operating procedure (SOP) 

that used by cashier staffs and store associates when serving the 

customers can impact on customer’s satisfaction. That strategy also 

can be applied in Gramedia Royal Plaza Surabaya. Standard 

operating procedure (SOP) in Gramedia Royal Plaza Surabaya has 

not been used properly and correctly, so the monitoring procedure, 

evaluating and give training about standard operating procedure to 

cashier staffs and store associate need to be used. That strategies 

that written above can increase customer satisfaction after they 

shopped in Gramedia Royal Plaza Surabaya. 

 Keywordy : Specialty Store, standard operating procedur, 

customer satisfaction. 
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