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Abstract

City residential customer satisfaction is an important index for evalua-
ting and weighing living quality. It reflects people’s general living quality.
In China, however, the theoretical and empirical research on the CRCS
correspondingly lags behind. As the basis for propelling the management of
city residential customer satisfaction, the quantification of the city residen-
tial customer satisfaction has turned into an urgent demand for real estate
enterprises. Not only is it necessary for the construction of a harmonious so-
ciety to increase city residential customer satisfaction, but also it is of eco-
nomic significance for the management and development of real estate en-
terprises.

The dissertation will establish a CRCS model in China through the re-
search on customer satisfaction theory. The paper attempts to dig out values
of the model from a completely new point of view, namely bases on the a-
nalysis of city residential customer satisfaction in Beijing. The research ob-
jects of this paper are to discuss the customer satisfaction of ordinary resi-
dence in cities in the eyes of an ordinary residence customer. The research
contents go as follows :

1. The paper starts by introducing the importance of customer satisfac-
tion index, analyze the importance of city residence, research on the ne-
cessity of CRCS, and put up with the idea of establishing CRCS model in
China. The paper draws dividing lines between residence, residential cus-

tomers, customer satisfaction and residential customer satisfaction. The pa-

—_1 —



per introduces the research methods of the combination of theoretical re-
search and empirical analysis, generalizes theoretical innovation and prac-
tical meanings.

2. The paper investigates the problems of city residence, as well as
values, subdivision and purchasing behaviors of residential customers, on
the basis of previous research results of CRCS. It analyzes the forming
mechanism and model of CRCS, discusses the relevant variables of CRCS,
among which features of construction, neighborhood and location, along
with perceptived price function as the cause variables, whereas customer
complaints and migration function as the result variables.

3. The project scheme is put forward. Combined with reality in Chi-
na, the paper refers to some relevant literatures and establishes a CRCS
model based on the existing models. In order to facilitate empirical analy-
sis, the paper establishes the relation assumption and supporting argument
between relevant variables in the model, which expound the structural vari-
ables and observation variables, and form a measurement table before be-
ing adapted and improved according to concrete application sphere and a-
daptability. The paper also set forth the investigation and design of the re-
search.

4. The paper carries out a probing research on pilot model according
to the pre — investigation data. The chapter analyzes the outline and-data
quality of the sample from probing research, and veri.fies the reliability of
data through reliability analysis. It also verifies the rationality of CRCS in-
dex and questionnaire. Sketches out primarily the evaluation system of
CRCS index and put forward a probing concept model of CRCS after some
adjustments are made to the pilot model. The assumption put forward in the
paper is primarily verified by structural equation model.

5. Some verification and analysis are made to the CRCS model raised

—_ 2 —
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by probing research. The investigation into CRCS is performed by the meth-
od of questionnaire. The data acquired from spot check is analyzed statisti-
cally by means of AMOS5.0 and SPSS13. 0 software of statistics. It in-
cludes deviating. relevance analysis of customer features and CRCS, and
that of Exploratory Factor Analysis and Confirmatory Factor Analysis from
the system of CRCS, so as to verify the model matching degree and various
assumptions presented before.

6. The assumed structural equation model is optimized and verified,
which is a major step of the analysis of that. After the evaluation, it is nec-
essary to assess the matching effect of the model as a whole and the esti-
mated value of individual parameter. If the matching effect is not as good as
expected, some adjustments can be made to the model to improve the
effect. The causality between assumed corresponding structural equation
models is tested by structural equation model, thus whether the model of
CRCS is tenable is decided.

7. Conclusions and summarizations are made to the research results of
the paper; meanwhile the limitation and further research direction are also
given.

The innovative points of the theory of the research include six aspects:

1. Constructing CRCS model.

li. Systematic study of the influences of city residential features on
the CRCS.

lii. Introducing migration into CRCS model as a resultant variable for

CRCS.

1v. Putting forward a measurement table for research on the problem

of CRCS.
V. Analyzing influencing elements on CRCS through the method of

structural equation model.
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Vi. Empirical research analyzes the conjunction between CRCS and
customer features.

The paper mainly discusses the causality between the construction of
CRCS model and its variables. In reality, however, with the complexity of
the problem of CRCS, difference in customer features, limitation of the
sample and statistic analysis technology, the paper cannot analyze all the
variables of CRCS. And the inconsistency between the result of empirical a-
nalysis and that of theoretical research will restrict the adaptability to some
degree. Therefore, the problem of CRCS remains a field that awaits more

empirical research.

