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CHAPTER I 

INTRODUCTION 

 

1.1 Background of the Study 

Increasing competition between companies and the increasing need for 

transportation equipment bring opportunities for four-wheeled automotive 

companies, which are needed by many public audiences as means of more efficient 

and dynamic daily transportation. Today, there are many motorcycle brands that 

have emerged with various models, designs, and prices that are quite competitive. 

For companies engaged in the automotive sector, this condition is an opportunity to 

dominate the market share in the transportation sector 

 Family business refers to a business which is owned and or managed by a 

family. Casrud in Pounder (2015) defines family business as one in which 

ownership and decisions are made by members of a kinship group. Similarly, 

Intihar and Pollackin Pounder (2015) define family involvement in the business as 

a substantial family presence in ownership, governance, management, succession, 

and/or employment. 

Brand image becomes an important thing in marketing products. Brand 

image is the value that is owned by the product in determining the choice of a 

product. Brand image will make consumers consider a product that they will buy. 

Branding is a set of marketing and communication methods that help to 

distinguish a company or products from competitors, aiming to create a lasting 

impression in the minds of customers. In the competitive market a company can 
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make significant impact on business environments through the creation of their own 

brand. 

Zhang (2015) stated that brand image is system and thoughts of images in 

relevance with the human awareness concerning the given brand name/image and 

the attitude towards it. We can conclude that brand image is an uniqueness that 

given to one brand, which will cause the differentiation with others brand and create 

a market recognition for particular different brand. 

According to Adam (2015, p.45), state brand equity, brand identity and 

strong brand image are brands that have high brand equity. 

Customer satisfaction is a sense of comfort that is owned by the customer 

after making a purchase. Satisfied customers will make further purchases and of 

course will make recommendations to others to buy the same product. 

 In aspects that influence customer satisfaction, brands will largely 

determine customer choices. The number of offers and purchases by customers that 

are still considered unbalanced shows that the Honda brand as a brand sold by PT 

Indako Trading Coy still has competition issues with other brands such as Yamaha, 

Suzuki and other brands 

The Honda brand as a brand owned by the company still has weaknesses in 

competing with other brands. The brand as the identity of the products sold by the 

company has a value and meaning in increasing sales performance in the company. 

Brand consideration is always the first thing in buying a product or service. 

PT Indako Trading Coy is a company engaged in the sale of Honda 

motorcycles and serves the sale of official Honda spare parts and Honda motorcycle 
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services. The marketing of PT Indako is carried out in North Sumatra and its 

surroundings. The following data is the sales of Honda motorcycles in recent years. 

Table 1.1 

Sales Data Of PT Indako Trading Coy 

Years Sales Target Sales Achievement % 

2017 36,000,000,000 29,565,000,000 82.13% 

2018 36,000,000,000 31,515,000,000 87.54% 

2019 36,000,000,000 28,155,120,000 78.21% 

  Source: PT Indako Trading Coy 

From the sales data, it can be seen that the number of sales tends to decrease 

from 2017 to 2019. This shows that the Honda brand image is still unable to 

compete with other similar brands. The decline in sales also illustrates the decline 

in customer satisfaction at PT Indako. 

PT Indako Trading Coy was chosen as the location of the study because the 

writer obtained permission from the company and in interviews conducted found 

the phenomenon of the problem that the brand image owned by Honda is still often 

compared to other brands in terms of quality, product durability, promotions and 

prices that are also valued by consumers still unable to compete with other similar 

brands on the market. 

According to Hasan (2016,p.201), brand equity is an important part of 

marketing. Each product must explain its own attributes, this attribute will have 

consequences for brand equity and consumer preferences for the brand. When brand 

ownership is firmly attached to the perception and has become a consumer 

preference, the brand does not recognize the crisis period, the crisis comes 

repeatedly, competitors attack in various ways, consumers will still choose the 

brand to meet their needs. 
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Based on the discussion of the problem described, the author decided to 

continue the research with the title "The Influence of Brand Image towards 

Customer Satisfaction at PT Indako Trading Coy" 

 

1.2 Problem Limitation 

In industry otomotive, PT Indako Trading Coy has served their customer for 

more than 54 years, their experience and their popularity in otomotive industry in 

Honda brand has been proven. Being often associated with the higher price 

compared with their competitor, PT Indako Trading Coy still manage to lead in the 

market. The writer believe that this is because of the strong and powerful brand 

image which make the difference in PT Indako Trading Coy compared with their 

competitor. The prestige level that the customer can get when they use Honda 

brand. The writer decides to take Brand Image as independent variable.  

For the dependent variable, the writer decides customer satisfaction as the 

dependent variable. The research is done on PT Indako Trading Coy. 

 

1.3 Problem Formulation 

 By analyzing the situation that happened above, and the description from 

the background of the study, the writer determines the problem identification of PT 

Indako Trading Coy as follows: 

1. How is the brand image at PT Indako Trading Coy ? 

2. How is the customer satisfaction at PT Indako Trading Coy ? 
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3. Does the brand image have an influence towards customer satisfaction at 

PT Indako Trading Coy ? 

 

1.4 Objective of the Research 

 The objective of the writer is to know: 

1. To evaluate the influence of brand image at PT Indako Trading Coy. 

2. To evaluate the influence of customer satisfaction at PT Indako Trading Coy 

3. To identify whether the of brand image influence towards customer 

satisfaction at PT Indako Trading Coy 

 

I.5 Benefit of the Research 

Benefits of this research can be listed as follow: 

1.5.1 Theoretical Benefit 

  The theoretical benefit of this research is as follow: 

1. Enrich the knowledge of the writer by doing the research also increase the 

experience of the writer in doing research. 

2. Reading material for all students at Universitas Pelita Harapan, Medan 

1.5.2  Practical Benefit 

1. To the company, to get information whether the survey that has been made 

will be useful to improve the company’s performance. 

2. To other people, future researcher, readers: to be a guide in leading the 

reader to do another research that are compatible with this research. 
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3. Also, to gain insight about what is need to update the relevant data provided 

from this research, so reader will get a picture on how to improve the quality 

of their data. 


