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KEYWORD: HOUSING CONSTRUCTION SERVICE / HOME BUILDER COMPANY
TANAKARN SRIKASEM: HOUSING CONSTRUCTION SERVICE PROCESS OF HOME
BUILDER COMPANY IN HOME BUILDER ASSOCIATION: CASE STUDY ROYALHOUSE
CO., LTD AND FOURPATTANA CO., LTD. THESIS ADVISOR : ASSOC. PROF. MANOP
BONGSADADT, THESIS CO-ADVISOR: ASST. PROF. KUNDOLDIBYA PANITCHPAKDI,
Ph.D., 161 pp.

At present, there are more than 120 home building companies in Thailand, 25 of which are members of the Home
Builder's Association. Although the association has been established for a certain period of time, some of the problems related
to their customers have not been resolved and the process of their services has not been studied seriously. As.a result, the
main purposes of this research are to investigate the process of services provided by the home building companies which are
members of the association and to study their customers’ satisfaction. The subjects are Royal House Company Limited,
Fourpattana Company Limited and the customers who have been serviced by these two companies. The research tool is an
interview which is divided into parts (1) an interview with the top executives of the association and the managers of the two
companies who are involved in service provision and (2) an interview with the customers of the two companies.

It was found that the two companies are different in terms of organization and scope of the work of their employees in
that Royal House Co. has five branches while Fourpattana Co. does not have any. Regarding the scope of work of the two
companies’ employess, their operational procedures can be divided into 3 main phases: contacting new customers, providing
housing construction services and providing housing construction insurance. The first phase involves 16 steps, the second 13
steps and the last 5 steps. The working processes of these two companies are mostly the same but one difference lies in the
duties of the workers in some steps. Conflicts between the customers and the companies are mainly due to misunderstandings
about the construction plan, the types of materials and adjustments to the plan during construction. These result in changes
during the service phases. The causes of these conflicts arise from the fact that the customers’ and the service providers’
perspectives are different and their acknowledgement and understanding of the content of documents are different. As for the
customers’ satisfaction, they were generally satisfied with the companies’ quality standards, their after-completion services and
the performance of the coordinating team. On average, the customers with 5 — 10 million baht homes or higher were satisfied
with the standard housing plan. This group of customers indicated that they need more services the most.

It was also found that the housing construction service process is a sensitive process. Several operational slteps
require thorough planning. Since the customers’ needs vary, services should be adjusted to meet them. Moreover, a service

manual should be provided so that the customers will have a clear understanding about housing construction, which may

lessen the conflicts. The results of this study will benefit the housing construction industry both aiie:t/and in the fyfturd.
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