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ABSTRACT

Many hightrise office buildings have been built in Surabaya The investors have provided
complimentary fadlities to sidy their tenants However, not dl given fadlities has
sidfied the tenants  The purpose of this dudy is to find out the levd of tenant
sidaction in office “X” to the exiding fadlities and to suggest additiond required
fadlities

Although office “X” is offered the highest rentd rate and has known as a predigious
place in Surabaya, only location and public trangport have sdidfied the Indonesan
tenants. Meanwhile, the multi Naiond companies have not satisfied for any exiding
fadlities  Additiond ATM fadlities and presenteble cefeteria, improvement of service
and the security system are required by tenants.
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BACKGROUND

Office building in Surabayais il oversupply. Not many company especidly loca/
amd| company liketo rent aspacein the office building. They prefer to have their own
officein landed house building. High competitivenessleve in the office building hes
forced property manager to provide complimentary facilities or specid characterigticsto
atract the potentid tenant to rent in their building. Tenant mix has quite important role
in the management office building.

The purpose of this sudy isto find out the leve of tenant satifaction in office“X” to the
exiging fadlities and to suggest additiond required facilities. Due to the variety of tenant
mixture in the office building, the levd of cusomer sstisfaction might not the same for

dl tenants. Moreover, the uniqueness of office building have more important rolein the
high competitiveness, dueto oversupply condition.

Connie Susilawati 1



8" PRRES Conference (21-23 January 2002) Christchurch, New Zealand

CUSTOMER SATISFACTION

Management system which brings qudity as drategic plan and customer satisfaction as
orientation in organization is Total Qudity Management (Santosain Tjiptono and Diana
1995, p4). Cudomer stisfaction is played avery important rolein Tota Qudity
Management (TQM). Cugtomer satifaction is“theleve of a person’ sfdt date resulting
from comparing a product’s perceived performance (or outcome) in reaion to the
person’s expectations’ (Kotler 1994, p.40). Loudon and Bitta (1993, p.579) stated that
satisfaction is“akind of stepping away from an experience and evauding it ... one

could have apleasurable. 1t was not as pleasurable asit was supposed or expected to be.
So stidaction and dissatisfaction is not an emotion, it isthe evolution of emation”.

In meeting our customer expectations, it is not one cycle process only but a continuous
improvement cydle (Haryanto and Sanud, 2001). Therefore, it isimportant to messure
our customer satisfaction periodicaly/ regularly. Service management put the customer
asmain focus, therefore, thelr need and expectations have very sgnificant role. Although
the customer may not dways be right, but the cusomer dways comefirgt (Albercth and
Bradford, 1990).

Dean and Lee (2000) dated that asurvey of tenant satisfaction should include:
Willingness to recaive suggestions and implement them

Appearance and property condition

The qudity of service management

Contract agreement

Tenant rdaionship

Renew objectives

Property characteridics

Readinessto solve aproblem

ONoghA~wDNE

In the next section the physical fadilitiesin the office building will be discussed in
connection with tenant needs and expectations.

OFFICE BUILDING FACILITIES

Alexander and Muhlebach (1990, p. 211) stated that tenants require supporting system to
manage their business and dso to be their second home for them. Moreover, Kotler
(1997, p.318) mentioned the main factors to be conddered in facility selection process,
such as rentd fee, accessto public trangportation, and environment of the property.

Baum (1994 in Haryanto and Sanus 2000, p.17) sated that quality of building congsts of
plan layout and height of room, internd specification, externd spedification and

durability of materid. Theinternd spedification comprises services and finishes. The
externd pecification isinduded public areaand devator. More Smple qudity

eva uation method has been introduced by Staveley (1995). There are only five
categoriesin the evauation, such as: location, function, control and management,
environment, and service.
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Kotler (1997), Kyle and Baird (1995) and Alexander and Muhlebach (1990) have defined
the fadilities provided by office buildings The summary of the sandard fadilitiesin
office buildingsis shown in Table 1.

Table 1. Standard Facilities in Office Building

Sources Standard Faalities

Kotler (1997) Elevaor, daly deaning, new congtruction, painting, phone and
dectricity sysems, vertica blind, carpet, asphdt road, air
conditioning room.

Kyle and Bard Elevator, daly cleaning, new congtruction, security and safety

(1995) sysem.

