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CHAPTER |

INTRODUCTION

This chapter discusses the background of the field study, the field setting,

and the significance of the field study.

I.1. Background of the Field Study

Yogyakarta is the capital city of Daerah Istimewa Yogyakarta
province, Indonesia. Many interesting places and tourist attractions are found
in Yogyakarta, such as Parangtritis beach, Malioboro downtown area, Kota
Gede silverwork center, Kaliurang resort area, and Ramayana ballet in
Prambanan temple. Yogyakarta is also known as the center of Javanese
culture. The uniqueness and the richness in Javanese culture attract many
tourists to visit Yogyakarta. As a result many hospitality industries open their
business in Yogyakarta. In fact, the number of hotels, home stays, guest

houses, travel agents, and restaurants are increasing in this town.

This condition gives several business opportunities to support those
hospitality industries. Supporting companies, such as graphic design
companies, advertising services, and souvenir centers are commonly found in
Yogyakarta area. Graphic design companies and advertising services help
promote the hospitality industries by providing services such as making
brochures, fliers, billboards, and advertisements on newspapers, magazines,
radios, and televisions. And souvenir centers provide tourists with many kinds

of specific handicrafts made from silver, wood, leather, and other materials.



Adnou Design Company is one of many graphic design companies in
Yogyakarta which handles promotional services such as design and printing
for hospitality industries. Adnou Design is a visual communication designer
better known as graphic design. Its services include conceptual planning,
design steps and production. Logo design is part of the planning process to
create many products of advertisement based on a client’s request. Then, this
process is followed by an order to produce certain advertising products, such
as making a company profile from a brand identity, photographing the exterior

and interior of a hotel building for hotel calendars, and so on.

One of the divisions in Adnou Design Company is Marketing division.
This division is responsible for satisfying the desires and the needs of the
customers. The continuity of a company depends on the performance of the
Marketing division. Because marketing is customer oriented, the aim of
marketing is to know and understand the customers’ needs. This is to make
sure that the customers are satisfied by the product and service they received
so that they have good views and opinions for the company which end up in
repetition of orders. In performing its function, the Marketing division applies
three marketing concepts which focus in customer orientation, integrated

marketing, and customer satisfaction.

1.2. Field Setting
The reason why the writer is interested to join the marketing force at
Adnou Design Company is because Adnou Design has many loyal customers.

Even though it is only a small and local company in Yogyakarta, Adnou



Design has customers from both domestic and foreign hospitality industries. It
shows that the products and services of Adnou Design have satisfied its
customers and these customers have good views and opinions on Adnou

Design.

1.2.1. Time and Date of the Field Study

The field study was conducted for one-month from April 1 to
April 30, 2011. It was carried out in Marketing division in Adnou
Design Company, located at Dr. Sutomo street GK 4/ 1403,
Danukusuman, Yogyakarta, Indonesia. Some of the activities done
during the field study include telephoning and receiving customers,
explaining the products and services, receiving and checking customer
orders as well as promoting the products and services of Andou Design

through emails and faxes.

1.2.2. History of Adnou Design Company
Adnou Design Company was established in 2001. Quality product
is a standard for Adnou Design Company. In 2004, Adnou Design
Company started to launch Digital Photography service which includes
Interior and Exterior Photography for the hotel and spa industries and
also Profile Photography service for company profiles. As part of the
product development program, Adnou Design Company added its

products with Web Design and Multimedia service in 2005.



Entering the year of 2007, Adnou Design Company settled in a
new office which is more representative, located on Dr. Sutomo street,
Yogyakarta. Adnou Design Company has been serving many customers,
from Yogyakarta and outside of Yogyakarta such as Sumatra,
Kalimantan, Sulawesi, and Papua. It has also served customers from
some foreign companies. Services provides by Adnou Design Company
for these customers include the making of logos, brand identities, web

designs, and photographs.

1.2.3. Vision and Missions of Adnou Design Company

1. Vision

Become the best graphic design company for all our customers, both

domestic and foreign.

2. Missions

a. Produce the best products and service for all our customers.

b. Manage all employees to become reliable workers.

c. Develop the spirit of all employees and build their motivation to do
the best for the company and their work with excellent working

standard.



d. Compare the perception of the company and employees that the
goal of the company is for the mutual benefit for company and

employees.

1.2.4. The Organization Structure of Adnou Design Company

Adnou Design Company has a flexible organization system that
is not too formal. It also applies its own system called the brotherhood
system. This system is very convenient for all the staffs and employees
and teaches them to realize what they should do without giving them lots
of pressure. For example, the Designers do not really have to come to
the office during the real office hours. They can do their designing work
from any places and send the results to our client at the time which has

been determined.

For staffs in other divisions such as Production, Finishing,
Administration and Marketing, they work in normal office hours. They
don’t work like the staffs in divisions like Graphic Design, Web Design
or Photographer in which the staffs can do their work in flexible hours as
long as they can fulfill what the customers wanted and needed. However,
all the designer staffs in Adnou Design Company still follow the general
rule that at least there must be one or two people who stay in the office
during office hours to serve the customers who come to Adnou Design
Company. As for the company uniform, all of the employees and staffs

of Adnou Design Company are free to express their own style of



clothing without being asked to wear a specific company uniform. This
is because many of the employers and staffs have their own idealism and

they want to do their work their own style.

Figure 1. Organization Structure of Adnou Design Company

Director
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[
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Almost all the employees and staffs of Adnou Design Company
are graduates of graphic design schools. They automatically became
permanent workers after passing the probation period. Figure 1 shows
the complete organization structure of Adnou Design Company. The
organization structure shows that the Director oversees four division:
Accounting, Design (Art Director), Production (Production Manager),
and Administration & Marketing. The Accounting Division is directly

under the Director so this division is responsible directly to the Director.

There are three divisions below Accounting: the Art Director, the
Production, and the Administration and Marketing. They are at the same

job level and they relate to each other in completing a project. When



Marketing receives a project from a customer, it will pass the order to
the Art Director to create a client brief. Then, the Art Director will pass
the project to the sub-ordinate divisions: the Graphic Designer, the Web
Designer and the Photographer. After the material design is completed,
the Art Director will give the completed design to the Production
Manager to process it and become a product until finishing. After the
product is finished, the Manager Production will give the product to
Administration for checking and delivery to the customer. Finally, the
Marketing staff will contact the customer to make sure whether the
product (the good) has safely arrived. There are only 10 people all
together working in Adnou Design. Three people work as the Graphic
Designer, Web Designer and Photographer. Two people work as
Marketer and Administrator. In Production and Finishing there are four

people. While in Accounting there is only one person.

1.2.5. Office Hours at Adnou Design Company

Officially, there is only one shift at Adnou Design Company.
Working days are from Monday to Friday, starting from 9.00 am until
5.00 pm. On Saturdays, the working hours are from 9.00 am to 3.00 pm.
If Adnou Design is fully booked with orders, all staffs and employees
will work overtime and they will get some bonus. On the other hand,
Adnou Design Company will adjust its holidays or day offs with the

Government’s rules. For example, Adnou Design will give collective



day offs or leaves during Lebaran Holidays, as suggested by the

Government.

1.2.5. Products of Adnou Design Company

There are four products of Adnou Design Company:

1. Graphic Design and Printing
The products of graphic design and printing at Adnou Design
Company include, Logo Designs and Corporate Identities, Company
Profiles, Stationery, Brochures, Flyers, Posters, Booklets, Calendars,
Paper and Plastic Bags, Boxes and Packaging, Banner (X-Banner,
Roll Banner), and other products.

2. Digital Photography
Digital photography includes photography for Hotel Interior and
Exterior, Building, Office, Handicraft, and Spa.

3. Multimedia and Web Design
The products of multimedia and web designs include Multimedia
Interactive Slideshow, Website Designing, Hosting and Domain and
Maintenance.

4. Services
The Main business of Adnou Design Company is Visual
Communication Design, or better known as Graphic Design. Its
services include Conceptual Planning, Design Steps and Production.
Conceptual Planning is the most important step to guarantee the

success of products. From logo, design up to advertising campaign is



part of planning process that must be prepared seriously. The next
steps is visualization the creative ideas into designs which should be
impressive, communicative and persuasive. Final steps are the
execution or application of ideas into promotion media both above
and below the media line. Production process of advertising in
printed media and other kind of promotion material such as

brochures, fliers, must be controlled as the final execution.

1.2.6. Customers of Adnou Design Company

Adnou Design Company has had many customers since its
establishment ten years ago. Various customers from both domestic and
foreign have placed their orders at Adnou Design. Some of the Adnou’s
customers are from the hotel industries which have many chain hotels
both nation and worldwide. They knew about Adnou Design Company
through recommendations from Adnou’s loyal customers. These loyal
customers from the hotel industries have continuously repeated their
orders for Adnou Design Company. They are mostly satisfied with the
quality of the brochures, fliers, calendars, banners, sales kits they have

ordered at Adnou Design.

