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ABSTRACT:

This study investigates customer satisfaction within the housing sector, focusing on Times Reality Housine Pvt Ltd. It explores factors like construction quality,
pricing, location, and after-sales service that shape consumer perceptions. Utilizing surveys and interviews, the findings emphasize the importance of timely
delivery, transparent communication, and proactive service. The research identifies areas for improvement, such as post-occupancy services and customization
options. Recommendations are provided to enhance service quality and customer relationships, offering insights to improve competitiveness in the real estate
market. This framework also contributes to the broader evaluation of consumer satisfaction within the real estate sector.

Introduction:

The housing market is a vital component of economic growth, providing not just shelter but also opportunities for investment and financial security. In
today’s dynamic and competitive real estate environment, aligning services with customer expectations is essential for sustainable success.

This study focuses on Times Reality Housine Pvt Ltd, a recognized real estate company, and examines factors influencing customer satisfaction, including
construction quality, pricing, location, and after-sales support. By identifying gaps between customer expectations and actual service delivery, this
research provides actionable insights for improving services and strengthening customer relationships.

Furthermore, this study contributes to the larger discussion of customer satisfaction in the housing sector, offering practical strategies for real estate
stakeholders to maintain a competitive edge and build stronger customer loyalty

BENEFITS:

Improved Customer Understanding: Provides insights into customer preferences, expectations, and concerns.
Enhanced Service Quality: Identifies key service gaps, enabling improved customer experiences.

Increased Retention: Helps foster loyalty and repeat business by addressing customer needs.

Market Competitiveness: Highlights ways to differentiate in a competitive industry.

Strategic Insights: Offers actionable recommendations for informed decision-making.

Industry Benchmarking: Serves as a reference for other real estate firms.

Sustainable Growth: Demonstrates the link between customer satisfaction and long-term profitability.

LITERATURE REVIEW:

1. Jerome etal. (1991), in their study titled "The Maze of Urban Housing Markets: Theory, Evidence, and Policy", analyzed factors influencing
housing demand. They categorized these determinants into external and internal elements. External factors include income, consumer
preferences, and the prices of non-housing goods, while internal factors involve the market valuations of substitutes within the housing sector.
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Bruin and Cook (1997) highlighted the importance of behavioral and social factors in housing satisfaction. Their study found that elements
such as residential characteristics, safety, security, and positive relationships with neighbors significantly impact satisfaction levels.

Ukoha (1997) examined how services provided by construction companies affect customer satisfaction. The study also revealed that economic
factors, including financial benefits, quality of life improvements, planning, and environmental considerations, play a significant role in
determining satisfaction.

Liu (1999) identified both physical and social factors as critical influences on residential satisfaction. The research emphasized that aspects
like cleanliness and proper maintenance of residential units significantly contribute to customer satisfaction.

Maloney (2002) discussed the concept of the customer as a broad entity, encompassing construction service buyers, potential users, and other
stakeholders. The study highlighted the diverse interests involved in assessing and ensuring satisfaction in the housing market.

Mary and Surulivel (2014) conducted a study focusing on buyer satisfaction in residential apartments, using VGN Infra Pvt. Ltd. as a case
example. They evaluated customer satisfaction through structured questionnaires and applied various analytical technigques such as percentage
analysis, chi-square tests, and frequency analysis. The study found that factors such as location and before-and-after-sales services significantly
influenced customer satisfaction. However, it also identified areas needing improvement, including quality assurance, customization options,
handover procedures, and other related aspects.

RESEARCH METHODOLOGY:

The research methodology serves as a structured approach for systematically gathering and analyzing data to meet the study's objectives. This study,
focused on consumer satisfaction in the housing market with emphasis on Times Reality Housine Pvt Ltd, adopts a methodology specifically designed
around a customer satisfaction survey. The key components are detailed below:

1.

