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Article Info ABSTRACT
Submitted : Since the Covid-19 pandemic, more manufacturers have shifted their
2025-01-02 business focus to after-sales services because the average operating margin
Revised : of after-sales business globally is around 2.5 times the operating margin of
2025-01-07 new product sales. In the automotive sector, service advisors have an
Accepted : important role to increase revenue for after-sales services, therefore this study
2025-01-14 examines the effect of leadership style and incentives on the performance of
Honda dealer service advisors in Jabodetabek. The research is quantitative
Keywords: with a sample size of 138 respondents using a purposive sampling method
Honda Dealer, Service and the data was analyzed using multiple linear regression using the SPSS
Advisor Performance, application. Based on the results of the t-test, incentives do not affect
Leadership Style, Incentive. performance while leadership style affect performance. Simultaneously, two
variables have a positive effect on performance with an effect of 51.7%.
Correspondence Address . Street: Letnan Jenderal Suprapto No.73 Kebumen, Central Java, Indonesia 54311
INTRODUCTION

The automotive industry in Indonesia is one of the industries that supports and contributes
significantly to the development of the Indonesian economy with a total of more than 22 companies
engaged in the motor vehicle industry, both four-wheeled and more (Chandra, 2024). In addition,
based on data published by BPS with the title "Indonesian Gross Domestic Product Quarterly
2020-2024" in 2024 from Figure 1, it can be seen that the automotive industry in the second quarter
of 2024 contributed 2.1% to total GDP (BPS, 2024).

Although the automotive industry in Indonesia is one of the industries that supports and
contributes significantly to the development of the Indonesian economy, it is inevitable that it has
faced difficult conditions. One of them is when facing the Covid-19 pandemic(Hendrayati, Heny;
2020), where Indonesia is one of the countries affected by the Covid-19 pandemic and the
automotive industry is inevitably affected. In facing the post-Covid-19 situation, of course,
automotive manufacturers need to find strategies to ensure that this industry survives, including
strengthen after-sales business.
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Gambar 20 Kontribusi Perdagangan Besar dan Eceran, Reparasi Mobil dan Sepeda
Motor dalam PDB (persen), 2022-2024
Figure 20 Distribution of Wholesale and Retail, Repair of Motor Vehicles and Motorcycles to GDP
(percent), 2022-2024

Figure 1. Automotive Industry Contribution to GDP 2022-2024
Source: BPS Website - Indonesia Gross Domestic Product Quarterly 2020-2024

After sales means activities and services carried out by the company after the product or
service is sold or given to the customer (Cinthya, 2021). Meanwhile, according to Thomas, after
sales is a service that producers provide to their consumers right after consumers complete their
product purchase transactions (Thomas, 2021).

According to Millar's study published by Deloitte, since the Covid-19 pandemic, more and
more manufacturers have shifted their business focus to after sales services, not only to increase
customer satisfaction but also as an opportunity to maintain or even increase company revenue.
This is because demand for new products has decreased as consumers focus on savings and reduce
purchases due to the impact of the Covid-19 pandemic. Currently, the average operating margin
of the after sales business globally is around 2.5 times the operating margin of new product sales
(Millar et al, 2020).

Although the after-sales business is expected to help offset the pressure on new product
sales margins (Yusuf et al., 2021), the after-sales business of Honda dealers, especially in the
Jabodetabek area, is not always in ideal condition. Throughout 2020 to 2023, revenue achievement
for Honda dealers in the Jabodetabek area fluctuated. Based on Figure 2, the revenue target from
2020 to 2023 has not been achieved with the highest achievement in 2023 of 95%. The amount of
revenue generated by service advisors contributes to increasing dealer income, therefore revenue
is an important indicator in measuring the performance of service advisors.

Honda Dealer After Sales Revenue Achievement in
Jabodetabek Area 2020 — 2023

mmmm Target Result Ach
84%
I
2020 2021 2022 2023

Figure 2. Honda Dealer After Sales Revenue Achievement in Jabodetabek Area 2020 — 2023
Source: Research data, 2024
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Based on the results of a qualitative literature review by Zen in 2023, compensation or
rewards can make employees work in accordance with company goals and compensation that
meets employee expectations can make employees achieve work goals and have an impact on
improving company performance. Leadership can influence employees in terms of morale and job
satisfaction which will then have an impact on employee performance in achieving organizational
goals (Zen et al, 2023).