Some of Adnou’s customers from the national and international
chain hotels are: Aryaduta Hotel Manado, Cakra Kembang and Cakra
Kusuma Hotel Yogyakarta, Clarion Hotel and Convention Makassar,
Core Hospitality International, Duta Garden Hotel Group Yogyakarta,

Grand Elite Hotel Pekanbaru, Grand Quality Yogyakarta, Hotel Mariot



Sorong, Hotel Sagita Balikpapan, Jogjakarta Plaza Hotel, MITI German
sculpture, Manado Quality Hotel, Mercure Regency Makassar, Mercure
Pontianak, Martha Tilaar Spa Malang, Martha Tilaar Spa Yogyakarta,
Plaza Inn Kendari, Puri Artha Hotel Yogyakarta, Quality Hotel Makasar,
Gallat Rita Hungary Art, Sahid Imara Palembang, Saphir Hotel
Yogyakarta, Sedona Hotel Manado, Sheraton Mustika Yogyakarta
Resort& Spa, Sisca Saloon Yogyakarta, Sutanraja Hotel Convention &
Recreation Manado, The Cangkringan Jogja Villas & Spa, TravellerS
Krakatoa Nirwana Resort Lampung, TravellerS Hotel Jakarta Group,

Tamansari Drink Corner, Sentani Hotel Papua, and many more.

Additionaly, Adnou Design Company also makes cooperation
with local clients both the government and private companies. Some of
them are Java Pavilion Yogyakarta, Yogyakarta Tourism Promotion
Board (BP2KY), Garuda Indonesia Yogyakarta, Sagan Resto
Yogyakarta, Royal Garden Restaurant Yogyakarta, Merapi Golf
Yogyakarta, Java Traveller Tour & Travel Yogyakarta, Kultur Tours
Yogyakarta, Tamalia Tours & Travel Agency, Dewata Sakti Tour and

Seta Tours Yogyakarta, and many more.

1.3. The Significance of the Field Study
This field study is expected to give some benefits for the writer. By
doing the field study at Adnou Design Company the writer can increase the
knowledge of marketing management that she received during her study. The

writer can also get the experience by practicing some of the theories and



knowledge she received from the Business Theory and Practice class in
Business Concentration of English Study Program Diploma Il Universitas

Islam Indonesia.

For Adnou Design Company this final report on the writer’s field
study can be used as inputs and considerations for Adnou’s management to
improve its products and services. It can also be used as the basis to improve
and increase its customer loyalty. Hopefully, the suggestions in this final
report can increase the guality of service given by Adnou Design, thus, keep

and increase its loyal customer and its best services.

This final report can also help the students of English Study Program
Diploma Il Universitas Islam Indonesia to know more about the application

of any disciplines, particularly in business concentration.

Finally, for the reader, this final report will not only give useful
information about the business in graphic designs and advertisement, but also
know how the business is managed as well as how the people in the
organization work together in order to achieve the best quality results. This
report emphasizes the importance of keeping customers satisfied and loyal to

the company, particularly the hospitality industries.



CHAPTER I

SUBJECT REPORT

This chapter discusses three points that are related with the topic, they are
the rationale, review of related literature, finding, and discussion.
I1.1. Rationale

Intense competition has led many companies to be more focus on
how to maintain and satisfy their existing customers. Adnou Design
Company has been doing the same thing as well. As a local company in
Yogyakarta, Adnou Design has many customers not only in Java but also in
other major islands in Indonesia, such as Sumatera and Papua. In addition,
some of Adnou Design customers are loyal customers. They have repeated
their orders to Adnou Design from time to time. These facts prove that the
products and service of Adnou Design has satisfied its customers.

Customer satisfaction measures how good one company treats its
customers, including maintaining the quality of the products and services
which can make customers loyal to its products and company services.
Customer satisfaction is an important aspect for a company. At the same
time, the attitudes and habits of customers and business customers are
clearly affected by marketing or promotion. This is an interesting
phenomenon in Adnou Design Company. Many customers came to Adnou
Design Company and trusted its services and products to fulfill their orders.

This fact has given lots of benefits and advantages for Adnou Design. As a



result, Adnou Design Company can increase the numbers of its loyal
customers and earn much profit. These customers are from hotel industries,
restaurants, home stays, souvenir stores and other hospitality industries, such
as travel agents and tour operators. In other words, both Adnou Design
Company and these hospitality industries have a symbiosis mutualism
connection. Based on these facts, this final report will focus to answering the
question:

Why the customers, especially the hospitality industries choose

Adnou Design Company for their advertisement needs?

11.2. Review of Related Literature
In an effort to answer the question above, the review of related
literature in this chapter discusses the theory and definition of a hospitality
industry, theory of marketing activities, customer satisfaction theory and
customer loyalty theory.
11.2.1. Hospitality Industry
Hospitality Industry is an industry engaged in providing
services and services to customers so that customers get the
convenience in terms of transportation, catering accommaodation, and
restaurants (Seth, 1978). The industries which are included in the
hospitality industry are: hotels, motels, resorts, travel agents,
restaurants, and others. According to the Department of Tourism,

Post, and Telecommunication, a hotel is a kind of accommodation



that uses part or the whole building to provide lodging services, food
and beverages, as well as other services for community-managed
commercial. While according to Baker and Jeremy (2001),
Hospitality Industry is a commercial contract to enter into service
relationship that involves supplying the amenities, comforts,
conveniences, social interactions, and experiences of shelter and
entertainment that a guest or customer values.

From the theories above, we can conclude that a hospitality
industry is an industry that emphasizes hospitality and it can
entertain its guest and visitors in order to get maximum services from
the service provider more than the customer or the guest expectation.
This becomes the priority of the company to provide services for all
customers, because the success of a hospitality industry depends
greatly on the quality of services given to its customers.

11.2.2. Marketing Activities

Marketing activities must give satisfaction to the customers if
they want to continue their business (Dharmmesta & Handoko,
1982). Satisfied customers will have better opinions and views of the
company. Customer satisfaction, which is very important for a
company is related to market analysis. According to Stanton (1978),
business philosophy states that customer needs is a prerequisite for

economic and social availability of the company.



There are three concepts of marketing: 1) customer oriented,
2) integral marketing activities, and 3) consumer satisfaction.
Customer satisfaction measures how good one company treats its
customers. It includes providing the products and services which can
make customer loyal. For example: when someone makes a major
purchase, he or she will research the product or service and gain
information from the advertising, salespersons, and word-of-mouth
from friends and associates. In other words, customer satisfaction is
the key of the continuity and the success of the company. While
Philip Kotler and Kevin Lane Keller (2006) define the marketing
management as the art of science of choosing target markets and
getting, keeping and growing customers  through creating,
delivering, and communicating superior customer value.

In conclusion, marketing activity is a process that includes
planning, implementing, and evaluating market needs and turning
them into an offer that can generate profits for the company.
Marketing activity is an effort to arrange the relationship from
company to buyers and sellers and control the exchange to get
profits. The success of a marketing activity is expressed in customer

oriented, integrated marketing and customer satisfaction.



11.2.3. Customer Satisfaction

Customer satisfaction is the level of one’s feelings after
comparing the performance or results that they felt compared to
expectations (Kotler 2002). While Batra and Athola (1990) define
customer satisfaction as the number of customers, or percentage of
total customers, whose reported experience with a firm, its products,
or its services (ratings) exceeds specified satisfaction goals.

Adnou Design always treats all its customers as kings. These
customers will get what they need as long as their orders and
requests are still in the field of graphic designs and advertisements.
They will get all the packages that they have requested. In fact, these
customers sometimes got other compliments such as free designing
service and bonus in the form of discount prices.

Many different approaches in measuring customer
satisfaction exist in the customer behavior literature. Satisfaction
theory by Band (1971) explains that satisfaction is the state in which
customers’ needs, wants, and expectations, through the transaction
cycle, are exceeded resulting in repurchased and continuing loyalty.
While Leonard Berry (2002) expanded previous research to refine
ten dimensions of satisfaction, namely: quality, value, timeliness,
efficiency, ease of access, environment, inter-departmental
teamwork, front line service behaviors, commitment to the customer

and innovation. Berry's dimensions are often used to develop an



evaluative set of satisfaction measurement questions that focus on
each of the dimensions of customer satisfaction in a service
environment.
Another customer satisfaction theory by Zeithaml and Bitner
(1996) explains that customer satisfaction is influenced by some
factors, they are:
a. Quality of Service
The quality of services depends on system, technology and
human. It has 5 dimensions: reliability, responsiveness,
assurance, tangible, and empathy.
b. Quality of Products
Costumers will be satisfied if they buy and use good quality
products. It has 8 elements : performance, feature, reliability,
durability, aesthetic, the services, suitable with specification,
and quality of acceptable.
c. Price
Costumers usually assume the price as an indicator of the
product. They tend to assume that higher prices are high
quality.
d. Situation and Personal Factor
The Situation and personal factor will influence the customer to
choose the company which have good experience with good

product and service. This environmental factor and personal



circumstance affect the personal satisfaction for product or
service consumed.

Customer satisfaction is a customer behavioral response. It is
about a full assessment of the products or services that are perceived
in comparison with what customers wish and expect from a product
or service they have ordered or requested. In addition, customer
satisfaction is a degree of happiness that customers have towards the
product or service and the probability of re-purchasing or re-
ordering. Therefore, as the basis of designing questions for the
questionnaire about customer satisfaction, given to Adnou Design
clients, the writer used this customer satisfaction theory by Zeithami
and Bitners.

