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ABSTRACT

Title of Thesis Customer Satisfaction after Buying Condominium in Bangkok
Author Miss Chiraporn Kamchadthuk

Degree Master of Science (Applied Statistics and Information Technology)
Year 2009

This survey research is conducted to measure the satisfaction of people who
bought condominium in Bangkok during 2006-2008. The scope of the study mcludes
only condominiums that are priced not over 5 million baht. Using the stratified three-
stage random sampling, 236 persons are selected and collected data about personal
data, former residence, current workplace, data collection behavior before buying
condominium, and satisfaction after buying. The study proposes to measure
satisfaction in 4 dimensions, i.e. product, price, facilities, and environment. To
analyze data, descriptive statistics, analysis of customers’ expectations and their
perceptions of things they curently receive, and CHAID are used. The research
results can be summarized as follows:

Determine the extent to which customers are satisfied or not satisfied with the
products/services they receive from condominium using the total score of all four
dimensions, it is found that customers do not satisfy with their condominiums.
However, when analyze each dimensions the study finds that only environment
dimension satisfied the customers. Concerning about the product dimension, three
most dissatisfied aspects to customers are ready to move-in, beautiful furniture, and
the quality of furniture. For the price dimension the most dissatisfied things are
central-sharing expenses, value for money of provided furniture, and utility expenses.
And the most dissatisfied things about facilities in condominium were wireless

iternet, restaurants, and coffee shops. On the other hand, three most satisfied aspects



©

for the condommmium residents were security of condominium and swrroundings,
convenience transportation, and pollution free

Comparing the personal data of customers who do not satisfy in product, price,
and facilities, it can be summarized that the personal data are quite similar in all three
dimensions. 58% of dissatisfied customers are female. 56% of them are 25 — 35 years
old. According to dissatisfied customers’ occupation, 68% work in private companies
or their own businesses. It is also found that 55% of them are single and 56%
graduated with bachelor degree. Considering economic status, 34% of dissatisfied
customers have personal income between 20,000 — 30,000 baht per month. However,
when analyze about family income and expense 20% of the customers have family
imcome between 20,000 — 30,000 baht per month and another 20% have family
mcome higher than 60,000 baht per month. On the other hand, 48% of the dissatisfied
customers have family expense between 10,000 — 20,000 baht per month. About the
family size, 75% of them have family size less than 2.

According to the factors affecting the customer satisfaction, analysis result
using CHAID indicates 5 factors which consist of number of condominiums searching
for information, travel time spending between former accommodation to current
workplace, monthly family expenses, use of internet to search information about
condominiums, and amount of time to make decision on whether to buy the
condominium. These 5 factors can divide all customers into 2 satisfied groups and 4

dissatisfied groups.
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