Key words: city residence customer satisfaction



E1-1
E2-1
E2-2
B2-3
E2-4
E2-5
E2-6
2 -7
B2-8
E2-9
m3-1
B4-1
E4-2
E5-1
&s5-2
& S5-3
ES5-4
&S5-5
ES5-6
&S5-7
& S5-8
E6-1
& 6-2
E6-3
& 6-4
®6-5

B R 3l

TR RER L wovververmenrenenrensesseesnesnans
Kano B o conssins siias siacens

R H B ERN BRI IR B R

BT HEEIEEAER e
EFERBEEEIERAET e

O ER D VoE it ¢ LU
‘}%Eif:ﬁﬁl_] g

EP[EIE/EEM%%’AEHE&E’\J CCSI %*@ﬁ_ﬁ!

FEAFABEEEMTEAER ..

o ] B 3 P B 2 3 A S HE BAE T ( CRECSI) wvvvveveeonemveveneenenenne e annens

BHETHABRERRER -

FREMTIZURIIAET  cerreriiieiiiiiiie it ite e eeereeee vaesee sre e re st see e ne

REMTRESAER oo

REEB AR AT R covorverrerrerrrerrnrrerre e
R E S NSE ARl Db o SRRSO
REBASH T AR IR cvvverroremreerreerenoiseeneeeeeeeenes

RigER -
€ 3 B -Component Number

1@‘Eﬁmﬁﬁiﬁ%ﬁﬁpﬁ%g$§@ Seheeeeie ettt et tetiteaat sttt st statntaennnenens
Wﬁﬁ%ﬁap%%)ﬁﬁii&&ﬂ Seeeecctectc ettt ittt atstnsssnnascnnan csesesstnessnnns
W EE A SR R AR A e

* @RS ¢

R I
e 3
)

- 33

.. 34

- 36
wser 30
39
o 40
evves 40
... 58
o 78
.. 80
weene 88
91
faves 193
.. 98
o« 112
129
eeses 131
132
... 136
139
wvur 142
143
- 144



#1-1
#1-2
F#2-1
F2-2
#2-3
&3-1
F4-1
F4-2
*4-3
*4-4
+4-5
#4-6
F4-7
*4-8
#£4-9
x£4-10
x4-11
F*d4-12
#4-13
*4-14
#5-1
F5-2
#&5-3
%£5-4
%£5-5
#5-6
®£5-7

' /RS

R 5l
2001 X1 A A RRERRFENHAFETIEEIR ororvrrerrrrrrrerniiiiiiiiiin, 4
SRR U T PR TR TED wvvereeereesreersmennesseesseereessesssennesnsenseenns — 9
ACSI TTAE T b (AT BFOUITUEE IR cveeeervrreeernncominecisnienesisnneessneeens 35
ECSI U AR R ch f ZEA T BFNUITUZEE «vvvvereervneserrnnnonneernnninenienniiiieennns 37
CRECSI MUL¥$§§2EP e VARl = S o T R 41
T RTGIE BRI BN . reerorasssnnssananesiassssss HH TR T E330bR oS dikeshnan fpionss 63
PRI BFRRE MR, . .orevivsmnnnsanns eoniteimsressnissys SRTEBOY S shmls whulis vevshinasd 68
WL B ITMNIEARITR  crrreeeeerrrrrrrreiiiiiieeeriesneeesssssnsesanaans 70
B SUSIE R E TS TSI +oorererrerssesseesseesasessneesssesssesssasnnessnsonsassnsens 7}
AREAFIEEIMAE ZRAZFEAIAT  cvvveeerrrrrnreeesssineeesesionneessssssnesesasssssseeeenans 71
R AAAE BN S FESIAT  woevvvvrerereeeeesissssassunnereeessessessssasssnnssnsessenees 72
BN AE B IR FEASIESIAT - vvveeeerrenaeesenssnnessnessssadiorisshisbunsasssannetssnsne 73
BT PBEENITIEARIEREE coeeererrrrreermrmrieeeseesisessessensnneseeens 74
BSUSIE (AL ~ A14) KMO JUEEFD Bartlett’s F0IE «oovvveerervveeesvneesasnranensaneans 75
SBEB4E4F (Bl ~ B20) KMO U EEFN Bartlett’s ABE «+vvveeeererneeremminininriinnnieneens 75
X A74F4F (C1 ~ C10) KMO U EEF] Bartlett’s TG «oeeevvrnvereesmmmiieirermnniseeennnnns 75
BREIAE (D1 ~ D3 ) KMO SUEEFD Bartlett’s I8 «oevererennrenereriiriiiiininnneneen e
TR . «soonsvissns ssiantinsssnssvnsnsommnnnsa snss vesa et s S ERE Cide vkl e 79
Baseline Comparisons —«+++++ssseeesestetuuiiiiuuiitinsiinieiienie st eesnanes 79
RMSEA .. ssevsasasanaasanssssasbonainssensanstonsonsaassnsins vaanse S TRl s simihon sdufonss 79
TE T BRBRERAIE . - - cvvcxvsnsnsans svssnavinbuisonsensss dehebtsised S5ap o Tdes » Ao s 81
B EE AP BEEITMIEARMET  crrreeeeeerrrrrieeeinirteteessiieneeeesnnreeseeons 83
Reliability Statistics ( TTEEMEGEITERE) ++eeereeeerrrreeesseessssnuesesssnessesanneenssnsenns 83
Item Statistics (T B GEITIR) ++esoeotscssasatconnasannssssonsonaneesibasisondisetonnnssasiessons 83
Summary Item Statistics (T H ZETTIGEE) +ovveeerveeeessrneeserneessinessnnsnesenssnneans 85
Seale Statistios (-[REEGEIHIE ). - «sessssesnsanesnsaasnnssnrsss abioissresssasiionsssssdonnnes 85
ANOVA{ FFREIDHE ) -sxvsorssansacusassnasennniosmivuntssnscusnads Pl AMAE ol i sdhe vosh fonss 85



