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ABSTRACT

The objective of this research is to study customer perception towards the quality of Perodua
cars among customers around Petaling Jaya, Selangor. The respondent selected were 300
Perodua users in Petaling Jaya area. This study is conducted because; based on the data
received from Perodua, the number of customer complaint is increasing year by year and at
the mean time, the number of sales is also increasing. So, researcher tend to investigate,
why customer still choose Perodua, even though lots of issues has arise. Therefore, four
independent variables and one dependent variable will be used to examine what is customer
perception. All four independent variables are chosen based from the eight dimension of
quality as proposed by Garvin (1987). Quality determinant will be the dependent variable for
this study. Based on the finding, it shows that all independent variables have a significant
relationship. Moreover, as chose by respondents. For the most crucial determinant will be the
serviceability. As for conclusion, Perodua seems to provide a good serviceability to their
customers; however, they cannot put interest to customers when it comes to the
performance, features and reliability of Perodua cars. To add, Perodua must not overlook
about this because, based on the result, only two elements have moderate relationship

meanwhile for reliability and performance just have a weak relationship.

Vi



TABLE OF CONTENT

CONTENT
ACKNOWLEDGEMENT

LIST OF TABLE

LIST OF FIGURE

ABSTRACT

CHAPTER ONE: INTRODUCTION

1.0 Overview

1.1 Introduction to Quality
1.2 Background of Company
1.3 Problem Statement

1.4 Research Objectives

1.5 Research Question

1.6 Scope of The Study

1.7 Significance of the Study
1.8 Limitation of the Study
1.9 Operational Definitions

CHAPTER TWO: LITERATURE REVIEW

2.0 Overview
2.1 Quality

2.2 Performance in determining the quality of Perodua cars
2.3 Features in determining the quality of Perodua cars
2.4 Reliability in determining the quality of Perodua cars
2.5 Serviceability in determining the quality of Perodua cars

CHAPTER THREE: RESEARCH METHODOLOGY

3.0 Overview

3.1 Research Design

3.2 Data Collection Method
3.3 Variable

3.4 Population

3.5 Sample Frame

3.6 Sample Size

3.8 Sampling Procedure
3.8 Analytical Procedure
3.9 Theoretical Framework
3.10 Hypothesis

PAGE

Vi

© 00 oo ouTorTolh WE P
| | [
© (o] g b~ w

|
=
o

11

11-12
12 -13
14 -15
15-16
16 -19

20
20
20-22
22
23-24
24
25
25
25-27
27
27 -28



	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	ACKNOWLEDGMENT
	LIST OF TABLE
	LIST OF FIGURE
	ABSTRACT
	TABLE OF CONTENT
	CHAPTER 1
	1.0 Overview
	1.1 Introduction to Quality
	1.2 Background of Company
	1.3 Problem Statement
	1.4 Research Objectives
	1.5 Research Question
	1.6 Scope of the study
	1.7 Significance of the study
	1.8 Limitation of the study
	1.9 Operational definitions

	CHAPTER 2
	2.0 Overview
	2.1 Quality
	2.2 Performance in determining the quality of Perodua cars
	2.3 Features in determining the quality of Perodua cars
	2.4 Reliability in determining of quality of Perodua cars
	2.5 Serviceability with determining the quality of Perodua cars

	CHAPTER 3
	3.0 Overview
	3.1 Research Design
	3.2 Data Collection method
	3.3 Variable
	3.4 Population
	3.5 Sample Frame
	3.6 Sample Size
	3.7 Sampling Procedure
	3.8 Analytical Procedure
	3.10 Hypothesis

	CHAPTER 4
	4.0 Overview
	4.1 Goodness of Measurement
	4.1.1 Factor Analysis
	4.1.2 Reliability Test

	4.2 Demographic Analysis
	4.3 Relationship between Performance, Features, Reliability and Serviceability with Quality Determinant of Perodua Car
	4.4 The most Crucial Dimension in Determining Quality of Perodua Cars
	4.5 Summary for the findings

	CHAPTER 5
	5.0 Overview
	5.1 Conclusions
	5.1.1 The relationship between performances in determining the quality of Perodua
	5.1.2 The relationship between features in determining the quality of Perodua cars
	5.1.3 The relationship between reliability in determining the quality of Perodua cars
	5.1.4 The relationship between serviceability in determining the quality of Perodua cars
	5.1.5 The most important dimension in term of performance, features, reliability and serviceability in determining the quality of Perodua cars

	5.2 Recommendation and Discussion
	5.2.1 Recommendation
	5.2.2 Discussion


	BIBLIOGRAPHY &APPENDICES
	BIBLIOGRAPHY
	APPENDIX 1
	APPENDIX 3
	APPENDIX 4




