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ABSTRACT vl

Tourism is one of the important sector that contribute to the economy of Malaysia. By
that, hotel industry is an important segment within the tourism industry. During the end
of 1994 there were 1,128 hotels and 65,907 rooms throughout Malaysia. At Kelantan by

the year 1996 to 1998 there are many hotels have been built.

Hotel Perdana is one of the established hotel at Kelantan that was operated on 1980. It
has been declared as a 4 stars hotel and it wholly owned by Perbadanan Kemajuan Iktisad
Negen Kelantan (PKINK). It was strategically located right in the heart of town. Hotel
Perdana has provided 1}78 rooms and other facilities like swimming pool, gymnasium,

conference convention and so on.

Sales and Marketing department is one of the important department at Hotel Perdana.
Here, the sales people plays an important role in order to deal with the prospects or
customers. By that, they must have a personal selling skill and also communication skill
in dealing with the prospects or customers from time to time. Personal selling can be
defined as a formal, paid-for, personal presentations of some aspects of a company to an
individual or group. Whereby, communication is the process of conveying a message
from one person or group to another. It can done through face to face communication,
through telephone or through mail. That is mean it includes verbal or non verbal

communication.
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