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ABSTRACT

In the middle of automotive in * stry competition especially at scooter
automatic segment market, Honda needs to built a good customer perception
about Honda Vario’s product and authorized Honda auto repair service quality in
Jakarta. That could gave a better competitive advantage for Honda to compete
with other companies in automotive industry.

The purpose of this research is to give a description of customer
perception about Honda Vario’s prod 1 quality and authorized Honda auto repair
service quality in Jakarta so the result can be used by Honda for further effective
and efficient develo 1ent of their product and service quality. The respondent of
this research is a customer of Honda Vario that stay in ."~"-arta. This research using
the multi-stage sampling for the sampling method and Important-Performance
Analysis method to obtain the priority level of each pro” ct and service quality
indicator.

The results indicate that there is a few product quality indicator that
become the main priority of Honda to be developed much better. That indicators
is fuel consuming of Honda Vario, the economic life-time of Honda Vario, spare-
parts stock, and comfortableness that customer feel compare to comfortableness
that being promised by Honda. Some service quality indicator that become the
main priority of Honda to be developed much better is when e  ctly the service is
going to be given to customer, the employee’s can give a quick services to the
customers, Honda’s service is always put customers importance on their top
priority, Honda’s service always fulfill their promise to do something, the service
is being given to the customers in the right time. Honda’s service always give a
record of their service to the customer. Honda should also give some awareness to
a few product and service quality indicator that become the low priority because
in the future, those indicators can tumn to be the most important things for the
customers.
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