11.2.4. Customer Loyalty

According to Griffin (1995) a loyal customer is someone who
makes regular repeat purchase, whether it is a purchase across
product or service lines. It other word, a loyal customer is a customer
who has several characteristics, such as: repeat purchase frequently
in the same company, inform the other people about their satisfaction
in the company, and immune to the product and service from other
company. Customer loyalty is the proof from a customer who is
always loyal and has strong and positive behavior to the company.

Getty and Thomson (1994) point out that customer loyalty

can be measured by behavior and attitudes. The first measurement of



customer behavior is with reference to the repetition of the purchase
of goods and services that they ever bought before. And, the second
measurement of customer attitude refers to giving recommendations
to other people. Therefore, it can be concluded that customer loyalty
is an attitude or behavior from the customers which show that they
are satisfied with the products they have ordered or the services they
have requested and decided to repeat their orders and requests at the
same company. The repetition of orders can be done regularly and
repeatedly as they have commitments and positive attitude toward

the company.

11.3. Finding and Discussion

In order to measure the level of customer satisfaction at Adnou
Design Company and answer the final report question in this chapter, the
writer has prepared a questionnaire based on the Zeithmal and Bitner theory.
The questionnaires were given to ten customers of Adnou Design
nationwide. Then, the results of the questionnaire were presented, analyzed,
and interpreted. Finally, findings were identified based on those data
interpretations. The questionnaire that the writer used consists of eight
questions. These questions represent the quality of services, the quality of
products, the price, and the situation and personal factor.

The questionnaires were given to ten respondents of Adnou Design

customers from the hospitality industries nationwide. Three respondents



were located in Yogyakarta and there were seven respondents located
outside of Yogyakarta. These customers were chosen because they almost
repeat or intend to repurchase their order at Adnou Design Company within
a month period. Additionally, these hospitality industries have been regular
customers for about three to seven years.

In answering the questions in the questionnaire, the respondents will
express their answers by choosing dissatisfied, neither, satisfied, and very
satisfied as provided in the questionnaire. The results of the questionnaire

are presented in Table 1 and Table 2

Table 1. Average Scores of Respondents Answers Based on the Respondents

No. Respondents Questions ;—:;2 A;E;?Se
1 2 3 4 5 6 7 8
1 A 4 1 3 3 3 3 4 4 25 3.12
2 B 4 1 3 3 3 3 3 3 23 2.87
3 C 3 2 3 3 3 3 4 3 24 3.00
4 D 3 3 3 3 3 3 3 3 24 3.00
5 E 3 3 3 3 3 3 3 3 24 3.00
6 F 4 4 3 3 3 3 3 3 26 3.25
7 G 4 2 4 4 4 4 4 4 30 3.75
8 H 4 3 3 3 3 3 3 3 25 3.12
9 I 3 3 3 3 3 3 3 3 24 3.00
10 J 4 4 3 3 3 3 3 3 26 3.25
Total 250 31.24
Average 25 3.12
Note:

1. Score 1 = for dissatisfied answers
2. Score 2 = for neither answers

3. Score 3 = for satisfied answers

4. Score 4 = for very satisfied answers



Table 1 shows that the lowest total score from the respondents’
answers is 23 from a maximum score of 32. The highest score is 30 achieved
from respondent number 7. The average total score from the questionnaires
ranges from 2,87 to 3,75 from a maximum of 4. Therefore, from the data
presentation above it can be concluded that these customers are satisfied
with Adnou Design Company.

Table 2. Average Scores of Respondents Answers Based on the Questions

No. Respondent Questions

1 2 3 4 5 6 7 8

1 A 4 1 3 3 3 3 4 4

2 B 4 1 3 3 3 3 3 3

3 C 3 2 3 3 3 3 4 3

4 D 3 3 3 3 3 3 3 3

5 E 3 3 3 3 3 3 3 3

6 F 4 4 3 3 3 3 3 3

7 G 4 2 4 4 4 4 4 4

8 H 4 3 3 3 3 3 3 3

9 I 3 3 3 3 3 3 3 3

10 J 4 4 3 3 3 3 3 3
Total Score  36.00 26.00 31.00 31.00 31.00 31.00 33.00 32.00
Average 3.6 2.6 3.1 3.1 3.1 3.1 3.3 3.2

Score
Note:

Score 1 = for dissatisfied answers
Score 2 = for neither answers
Score 3 = for satisfied answers
Score 4 = for very satisfied answers

el N =



Table 3. Respondents Answers in Percentages

Question Dissatisfied Neither Satisfied Very Satisfied

1 60% 40%

2 20% 20% 40% 20%

3 90% 10%

4 90% 10%

5 90% 10%

6 90% 10%

7 70% 30%

8 80% 20%
Average 2.5% 2.5% 76% 19%

Table 2 shows that the customers who answered the first question in
the questionnaire have a total score of 36 from a maximum score of 40. By
percentage, there are 60% of the respondents who answered with satisfied
and 40% answered very satisfied as shown in Table 3 This means that 60%
of the respondents are satisfied with the service given by Adnou Design
Company from the start until finishing. The other 40% of the respondents
are very satisfied with Adnou Design’s service.

Other questions in the questionnaire, except for question number 2,
have a total score ranging from 31 to 33 from a maximum score of 40. By
percentage, 90% of the respondents answered satisfied for questions 3, 4, 5,
and 6. And 10% of the respondents answered very satisfied for those
questions. This means that 90% of the respondents are satisfied with the
design work and the quality of the product by Adnou Design. In addition,
they are also satisfied with how Adnou Design response and deal with their

complaints. These respondents are also satisfied with the price that they pay



with the service and product they receive. The rest 10% of the respondents
are very satisfied with the design work, the quality of the product, how their
complaints are responded and handled as well as the price they pay with the
service and product they receive.

As many as 70% of the respondents answered satisfied for question 7
and 30% of the respondents answered very satisfied for that question. This
means that 70% of the respondents will recommend Adnou Design’s
products and service to their friends or colleagues. Finally for question 8,
80% of the respondents answered satisfied and 20% of the respondents
answered very satisfied. This means that 80% of the respondents are will re-
purchase or re-order at Andou Design Company.

Interestingly the percentage of answers for question number 2 is
distributed almost evenly with 20% of the respondents answered
dissatisfied, 20% neither, 40% satisfied, and 20% very satisfied. This means
that 20% of the respondents are still dissatisfied with the time accuracy from
designing to delivery time. However, there are still 40% of the respondents
who are satisfied with the time accuracy given by Adnou Design Company.

In conclusion, the percentage of respondents who answered satisfied
in all of the questions in the questionnaire is far above the respondents who
answered dissatisfied. They are satisfied with the service given by the
company. They not really satisfied with the time accuracy of the cargo
service delivery provided by Adnou Design. They are satisfied with the

products, attributes, the features, and the benefits. They are satisfied with the



guarantee and the product or service fulfilling their expectation. They are
satisfied with the overall price list and with the price that they pay for the
service and products. They are willing to give information to their friends or
colleagues about Adnou Company. This is known as the word of mouth
advertising for Adnou Design Company. Finally, they are willing to re-
purchase or re-order the products at Adnou Design.

From these findings, the writer know that these expectations often
reflect many aspects of the company's business activities including the
actual product, service, company, and how the company operates in the
global environment. The writer realizes that some of the respondents were
not satisfied with the time accuracy of product delivery to customers outside
of Java Island, as asked in question number 2. This is a very important
finding for Adnou Design to improve the length and the accuracy of the
delivery time for customers nationwide, especially outside of Java Island.
Adnou Design has to be more careful in choosing the suitable and more
reliable cargo service to do the job better in the future.

However, in general, the respondents feel that they are satisfied and
very satisfied with the products and services from Adnou Design. They have
pointed out their reasons why they, hospitality industries nationwide, have
chosen Adnou Design Company to fulfill their orders and most of these
customers tend to repeat their orders at Adnou Design Company. Some of
the products and services that these customers re-order are designing,

product printing, photography and other services. Almost all customers are



always keeping in touch with Adnou Design Company for all their needs in
advertising besides being able to give the very best services.

Another data gathered during the field study was about the number
of repeat orders some customers have made in a specified period. This data
can be used to support the data from the questionnaire and the findings.
There are ten customers from the hospitality industries nationwide collected

for this data and the complete presentation is shown in Table 4.

Table 4. Repeat Orders Made by Customers of Adnou Design Company

No. Customer Period Number of
Repeat Orders

1. A 19/4/2011 — 30/4/2011 3x

2. B 1/2/2011 - 23/2/2011 2X

3. C 4/5/2011 — 28/6/2011 2X

4, D 9/3/2011 - 10/3/2011 2X

5. E 8/3/2011 — 15/3/2011 2X

6. F 20/4/2011 — 4/6/2011 2X

7. G 9/5/2011 — 13/5/2011 2X

8. H 9/3/2011 - 28/6/2011 2X

9. | 4/1/2011 — 5/2/2011 3x

10. J 22/3/2011 — 13/4/2011 9x

Table 4 shows that repeat orders have been done repeatedly for Adnou
Design Company during a certain period of time. A customer, for example

Hotel Aryaduta Manado, repeated its order four times within a period of less



than a month. Another customer, such as Puri Artha Hotel Yogyakarta, repeated
its order three times in less than two months. The number of repeated orders for
Adnou Design are another prove that the products and services of Adnou Design
have satisfied most of its customers.

