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​ABSTRACT​

​DEVELOPING STANDARDIZED SERVICE OPERATING PROCEDURES TO IMPROVE​
​OPERATIONAL PERFORMANCE IN XYZ PRIVATE VILLA IN YOGYAKARTA​

​By Able Loertcher​
​Robert La Are SST. Par, M. Par​

​SWISS GERMAN UNIVERSITY​

​This​ ​study​ ​aims​ ​to​ ​develop​ ​standardized​ ​service​ ​operating​ ​procedures​ ​to​ ​improve​
​operational​​performance​​at​​XYZ​​Private​​Villa​​in​​Yogyakarta.​​The​​research​​addresses​
​inconsistent​ ​service​ ​delivery,​ ​high​ ​dependence​ ​on​ ​Online​ ​Travel​ ​Agencies​ ​(OTAs),​
​and​ ​the​ ​absence​ ​of​ ​structured​ ​performance​ ​monitoring​ ​systems.​ ​Using​ ​the​
​Resource-Based​ ​View​ ​(RBV),​ ​this​ ​study​ ​positions​ ​operational​ ​capability,​ ​digital​
​capability,​​and​​performance​​monitoring​​capability​​as​​internal​​organizational​​resources​
​that support service consistency and operational control.​

​This​ ​study​ ​applies​ ​a​ ​quantitative​ ​approach​ ​within​ ​a​ ​Business​ ​Improvement​ ​Project​
​framework.​ ​Primary​ ​data​ ​were​ ​collected​ ​from​​70​​valid​​respondents,​​consisting​​of​​35​
​exposed​ ​respondents​ ​who​ ​had​ ​stayed​ ​at​ ​XYZ​ ​Private​ ​Villa​ ​and​ ​35​ ​controlled​
​respondents​ ​who​ ​had​ ​prior​ ​private​ ​villa​ ​experience​ ​but​ ​had​ ​never​ ​stayed​ ​at​ ​XYZ​
​Private​​Villa.​​The​​data​​were​​analyzed​​using​​descriptive​​analysis,​​validity​​and​​reliability​
​testing, and simple linear regression through SPSS.​

​The​ ​findings​ ​show​ ​that​ ​Operational​​Capability​​has​​a​​strong​​positive​​relationship​​with​
​Service​ ​Consistency,​ ​and​ ​Performance​ ​Monitoring​ ​Capability​ ​also​ ​has​ ​a​ ​strong​
​positive​ ​relationship​ ​with​ ​Service​ ​Consistency.​ ​However,​ ​Digital​ ​Capability​ ​does​ ​not​
​show​ ​a​ ​statistically​ ​significant​ ​relationship​ ​with​ ​OTA​ ​Dependence.​ ​This​ ​study​
​concludes​ ​that​ ​standardized​ ​SOPs,​ ​supported​ ​by​ ​performance​ ​monitoring​ ​and​
​organized​ ​digital​ ​communication,​ ​strengthen​ ​operational​ ​capability,​ ​improve​ ​service​
​consistency,​ ​and​ ​support​ ​sustainable​​operational​​performance.​​SOP​​implementation​
​does​ ​not​ ​directly​ ​improve​ ​revenue,​ ​but​ ​strengthens​ ​the​ ​internal​ ​operational​
​foundation for more reliable business performance over time.​

​Keywords:​​Service​​Standardization,​​Operational​​Capability,​​Service​​Consistency,​​OTA​
​Dependence,​ ​Performance​ ​Monitoring,​ ​Operational​ ​Performance,​ ​Resource-Based​
​View​
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