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Abstract

For the past several decades, the residential housing market has been led by construction firms rather than
consumers; in essence, it has been a suppliers’ market. However, the market is experiencing a transition to a buyers’
market, the implication of which is that there will be increased competition among the residential building suppliers.
For this reason, it is necessary for construction firms to prepare new strategies to respond to the rapidly changing
market environment. Furthermore, consumer satisfaction should be valued more highly than in the past, and should be
a baseline in formulating construction product development strategy. For the pre-classified 13 apartment building
segments, questionnaire surveys are conducted for the 50 CS (Customer Satisfaction) experts to evaluate their
perceptions on the weighing of the quality of each apartment segment. Data obtained from a survey of experts was
analyzed from an industry perspective utilizing the AHP technique. Analysis results indicate that the CS experts
valued the kitchen & dining area more highly than all other segments. Specific analysis results and implications drawn
from the study can be a valuable basis for marketing, product development, and quality management.

Keywords : customer satisfaction, guality management, AHP, CS expert, strategy
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Table 2. Classification of apartment complex

Highest

Catego Medium level
gory level

- Unit access door, living room,
Indez%enrédent Indmﬂual bedroom, kitchen & dinning,
balcony, bathroom, and others
; Building main entrance, stair &

Public area elevator hall
Public zone Underground parking, external
A&%ﬁﬁed environmentx, landscape, and

y annexed facilities++
Notes: * Building direction, layout of buildings, distance

among buildings, structure of complex, building
exterior etc.
=% Amenities including sports center, management office,
facility for old people etc.
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Table 3. Sample summary statistics
ltem Classification No. of samples Percent(%)
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Table 4. Relative weight for the 3 different groups

Group Inconsistency ratio  Relative importance
Individual unit 0.493
Public zone 0.05 0.196
Annexed facilities 0.311
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Figure 1. Relative weight for the 3 different groups
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Table 5. Relative weight for the individual unit

o ) . Relative
Classification Inconsistency ratio .
importance
Unit access door 0.176
area
Living room 0.153
Bedroom 0.094
Kitchen & dinning 0.953
area 0.1
Balcony 0.087
Bathroom 0.100
Other: change of
finishing materials 0.136
etc.

Table 6. Relative weight for the public area

Classification Inconsistency ratio Relative importance
Building main 0.667
entrance
Stair & elevat 00
air & elevator 0.333
hall
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Table 7. Relative weight for the annexed facilities

S ) ) Relative

Classification Inconsistency ratio .
improtance
Underground
parking area 0.320
E.xternal 0235
environment 0.23
Landscape 0.151
Annexed facilities 0.294
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Table 8. Relative weight of 13 segments

Segment Inconsils,tency . Relative
ratio importance

Unit access area 0.107
Living room 0.093
Bedroom 0.057
Kitchen & dinning area 0.154
Balcony 0.053
Bathroom 0.061
Others 0.11 0.083

Building main entrance 0.061
Stairs & elevator hall 0.030
Underground parking 0.097
External environment 0.071
Landscape 0.045
Annexed facilities 0.089

Annexed facilities
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Figure 2. Relative weight of 13 segments
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