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Appendix 2

No. 000

MARA INSTITUTE OF TECHNOLOGY
TERENGGANU BRANCH
23000 DUNGUN
TERENGGANU

Dear guest,

| am a Bachelor Of Business Administration (Hons) (Marketing) student, Mara
Institute of Technology, Terengganu Branch. | am currently doing a research as a
partial requirement of my courses which is Marketing Internship. The topic of the
research entitled “A Breakthrough On Enhancing Customer Service Quality
With The Formulation Of Strategic Management At Sutera Inn Prima.” The
first choice in budget hotel.

You are one of the hotel's valued customers chosen to help me in my research. |
would really appreciate it if you can give your full cooperation in completing this
questionnaire.

All of the information obtained are strictly confidential and will be used only for the
purpose of the research. Thereby, | will certainly hope that the research will assist
the hotel most in improving and maintaining the customer service quality

Thank you for your cooperation.

NUR ZARAWATI MOHD ZAIN
06676026

BBA (HONS) (MARKETING) 04

MARA INSTITUTE OF TECHNOLOGY TERENGGANU
23000 DUNGUN

TERENGGANU
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ABSTRACT

Eversince men started trading he has been looking for a more effective way to maximize
business efficiency. Business efficiency as such as quality product and service,
understanding the need and wants clearly and others. Having a good idea is only part of an
innovative business or marketing concept. Convincing others that it is a worthwhile

proposition is perhaps the most difficult aspect, along with putting it into action.

Sutera Inn Prima as one of the leading hotel company in Kelantan requires better
marketing strategies in pursuit of its establishment with the existing of strengths,
weaknesses, opportunities as well as threats. As a matter of fact, Sutera Inn is still in its
introductory stage and require more and better marketing strategies in accomplishment of
its mission and vision. Generically speaking, it needs more improvement in terms of its
service provided, better allocation of - all the resources as in capturing larger target market

domestically as well as internationally.

In a general sense, Sutera Inn is facing several problem in pursue of its establishment and
achievement. There are several problems that have been identified as such as lack of
promotion and have a quite high retention rate. In addition, frequent customers complaints

about the hotel service and others also remain as a problem for Sutera Inn Prima.
In the quest of providing better and efficient service in order to enhance customer service

quality, strategic management is applied in solving the stated problems. So as to overcome

the shortcomings there are several marketing strategies developed to cope with the current
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