Adnou Design customers also feel satisfied when they are
communication personally with the employees at Adnou Design Company
because they are always welcomed to accept critics and suggestion. This is are
appropriate with the some facts :

1. Customer satisfaction and trust have a significant effect on loyalty.

2. Quality of service has a significant influence on customer’s satisfaction
and trust.

3. Maintaining the loyalty of existing customers that provide the greatest
contribution is an indicator of overall satisfaction and safety indicators
(assurance).

4. Loyal customer or dissatisfaction customers are very powerful advertising
and can influence other customers or prospective customers and this is
commonly known as the world of mouth advertising.

5. Customer satisfaction in service must cover all process from the start to
finish. A little problem in shipment can affect the whole quality service

given by Adnou Design Company.



CHAPTER 11

CONCLUSION

This chapter consists of two parts, they are conclusions and suggestions.

I11.1. Conclusions
From the data which the writer collected from questionnaires which
were given to Adnou Design customers and the data of repeated orders from
some of Adnou Design customer, the writer has made some conclusions

about her field study.

The total average of Adnou Design customers who are satisfied with
Adnou Design Company is 3.12 point from a maximum of 4.00 point. It
means that most of the customers are satisfied with Adnou Design

Company.

The customers chose Adnou Design because they are satisfied with
the services given by Adnou Design which include reliability,
responsiveness, and assurance. They feel that the respond and service given
by Adnou Design when they make order for Adnou Design is quick and

professional.

The customers also get high quality results and products from Adnou
Design Company. The products are freshly designed with good features and
using the best quality paper. Additionally, the customers are satisfied with

the price that they pay in return of the products and services they receive.



However, there is a customer who answered the questionnaire with
little dissatisfaction. The customer pointed out the important problem in time
accuracy for delivering the finished products to the customer’s hometown.
This means that Adnou Design Company has to think of a new system or
chose a new cargo delivery company to send the finished products on time
to customers out of Yogyakarta. In businesses with tight competition, this is

an important thing to solve, especially for Adnou Design Company.

I11. 2. Suggestions

1.

2.

The writer offers some suggestions:

Adnou Design Company should maintain its loyal customers by always
giving the best services and always keeping in touch with them. For
example, in order to solve the problem of time accuracy in sending the
finished products to customers outside of Yogyakarta, Adnou Design
Company must choose a more reliable cargo delivery service to keep their
loyal customer, the cargo must have exact delivery time with the best
guarantee of on time delivery.

Adnou Design Company should often do research periodically about
customer satisfaction to know how well its service quality that they

provide for all customer.
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Appendix A. Letter of Field Study Acceptance

Yogyakarta, 02 Mei 2011 2
No :AND.0058

Kepada Yth,

Kepala Program Studi Bahasa Inggris D3
Fakultas Psikologi dan limu Sosial Budaya
Universitas Islam Indonesia

Yogyakarta

Up : Bpk. Nisamuddin Sadiq, S.Pd., M.Hum

Hal : Keterangan Praktek Kerja Lapangan (PKL)

Dengan Hormat,
ini kami ikan bahwa iswi L Islam Yogyakarta
Nama Mahasiswa . Marisa Reeza
NIM 1 08221002
Program Studi : Bahasa Inggris D3
Fakultas . Psikologi dan limu Sosial Budaya
Jenis Kelamin : Perempuan

Telah kami terima dan melaksanakan Praktek Kerja Lapangan (PKL) pada perusahaan kami - Adnou Design Yogyakarta di bagian
marketing selama kurang lebih 1 bulan, terhitung mulai 01 - 30 April 201 1. Adapun pelaksanaannya berjalan dengan lancar dan
baik.

Demikian surat keterangan dari kami, untuk dapat Atas ian dan kerja kami
ucapkam terima kasih.

Hormat Kami,

Adnou Resign Yogyakarta
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Appendix C. Questionnaires

- ovE fide °Q Josyorerta J1. Dr, Sutomo GK 471403, D

A b
vy - phone

ADN&EHUE

74 58 3039, F. +62- 8

noudesign.com, www.adnaudesign.con

Questionnaire

Dear Customer:
As the management of Adnou Design Company, | want to thank you for giving us the opportunity to
serve you. Please help us serve you better by taking a couple of minutes to tell us about the service.

1. How satisfied are you with our service from the start until finishing?,

A. Dissatisfied C. Satisfied
B. Neither (D) Very satisfied
2. How satisfied are you with the accurate time from design until delivery time in your place?
() Dissatisfied C. Satisfied - ‘
B. Neither D. Very satisfied
3. How satisfied are you with our design and quality product?
A. Dissatisfied (© satisfied
B. Neither D. Very satisfied
4. Do you satisfied with the response and resolution of your complaint to our company?. |
A. Dissatisfied (C) satisfied
B. Neither D. Very Satisfied
5. Do you satisfied with our overall product price list?,
A. Dissatisfied (© satisfied !
B. Neither D. Very satisfied ‘
6. Do you feel comparable or satisfied with price that you pay for our service and product in our i
company?, J
A. Dissatisfied © satisfied ‘
B. Neither D. Very satisfied
7. When you feel sati would you d our products and services to your friends or
colleagues?.
A. Dissatisfied C. Satisfied
B. Neither ®. Very satisfied
8. When you feel satisfied would you intent to repurchase our products?.
A. Dissatisfied C. Satisfied
B. Neither (@)Very satisfied
Thank you for your feedback and we si ly appreciate your honest opinion.

ADNOU DESIGN COMPANY

graphic design printing photography multimedia web design




ADN&EH U

Ji. Br. Sutomo GK 4/1403, Danukusuman, Yogyakana
- vgyarorta :
B . ovesnde OQ o P. +62-274 58 3030, F. +62~ 8 3983
) Chong e. info@adnoudesign.com, www.adnoudesign.com
Dear Customer:

As the management of Adnou Design Company, | want to thank you for giving us the opportunity to
serve you. Please help us serve you better by taking a couple of minutes to tell us about the service.

1. How satisfied are you with our service from the start until finishing?,

A. Dissatisfied C. Satisfied
B. Neither (D)very satisfied
2. How satisfied are you with the accurate time from design until delivery time in your place?
(Bpissatisfied C. satisfied i
B. Neither D. Very satisfied
3. How satisfied are you with our design and quality product?
A. Dissatisfied (C)satisfied
B. Neither D. Very satisfied
4. Do you satisfied with the resp and lution of your plaint to our pany?.
A. Dissatisfied (C) satisfied
B. Neither D. Very Satisfied
5. Do you satisfied with our overall product price list?,
A. Dissatisfied (O satisfied
B. Neither D. Very satisfied
6. Do you feel comparable or satisfied with price that you pay for our service and product in our
company?,
A. Dissatisfied (C)satisfied
B. Neither D. Very satisfied
7. When you feel satisfied would you recommend our products and services to your friends or
colleagues?.
A. Dissatisfied (©) satisfied
B. Neither D. Very satisfied
8. When you feel satisfied would you intent to repurchase our products?.
A. Dissatisfied (T) satisfied
B. Neither D. Very satisfied
Thank you for your feedback and we si ly appreciate your honest opinion.

ADNOU DESIGN COMPANY

graphic design printing photography multimedia web design




ADN&) U

C vk nde 0% Y egyakorte 11, Dr. Sutomo GK 41403, Dasukusuman, Yogyakanta

58 39

by Fhom.
Questionnaire

Dear Customer:
As the management of Adnou Design Company, | want to thank you for giving us the opportunity to
serve you. Please help us serve you better by taking a couple of minutes to tell us about the service.

1. How satisfied are you with our service from the start until finishing?,

A. Dissatisfied @Satlsﬁed
B. Neither D. Very satisfied
2. How satisfied are you with the accurate time from design until delivery time in your place?
A. Dissatisfied C. Satisfied €
Neither D. Very satisfied
3. How satisfied are you with our design and quality product?
A. Dissatisfied (Csatisfied
B. Neither D. Very satisfied
4. Do you with the resp and lution of your plaint to our w?.
A. Dissatisfied ©)satisfied
B. Neither D. Very Satisfied
5. Do you satisfied with our overall product price list?,
A. Dissatisfied (©) satisfied
B. Neither D. Very satisfied
6. Do you feel comparable or satisfied with price that you pay for our service and product in our
company?,
A Dissatisfied @ satisfied
B. Neither D. Very satisfied
7. When you feel sati: would you d our p and services to your friends or
colleagues?.
A. Dissatisfied C. Satisfied
B. Neither @Iery satisfied
8. When you feel satisfied would you intent to repurchase our products?.
A. Dissatisfied (©)satisfied
B. Neither D. Very satisfied
Thank you for your feedback and we sil ly appreciate your honest opinion.

ADNOU DESIGN COMPANY

graphic design printing photography multimedia web design
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ADN&) U

Yo

P -roeykarta

Dr. Sutomo GK 471403, Danuku

ara

o. info@adnoudesign.com, www.adnoudesign.com

Dear Customer:
As the management of Adnou Design Company, | want to thank you for giving us the opportunity to
serve you. Please help us serve you better by taking a couple of minutes to tell us about the service.