Exploratory Research Design

This approach was utilized to gain preliminary insights into the factors influencing consumer satisfaction. The primary goal was to identify
key variables such as housing quality, service standards, and amenities that impact satisfaction. This phase involved reviewing relevant
literature and engaging in informal discussions with a small group of customers to refine the survey instrument.

Descriptive Research Design

After identifying the key variables, a descriptive research design was employed to measure and analyze customer satisfaction levels. This
design provided an in-depth understanding of customer experiences and preferences. Two specific methodologies were incorporated:

o  Cross-Sectional Study: Data was collected from participants at a single point in time to capture their perceptions and satisfaction
levels. This method offered a clear snapshot of customer opinions.

O  Survey Methodology: A structured questionnaire was created to evaluate satisfaction across various dimensions, including:
®=  Housing unit quality.
®=  Timeliness in project completion.
= Customer service interactions.
®  Post-sale support and amenities offered.
Sampling Methodology

The study employed a random sampling technique to ensure that the sample represented the diverse customer base of Times Reality Housine
Pvt Ltd. The sample size was calculated to achieve statistical significance, providing reliable and valid results.

Data Collection

o  Primary Data: A comprehensive survey was conducted among customers who had recently purchased housing units. The survey
featured a mix of closed-ended questions, Likert scale ratings, and open-ended queries to gather qualitative insights.

O  Secondary Data: Information was also gathered from internal company reports, industry publications, and past research to
contextualize and support the findings.

Data Analysis
The collected data was analyzed using a variety of methods to uncover trends and insights into customer satisfaction:
o  Descriptive Statistics: Used to summarize satisfaction levels across various factors.

o  Comparative Analysis: Performed to identify differences in satisfaction across demographic groups.
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o Qualitative Analysis: Open-ended responses were examined to gain deeper understanding of customer expectations and concerns.
Adopted Research Design

This study implemented a combination of exploratory and descriptive research designs. The customer satisfaction survey served as the primary data
collection tool, enabling a comprehensive assessment of the factors influencing satisfaction levels at Times Reality Housine Pvt Ltd. This dual approach
provided both clarity in defining the problem and a detailed analysis of consumer perceptions.

DATA COLLECTION METHOD:

The data collection process is a cornerstone of any thorough investigation into consumer satisfaction, as it ensures the gathered information is reliable,
valid, and actionable. Below is a detailed plan for the data collection methods employed in this study:

Survey Method

Objective:
To gather quantitative data on customer satisfaction across various aspects of Times Reality Housing Pvt Ltd's services and offerings.

e  Instrument: A structured questionnaire incorporating Likert scale ratings and multiple-choice questions.
e  Target Respondents: Current and former customers of Times Reality Housing Pvt Ltd who have purchased or leased properties.
e  Survey Distribution:
O  Online platforms (via email, company website, or tools like Google Forms or SurveyMonkey).
O In-person or telephone interviews for customers preferring these methods.
®  Frequency of Data Collection:
o  Cross-sectional: A single instance survey to capture a snapshot of customer perceptions.
o  Longitudinal: Periodic surveys to track changes over time, if applicable.
Key Survey Topics:

®  Overall satisfaction with the housing project.

Satisfaction with housing quality, amenities, and facilities.
e  Timeliness of project delivery.
e Customer service (e.g., professionalism, responsiveness).
e  Maintenance services (availability and performance).
e Perceived value for money.
e Willingness to recommend the company to others.
Sampling Methodology
e  Sampling Technique:

o  Random sampling or stratified sampling to ensure diverse representation of customer demographics, including factors such as age,
income level, and type of property purchased.

e  Sample Size: A minimum of 100 respondents to provide statistically significant results.
Secondary Data Collection

Objective:
To analyze historical data and industry information for deeper insights into company performance, customer satisfaction trends, and market dynamics.

e  Data Sources:
o  Company Records: Includes sales data, feedback forms, prior customer surveys, complaint logs, and maintenance reports.

