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ABSTRACT

Customer satisfaction is essential for enhancement of competitive advantage in
housing industry. Customer satisfaction brings about a lot of positive implications to
the companies, which may contribute to a successful business. It is essential to
maintain the customers’ satisfaction by offering the right product and services that
fulfill their needs and expectations. The customer satisfaction and behavioural
intentions were studied and comparisons were made between two types of delivery
systems; Sell Then Build (STB) and Build Then Sell (BTS) on the relationship
between service providers’ attributes, satisfaction and behavioural intentions in
housing industry. The service providers’ attributes are comprised of the product
quality, service quality, price and location which refer to the aggregate services
provided by the service provider to their buyers. The objectives of this study are
threefold: (1) to examine the direct effect of service providers’ attributes comprises
product quality, service quality, price and location on buyer’s satisfaction and
behavioural intentions. (2) to examine the role of satisfaction as a mediating variable
between product quality, service quality, price and location towards behavioural
intentions and (3) to identify the moderating effect of the delivery systems (Sell Then
Build and Build Then Sell) on the underlying relationship between product quality,
service quality, price and location on buyers’ satisfaction and behavioural intentions.
A cross-sectional survey was conducted among house buyers in the urban areas in
Klang Valley using self-administered questionnaires. The significant effect of product
quality, service quality, price and location on buyers’ satisfaction and behavioural
intentions was tested using Structural Equation Modeling (SEM) procedure. The findings
illustrated that only service quality and price have positive relationship with buyers’
satisfaction while only price has a significant effect on behavioural intentions. It also
revealed that the buyers would recommend and say positive word of mouth about the
service providers. Satisfaction was found to mediate the relationship between service
quality and price on behavioural intentions while product quality and location were
not significant. Both types of delivery systems (STB and BTS) in this study moderate the
effect of price and buyers’satisfaction. However, delivery systems (STB or BTS) do not
moderate the effect of the independent variables and the behavioural intentions. The
findings hold strong implications for governing bodies, industry practitioners and funding
agencies as they magnify the need for new and holistic strategies to address buyers’
expectations as well as the developers’ intensity in developing innovative housing
solutions.

il



ACKNOWLEDGEMENTS

I wish to express my gratitude to everyone who contributed to my studies until its
successful completion. My heartfelt gratitude and appreciation goes to my dissertation
supervisor, Associate Professor, Dr. Maznah Ghazali who has provided exemplary
guidance and supervision. Her persistence, patience and professionalism are
admirable.

My sincere appreciation is extended to the officials of Faculty of Business
Management, Universiti Teknologi Mara for the support, enhancement classes and
facilities provided throughout my doctoral study. In addition, I would like to extend
this appreciation to Professor Parasuraman for his guidance and responding to my
queries. Thank you for making my research experiences a pleasant one. My
appreciation also goes to Associate Professor Dr. Karutan China, in assisting me with
the research methodology of this thesis.

This dissertation would have not been completed without the support of many people
who have been very kind especially, the Directors and officers from Ministry of
Housing and Local Government (MHLG), REHDA, service providers’ related buyers.
Their knowledge-sharing, advice and patience have enriched my whole graduate
experience. To those special people who offered friendship, assistance and advice,
even though their names are not cited here, they deserve my greatest gratitude. I could
not have done this without all of you. Many thanks.

I am indebted to my husband, Muhamad Zuki, and my children, Alia, Ammar and
Amalin, for without their love and understanding and the inspiration they have
provided, this thesis would not have been possible. Miss you. Lastly, I owe thanks to
my parents, Hj.Mustafa & '; Hj.Mat Zin & Hjh Mek and my siblings
who have given their endless encouragement and prayers to achieve my goals.

Above all, to Allah s.w.t, my Lord for all His blessings who makes this thesis
possible, I must say thank you.

v



TABLE OF CONTENTS

AUTHOR’S DECLARATION
ABSTRACT
ACKNOWLEDGEMENTS
TABLE OF CONTENTS
LIST OF TABLES

LIST OF FIGURES

LIST OF ABBREVIATIONS

CHAPTER ONE: INTRODUCTION
1.1 Preamble

1.2 Background Of The Study

1.3 Problem Statement

1.4 Rationales Of The Study

1.5 Objectives Of The Study

1.6 Research Questions

1.7  Scope Of Study

1.8  Operational Definitions

1.9  Organisation Of The Thesis

CHAPTER TWO: HOUSING INDUSTRY IN MALAYSIA
2.1 Preamble
2.2 Housing Perspectives
221  Types Of Housing
2.2.2  The Unique Characteristics Of A House
2.2.3  Classification Of Housing
2.3 Housing Development In Malaysia
2.4 The Key Players Involved In The Housing Industry
241  Govermment

2.4.2  Financiers

Page
il
i

v

Xii

Xiii

O© O 0 O W»n

11
14

16
16
16
19
21
23
25
28
28
31



