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# # 5773575625 : MAJOR REAL ESTATE DEVELOPMENT
KEYWORDS: OFFICE BUILDING / CUSTOMER RELATIONSHIP MANAGEMENT (CRM) / PROPERTY MANAGEMENT
/ TENANT / CUSTOMER SATISFACTION
MACHIMA  KHAWPLOD: CUSTOMER RELATIONSHIP MANAGEMENT FOR OFFICE BUILDING.
ADVISOR: ASSOC. PROF. TRIRAT JARUTACH, 135 pp.

Real estate developments in the type of Office Building are often undertaken in the business
areas of Bangkok and vicinities. As most office buildings are old, attracting new tenants is difficult. Therefore,
it is unavoidable for owners of aging buildings to renovate and improve services to increase their
competitiveness. Customer relationship management is one of the most effective marketing strategies to
ensure customer satisfaction with facilities and services in order to encourage continued tenancy. The core
service of the real estate development business is to maintain maximum occupancy rate to maximize
revenue. After conducting a literature review, the present research aimed to study the physical conditions
of several buildings and to evaluate the effects of the implementation of customer relationship

management. 5 office buildings in the central business district of Bangkok were included in the case study.

The research found that all 5 buildings are different in their physical conditions including their
architectural designs, number of stories, sizes, age, functional areas per story, ceiling heights, and facilities
such as air- conditioning systems and elevators. Furthermore, their surroundings and facilities are in good
condition. Generally, their terms and condition of lease agreements are similar with differences only in

the rent and service fees paid.

It was found that there are two types of building management in use: first, management by the

building owners, and second, management by property management outsourced companies.

All five buildings implement services to the tenants differently with the concept of customer
relationship management, depending on their purposes and service policies. Some have established
specific customer relationship departments to ensure the highest tenant satisfaction possible. As expected,
the result of this policy is the highest level of tenant satisfaction when rated. On the contrary, those
without specific customer relationship departments or tenant services, but with concrete policies to serve
tenants, achieved a tenant evaluation of satisfactory or good. It can be concluded that in spite of their
age, buildings with good service can compensate to tenants’ satisfaction. As such, tenants tend to consider

the quality of services provided as a factor when renewing their contracts.

Department: Housing Student's Signature
Field of Study: Real Estate Development Advisor's Signature

Academic Year: 2015
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Figure 1: Office Supply , Demand and Vacancy
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1) WIANUANITBINITUTINIGNAENITUS (Customer Relationship Management)
2) N¥foIA1s

3) USUNTILNET09NUDIAISANUNIUY

2.1 UWIANUANITBINITUIMTRNAIETURUS (Customer Relationship Management)
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2.1.3 wannsuImMIgnAENius

nstirnuddgiuanAvesgna Alsdsanuiisnelanisadsduiusnimegg
07133 2 Usems Ao (ramaes wlalay eduinisauds Jadua ana ondlusunyy quns
YU, 2549)

1. pauArtuaemand Wunissuiduiatnaaniniariuasuinisaenndesiuniy

9 Y

>

< (Y ada
4

Y a o ¢ v a A ¢ Y
Anw viruaRviidenisidnandae anAnazUssiliutanumidudselevd Useneume

1 ¥ A

AUA 4 AU AB

q

1) AuAdIuREASel (product value) sedumnutnLgedie A

My ALansalunsldeu

2) ANANUUINT (service value) HANTANIINNTAWBUUINITUAGNAT WAENIT
159501

3) AAMUNIINGY (personal value) 31NANF ANENTA Uszaunisal uag

ﬂ’)’]llE‘i’]iLI’]ﬁﬂiﬂﬂ’ﬁmaUﬁWQWN“U@\‘i‘UﬁaWﬂS‘Ua\‘iBQﬁ(ﬂi

4) AauAuNIaNEal (image value) AITNNNNENYAIVDIBIANT

(corporate image)

2. aANuNanalavasgnAn (customer satisfaction) fio seAUALIANTBIUAAA LAXNAN

!
|

nswIguiguAuAIAnIavesEly AuRueAlasuInNNsldnGnsiue vseusms wasns

v a

snaularevesgnAuuiugIuAUAIA TN usinaiidenmAiarAuluIgnANinAIY

fanelaviseld YuegiulszaunisalignAlasuannisuilaandnduaiuinisiu

Y o v 6

2.1.4 AUFIARYYBINITUIINTYNATUITUG

(%
[

ANUENTUSTIA fadl
1) a$19Au933n4ndl (Loyalty) vesgnenluszezend
2) Wingosweluszozen wassoiio LWiﬂz’h@iﬂ%’ﬁh81Uﬂﬂi%1@ﬂﬁﬂiﬂﬁ514;ﬂﬂﬂdﬂ
09 5 Wi

[ 1A

3) gnALAtiuIliuNganazdeduduazusn1snuIEviueuian ai1ausein

Y

cs‘ a e‘n"d a o 1% % 1
POLFALINTNNAUNAYBIUIEN LWinﬂmazuaﬂﬂumﬂmamﬂ



26
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“Facilities = NINgINTNEAMN + N1SUSNSAETUAYL”

sl HanIULNU
Income Profit

WA/ HANER

Productivity Facilities

Business Environment

JUANT 2 - 1 uanenuduiussendnegsna fu Facility
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