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ABSTRACT 

This case studies the way in “Perceived Customer Satisfaction towards Perusahaan 

Otomobil Kedua Sdn Bhd (Perodua) Products and Services”. Customer satisfaction is a 

function of the discrepancy between a consumer’s prior expectations and his or her 

perception regarding the purchase. Satisfaction is a major driver of customer retention 

and loyalty, and therefore achieving high consumer satisfaction is a key goal of 

practitioners. The elements that contribute in customer satisfaction are product quality, 

product features, and product design and customer services. The purpose of the study is 

to explain the importance of understanding customer satisfaction towards products and 

services of Perodua.  For these studies, collection data will use both technique which 

primary data and secondary data. This study will based on findings such as figures that 

are related to Perodua sales volume, volume totals industry vehicles and others which 

are related to customer satisfaction which will help these studies, and there have some 

recommendations that can help in improving the customer satisfactions on Perodua 

products and services. 

 

 

 

 

 

 

 

 

 

 

ii 


	PERCEIVED CUSTOMER SATISFACTION TOWARDS PERUSAHAAN OTOMOBIL KEDUA SDN BHD (PERODUA)PRODUCTS AND SERVICES
	“DECLARATION OF ORIGINAL WORK”
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENTS
	ABSTRACT
	TABLE OF CONTENT
	LIST OF TABLE
	LIST OF FIGURE
	CHAPTER 1
	INTRODUCTION
	1.0 Introduction
	1.1 Background of the Company
	1.2 Issue statement
	1.3 Issue and Elements of the Study
	1.4 Purpose of Study
	1.5 Definition of Terms
	1.5.1 Customer
	1.5.2 Customer Satisfaction
	1.5.3 Customer Service
	1.5.4 Perception
	1.5.5 Product Design
	1.5.6 Product Features

	1.6 Problems and Limitations
	1.6.1 Time Constraint
	1.6.2 Costs
	1.6.3 Experience and Expertise


	CHAPTER 2
	LITERATURE REVIEW
	2.1 Overview
	2.2 Product Quality
	2.2.1 Dimensions of quality

	2.3 Product Features
	2.4 Product Design
	2.5 Customer services
	2.6 Conclusion

	CHAPTER 3
	RESEARCH METHODOLOGY
	3.0 Introduction
	3.1 Data collection Method
	3.1.1 Primary Data
	3.1.2 Secondary Data

	3.2 Work of Schedule

	CHAPTER 4
	FINDINGS
	4.1 Findings Introduction
	4.2 Customer satisfaction index (CSI)
	4.3 Sales satisfaction index (SSI)
	4.4 Perodua sales volume
	4.5 Passenger Car Segment
	4.6 Perodua Overview
	4.7 Product Range
	4.8 Production Capacity
	4.9 Registration and Market Share
	4.10 Sales Network
	4.11 Research and Development Capability
	4.12 Encik Rozaimi Idris (Executive Customer Relations Department)

	CHAPTER 5
	CONCLUSION AND RECOMMENDATION
	5.0 Introduction
	5.1 Conclusions
	5.2 Recommendations

	REFFERENCES



