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ABSTRACT 

 

  

This research aims to design the services for seminar group customer of a hotel in order 

to get the services that meet their requirements and to maintain them as long as possible. The 

research methodology began from the interview of 3 existing customers to collect their 

requirements as well as the list of other hotels they used to use. Then those requirements were 

categorized and 2 hotels were selected out of the list. Then 3 more existing customers were 

interviewed  in order to rate those 3 hotels and the right  characteristic for improvement were 

selected before design of the services using Quality Function Deployment; QFD phase 1 and 2. 

The result that rated by customers showed that the hotel satisfy them best in the good 

taste of food and beverage as well as the transparency of the marketing and sales program 

respectively. In the other hand, those customers dissatisfy most in the insufficiency of the car 

parking as well as the hotel’s environment and some facilities which is not for free respectively. 

The final result showed after processing by QFDs, totally 7 services characteristics that have high 

impact to their business were established. Those include customer relationship management, the 

niche marketing  for existing customers, the standard of discount and special offers, the temporary 

car parking, having of dedicated salesperson for government organizations, the up-to-date website 

and the e-commerce system respectively. 

� 