Based on the results of Makmur's research in 2023, the compensation received by Honda
Kumala Karawang salesmen is good, which means it is in accordance with employee expectations,
as well as the working environment conditions of Honda Kumala Karawang which are supportive
for employees. In terms of the relationship between compensation and work environment on
employee performance, it was found that compensation, work environment and job satisfaction
have a simultaneous influence on salesman performance at Honda Kumala (Makmur et al, 2023).
Also supported by the results of research by Akbar and Rohmandiyas in 2021 which strengthens
that training, compensation and work discipline have an impact on employee performance at PT.
Astra Honda Motor (Akbar and Rohmandiyas, 2021).

According to Diamantidis and Chatzoglou in 2018, optimal support from management can
produce good employee performance, and the form of support from management can take various
forms, including providing a comfortable work environment, providing appropriate compensation
and leadership that is respected by employees (Diamantidis and Chatzoglou, 2018). Meanwhile
based on Rojikinnor research in 2023, compensation does not directly affect employee
performance but working environment does directly influence employee performance at the PT
Bank Rakyat Indonesia (Persero) Thk (Rojikinnor et al, 2023). Therefore, further research is
needed to determine the factors that influence the performance of service advisors, especially at
Honda dealers in Jabodetabek.

Based on the performance data of service advisors from a sample of 3 dealers, it is known
that in each dealer there is an average of 26% of the total service advisors whose performance does
not achieve the revenue target. This shows that even though the location and capacity of the
workshops of these three dealers are different, each dealer still has service advisors whose
performance has not achieved the target. The data can be seen in Figure 3 below.

Dealer Service Advisor Performance m 2023
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Figure 3. Dealer Service Advisor Performance in 2023
Source: Research data, 2024
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Preliminary survey was conducted and asked about factors that could possibly influence the
performance of service advisors. Factors were collected based on several journal references related
to performance and 8 factors were obtained that could influence performance. Then service
advisors were asked to choose the factors that most influenced their performance at the dealership
with the results in Figure 4. From the results of the preliminary survey, three factors were obtained
that had the most significant influence on the performance of service advisors at the dealership,
namely compensation factors, leadership style and work environment.

Preliminary Survey
Factors Affecting Service Advisor Performance

Conpensicn
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Figure 4. Preliminary Survey - Factors Affecting Service Advisor Performance
Source: Research data, 2024

In this study, compensation variable will be used as one of factor because it is the most
widely chosen by service advisors and the leadership style variable because it is one of the most
chosen factors by service advisor and has not been widely studied in the automotive industry.

LITERATURE REVIEW
Performance

Performance is a measure of the achievement of a work program that is implemented or
actions to implement the targets, goals, vision and mission of an organization that has been created
by making a strategic plan (Alvarisi, 2018). Lussa said that what is meant by performance is the
achievement obtained by individual employees in carrying out the work received and is an effort
by superiors to ensure that employee work and the results provided are in line with the goals of
the company or organization (Lussa et al, 2023). Then Rojikinnor defines performance as the result
of efforts made when carrying out the tasks obtained, especially based on expertise, experience,
and completion time (Rojikinnor et al, 2023). Based on the explanation given above, performance
is a combination of behavior or actions carried out by individuals and also the results or products
of work produced by individuals in an organization in an effort to achieve the goals, goals, vision
and mission of the organization where the individual is located.

Leadership Style

Koohang defines leadership as an effort to influence and motivate individuals in an
organization. Effective leadership affects job satisfaction, positive relationships, a trusting
environment, good knowledge management and improved organizational performance. (Koohang
et al, 2018). According to Kristanto, leadership is an individual's effort to influence and motivate
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other individuals to contribute to the effectiveness and success of the organization (Kristanto et al,
2020). Zen states that a good leader is someone who can direct his members to be able to provide
the best performance in line with organizational goals. (Zen et al, 2023). Based on explanations
above, good leadership is a leader who is able to provide an impact, influence and motivation on
other individuals to achieve common goals.

