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ABSTRACT 

This study analyzes the crisis communication of PT Astra Honda Motor (AHM) 

regarding the eSAF frame issue on Honda matic motorcycles, which went viral on 

social media due to rust and breakage. The research problem focuses on how AHM 

handled crisis communication in this case. The purpose is to understand AHM’s 

crisis communication strategies through social media and consumer engagement. 

This qualitative descriptive study uses content analysis of AHM’s official Instagram 

and interviews with affected consumers. Previous studies show many companies 

fail to restore their image due to slow and non-empathetic responses. The findings 

reveal that AHM responded slowly, emphasizing technical explanations rather than 

public empathy, which amplified negative opinions and reduced consumer trust. 

Theoretically, this research enriches crisis communication studies, while 

practically it offers recommendations for fast and empathetic communication 

strategies for automotive companies. The conclusion highlights that responsive, 

transparent, and empathetic crisis communication is essential to maintain 

reputation and consumer loyalty in the digital era. 
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