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Factors that influence customer repurchase intention in the real
estate industry -with Sinyi Real Estate Company as an example

Student : Chin -Tang Hung Advisor : Dr. Hui-Jen Yang

Department of Distribution Management
National Chin-Yi University of Technology

Abstract

The statistics from Directorate-General of Budget, Accounting and Statistics,
Executive Yuan, indicates that service industry accounted for 73.2% of the country’s
aggregate GDP in 2008, and that the ratlo has been increasing year on year, showing
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There are plenty of researches ccncernmgﬁfservwe quality, customer satisfaction,

that the future d1rect1on“,of &T Ta

,azw

and customer loyalty, most of which were analyzed by industry, while real estate
industry has been rarely considered as the research subject on similar topics to
investigate the above factors’ influence upon customer repurchase intention. By
examining various perspectives—service quality, customer satisfaction, and customer
loyalty, along with a new element “branding”, this paper aims to investigate those
factors that influence customer repurchase intention in the real estate industry.
Moreover, the combination of modern technology and website characteristic, an
important way for customer communication, is incorporated into the service quality
perspective, forming both physical and virtual perspectives to be discussed altogether.
This would enrich the research result with originality, and hopefully the research
result with an emphasis on real estate industry could raise or make an extension novel

insights and standpoints.
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This paper looks into the service industry that has enormous impact on and
makes a contribution to Taiwan’s economy. It focuses on the real estate industry,
which has the highest amount of consumption in each deal in the retailing market and
the control on the relevant industries. With “service profit chain” served as theoretical
framework (James L. Heskett et al., 1994), this paper also investigates the correlations
among perspectives such as service quality (including website characteristics),
branding, customer satisfaction, customer loyalty, and customer repurchase intention
by conducting a questionnaire survey and  making survey analysis. In this way, the
key factors that influence real estate customers’ repurchase intention could be
deduced, providing information and insights for future academic research or for the

service and operation of real estate companies.

Keywords: service quality, brandlng, customer satisfaction, customer
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2.6.2 AR ERE A EFAE R
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INTIEE SRR - 2. AT (primary behavior)

AR RO e E
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LA R  (ERIAEE - A AR s A AR R R AR A A S E Y
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Component)F1E B)jiKZ (Conative Component) » FiFBRR IR R EHIAE & HNEER
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4.2 [EE 171 (Reliability analysis)
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