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CHAPTER I 

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.  

I.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.  

      I.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. 

I.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.  

I.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

Accounting

Administration & MarketingProduction ManagerArt Director

Production FinishingGraphic Designer Web Designer Photographer Delivery

 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. 

I.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. 

I.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 III 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 quality 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 III 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 II 

SUBJECT REPORT 

This chapter discusses three points that are related with the topic, they are 

the rationale, review of related literature, finding, and discussion. 

II.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? 

 

II.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. 

II.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 accommodation, 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.  

II.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. 

 

 

 



 
 

II.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 Zeithaml 

and Bitners. 

II.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.  

 

II.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 Total 

Score 

Average 

Score  
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 

Score  

3.6 2.6 3.1 3.1 3.1 3.1 3.3 3.2 

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 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. I 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 III 

CONCLUSION 

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

III.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. 

 

 

III. 2. Suggestions 

The writer offers some suggestions: 

1. 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. 

2. 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 D. Repeat Order by Customers of Adnou Design Company 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 



 
 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 



 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