*5-8

*£5-9

&£5-10
*5-11
#&5-12
®5-13
x5-14
&5=15
x5-16
x5-17
x5-18
x5-19
®5-20
&5-21
#®5-22
+5-23
®5-24
*®5-25
*5-26
x5-27
*5-28
F5-29
*5-30
*5-31
®5-32
*5-33
®5-34
®S5-35
£5-36
£5-37
*5-38
&£5-39
&5-40
&5-41

MAEWHEERPEEREURITEIRIAEDIT oo, 87
FRESWMHEER S EBREURITBEBARLIIT et 88
R4 ST B S B E U BT BEIBARLESIT  corrvrrreeeereerinnirnnereeens 90
A B SR A SRR E B EBERAREINT evvrerrereersenenen 91
REABNSHIEE R A RBENBEBIBHREDHT -eevrereereererionn 93
REEHBPSHDET AL BRETTBHBIREDHT ovverrerrereenmenenn 95
B EER SR E SITBEBIELESHT corrrreeerrrrrerininereeennnneeeesennns 96
M LFBIERE +vovvrnns B R R R AT AR SR E L ER NG . L 100
SRk g b R T LT R RRNU SRR R R o SRl W g N -l UL 107
el B B T R tvevve io s el I B B S B B B e s i v 109
RSB LR o v vvsconsres e sl L e N L S L L B L 0T S 110
RITRIRIER TR o1 esseverss BB IR IR B IS UEE R IL M e S 112
A R R R APEERE «vvcvcverssesosamasiammiiiicnsinsuorsrsnnsnsnnrsennnssonaocesssions 114
PRI FRAIERE 05000 000ssetivassvivissassisosiosose bbbt T AR T e e ve o 116
B EERA P HREIEFRIRT ooceoerseonanranansiairontesiotienaamtionsestonssencenses 118
B ERRTEIER coctcieisrsissaissosvesssssssonorSrhunsahomiosnmihblolon se sniids o S onms doas 118
Component Matrix(a) «-+eveeeees SO LT SO 0 RS A AR PR B Y AT 119
Component Score Coefficient Matrix — ««+«+ssssseseseencnreneneussnrnennentsrensnsenensnns 120
B ERRBRR IR vovsevsosretsaicasisicsiivesosoessdoins Honh stosinsa i S i e o b 120
B IRFERE (AR ) 1evevoesoesmsrosrvnretoisivanidensotonibesbubuonsavaosaorsatoosisoltenesndume 121
BB HERE o+ ooeesos e iibPheos dvatsvabh i sl dollin o bobvrnando o o i o nn s s 121
BRI coooorooostbineatindinndosin Dol MM ¢ 0Elu vn 38l dodiisd b b een s dho 121
BB (At ) oo ere - Lol e snvandinndd bl S M cOAT L lh v kb e D S e o o 122
B ERRBRTR veorreeraB B s boboetds R MG O M AL e wr 6D o AR oo b e 122
I FRFERE (FRAEG ) cevcvvrerrorrosocsnmemmmiiiunrusrasicnsssasnssasenssnsssssssibonsonestohne 129
B F R RERE sosvavseussssssarosssons basisnsnosstosnonsonss sisumssiusuinns nessdiainbh s obiliin 123
ST RBIR I TR veresiivseiviirosoavarsonivessoausssiveeesntonsassossonsnnnds OB ee bl 123
ERATRIEFE ( TRAE R ) voevesoresvevenveosavonoosanessevsesns vaboliniho s tabh s ishas oo thisasssdose 123
AT ERRREI IR eovvoeersviiiiisovennnas i it b L DS R L G 124
R IR (At} oo esvermvrsrorveveresetdibebedescb e soiddissagns cobidiilintlnShoe oo Flos 124
BT ARG FERE vvovve vt ivsovervrsevensravassonnsvons silihs s swian Fohod somdndsetBe dimath oo e dins 124
BT ERRIRITR vevrvrererrorrveverad fiosnistioisssinilat varsosiniesogvaibovisssstssdhosseoos 125
R ICAERE ( SRBEGY) wreerererromeveosrvneomennemenelabbobsibionedsbebuenindsni s asbanionsedhos 125
ggﬁ%ﬁgggg@ .............................................................................. 125



