THE ROLES AND STRATEGIES OF SALES & MARKETING

STAFFS TO ACHIEVE CUSTOMERS’ SATISFACTION AT

NOVOTEL SEMARANG

FINAL PAPER

Devi Utami Ningrum
(04.81.0010)

DIPLOMA III PROGRAM OF ENGLISH LANGUAGE
FACULTY OF LETTERS
SOEGIJAPRANATA CATHOLIC UNIVERSITY
SEMARANG
2007

Perpustakaan Unik



N

e

Perpustakaan Unik

THE ROLES AND STRATEGIES OF SALES &
MARKETING STAFFS TO ACHIEVE CUSTOMERS’

SATISFACTION AT NOVOTEL SEMARANG

FINAL PAPER

A report submitted to the Faculty of Letters Soegijapranata Catholic University
In partial fulfillment of the requirement for Ahli Madya in English Language

By:

Name : DEVI UTAMI NINGRUM
NIM :04.81.0010

DIPLOMA I1II PROGRAM IN ENGLISH LANGUAGE
FACULTY OF LETTERS
SOEGIJAPRANATA CATHOLIC UNIVERSITY
SEMARANG
2007



FINAL PAPER APPROVAL

Name: DEVI UTAMI NINGRUM

NIM : 04.81.0010
Title : THE ROLES AND STRATEGIES OF SALES &

MARKETING STAFFS TO ACHIEVE

CUSTOMERS’ SATISFACTION AT NOVOTEL

SEMARANG

Has finished her Final Paper Proposal and is approved to be

presented in the final examination.

Semarang, 4% uly 2007

Approved by:

Emilia Ninik Aydawati,M.Hum
Language Advisor

Dra. RM. Sri Suryaningsih, MA
Content Advisor

il




Perpustakaan Unik

The paper was presented in front of the Board of Examiners at the Faculty of

Letters, Soegijapranata Catholic University Semarang on 4ty uly 2007.

Board of Examiners,

Dra. RM. Sri Suryaningsih, MA
First Examiners

Emilia Ninik Ayvdawati, M.Hum
Second Examiners

Drs. Antonius Suratno, MA
Third Examiners

Approved by,

Dean

Heny Hartono, SS., M.Pd

il



ACKNOWLEDGEMENT

Praise to the Lord who gives strength and blessing to the writer, so the

writer could finish this report in time. This report could not have been finished

without the help of many people who have given their ideas and support in

completing this report. It is written in partial fulfillment for the requirement of the

Ahli Madya degree in the Faculty of Letters, Soegijapranata Catholic University

Semarang. Therefore, the writer would like to thank to

13

7.

Heny Hartono, SS, M.Pd, the Dean of Faculty of Letters, Soegijapranata
Catholic University Semarang.

Dra. RM. Sri Suryaningsih, MA, the Content Advisor of this report.

Emilia Ninik Aydawati, M.Hum, the Language Advisor of this report.

All of the Lecturers in Faculty of Letters Soegijapranata Catholic
University Semarang for the good knowledge that they have shared to the
writer and the Administration Staffs for their help.

Wiwied Pudjiono, the Assistant Marketing Manager of Novotel Semarang
Sharaswati, the Public Relations Officer in Novotel Semarang, Sales &
Marketing Staffs and all the staffs in Novotel Semarang for their helps.

My parents and my lovely friends for their prayer, support and help.

The writer realizes that there are some weaknesses in this report. Therefore,

the writer invites critic and suggestion. Finally, the writer hopes that this writing

would be useful for the readers.

The Writer

v

Perpustakaan Unik



TABLE OF CONTENTS
Page
Tl e R e 1
Final Paper Approval..........coocii i it ii
Acknowledgment. .........ooiiii i, iv
Table gif GOntents...... M. T R TR v
List@@f Figuresi....... g, ...... sk, . W e L E vii
LSt g TabIe™. .. g . . ... . S % ... ... e TN viii
Tist of /Appengices......... 215 S N—_ ... ... K X
CHAPTERY: INTRODLESRION %" ..... "9 B .. ... 1
1. 1|BACISEEONTd e, oot TR L L 1
112 ODJECHVCIGHISTIe y |14 |, N i— " . (.. ............. 2
1™ ScopenfESImdy=. . ...... ok . oo 2
¥4 Revigw of Eiteratusglem==ral . o we 2
1.4.1 Customers” Satisfaction.....................iioiei.. 2
1.4.2 Sales & Marketing...............oociiiimuenneainennennenn.. 5
1.4.3 The Key Elements of Marketing Service.................. 9
1.4.4 Marketing Strategy........oovvvvrieiiiiinieninenineennenns. 10
1.5 Method of Data Collection and Data Analysis................. 11
1.5.1 The Location..........oouiiiuiiiiiiiiiii e 11
1.52 Typeof Study......ccoooviiiiiiiiiiiii 11
1.5.3 Method of Data Collection...................oooiiinnin 11

Perpustakaan Unik



1.5.4 Method of Data Analysis......c.cocieieaia....

1.5.5 The Outline of the Final Paper...................

CHAPTER II: COMPANY PROFILE......c.ciiiiiiiiieiaiaiainnn.

2.1

2.2

2.3

2.4

2.5

2.6

2.7

Name of Company......cue.cieieiaieiaiaieiaia.n..
Lhe-Soontion............. . o;¢e— ...

Type of Buisiness.. t%. . &% ... ;.. o, ™
History of Company..........cieieieiaiaieiaiaian..

The Vision and Mission of Company..........c........
The Organizational Structure of Novotel Semarang.........

Job Description of Sales & Marketing...................

CHAPTER III: RESULT & DISCUSSION......cccicieiainan....

ERAPTER TV RO EN G a2« . o e o sl . «

4.1

4.2

BIBLIOGRAPHY

APPENDICES

@enclusion....... R....... % ..ol

LA A (o) PR e

vi

.12

.12

.14

.14

14

.14

14

.15

A7

N2

152

32

33

.34

Perpustakaan Unik



Perpustakaan Unik

LIST OF FIGURES

Page

vii



Perpustakaan Unik

LIST OF TABLE

Page

3.2.1 Standard operational of Sales & Marketing department........... 25

3.4.2 The valuation

viii



Perpustakaan Unik

LIST OF APPENDICES

1. Interview Guide

2. Work Experience Form

X



	logo: 


