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ABSTRACT
1. CONTENTS

(1) RESEARCH OBJECTIVES

This study conducted multi group analysis to address the determinant and difference of transaction
behavior regarding the structural relation between result quality, process quality, physical environment
quality for customer satisfaction and service result in real estate brokerage service.

(2) RESEARCH METHOD

This study was focused on survey analysis. The data for this analysis were collected from the
questionnaire. This questionnaire consisted of the quality of real estate brokerage, customer satisfaction,
and service result. Structural relationship of the variables and difference by transaction behavior were

analyzed by AMOS 18.0.

(3) RESEARCH FINDINGS

It is appeared that there was no structural difference regarding transaction price while real estate
brokerage service quality, customer satisfaction and service result had different structural relations

depending on transaction purposes and transaction types.
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2. RESULTS

In the result, only result quality had an effect on customer satisfaction when investment was
the purpose of transaction however, both result quality and physical environment had an effect on
customer satisfaction. Also, only result quality had an effect on customer satisfaction when the purpose
of transaction was lease or monthly rental while result quality and physical environment had an effect
on customer satisfaction when the purpose of transaction was trading.

3. KEY WORDS

* Real estate brokerage service quality, Customer satisfaction, Service performance, Determinant,

Investment purposes
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