Incentive

According to Slovic, incentives are compensation that is directly related to objective
measures of individual productivity (Slovic et al, 2023). Aguinis explains that incentives are
temporary salary adjustments based on a certain period according to a predetermined evaluation
time (Aguinis, 2019). Noe states that incentives are given to reward individual performance, but
with two important differences when compared to salary. First, payments are not included in the
base salary. Second, performance is usually measured based on physical output (Noe et al, 2023).
Based on explanations above, incentives are additional compensation outside of salary given for
individual performance that is measurable and calculated based on a certain period.

Conceptual Framework
In this study, the factors that will be used as indicators are leadership style and incentive
with the research model and hypothesis are:

H1

Leadership style
Employee
Performance

Incentive H2

Figure 5. Research Model

Research Hypothesis
H1: Leadership style has an influence on employee performance
H2: Incentives have an influence on employee performance

METHOD

The research method used in this study is quantitative and the formulation of the problem is
associative, while the object of the research was carried out on service advisors across Honda
dealers in the Jabodetabek area with a population of 229 service advisors using the purposive
sampling method.

The research data will be processed by testing the validity and reliability of the measuring
instrument and then conducting a classical assumption test consisting of a normality test, a
multicollinearity test and a heteroscedasticity test. Data analysis techniques will be carried out
with descriptive analysis, simultaneous tests (F Test), partial tests (t Test), determination
coefficient tests (R?) and multiple linear regression. All data processing and analysis processes
described above will use the SPSS application.
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RESULTS AND DISCUSSION
Respondent Profile

Based on 43 dealers that willing to participate in this study, 166 respondents were collected.
From atotal of 166 respondents collected, the researcher evaluated the results of the answers given
by the respondents and found that 28 respondents were not qualified with the condition of
providing patterned answer and inconsistent answers so that from the total respondents collected,
the total number of respondents used in this study was 138 people. Before processing the research
data, the researcher tried to summarize the respondent profile based on three criteria, gender, age
and work experience.

Table 1. Respondent Profile

No Criteria Category Number of Respondent Percentage
Male 125 91%
. Gender Female 13 9%
21-25 year 5 4%
26-30 year 40 29%
31-35 year 40 29%
2 Age 36-40 year 29 21%
41-45 year 15 11%
46-50 year 6 4%
51-55 year 3 2%
<5 year 67 49%
3 Work 6-10 year 51 37%
Experience 11-15 year 13 9%
16-20 year 7 5%

Source: Research data, 2024

Validity and Reliability Test

The decision-making process is carried out by comparing the calculated r value and the
table r with a significance value of 5%. The table r value with a significance of 5% for 30
respondents is 0.361. Based on the results of the validity test on 3 variables consisting of 60
questions, it was found that all answers to the questions given were valid so that they could be
continued to carry out a reliability test.

The theory used in determining the level of reliability is based on Guilfor, namely that
reliability is said to be high if the Cronbach's Alpha coefficient is greater than 0.70. Based on the
results of the reliability test in table 2, all variables in this study are reliable and have a correlation

between items.
Table 2. Reliability Test Results

Variable Cronbach's Alpha Criteria Result

Leadership style (X1) 0.976 >0.7 Reliable
Incentive (X2) 0.964 >0.7 Reliable
Performance (YY) 0.982 >0.7 Reliable

Source: Research data, 2024
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Normality Test

Normal distribution analysis was carried out by observing the comparison between the
normal P-Plot graph and the cumulative distribution graph of the research data. In accordance with
Figure 6, it can be seen that the data collected in this study are evenly distributed around the normal
P-Plot line, therefore this indicates that the data in the study are normally distributed.

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: Performance
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Figure 6. P-Plot Graph
Source: Research data, 2024

Multicollinearity Test

To determine the value of multicollinearity in the regression model can be known by
evaluate the VIF (Variance Inflation Factor) value and also the value of its tolerance. If tolerance
has a value greater than 0.10 and VIF has a value less than 10, then between the independent
variables it can be concluded that there is no multicollinearity.

