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The Effects of Service Quality of Large Scale Office Building on Tenant Satisfaction,
Tenant Loyalty and Financial Performance
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< Abstract >

Tenant satisfaction has traditionally been regarded as a fundamental of tenant behavior. A recent
study demonstrates actual lease renewal rates vary significantly depending on tenant's overall
satisfaction. Lease renewal rates provide the most accurate assessment of tenant satisfaction. In
a competitive business environment where it costs far more to acquire a new tenant than to retain
one, the rewards of a successful tenant service strategy directly impact bottom line.

The purpose of this study is to test whether financial performance of large scale office building
is influenced by tenant perception of service quality and value, tenant satisfaction and tenant
loyalty. To find the relationships among variables, the survey data was analyzed by reliability
analysis, frequency analysis and Structural Equation Model using SPSS 12.0 and AMOS 5.0
program.

The study analysis shows that the positive impact of tenant satisfaction on financial performance
of office building through partial mediation of tenant retention and recommendation to other
customer is verified respectively.

According to this results, managers and owners of large scale office building must differentiate
their property in the market to attract and retain tenants. Also they need to increase contemporary
customer satisfaction rather than one-year-before customer satisfaction to achieve a higher financial
performance.
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3l 27.0%2 25% olate] WHo] g A 2. SAEF O efFAdEA
st gtk Wge) F3dnE 11d~15 olsk)
32.6% % 71 wokom thEo® 6d~10d ofat 1) SFAa0EA B AlFEE
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=2 T 3l B2 291 (exploratory factor analysis) ¥}
(£ 5) 89084 4 2l=eiy A
w2 Factor Loading EEACN RS
- Q< 2202 2213 824 295 2216 Q217 Alpha
A/ lE glo] 715 \248 164 2110 145 .232 .017
AP/ F A 686 011 228 156 .062 207 235
A/ 7 TAS 679 2312 065 264 211 042 046
A/ A9 27 604 203 344 029 119 261 147 873
N /E787) ol e 544 097 1258 126 016 .203 .366
A/ e .539 .305 103 479 211 .005 .034
A/ AR .537 .320 133 446 260 .033 .039
A/374% 166 .707 143 .097 .085 156 248
A/ 247144 093 .701 044 177 212 040 098
A7, @3 170 .696 114 210 .096 147 .030 .823
A/ ARG 7 206 567 233 140 124 176 291
A543 2366 526 .091 .080 113 171 .398
Fal/Eda e 096 .058 773 .081 136 202 122
FA/ZEY 166 170 768 .148 141 .080 057 65
A /T8 E .330 012 .699 .036 066 175 183 :
TR/ 139 .256 681 227 181 137 .060
PA/ NS .192 107 .090 733 .013 214 .292
AR/ QTR AN 1148 224 114 716 .088 078 .092 .786
YA/ A 158 165 217 711 112 225 158
Hel/An|=8 % .128 .092 .237 .152 794 .152 199
/22 Al .138 244 043 .091 782 192 084 835
#/A, = 1209 189 .295 046 712 150 .195
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A/ 2=, F5 224 154 .290 131 163 724 157 827
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Hok/3kA oH) 155 .356 020 236 .220 175 583
ololdl Zk 11,622 1.893 1,503 1.208 1,132 1,083 848
Argl 12,256 | 11,242 | 10,437 8.948 8.240 8.232 7.159
AR 12,256 | 23.498 | 33.935 | 42,883 | 51.123 | 59.355 | 66.514

* Kaiser-Meyer-Olkin(KMO) @ .945, **Bartlett?] T84 Z#A

¢ 2AF FelAlE = 5,345,769, PRE = .000
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