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CHAPTER I 

          INTRODUCTION 

1.1 Background 

In daily basis, people need to buy goods or to use services to fulfill their daily 

needs. People usually prioritize in buying primary goods, and one of them is clothes. 

Clothes that worn by a person could deliver a strong impression about the person’s 

personality (Howlett, 2013). It is why clothes can be a mean to create non-verbal 

communication with the others. 

The definition of fashion could be different for each person, depending on the 

individual’s perspective and perception. Fashion can be a form of individual 

expression.  Fashion could be identified as lifestyle or a person’s identity in a certain 

environment. Through fashion, a person can show their uniqueness to the others 

(Behnke, 2016). 

At the same time, clothing manufacturing industry is rapidly growing (Trevor, 

2017), resulting in a high level of competition among competitors. Due to the 

changes in the competitive environment, businesses use costumers’ expectation as 

their main strategic resources to run the business (Shi et al, 2017). 

According to Tribunnews.com (accessed on 8 March 2019), garment and textile 

industry is the third largest sector of manufactures in Indonesia. It has a remarkable 

growth in 2017. The export of textile product reached 12, 4 billion USD, exceeding 

the initial target of 11, 8 billion USD. Since 2011 to 2018, the demands of clothing 

industry in Indonesia also keep increasing. It can be shown through the market 
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demand of clothing in Indonesia shown in Figure 1.1 that it has been increasing.

  

Figure 1.1 Market Demand of Clothing in Indonesia from 2011 until 2018 
Source: Statista.com, access on 4 February 2018 
 

Zeus was established in 2016 as a company that focus in garment and clothing 

industry. At first, Zeus started as a company that sell clothes just like any other 

clothing businesses. However in 2017, it shifted to customized t-shirts and focus 

more on the garment industry because of the higher opportunity in targeting the 

market. Now, Zeus has works with different kinds of garment, such as shirts and t-

shirts and planning to add other type of clothing including jackets and dresses.  

Zeus made every single clothes based on customer’s individual order and their 

main goal is to make sure that their customers are satisfied in every transaction. 

Customer satisfaction can be determined by seeing whether the customer will make 

another purchase(s) from Zeus. Since 2018, Zeus have tried to innovate to improve 

the products variety. Zeus tried to use other fashion attributes, including bag, pants 

and hat in order to improve the brand image. Zeus also tried to maintain a 

competitive price to build customers’ positive perception about the brand regarding 

their satisfaction in getting high quality products with a competitive price.  

Nevertheless, Zeus’s way in trying different clothing varieties were not a good  
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strategy to improve the brand image because Zeus was not ready for further 

product differentiation.  

A survey has been conducted among 20 Zeus customers in order to know about 

customers’ opinion about the influence of brand image towards customer 

satisfaction. The result is shown through the diagram below (Figure 1.2) and it 

shows that customers agree with brand image as one of the factors that will affect 

their satisfaction level. 

 
Figure 1.2 Zeus Customer Satisfaction Survey Result 
Source: Processed Data 
 

Along with the survey, 7 of the participants also share their thoughts about 

the reason why brand image is an important factor that can affect customers’ 

satisfaction. The responses are shown through Table 1.1. 

Table 1.1 Respondents responses 

No. Name Responses 
01.  Michelle Because it is what the customers had in mind and it is what 

the customers expect after buying the product. 
02.  Yuli Because brand image would influence customers’ 

expectation about the product. 
03.  Ivan Shows prestige. 

04.  Debo Because brand image is the first thing that we, as 
customers, judge aside from the actual product quality. 

85%

10%
5%

DO YOU THINK BRAND IMAGE WILL AFFECT 
YOUR SATISFACTION LEVEL?
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05.  Kenneth Using a product with a well-known brand name make me 
feel secure than those who had not. 

06.  Vio A good brand image brings pride to the users. 

07.  Caroline Kinda feel great & proud to use good products from good 
brand image. 

Source: Zeus customer satisfaction survey result 

Consumer has their individual perception about the value of a product because 

the value express the product reliability, sustainability and durability or overall 

performance. The focus of having brand value is to find that there is a strong 

positive relationship between brand superiority and customer (Han, 2017). If a 

product actual result exceeded consumer expectation, the consumer will be satisfied 

or else if their expectation is higher than the actual product’s quality, consumer will 

be displeased (Chung et al., 2015).  

Another survey with 41 participants from Zeus customers has been conducted 

to show other factors that can influence customer satisfaction. It shows that what 

customers think about product quality (Perceived Product Quality) and product 

value (Perceived Product Value) have the most vote than the others. The result is 

shown through the diagram below (Figure1.3). 

 

Figure 1.3 Zeus Customer Satisfaction Survey Result 
Source: Processed Data 
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In the figure above, it is shows that 17 people at the age of 21-28 years old and 

3 people at the age of 29-40 years old chose customer perception of product quality 

as the main factors of customer satisfaction. Among other factors, costumer 

perception of product value positioned as the second factor that will affect customer 

satisfaction with a total of 13 people chose it as one of the factors. This percentage 

shows what customer has in mind about the quality of the product and the value of 

the product will determine the expectation and it will define customer satisfaction 

level. 

From the data, it is an interesting phenomenon that attracts the researcher to 

know about the influence of brand image, perceived product quality, and perceived 

product value towards Customer Satisfaction from Zeus that causing the increase 

in Zeus Sales.  

1.2 Problems Formulation 

Based on the background describe above, the problem formulation of this 

research are: 

1. Does brand image influence customer satisfaction of Zeus customer? 

2. Does perceived product quality influence customer satisfaction of Zeus 

customer? 

3. Does perceived product value influence customer satisfaction of Zeus 

customer? 

1.3 Aims of Research 

The purposes of this research are: 
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1. To understand how brand image influence customer satisfaction of Zeus 

customer. 

2. To understand how costumer’s perceived product quality influence 

customer satisfaction of Zeus customer. 

3. To understand how costumer’s perceived product value influence customer 

satisfaction of Zeus customer. 

1.4 Benefits of the Research 

1.4.1 Theoretical Benefit 

The research finding(s) is expected to enrich the current understanding 

about brand image, perceived product quality, and perceived product value. It is 

hoped that this research could be useful and used as a reference for further 

researches related to the influence of brand image, perceived product quality and 

perceived product value.  

1.4.2 Practical Benefit 

The result of this research is expected provide useful information and 

considered as a reference before a company make a new strategy to develop the 

business, especially in terms of having a better comprehension about the influence 

of brand image, perceived product quality and perceived product value towards 

customer satisfaction. 

1.5 Research Scope 

This research only covers brand image, perceived product quality, and 

perceived product value, and their influence towards Zeus customer satisfaction 

level. This research was conducted from January to April of 2019. 