1. How satisfied are you with our service from the start until finishing?,

A. Dissatisfied @Saﬁsﬁeﬂ
B. Neither D. Very satisfied
2. How satisfied are you with the accurate time from design until delivery time in your place?
A. Dissatisfied isfied :
B. Neither D. Very satisfied
3. How satisfied are you with our design and quality product?
A. Dissatisfied (Osatisfied
B. Neither D. Very satisfied
4. Do you satisfied with the response and resolution of your complaint to our company?.
A. Dissatisfied (@satisfied
B. Neither D. Very Satisfied
5. Do you satisfied with our overall product price list?,
A. Dissatisfied Qsatisfied
B. Neither D. Very satisfied
6. Do you feel comparable or satisfied with price that you pay for our service and product in our
company?,
A. Dissatisfied @Satisﬁed
B. Neither D. Very satisfied
7. When you feel satisfied would you recommend our products and services to your friends or
colleagues?.
A. Dissatisfied (C)satisfied
B. Neither D. Very satisfied
8. When you feel satisfied would you intent to repurchase our products?.
A. Dissatisfied (C)satisfied

B. Neither D. Very satisfied

Thank you for your feedback and we sincerely appreciate your honest opinion.
ADNOU DESIGN COMPANY

‘aphic design printing photography muitimedia web design
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ADN&)UE

= . ok wide ot ~fosgakcrta
J1. Dr. Sutomo GK 471403, Danukasuman, Yogyakarta
%5 . Phone P, +62-274 58 3039, F. +62-274 56 3983
o. info@adnoudesign.com, www.adnoudesigh.cor
Dear Customer:

As the management of Adnou Design Company, | want to thank you for giving us the opportunity to
serve you. Please help us serve you better by taking a couple of minutes to tell us about the service.

1. How satisfied are you with our service from the start until finishing?,

A. Dissatisfied (C)satisfied
B. Neither D. Very satisfied
2. How satisfied are you with the accurate time from design until delivery time in your place?
A. Dissatisfied (© satisfied €
B. Neither D. Very satisfied
3. How satisfied are you with our design and quality product?
A. Dissatisfied (@ satisfied
B. Neither D. Very satisfied
4. Do you satisfied with the and lution of your to our ye.
A. Dissatisfied (Esatisfied
B. Neither D. Very Satisfied
5. Do you satisfied with our overall product price list?,
A. Dissatisfied @ satisfied
B. Neither D. Very satisfied
6. Do you feel comparable or satisfied with price that you pay for our service and product in our
company?,
A. Dissatisfied @ satisfied
B. Neither D. Very satisfied
7. When you feel satisfied would you our pl and ices to your friends or
colleagues?.
A. Dissatisfied (© satisfied
B. Neither D. Very satisfied
8. When you feel satisfied would you intent to repurchase our products?.
A. Dissatisfied (© satisfied
B. Neither D. Very satisfied
Thank you for your feedback and we ly appreciate your honest opinion.

ADNOU DESIGN COMPANY

aphic design printing photography multimedia web design
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o. info@adnoudesign.com, www.adnoudesign.com

Dear Customer:

As the management of Adnou Design Company, | want to thank you for giving us the opportunity to

serve you. Please help us serve you better by taking a couple of minutes to tell us about the service.

1. How satisfied are you with our service from the start until finishing?,

A. Dissatisfied C. Satisfied
B. Neither (@) very satisfied
2. How satisfied are you with the accurate time from design until delivery time in your place?
A. Dissatisfied C. Satisfied 3
B. Neither (©) Very satisfied
3. How satisfied are you with our design and quality product?
A. Dissatisfied (© satisfied
B. Neither D. Very satisfied
4. Do you satisfied with the response and resolution of your complaint to our company?.
A. Dissatisfied (C) satisfied
B. Neither D. Very Satisfied
5. Do you satisfied with our overall product price list?,
A. Dissatisfied @Satisﬁed
B. Neither D. Very satisfied
6. Do you feel comparable or satisfied with price that you pay for our service and product in our
company?,
A. Dissatisfied ©) satisfied
B. Neither D. Very satisfied
7. When you feel satisfied would you 1end our prod and services to your friends or
colleagues?.
A. Dissatisfied @ Satisfied
B. Neither D. Very satisfied
8. When you feel satisfied would you intent to repurchase our products?.
A. Dissatisfied (©) satisfied
B. Neither D. Very satisfied

Thank you for your feedback and we sincerely appreciate your honest opinion.
ADNOU DESIGN COMPANY

graphic design printing photography mullimedic web design
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FROM :PT Asuransi Ramauana Thk Smg FAX NO. :024 B416726 26 Oct. 2811 13:45 P
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Dear Customaer:
»mm«mmm.lmummmmwmwumw
mmﬂmhmwmmmwnmamumwuwmmm
|
i 1 uum-mmwmmmmmm.
; A Dissstisfian C, Setisfied
i B. Nelther (B very satiotes
A mmnmmmmmmwmmmmmum?
A, Dissatisned C. Satisflad
: 0. Very satafied
y 3. How satisfied are you with cur design and quality produet?
: i A Dissstiafied C. Setisfiad
_ 8. Neither () very satisfioa
4, mmmmwmumammwww‘
A, Dissatistiod L]
| g B. Neither D. Very Satisfiod
5. D0 you satisfled with our overall product price list?,
A Dissstisfled C. Sadsfied
B. Newher @mm
O, Do you fesi comparabie o Satisfied with Price thint You Pay for our 3ervice and product in our
company?,
A Dissstiofied C. Setisfled
'B. Nether (@ very satiatiea
7. When you feel setisfied would you recommend our products snd services to your friends or
coleagues .
A Drasauened C. Satisfec

B. Neither (B vory setiofiod
8, When you feel satisfied would you intant to repurohase out prOGUCES?.

A Dissatisfied C. Setisfiec

8. Nelther @MM
Thank you for your feedback and wa sincerely appreciate your honest opinion.
ADNOU DESIGN COMPANY

40 © Mrs Robert
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H . owende of Foddoxorka 2

25 : phone
Questionnaire

Dear Customer:
As the management of Adnou Design Company, | want to thank you for giving us the opportunity to
serve you. Please help us serve you better by taking a couple of minutes to tell us about the service.

1. How satisfied are you with our service from the start until finishing?,

A. Dissatisfied C. Satisfied
B. Neither @\ very satisfied
2. How satisfied are you with the accurate time from design until delivery time in your place?
A. Dissatisfied @) satisfied g
B. Neither D. Very satisfied
3. How satisfied are you with our design and quality product?
A. Dissatisfied (C) satisfied
B. Neither D. Very satisfied
4. Do you satisfied with the response and resolution of your complaint to our company?.
A. Dissatisfied (@ satisfied
B. Neither D. Very Satisfied
5. Do you satisfied with our overall product price list?,
A. Dissatisfied ) satisfied
B. Neither D. Very satisfied
6. Do you feel comparable or satisfied with price that you pay for our service and product in our
company?,
A. Dissatisfied (C) satisfied
B. Neither D. Very satisfied
7. When you feel satisfied would you recommend our products and services to your friends or
colleagues?.
A. Dissatisfied (©) satisfied
B. Neither D. Very satisfied
8. When you feel satisfied would you intent to repurchase our products?.
A. Dissatisfied (©) satisfied
B. Neither D. Very satisfied

Thank you for your feedback and we sincerely appreciate your honest opinion.
ADNOU DESIGN COMPANY

graphic design printingt photography multimedia web design
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ADNEUS
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Dear Customer: y
PSRN QALY il ¥ Lo b rnkr'h v ol oo 6 s
A Disseniafied ' |

@m
8. Naither D, Very satiafied
How satisfied are you with the aooyrgte time from deaign ntil delivery fima in yve plare?
A Disastisfied (€)satiatea
8 Netther D. Very satisfied
How satisfied ane vou with nur Aaalan and & mis. T
A. Disgatisfied @"‘"“
8. Nalther D. Very satisfied
00 you sstisfied with tho response and resoiution of your complaint to our company?.
A Dissatishieg Satisfied
U Moihas W, very Heusned
Do you satisfiad with our overall product brice lise?,
A, Dissatisfied @&w
8 Neither D. Very satisfled
iyt sl AMPOculiio or setiofies WItR Pt Ul you gay for our SBrviod N0 product in our
company?,
A. Disastisfied (S satintien
8. Neither D. Very satisfied
When you fesl astisfied would you recommend our praducts and services t your friends oF
collsagues?, ¥ e
A Dissatisfied C. Satisfied’
8. Neither D. Very satisfled
When you feel satiafied would you intent 16 repurchase vur rodicts?. 7’%'
A, Dissatisfied C. Satrefied
B. Neither D. Very aatisfied

Mpummmnckondwumvappmmnurmw.
ADNOU DESIGN COMPANY
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o. info@adnou

Questionnaire

Dear Customer:
As the management of Adnou Design Company, | want to thank you for giving us the opportunity to
serve you. Please help us serve you better by taking a couple of minutes to tell us about the service.

