


Per�"-' 1 . .. � .  

l 10 0 0 4 4 9 8 �j �ivars+u Sii.n, D.� T�nolo�i Malaysia /KUSTEM) 

llillillllll 
J 100044980 

Final report of industrial training at Alison Kiana Resort, 
Seremban / Chan Chee Pin. 

PERPUSTAKAAN 

KOL&J UNIVERSITI OONS & TEKNOLOGI MALAYSIA 

21030 KUALA TERENGGANU 

1 00044980 

Lihat sebelah 



vA,A . 11A· • . Perpust kaa� ,.._,1 v:1$1ver�ii SaM, Oat T k e nolog, Malaysia (KUSTEM)

FINAL REPORT OF INDUSTRIAL TRAINING AT 
ALLSON KLANA RESORT, SEREMBAN 

NEGERI SEMBILAN 

By 

CHAN CHEE PIN 
BACHELOR OF MANAGEMENT 

(MARKETING) 

Industrial Training Report Prepared For 

Department of Management and Marketing 
Faculty of Management And Economics 

Kolej Universiti Sains dan Teknologi Malaysia 
(KUSTEM) 

2005 

1100044980 



APPROVAL SHEET 

I, CHAN CHEE PIN, hereby declare that the Report of Industrial Training for 
the course PGN 4799 is based on my original work. The contents of this 
report are my personal views based on the theories and experiences gained 
during my industrial training. 

Signature 

Name : CHAN CHEE PIN 
__ .;;...;;...;;.:._;;.c..;;-"'-'-"-==-.;;.._;;.,;:_;. __ _ 

Date 14/11/2005 

Approved by: 

Prof Madya Dr. Mahadzirah Mohamad 
Supervisor of KUSTEM 
b/p Chairman of Industrial Training 
Faculty of Management and Economics 
KUSTEM 



ACKNOWLEDGEMENT 

First of all, I wish to express my appreciations to those who helped and 

gave full cooperation in completing this report. All my college friends and 

colleagues at the Allson Kiana Resort, Seremban, were very kind in providing 

information and support during my Industrial Training. I would like to take this 

opportunity to express special thanks to Prof Madya Dr. Mahadzirah 

Mohamad, the university supervisor who gave a very big help throughout the 

Industrial Training period. She provided valuable comments and suggestions 

in my Industrial Training Report. 

Besides, I would like to thank the Management of Allson Kiana Resort, 

Seremban, for kindly accepted and accommodated me as a trainee at the 

Sales and Marketing Department for the duration of twelve weeks 

commencing 21st March until 1th June 2005. I am very grateful to the Director 

of Sales and Marketing, Mr. George Teh, Senior Sales Manager, Mr. Haji 

Abdul Khalil, Human Resources Executive, Ms. Gina Ludan and Ms. Cathrine, 

and Public Relations Executive, Ms. Renbir Kaur, and other Sales and 

Marketing Department colleagues that gave me a lot of advice and guided me 

in learning during the training. I would also like to thank my industrial 

supervisor, Mr. Haji Abdul Khalil and Ms. Renbir Kaur who had given me the 

opportunity to gain more knowledge related to my studies in the university. 

I am really thankful to Allson Kiana Resort, Seremban, especially the 

Sales and Marketing Department, Public Relations Department, and Human 

ii 



Resources Department's colleagues, who had taught me in doing many tasks 

and at the same time helped me to overcome problems and obstacles during 

the Industrial Training duration. Last but not least, I would like to thank the 

Faculty of Management and Economics, KUSTEM, and all the committees of 

Industrial Training especially Pn. Laila Binti Mamat. She is very helpful and 

kind in solving problems encountered during the Industrial Training period. 

iii 



Table Of Contents 

Acknowledgement 

List Of Tables 

List Of Figures 

Executive Summary 

CHAPTER 1: ORGANIZATION BACKGROUND 

1.1 INTRODUCTION 

1.2 CORE BUSINESS STRATE GIES 

(i) Property Development
(ii) Hotelling and Hospitally
(iii) Fertilizers and Agro-chemical Products
(iv) Education
(v) Landscaping
(vi) Quarrying
(vii) Healthcare

1.3 CORPORA TE MISSION AND VISION 

1.4 ORGANIZATION PROFILE 

1.5 ORGANIZATION ACTIVITIES 

1.5.1 Residential Rooms for the Guests 

1.5.2 Recreational Facilities 

1.5.3 Banquet and Meeting Facilities 

1.5.4 Restaurants and Bars Services 

(i) Selera Coffee House
(ii) Blossom Court Chinese Restaurant
(iii) Yuri Japanese Restaurant
(iv) Cascades Lobby Lounge
(v) La-Fiesta

Page 

ii 

iv 

V 

vi 

1 

1 

3 

6 

7 

10 

11 

13 

15 

19 



. Perpu 1�kaa� 
KoleJ lJniversiti Sain, Dan Teknologi Malaysia (KUSTEM)

1.5.5 Provide Teambuilding Activities 

1.6 LEARNING SKILLS AND GOALS ACHIEVEMENT 

1.6.1 Management Skill 

1.6.2 Problem Solving skill 

1.6.3 Communication Skill 

1.6.4 Analytical Skill 

CHAPTER 2: PROBLEM DEFINATION 

2.1 SYSTEM AVAILABLE 

2.1.1 Sales and Marketing System 

(i) Handling Functions Rooms Booking Enquiries
(ii) Walk-In Guests
(iii) Promotions of the Hotel
(iv) Activities Scheduling
(v) Venue Booking