xk5-42
*5-43
*5-44
+5-45
+5-46
*5-47
F+5-48
*5-49
#£5-50
*5-51
+5-52
*5-53
*5-54
*5-55
#£5-56
*6-1
*6-2
*6-3
*6-4
&R6-5
%£6-6
#£6-7
*6-8
#6-9
#6-10
*6-11
*6-12
&6-13
*6-14

B FRIEHE ( FRIEG) cvveverersrsnrseenmnsssosnasnssininnnnsssnsasnescssnsnansssssonssssines 126
PSP 5 sous sy om0 G A S P DRI Ao 126
ST R B SRR BRI TR v ivversoman ssson isngs onnins sorbhnsnnnptoagh sbvge s vennasyes 126
PRI AERI IR o oo sngnss 5us wuies £5inws Ryyaoss e 135 355 G5k e p xiins i 127
CMIIN  osvxswms vones samgng s vigssai g et T e sieesesesenaprsesretaggessnanas 128
RMR JBFL  vosonssssnsassnsusssiassssrssnsesasonssssorassanssrsigorssnnan sunnnaasnanasersnnses 128
GFTL o5 cvsios sivhisios sHios o 086wl SAREE0 050555 nien vl i ois o ariaso mpissiiain sine s rainmss Mecoararpniewiamioe' 128
RMEEN. oo siwiies sososs ssons 65555 insinnnssinsie sannsonsamenssasonebesases yuas yoessysnsansgons 128
TENI,  cvnssiinss doisas sosistios osins enics vomorsioisismnna smsisnindlualomunie snisn s snsiais yo's sysmssiinabaniass 129
BBTE 00 sooioii ovn nashian <muts cumois ancxnsmimcne Soimismivsis ok s s Y SN A RIS SAS 130
0 | R P A S R S A RN L L e A 132
RMR GET v ccnors sosamnnnvesonnonansnsssoan dvene sansvasanss saass s sians savanbonsassnonsusnss 133
Baseline CompArisons - ««++«sss+ssseereerensuunssssisssenenonanssnsosannesnentusnnsnssessnenns 133
RMSTEAL  -svseicesmnelansizsiononiniaaneisssiesnseissan o soaias s slsisih boaas s sasi et St denneababs 133
L B [ B B O C O R TS o e e 133
B LI | OOo000m 00 o0 G S T Dt K e e T L o e 136
BMB,GFL =~ sveros vonss vonassnosns sunss swssen sasna susnsss dabs sassn dhesiss yomis nossansamsihass 136
Baseline COMPATISONS +++++++sseeeeerrurmunsnnsssreetnenenninisnsesenennmssnieeeereenernnnes 137
BNMSEA  -enmes somma sasiaien st sssintesissivtos 555108 65 5595801650 o555 451530 EA9555 8 kit sremmimmimmimiei siiwnis 137
CMIN  oe romisims enision sasinusimantls ssigis’s nuiSis SosTes £6FamRE SR H4aiss 50 00 £HE03 5 F470 45 S momminmis merte wiaieion 138
BMEB . GIYf  oxvress enamsvnocsssnen atvovnsnsonsaionsionson susiss s5a3ss K505 805 sk oimnomnmesons sawe 138
Baseline COMPATISONS «+«++++++ererererseeeemnuneretuuunninnmunineerenniieeeeranaerensnees 138
BMSELL  -wose somans oviesiesusasvosess somen s s6sas subisis susiss 555503 6454 vowes smmwanovesn sumas soanas 138
CMII 50 somss csmmnsnns s w5 s553 sisieiv's SEsRe a5 SHER 56585 051058 i cmmmmiainim e s 10 is s 100’ aomniss 140
BMR , GEL o2 comnnamuonunnas nasioss anoan ssasnssssis sisis sssssnsanes nons swanmss sasey o4 enes ssesen 140
Baseline COmPAIiSONS «++++++serresseeunuseenunettiintiiiarertee et eareeeennneeenes 140
BMSEA  sesensacsnsowonsassss sowie s sessnsnsas soees oo T e T T e 140
ECVI wr sssmsnminions suvivs smsains ssiess Gomsnassad s nomss swslunenmews swiseson s s s §s0s5 saians b 140
Standardized Regression Weights: ( Group number 1-Default model) ««+--+veeeeneee 140