1. How satisfied are you with our service from the start until finishing?,

A. Dissatisfied C. Satisfied
B. Neither (D) Very satisfied
2. How satisfied are you with the accurate time from design until delivery time in your place?
A. Dissatisfied C. Satisfied '
B. Neither (D) Very satisfied
3. How satisfied are you with our design and quality product?
A. Dissatisfied ©) satisfied
B. Neither D. Very satisfied
4. Do you satisfied with the response and resolution of your complaint to our company?.
A. Dissatisfied (C) satisfied
B. Neither D. Very Satisfied
5. Do you satisfied with our overall product price list?,
A. Dissatisfied C.)satisfied
B. Neither D. Very satisfied
6. Do you feel comparable or satisfied with price that you pay for our service and product in our
company?,
A. Dissatisfied (©) satisfied
B. Neither D. Very satisfied
7. When you feel fied would you d our products and services to your friends or
colleagues?.
A. Dissatisfied (C) satisfied
B. Neither D. Very satisfied
8. When you feel satisfied would you intent to repurchase our products?.
A. Dissatisfied €. patisfied
B. Neither D. Very satisfied

Thank you for your feedback and we sincerely appreciate your honest opinion.
ADNOU DESIGN COMPANY

D

o
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Appendix D. Repeat Order by Customers of Adnou Design Company

5/3/2011 mail (2549x3299)

—

THE ARYADUTA HOTEL MANADO

PURCHASE ORDER & <930 PAGE 1

Dated: 15/04/11 Ter

: 25 days

Reqd: 19/04/11

Ordered From: Deliver To:
ADNOU DESIGN

JL DR SUTOMO 6K 4/1403
DAKUKUSUMAN

YOGYAKARTA

HOTEL ARYADUTA MANADD
JL.PIERE TENDEAN
HANADD - 95111

NORTH SULAWESI

Telk 062274583939 Faxk 062274583983 Teld 62-431 BSS555 FAX 62-431 868888

No. Oty U0O Description Price Extension
1, 1000.00 PCS (] KEY HOLDER RI’S 750.00 750,000.00 115-019
#12 Prices are net of  0.0% Discount *3% Order Value: 750,000. 04

PO. Description : PR GS0021 10 STORE

Date: 15/04/11

B THANK YOU  *32
Financial Controller Regional [§eneral Manager

o

JEw )

AC-PAULINA (38)

https://mail.google.com/mail/?2ui=28&i...

/1



5/3/2011

mail (2549x3299)

THE ARYADUTA HOTEL MANADO

COrdered From:

Deliver To:

il

E

ADNOU DESIGN | HOTEL ARYADUTA HANADD

JL OR SUTOMO 6k 4/1403 1 JL.PIERE TENDEAN

DANUKUSUNAN 1 HANADO - 95111

YOGYAKARTA | NORTH SULAWES!
1
'
1
1

Tel# 062274583939 Faxk 062274583983 Tel¥ 62-431 855555 FAX 62-431 868888

Ho. Gty o0 Description Price Extension

1. 1000.00 PCS [} GIFT VOUCKER 1,650.00 1,650,000.00 510-462

#1% Prices are net of  0.0% Discount 3% 1,650,000.00

Order Value:

Date: 21/04/11

53 THANK YOU  ¥s#

Financial Controller Regional /General Manager

AC-PAULTNA (38)

https://mail.google.com/mail/?2ui=28&i...

/1



s

§I3/2011 mail (2549x3299)

THE ARYADUTA HOTEL NANADD

PURCHASE ORDER & <1079 PAGE 1

Dated: 27/04/11 Terms: 25 days Reqd: 30/04/11

Ordered Froa: Deliver To:
ADNOU DESIGN

JL DR SUTONO 6K 4/1403
DANUKUSUNAN
YOGYAKARTA

HOTEL ARYADUTA NANADD
JL.PIERE TENDEAN
HANADO - 95111

HORTH SULAKEST

Teld 062274583939 Faxh 062274583983 Telk 62-431 855555 FAX 62-431 868888

No.  Qty U00 Description Price Extension
1. 3000.00 PCS () SPECIAL MEEKEND YOUCHER 225.00 675,000.00 510-462
2, 1000.00 PCS [] DISCOUNT SPECIAL VOUCHER 425.00 425,000.00
3, 3000.00 PCS [) SPECIAL WEEKEND VOUCKER 225.00 675,000.00
4, 1000.00 PCS (] DISCOUNT SPECIAL VOUCHER 425.00 425,000.,00
1% Prices are net of  0.0% Discount ¥#% Order Value: 2,200,000,00

$32 THANK YOU  #x3

Purchasing Manager Financial Controller Regignal /General Manager
Q-R}n‘/ y,
\ e ; -4

ey ) (o Tk R () 1 R )

AC-PAULINA (38)

https://mail.google.com/mail/?ui=28&...

11



FROM :GRAND ELITE HOTEL PEKANBARU FAX NO. 1@7618609599 Feb. 84 2011 11:26AM P1

PURCHASE ORDER
et NO. .
:# “ Date FO.0147.11.4D
GRAND ELITE, Dt - 01/02/2011
NS TR SR bk very Date :
BUTEL PACANBARE 3 g & 4
Delivery Location * Pokanbart
Vaidty of PO . [4HARI
TO:
00032
ADNDU [ESIGE
J.Dr SUTOND,GK 4/1403 DA~
KUSLMH, YOSTAKARTA,
QUANTITY __UNIT PRICE AMOUNT

1,000.00 PCS GIFT CERTIFICATE 1,500 1,300,000

Purchus Ordes ol DR [ 1,500,000 l

RET: STOCK GUDANG

Yo B L IIMNH

antroller General Fnance Director



FROM :GRAND ELITE HOTEL PEKANBARU FAX NO. :8761860933 Feb. 23 2011 18:42AM P1

; PURCHASE ORDER
PR -"ﬁ-”- LNUVE Y .
BU2 NBARE g I
Delivery Location =0
Vaiidity of PO R
TO:
0002
AN DESIGE -
e SUTOFD,GK /1405 DAL~
RUSUEH, YOGYAKARTA.
QUANTITY ___UNIT___DESCRIFTION PRICE AMOUNT
50,00 s GREETDNG CHO 3,000 1,500,000
Purchem Onisr Toml DR [1 50000 )

RET :STOCK GUDANG

Y e P A



CLTCETES L I Y] v431-821201 RANTAI INDAH TATELI PAGE
e
; PURCHASE ORDER 00 20110S - 0O YIS
‘ 0M.0S - ol
1 Adnou Design PONO : PO201105-00475
PO DATE : 04.05.2011
i d GK4 /1403
~ Basuiosuman :
i Yelepon @ 0274-
S . : 0274~
E !
Tom Of Peyment. © Credit § |
PRNO | COSTCENTER | ARTICLE NAME | DELIVERY |  Qty UNIT J Price/unit | AMOUNT |
: i v DATE Al . |
108307  500Sales  Brochure 05052011  2,00000 Bach ™ T 328600 T T 6500,500.60
A Markating i
INSTRUCTION : RCHASE AMOUNT
OTALDISCE
AT 10 % 0.00
OTAL AMOUNT 6,500,000.00)
PAID TODAY
W e i e SANERRE [T
NOTE
. Fcon #houkd be sccompaied 4% Sedona s FO; Orginal Invoice & Roktur Papak stamped and signed.
2, tody will be refact & condiion Ynct 7 Are nat sccordance with Sedone’s PO,
Xt ok sAM be mwuww& ap3ohted jo PO. The full amount of order sym as sated above shall not mitigate oF override the buper
» | from smount due from the buyer to suppher,

Entlemant b deduct Kuidstod darhaged

Approved by,

/éc‘ef ool

(Financial contro(lv

S e

(General Manager)

a1



liotel

L] . :

PURCHASE ORDER

PO NO : PO201106-00696
PO DATE ; 28,06.2011

should De sctompaniad Wit Secona § A0; Oripinal rvoice & wmwww

et vl o rgact £ conchion sl
el ahowly b dabvarod st B e 390
e 15 dachat RIS e

et scordenos Wik

apactioation s
v v RO, mumummmu-umm:um o ovivrig the buper
Yo smount due from e buper & supplar.

Approved by,

Dot
/ZP (GGM"? Nﬂ:) ¥




FROM @ PURI ARTHA FAX WO. : 62 274 562765 Jan. 13 2011 @3:36PM PL

@Pum ’ z PURCHASE ORDER REMARKS
HOTEL

11, Condrawasin 36, Ph (0274, 563280, Pas (52741 SATTEE THIS NUMBER MUST APPEAR ON
E-m:l'inh@aunanrunawl com Web. aew :UW lwommo “L PAms
Yogyaxsana 55281 - hachssa

no.: 03778

Date : 13012011 Det: ACCOUNTRIG

ADNOU DS

‘ TERMS OF PAYMENT TERMS OF DELIVERY DELIVERY DATE

UNIT
FUANTITY \ UNIT UBSCRIPTION PRICF AMOUNT

il

1.000 | PCS ROGM RATE DESAIN BARU 2011 850 950.000

s 950.000

—

‘srma Concaions

Order
mnmwm&mm&hudd cortsined herein
. Paymect shalt o :cwdn wwmwtm»mmm-mdnmm

. Ongina! ivoios “yCus g accoupary 3 shiprens ‘ ;

%
%
|
:
i
|
i
‘
i



FROM : PURI ARTHA FAX ND. @ 62 274 562765 Mar, 89 2811 82:58PM P1

PURI PURCHASE ORDER REMARKS

; HOTEL
; § bn (02741 S£TIBA Fus 3274} 562785 THIS NUMBER MUST APPEAR ON
makiody i om essown s om | INVOICE AND ALL PACKAGES