2.1.2 Customer Relationship Management System 

(i) Sending Brochure to the Customer
(ii) Sales Appointment
(iii) Phone Calls
(iv) Joint promotion

2.1.3 Customer Feedback System 

(i) Banquet Guest Comment
(ii) Room Services Guest Comment

23 

24 

25 

26 

26 

27 

28 

28 

28 

38 

41 



2.2 DEFINE SYSTEM IN THE SYSTEMS 

(i) Sales and Marketing System
Confirmation Problems 

(ii) Customer Relationship Management System
The Wastages of Promotion Resources 

(iii) Customer Feedback System
Cooperation of the Guest 

2.3 PROBLEM ANALYSIS AND DISCUSSIONS 

2.3.1 Analysis Summary in the Systems 

46 

46 

47 

48 

49 

49 

(i) Sales and Marketing System 49 
Confirmation Problems 

(ii) Customer Relationship Management System 50 
The Wastage of Promotion Resources 

(iii) Customer Feedback System 51 
Cooperation of the Guest 

2.3.2 Suggestion and Solution 52 

(i) Sales and Marketing System 52 
Confirmation Problems 

(ii) Customer Relationship Management System 53 
The Wastage of Promotion Resources 

(iii) Customer Feedback System 54 
Cooperation of the Guest 



2.3.3 Suggestions I Solutions Implementation and Implication 55 

(i) Sales and Marketing Systems 55 
Confirmation Problems 

(ii) Customer Relationship Management Systems 56 
The Wastage of Promotion Resources 

(iii) Customer Feedback System 57 
Cooperation of the Guest 

CHAPTER 3: CONCLUSION 59 

References 63 

Appendix (i) Map of the Allson Kiana Resort, Seremban 64 

(ii) Banquet & Convention Checklist 65 

(iii) Quotation Letter 66 

(iv) Event Order 67 

(v) Banquet Weekly Events 68 



LIST OF TABLES 

List of Tables Page 

Table 1.1 Organization Profile 7 

Table 1.2 Names List of Department Head of Allson Kiana 9 

Resort, Seremban 

Table 1.3 Hotel Ta riff 2005 13 

Table 1.4 Audio Visuals [Per Day] Charges 16 

Table 1.5 Banquet & Meeting Room Charges 2005 17 

Table 1.6 Banquet & Meeting Room Capacity 18 

Table 2.1 Problems and Suggested Solutions 58 

iv 



LIST OF FIGURES 

List of Figures Page 

Figure 1.1 Organization Chart 8 

Figure 1.2 Logo of Allson Kiana Resort, Seremban 10 

Figure 2.1 Process of Handling Function Rooms Booking 

Enquiries 32 

Figure 2.2 Process of Handling Walk-In Guests 34 

Figure 2.3 Banquet Guest Comments Process 44 

Figure 2.4 Room Services Guest Comments Process 46 

V 



EXECUTIVE SUMMARY 

Alison Kiana Resort, Seremban, was established on 10 January 1993 
under the management of Alison International Hotels and Resorts. This 
resort is a joint venture between Negeri Sembilan Township Development, a 
subsidiary of Peladang Kimia Bhd, and the Negeri Sembilan State 
Government. It is a four star resort that is strategically located in the city of 
Negeri Sembilan. 

Alison Kiana Resort, Seremban, providing the 4 main major services, 
such as providing residential services, providing banquet and meeting 
facilities for organizations' conferences, providing restaurants & bar services, 
and providing the Teambuilding activities for the company to motivate their 
employees. 

During the Industrial Training at Alison Kiana Resort, Seremban, I was 
assigned to the Sales and Marketing Department. I can recognize and 
identified the hotel's strengths and weaknesses through personal observation 
while undergoing the 3 months Industrial Training. There are 3 systems that I 
can recognize and identified is the Sales and Marketing System, Customer 
Relationship Management System, and Customer Feedback System. 

The main problem that I can identify in the Sales and Marketing 
System is the confirmation problems and the shortage of employees. There 
is always a last minute cancellation of the guests function. When the guests 
cancel or postpone the function at the last minute, then all the preparation 
done by the entire department must be cancelled and this can lead to waste 
of hotel resources. To overcome this problem, the salesperson must always 
follow-up with the guests. 

The second problem is the wastage of promotion resources in the 
Customer Relationship Management System such as the wastages of 
brochures, menus or flyers. This is caused by the lack of estimation before 
handling the promotions. Due to this matter, there are a lot of wasted 
brochures although the promotion period has over. So the department has to 
do estimation and forecasting before handling the promotion. 

The third problem is the cooperation of the guests in the Customer 
Feedback System. The comments forms provided to the guests are not 
getting good responses. To overcome this problem, the Front Office and 
Sales and Marketing staffs have to show a good manner to the guests and 
explain to them about the important of the comment forms for the hotel. 

The Allson Kiana Resort, Seremban, should always have a high level 
of awareness from time to time in order to solve the problems that occurred 
in the hotel. After the implementation of the solutions that suggested in this 
report, it might serve as guidelines for the hotel to enhance the operation and 
increase the hotel's good image, reputation and its business revenue in order 
to achieve its mission and vision. 
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