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ABSTRACT 

THE IMPACT OF EMPLOYEE PRODUCT KNOWLEDGE ON CUSTOMER 
SATISFACTION MEDIATED WITH SOP IN HOSPITALITY SECTOR: A CASE STUDY OF 

SUNI HOTEL & CONVENTION ABEPURA, INDONESIA 

 

By 

 Aira Immanuela 
Munawaroh Zainal MM, Advisor 

 
SWISS GERMAN UNIVERSITY 

 

The Impact of Employee Product Knowledge on Customer Satisfaction Mediated with Standard 

Operating Procedure (SOP) in Hospitality Sector: A Case Study of Suni Hotel & Convention 

Abepura, Indonesia. This study aims to analyze the influence of employee product knowledge on 

customer satisfaction with the mediating role of Standard Operating Procedure (SOP) in the 

hospitality sector. A quantitative descriptive approach was applied, involving respondents from 

guests staying at Suni Hotel & Convention Abepura. Data were collected using questionnaires 

and analyzed using Partial Least Squares Structural Equation Modeling (PLS-SEM). The results 

indicate that employee product knowledge has a positive and significant effect on customer 

satisfaction. However, the mediating role of SOP in the relationship between product knowledge 

and customer satisfaction was found to be insignificant. These findings highlight the importance 

of enhancing employee product knowledge to directly improve customer satisfaction, while the 

role of SOP needs further evaluation to function optimally as a standard service guideline. This 

research provides practical implications for hotel management in developing employee training 

programs and refining SOP implementation to improve service quality and customer loyalty. 
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