Vogyanana 55281 - A Henw

No. 03983
0882011  pon.  ACCOUNTING

Date :
ADNOU DS
TERMS OF PAYMENT TERMS OF DELIVERY DELIVERY DATE
UNIT
QUANTITY | UNIT DESCRIPTION PRICE AMOUNT
1,000 PCS BROSUR HOTEL DESIGN BARU 2.700 2.700.000

2.760.000 ‘/

Terms Concitiong
Acceplance of iy o:06¢ 15 & accazinnce of all CoAGKIONS heraw
Delivanes will be 30ce0ied D4CT 'C Sant. amwght, variication and approval
Bupphar shail taka A1 3nd &n SOt eral or 5
1Dllny n ?cliuw will use 5 Putrasa wormmw 98,08 VARG iy
N Case of change or aXerralior. 3 ©_r+» x50 Amercyment form a ey Purchage Order will be ismsed
Invoice 200 delives, oM s’ 205w T Purhass Order i
Plaase Acknow:sage md:n?;mmmummw
Payment sral' 2> orgttutl mdumwmmw

= Y A S

Original invo'os - 2 " ight o neect #d agorows & any of s caher
| ' ;ZL

PEND S BN -




FHX MU, © B2 274 562765 Mar. 18 2811 @2:52PM Py

&sum PURCHASE ORDER REMARKS
’ I NOYEL

U1 Condrawasin % ¥n (G774, 3288 Fas (3% THIS NUMBER MUST APPEAR ON
Emsilaiuosiiniole 0 Heures ""‘”‘"""‘“”" INVOICE AND ALL PACKAGES

Yogygana 55231 - oo

No.: (03991
G
Date. 10032011 oo, ACCOUNTN
ADNOU DS
TERMS OF PAYMENT TERMS OF DELIVERY DELIVERY DATE
UNIT
QUANTITY | UNIT DESCRIPTION PRICE AMOUNT
850 950.000

1000 |PCS ROOM RATE

Tm Congitians

N0 approval
SUpDhée! Shall Laxs full 3G CA TTNCLoral respantndity Kx delivery dali a SpAtaiee harain
bm.»m“mﬂw.?rwabuhw

in case of changa of alemalar 3 PLwtase Amerximant m-mmau--n-“

Invorce and delvery note rist stoo e Me Surenate

Plgase ackiow eose rece’s: of P35 == tanee Ooer «am
Poym-muw.-:u:a-.s-.n-rraa.wdnrﬁwm““mmwnwrwdn”#

_w‘mu‘mucuuuy




FROM : PLAZAINNHOTELKENDARI FAX NO. : @4@1331777 Mar. 68 2011 @1:58aM P1
“ PURCHASE ORDER
Keroa 000326
i Parchase Order Na,
Bill o ; Requisition Order No.
& 9 H
| [ Lara fh Heel /" Ecpar,
1 N 0.9 SO ; \ccount No.
| Tp. Oyes — 320 57P Faw. Ogor <775 b
Verdor | . ’ 7 % il l > sanbers must be shown on all
‘ ¥ C Jes s 70&‘/&)&(!}“ ‘ = iy papers, invoices,
: - - 5‘;& 4 //*'/_4‘:' i g' setdence e,
! S 0B P3| i Prrghase Ovder Date
Shipto ’ | 68 m «do 4
7 A
- Aerpan
Please suppd s coends 20 sem ves deseribed in accordance with condition here on
_“ﬂ“ Ou Doserpnion | L st Price ‘Total
7olse | G ussy C rkpane /?-‘77 Caeo G <2 Q.&?"ma;
oL N rew | T Hak  Sro EovEicpE  Hooup em 5o ¢ S

|

/

Speaial msirustion

PP W Ly Lo

AN

Aceountise

Cionersd Manaaan




L Il St2-sitinpy

IR . D u g

Vendor Apmcu

Hins

T2 7d -

\n AT e el

Designs

57 2239

YT s 7ekanTA
S
Fer sz yy- SESGES

1
howwn ane all

'S, IV OICCS,

Ship to

L

Plaas

Herst

Lecpery

| Purchase Order Date
|
i

T

Please supply ponds and sen ices described in accordznee withes
Description

T R 0N

[tem

Qty

fotal

_—t

§ oo oo

l)hﬂ;ur L{’( l-g f fL(ufv ;fJf’ /‘7"5‘/“”. i

kane
Lo L BT e st

 prosurrye Oisin ol e

/cr\f\-_,_/[ k,.;/.C(ma nn //oﬁ(

‘?f’_-__‘u"’(:q'i Lo Pcs a/cn T
ke Mem Center <apee fes) ;
Ji [::9 Fnb—n;.)q.// Lada RE.IOO

o fiEp AR

Mb

I
Crlemdak | tngwlo Sddon 1293¢

Tle 22i-75 817 999
T gl - Jbb 4o Towl |

Special Instruction
Top White -

Vendor, Yellow - Purchasing, 8w -

Departinent Requestirz. 7+ Ny

o =)

5 { Q2
7 /'i "‘v:

i
uchasing

Authorized Signature

T General Manager

Td WdBP:68 TIBE ST <= LLLTEETARA & "ON X4 [HBANIHTILOHNNIBZH Y : WON4




C+QRra rmmeyrrie
N 8 TR T

PURCHASE ORDER No.: 101385

TO i Atksu Disigm

Date ey
ADDRESS : =2 eRha?

Tanggal

Asper your quatation, please deliver to our store room the following merchandise :
( sesuai dengan Surat Penawaran Saudara, harap dikirim pesanan / barang-barang ke gudang kami sebagai berfkut :}

~

Periode : AP;’“- ~@11 Delivery time required ; .58, = 84 = ... 2011
No Qty Unit ik e iyt = PRILE
Unit Amount
2599 | ler | Fast sheet Rresud 65% 1.625 438
\
g

-4 1 3

14,625,449

Merchandise should be delivered to our store room accompanied by invoice in duplicated (3 copies)
( Pesanan/barang-barang harus dikirim ke gudang kami disertaf faktur rangkap (3 copies)

Payment will be made base on a statement of account accompanied by the invoiced recepted by our
(Pembayaran didasarkan pada jumlah dalam faktur yang di terima oleh Receiving)

/%'% . )
4 g \A\’Y

General Manager irchasing

L



Calkra Kusuma
T O e

PURCHASE ORDER  No.: (0155

TO T .
LR
ADDRESS § . Tanggal

Asper your quatation, please deliver to our store rosm the following merchandise :
{ sesial dengan Sural Penawaran Saudara, harap dikirim pesanan / barang-barang ke gudang karni sebagai berikut ')

Parinde | Jupt 20\ Delivery time requirad

Na Qty Unit ! t e m 5

2000 | 1br| Brosur Hotel Cakra Kusume

() 00|52

e

1.505. 0,

Merchandise should b delivered to our store room aczompanied by inveice in duplicated (3 copigs)
{ Pesanan ‘barang-barang harus dikinm ke gudang kami disertai faktur rangkap (3 cepies)

Payment will be made dase 9n a statement of accourt accompanied by the invoiced recepted by our
(Pernbayaran didasarkan pada jumian dalam faktur yang di terima oleh Receiving)

’ 7

General Manager !(Urchasiﬁg




FRUN s WURLL T MUITEL FIHINHDU FHX NU. : v4518851111 May. B9 2811 B2:3SPM P1

. o
JI. Piere Tendean No. 88 - 89 Boulevard Manado 95114

North Sulawesi. Indonesia
Telp. (62-431) 8883888, Fax. - (62-431) 888111}

PURCHASE ORDER

ADNOU DFSICN oG D F5se
J1. Dr. Suteean G 4/ 1403 Dadnawen Date of Dyrier L 982011
Yogvakarte Dar= of Delivay . 3Y&2011
TERMOFDAYMENT | - -
Telp, (274 - 583939 PR No D 3784
Fax {774 sgiggs Departoment e
Pege i
_DESCREFTION OTY UNIT_ FPRICE AMOUNT
SPECIAL ROOM RITE §30.008 3000 EA 850 2 850.000.00
MEETING PACKAGE 2000 EA 950 1.900,000.00
DND SIGN 30060 Ba 1500 3,000,000.60 .

TOTAL 7.730,000.00

MIMmmT wenn

i -

Purchasing Accounting General Manager




U .

i Lelepes lndonesia

FHX NU. © 8431862114

QUATITY |
A Hotelt
J1. Piere Tendean No. 88 - 89 Boulcvard Manado 95114
North Sulawesi, Indonesia
Telp. (62-431) 8883888, Fax. : (62-431) 8881111

May.

