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The purpose of this research is to investigate the real customer requirements
and to improve product and service in sales division of petroleum business for
increasing customer satisfactions. The data were collected from questionnaire. The
technique is used in this research is Quality Function Deployment (QFD) with a
Four-Phase model, which consists of Product Planning phase, Product Design phase,
Process Planning phase and Process Control Planning phase. It is used to find
processes and control procedures for improving the sales system. Moreover, 7
Management and Planning tools are also used to analysis part and process
characteristics. The results of this research show that the sales system has more
flexibility, less work duplication, and better prevents mistakes. The assessment of this
research uses the opinions of customers to compare with the old ones. The results of
comparison show that customers are satisfied with the improved processes since the
sales system can respond the customer requirements and can be increased the

efficiency.