O Industry Reports: Publications from real estate organizations or market research firms on consumer satisfaction in the housing
sector.

o Academic Studies and Articles: Research papers and articles focusing on customer satisfaction within the real estate and housing
industries.
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Purpose of Secondary Data:
®  Benchmarking Times Reality Housing Pvt Ltd’s performance against industry norms.
e  |dentifying trends in customer expectations and satisfaction levels.

Observation Method

Objective:
To directly observe the housing units, amenities, and customer interactions, uncovering issues or insights that may not surface through surveys or
interviews.

e  Methodology:

o  Conduct site visits to properties developed by Times Reality Housing Pvt Ltd.

O  Observe maintenance services, amenities, and the overall community environment.
®  Focus Areas:

O Quality of construction, functionality of amenities, and cleanliness.

O  Customer interactions with staff during service delivery or inquiries.

O  Real-time customer engagement and experiences.

DATA ANALYSIS:

e  Data analysis helps uncover key insights about customer satisfaction by examining patterns and trends in collected data. For Times Reality
Housing Pvt Ltd, it identifies drivers of satisfaction, gaps in service, and areas for improvement.

1.Property type distribution

Question 1 2 3 4

Type of property Apartment/Flat IndependentHouse/Villa | Plot/Land Other

Percentage 62.5% 23.0% 12.5% 2.0%
Percentage

= = 11bhk =22bhk =33bhk =44bhk

What type of property are you interested in?
e  Apartment/Flat
e  Independent House/Villa
e  Plot/Land
®  Other (please specify)

e  Budget range distribution
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What is your budget range?
(] %25-50 Lakh

®  350-75 Lakh

(] %1-2 Crore
o %2 Crore+

Configuration preferences

= X25-50 Lakh

= X50-75 Lakh

= X75 Lakh-1 Crore

Question 1 2 3 4 5

budget range %25-50 Lakh %5075 Lakh %75 Lakh-1 Crore %1-2 Crore %2 Crore+

Percentage 28.6% 28.6% 14.3% 14.3% 14.3%
Percentage

X1-2 Crore = X2 Crore+
e %75 Lakh-1 Crore
Question 1 2 3 4
Configuration preferences 1bhk 2bhk 3bhk 4bhk
Percentage 14.30% 42.90% 28.60% | 14.30%
Percentage

What configuration are you looking for?

e 1BHK
e 2BHK
e 3BHK
e 4+BHK

Property status prefer

= 11bhk =2 2bhk

33bhk =4 4bhk
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percentage

= 1 Ready-to-Move = 2 Under-Construction 3 BEither

What is your preferred property status?

Ready-to-Move
Under-Construction

Either

FINDINGS AND CONCLUSIONS:

Findings

Overall Customer Satisfaction:

A significant percentage of customers are satisfied with the location and layout of the properties.
Dissatisfaction arises from delays in project completion and lack of transparency during transactions.
Key Drivers of Satisfaction:

Quality of Construction: Majority appreciated the durability and modern designs.

Post-Sales Support: Customers highlighted good after-sales service as a major contributor to satisfaction.
Amenities: Buyers were pleased with the variety and quality of amenities provided.

Areas for Improvement:

Timely Delivery: Frequent delays in possession impacted satisfaction.

Transparency: Customers expressed a need for better communication and updates during the process.
Customization Options: Some buyers requested more flexibility in property customization.

Economic Considerations:

Customers are price-sensitive, with many seeking better value for money in terms of housing quality and amenities.
Reputation:

Word-of-mouth remains a critical factor for buyer decisions, highlighting the importance of customer satisfaction for brand reputation.

Conclusions

Customer satisfaction in the housing market is multifaceted, influenced by factors such as construction quality, timely delivery, and transparent
communication.

Strengths of Times Reality Housing Pvt Ltd include superior construction quality and robust post-sales services.

Challenges include addressing project delays and enhancing communication, both of which are critical for improving overall satisfaction
levels.

By addressing these gaps and capitalizing on its strengths, Times Reality Housine Pvt Ltd can significantly enhance customer satisfaction and
strengthen its market position.
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