According to the results of the multicollinearity test in table 4, the VIF for each independent
variable in this study shows a value smaller than 10 and the tolerance value shows a value greater
than 0.10. Based on the results of the comparison of VIF and tolerance values that have been
carried out, it can be stated that the independent variables in this study do not have a significant
correlation and there is no multicollinearity.

Table 4. Multicollinearity Test Results

Coefficients®

Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance WIF
1 (Constant) 27.948 2.740 101499 .0oo
Leadership 404 054 B15 7.486 .0oo 522 1.915
Incentive 113 .0E4 147 1.784 077 522 1.915

a. Dependent Variable: Performance

Source: Research data, 2024
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Heteroscedasticity Test

The heteroscedasticity test in this study was carried out by evaluating at regression
scatterplot result. Based on observations, it can be seen that the points of the regression model
results are spread at the top and bottom of the value 0 on the Y axis, so it can be stated that the
regression model in this study is homoscedastic.

Scatterplot
Dependent Variable: Performance
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Figure 7. Scatterplot Graph
Source: Research data, 2024

Simultaneous Test (F)
Simultaneous test comparing the calculated F value with the F table value. Hypothesis is:
a. If calculated F > F table, then the independent variable has an influence on the dependent
variable simultaneously.
b. If calculated F < F table, then the independent variable does not have an influence on the
dependent variable simultaneously.
According to the data that can be seen in table 6, the calculated F (74.412) has a value greater than
the F table (2.6), which means that the independent variables have an influence on the dependent

variables together.
Table 6. Anova Result

ANOVA?
Sum of
Madel Squares df Mean Square F Sig.
1 Regression 3982 457 2 1991.228' 74412 I .oog®
Residual 3612.536 135 26.760
Tatal 7594.893 137

a. DependentVariable: Performance

h. Predictors: (Constant), Incentive, Leadership
Source: Research data, 2024

Partial Test (t-Test)
Partial test is conducted using 2 criteria, by comparing the significance value and by
comparing the calculated T value with the T table value of 1.980. The hypothesis used is:
a. If the calculated T (t) > T table and the significance (Sig.) value < 0.05, then the independent
variable has a partial influence on the dependent variable
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b. If the calculated T (t) < T table and the significance (Sig.) value > 0.05, then the independent

variable does not have a partial influence on the dependent variable.
Table 7. Multiple Linear Regression Results

Coefficients®

Standardized

Unstandardized Coefficients Coefficients
Maodel B Std. Error Beta 1 Sig.
1 (Constant) 27.948 2740 10.159 .0oo
Leadership 404 054 615 7.486 .0oo
Incentive 113 064 147 1.784 77

a. DependentVariable: Performance

Source: Research data, 2024

Partial test (T-test) was conducted for each independent variable with result:

a. Leadership style variable
The calculated T result (7.486) greater than T table (1.98) and the significance (Sig.) = 0% is
less than 5%. Therefore, the leadership variable has a partial influence on performance.

b. Incentive variable
The calculated T result (1.784) smaller than T table (1.98) and the significance (Sig.) = 7.7% is
greater than 5%. Therefore, the incentive variable does not have a partial influence on
performance.

Coefficient of Determination Test (R?)

This test is used to measure the extent to which the independent variable is able to explain
the dependent variable. The higher the value of the coefficient of determination test, the better the
research model. According to the results shown in table 8, the coefficient of determination value
in this regression equation has a value of 0.517. This means that the independent variables
simultaneously or together have an influence of 51.7% with a moderate category. The remaining
value of 48.3% is the impact of other variables besides the independent variables selected in this
study.

Table 8. Results of Determination Coefficient Test

Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate

1 7247 4524 I S17 I 5173

a. Predictors: (Constant), Incentive, Leadership

Source: Research data, 2024

Multiple Linear Regression Analysis

This analysis to find out the influence of leadership style and incentives on performance.
Based on table 9, the values obtained for the constants and regression coefficients for each
independent variable produce the following regression equation.