13 2811 @8S:33AM P1

PURCHASE ORDER

ADNOU DESIGN FO No. P1105130CGL
JLY. Dr. SUTOMO, GK 4/ 1403 Date of Order + 13/05/11%
DANUEUSUMAN. YCGYRKARTR Date of Delivery : 30/05/11
TERM OF PAVMMENT 30 days
. Talp/HE. 0274 ~ 583539 FR No. : 3696
Fax. 6274 - 583983 © Depsrtment ; ¥xGENERAL STORE
Page i
DESTRIPTION QTYy UNIT PRICE UNIT ARMOUNT ACCOUNT
lope hotel-GUEST PAS3PORT 20, 6U0FCS 650.60 13,080,000 =
logo hotel-LUGCAGE TAG 5,000 00ER 350.00  &,750,000 -

TOTAL Rp 14,750

el

Fuivae

i
S

(e




FROM :MERCURE_SALES FAX NO. :@411 3650114 Mar. 17 2011 18:43PM P1
N
MERCURE REGENCY HOTEL MAKASSAR
IL DAENG TOMPO No. 8 Makassar, South Sulawesi 50111
Phone +62 411 3650099, Fax +62 411 3650098
PURCHASE ORDER
Vesder : ADNOUDESIGN PO#4 : PO-1103EMY 00074
N.Dr. Sutomo GK 4 /1403, Date 1 Wednesda O-Mar-201)
Yokyakarta Date of Delivery 1 09/03/11
Telp. /Fax 0274-58393% / 0274~$83963 Term of Payrvent 1 30DAYS
PR # ;o 06193
; Departement, :
No, INVENTORY OTY. 0}
01 NPS-0218 - Prenction Card 2000 Bex 45,000.00 S00,000.00 1MST
& Gross 900,000.00
Disc 0 % 0.00
P 0 % 0.00
2 Freight 0 o4 Q.00
Grand Totul 900,000.00

Wj’b

" ’ T



DU SPIERVGURE_SHLES FAX NO. :@8411 3650114

MERCURE REGENCY HOTEL MAKASSAR

Jun. 3@ 2811 @2:37AM

JL. DAENG TOMPO No. 8 Makassar, South Sulawesi 90111
Phone +62 411 3650099, Fax +62 411 3650098

P

PURCHASE ORDER

Vendee : ADNOUDESIGN PO# : PO-1106EMY00163
J1.Dr, Sutarrio GK 4/ 1403, Date ¢ Tueaday, 2&Jun-2011
¥ okyakerta Date of Delivery :  28/0&/11
Telp. /Fax 0274-583939 / 02714-583983 Term of Payment: 30DAYS
PR # N
Departement  :
No. — INVENTORY QTY UNIT PRICE AMO STORE
o1 MP3-0277 - Name Card 1.9 Bw 45,000.00 4500000 1IMST
Cross 45,000.00
Disc 0 % 0.00
a0 % 0.00
Freight 0 9 0.00
Grand Total 45,000.00
Bl R,
%—‘ 7£:/_
al Manager Financial Manager asing




FROM :PT.GRAHA MANADO PERMAI FAX NO. :8431854464 Jan. ©4 2011 @9:15AM P1

g ; : P lase

Swizs-Belnotal Maisesan Manado ?L _g-‘RCH ASE QREE;{
13%2¢
NO (3828

& T 5, 40BN Adnow Design )

i Pt 1 135925 (GIBM: a0 i vign ‘

i Go, fe s SGIS M. FRE i i Addremst i O, Subomo SN IV 21403 Derutisienian ;

| Ppama Aar-20 incation  : Swre Ganerst i Jogskara i

1 ' . s =g =

| Gate Blinen, Coxt Cerdey Hebere Duner Sandy

t Tems D degs, Hter good recehed ngis ! 0274 - 55383

L wdod 3 tHo2: Murewr : 474 663063

= Spp— .

i E e —

| Part No Dasonption iinits Gnt @ Prics Amaunt

A 50628 iy e 43000 *3300C800

TTISO OOV
e e O

* Piense neddy w3 inmediziedy § tiz order Gem ot
e Siuoped compists on of before © @02 - -iune - 2011

\

Prapanac by,

w
o

i - ACOT Fubirgsie Jroer

33 of




“ROM :PT.GRAHA MANADO PERMAT FAX NO. :B431854464 Feb. @85 2011 @1:46PM P1

Pe (677 |

st-ss-*;i&*:':zﬂ o PURCHASE ORDER

NO : 117583

TN f N
( PD o + 11733 1638M7 2014 } 3‘ To: A0 Adnoy Design
i Doc. lo. : PO11783 PR ta. - Damayasz | i S3%zm Jn O Saoma O IV /1403 Camkuauman
i PO Date : Eadon 2017 tocaion - Sicre Genwrsi i i Joxzhoriz
| OBl . 25Fewiin Cost Centes : Ganersl Sore boarfor, | | Dorisd:  Robsert Aurich Sandy
i Taws T30 amys, miter good recaived note ! Fhone ! 0274 -£33838
k o : Wod: Durmavass 5 L Fm. 074 4
| PartNo Description Uite GiyF  Qtybiso 1 % Diso 24 Prics Ameunt
5010058 Newspspss53g Prs W 0 48000 4,500,00005

Sublclst 450000000
# Plaxse nolfy us immediatedy T this ordar gan not Ainount DiEcount

os SHippes compiale onorbiiore - 23 - Fabrusny - 2044  Discoi%
Discouni 2 &)

SRecked by Appreyed Uy,

£7 - Jmnney - 071 {32248 2145
Swiss-Belhotel Maizosan Manzda
Jaiar: Jandrai Sudirrean Kay, £5-87, Manzde 85122, Indonasiz,
(F2-431) 864 400, (H2-431) 882 Q0T
M caiecshclinssd irveseoriond
3P1 - 5007 Purchase Srdes S RHNALIEI MDY F L IS T EBE A TINRAS o5ge 141




TTTTTT rwnw verrae nokoag UZl 84303892 p.1

Jalan Raya Manado Bitung
Watutumou I, Kec. Kalawat

. Minahasa Utara - 95371
t. binatarg persads Tlon.(0431) 870 636 Fax, (0431) 870616

PURCHASE ORDER
Kepada Yth :
ADNOU Desing P.0 : 041/BP/NI/10
JI. Dr. Sutomo GK 4/1403, Danukusuman, Yogyakarta Ref. No : AND.0246
T:(0274) 583939  F :(0274) 583983 Tanggal : 22 maraet 201(
e-mall : info@adnoudesign.com, www.adnoudesign.com
NO Kncnggn Satuan Jumiah
1 |WEBSITE-CMS (Content Management System) 14.500.000
Www.sutanrajamanado.com
satu web online dan satu cd master web offline
2 |PHOTO SHOOTING 50 shoot/frame 500.000 | 25.000.000
SUTANRAJA Manado 30 shoot/frame
Narmada Mataram 10 shoot/frame
Lampung 10 shoot/frame
3 |Opening sales Kit
Fact Shaet @2,000 pes 975 1.950.000
City Map @1,000 pes 1.400 1.400.000
v [Fiver (catak per-dus desingn @1000) @2,000 pcs (FLyER PUBLISH RoDM RATE ) 600 [ 1.200.000
les It Folder @3,000 pes 2.000 6.000.000
Map Folder @1,000 pcs 5.150 5.150.000
Banquet Notepad 10,000 pad 2.250 | 22.500.000
4 |Identitas Merek Untuk Hotel {Brand Identity untuk Property) 10.000.000

Logo Standards {configuration, Size, Grid Logo, Colors, Primary &

Secondary Type Face, Correct & Incorrect Logo Usage)

Stationary Kit Standards (Brand Stationery (Letterhead, Standard E: lope,

Bill Envelope & Business Card), Guest S y (Letterh E pe & Note Paper)
Businis Stationery (Window Envelope, Fax Paper & Memorandum))

Sales Kit Standards (Rack Card/Flayer, Brochure, Fact Sheet, Poster & Sales Kit Folder)
Room Kit Standards (Map Folder, Guest Stationery, City map, TV Channe! Guide Cover,
Mini Bar BRI Cover, Laundry Blll, Safety Procedures, Fire Exit Plan, Don't Distrub Sing,
Tent Card & Amenities Box, Newspaper Bag)

F&B Kit Standards (Cake Box Take Away Bag, F&B Guest Comment, Restaurant Menu,
Beveragelist, Captaln Order)

C Properties (Wek Benner, Notepad Ci ion, & Pencil)
Ad Standards ( Corporate Tagline (Usage, Application & Placement) News Paper &
Magazine Ad (Destination Ad, Rate Ad, Event Promo Ad : 1,1/2 & 1/4 page, BW &
Color Version) Cutdoor Ad (Promotion Billboard, Banner & Glant Benner)}

Slgnage Standards (Outdoor & Indoor Sing Board, Brand Billboard, Name Board &
Brand/Logo Board)

Vehicle Standards (van, Bus & Transit Ad)

Merch g {Coaster, Mouse Pad, Mug, T-Shirt, Hat, Pin, Bailpolnt, Sticker)

Term Of Payment

~Uang Muka 30 % pada saat Konflrmas! Order terbit

Pembayaran Ke-1 40 % Satelah pengerjaan selesai (barang sudah terkirim/website sdh online)
-Pelunasan 30 % satu bulan setelah pembayaran ke-||

Catatan :
- Untuk Website, Waktu Pengerjaan dua minggu

- Untuk Photashoot, akomodasi dan transportasl untuk dua org di tanggung PT. BinataraPersada
- Harga opening sales kit belum termasuk Diaya kirim

Total | 87.700,000

PT.BINATARA PERSADA

/AT

/ ‘, "!"". l\,/q H /[Jj/‘