Y =27,948 + 0,404 X1 + 0,113 Xo + e 1)
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Table 9. Multiple Linear Regression Results

Coefficients”

Standardized

Unstandardized Coeflicients Coeflicients
Madel =] St Error Beta t Sig.
1 (Constant) 27.59418 2740 101499 .00
Leadership 404 054 B15 7.486 .o
Incentive 13 064 147 1.784 077

a. DependentVariable: Perfarmance

Source: Research data, 2024

Based on the regression equation above, the following conclusions can be obtained: (a) The
constant in this equation has a value of +27,948. It can be stated that the independent variable has
an influence in the same direction as the dependent variable. (b)The leadership style variable (X1)
has a unidirectional relationship and has a positive influence on the performance. this is based on
the regression coefficient with positive value of +0.404 and (c) The incentive variable (X2) has a
unidirectional relationship and has a positive influence on the performance, this is based on the
regression coefficient with positive value of +0.113.

Discussion

The t-Test result for the leadership variable has value of 7.486 and it is greater than the T
table with a value of 1.980, this shows that the leadership style has a positive influence on the
performance of service advisor employees at Honda dealers in the Jabodetabek area. This is in
accordance with research conducted by Zen et al in 2023 which stated that if employees have a
positive perception of their superior's leadership, it will improve the quality of the organization
(Zen et al 2023).

The t-Test result for the incentive variable has a value of 1.784 and it is smaller than the T
table with a value of 1.980, this indicates that if incentives are given to service advisors without
good leadership, it will not have an impact on improving the performance of service advisor
employees at Honda dealers in the Jabodetabek area. This is in accordance with Rojikinnor
research in 2023, compensation does not directly affect employee performance at the PT Bank
Rakyat Indonesia (Persero) Thk (Rojikinnor et al, 2023). But this is quite different from the results
of a study conducted by Makmur in 2023 which stated that compensation had a partial effect on
salesman performance at Honda Kumala Karawang, although at a low level (Makmur et al 2023)
and also a study conducted by Akbar and Rohmandiyas in 2021 which stated that compensation
had a partial effect, although low, on employee performance at PT. Astra Honda Motor (Akbar
and Rohmandiyas 2021).

The coefficient of determination (R?) value shows a result of 0.517 which means that the
independent variables, leadership and incentives simultaneously or together provide a moderate
influence of 51.7%. Based on the multiple linear regression equation in this study with a constant
value of +27.948 and the regression coefficient for each variable is positive, which means that all
independent variables have an influence in the same direction as the dependent variable.
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CONCLUSION

In accordance with the results of the study, the following conclusions can be drawn the
results of the study show that the leadership style of leader has the strongest influence on the
performance of service advisor employees at Honda dealers in the Jabodetabek area when
compared to incentive variables. The results of the study show that incentives will affect the
performance of service advisor employees at Honda dealers in the Jabodetabek area if given
together with other variables, but if given partially or individually, they will not have an effect on
service advisors performance and the results of the study show that leadership style and incentive
have a simultaneous influence on service advisor performance at Honda dealers in the Jabodetabek
area.

The following are some suggestions that can be conveyed by researchers the leadership style
of the dealer service manager is the variable that has the most significant impact on the
performance of the service advisor. What can be done is to ensure that the service manager carries
out regular supervision and evaluation of employee performance and provides reprimands or
sanctions for mistakes made by employees, provides leadership training to the dealer service
manager so that they understand the company's values and directs the service manager to carry out
coaching and counseling activities for its members. In addition, the company can also encourage
its employees to improve their creativity. Although incentives have been given to service advisors,
there are several things that need to be considered and possibly improved, such as timely
incentives, incentive calculation schemes that are known and understandable by service advisors.

Dealer leaders are also expected to provide non-material incentives such as awards for high-
performing employees, either in cash or not, promotion opportunities for high-performing
employees, providing work holidays and health insurance. In addition, giving thanks and praise
for employee performance can be an added value that can encourage employees to perform better.
In this study, it is limited to using only two independent variables, whereas if we look at the results
of the preliminary survey, there are 8 factors that can influence service advisors performance, so
there are still other factors that may influence and this is in line with the results of the determination
coefficient test which shows that 48.3% is the impact of other variables. So that for further
research, it can be studied whether there are other factors that can influence such as the work
environment, work discipline, training, trust in leaders, job satisfaction and organizational culture
and their influence on the performance of service advisors.
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