Alexander and Electnaty sysems, plumbing, Heating Ventilating and Air

Muhlebach Conditioner (HVAC), carpet, window cover, security system, parking

(1990) gpace, conference room, medicd dinic, courier sarvice, hair sdon,
hedth dub, bank, insurance company, red estate office and other
retail shops.

RESEARCH METHODOLOGY

A survey to 30 tenants has responded 24 (80%). Thereisfour parts of questionnaire,
brief company profile, expectations, performances and suggestion of additiond facilities
Thefirg and the lagt part are open questions while the expectations and performances are
used likert scale from oneto seven (see Table 2).

Table 2. The Scale for Expectations and Performances

Scde Expectations Performances
1 Veay much unimportant Very much unsatidactory

2 Vey unimportant Vey unsatisactory

3 Unimportant Unsatidactory

4 Enough important Enough stisfactory

5 Important Satistactory

6 Veay important Vey stidactory

7 Vey much important Very much satidfactory

The stisfaction has been measured by comparing mean of the expectations and
performances, and aso crosstabulation.
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RESULT

Table 3 listed the mean of expectation and performance of each factors. Inthe last
column, the difference between expectation ard performanceis cdculaied. The postive
result means that expectation sill higher than the redlity, thus, the tenants are not satified
with those factors,

Table 3. Gap and mean of Expectation and Performance

No Factors Expectation | Performance Gap
1. | Location 5.71 5.63 0.08
2. | Entrance 5.46 492 0.54
3. | Car park 5.67 4.33 1.33
4. | Access road 533 3.96 1.37
5. | Interior design of the building 5.25 5.04 0.21
6. | Security 6.42 467 1.75
7. | Interior design of the office room 5.96 483 113
8. | Power supply 6.54 488 167
9. | Water supply 6.13 483 1.29

10. | Elevator maintenance 6.04 442 1.63

11. | Supporting facilities 458 3.13 1.46

12. | Fire protection 5.96 4.08 1.88

13. | Public transport 5.92 517 0.75

14. | Communication between developer and 5.29 4.79 0.50

tenant

15. | Claim resolution 5.88 458 1.30

Total 86.14 69.26 16.88
Average 574 4.62 113

Source: (Haryanto and Sanug 2000, p. 27)

In generd, the Multi National companies required higher sandard (expectations) than the
National companies. Table 4 shows the Cross Tabulation of location factor. Most of the
Multi Nationd Companies said that location is very important, however, they are only
enough stisfactory. Furthermore, each factor was andysed by thistoal.

The cdculaion of cumulative percentage of score which higher than 4 islised in Table
5. The cumulative percentage for expectation is calculated by adding the frequencies of
important, very important and very much important. Then, the cumulative percentage for
performance is calculated by adding the frequencies of satisfactory, very stisfactory and
very much satisfectory.
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Table 4 Cross Tabulation of Location

Performance (T’/o)
Type Enough _ Saustactory Very Very much | To@ | Cumuiative
satisfactory satisfactory | satisfactory

[MUTinasional Onimportant .88 0.00 0.00 0.00 5.88 .08
§ Enough imporiant 0.00 5.88 0.00 0.00 5.88 11.76
: Important 17.65 5.88 0.00 0.00 23.53 35.29
'% Very important 5.88 11.76 23.53 5.88 47.06 82.65
s
8 Very much imporiant 0.00 0.00 5.88 11.76 17.65 100.00
u%- TOTAL 2941 23.53 2941 17.65 T100.00

Cumulative 2941 5294 82.35 100.00

Nasional Important 0.00 14.29 14.29 0.00 28.57 28.57
é Very important 0.00 0.00 2857 14.29 42.86 71.43
g ;\? Very much important 0.00 0.00 0.00 2857 2857 100.00
:n’.v TOTAL 0.00 14.29 42.86 42.86 100.00
W rCumulative 0.00 14.29 o715 100.00

Table 5. Comparison of Customer Satisfaction between Multi National and National

companies
NO FACTORS NATIONAL MULTINATIONAL
25 28 | 5 |25 28 |s
85 S | 3 |85 Bt | 3
EE E2 | £ |E& EZ | g
O3 08 O 08 08 O
1. | Location 100 100f S |8824 7059| NS
2. Entrance 100 71.43| NS 88.24 5882 NS
3. Car park 100 57.14| NS 94.12 29.42| NS
4. Access road 85.71 2857 NS 88.24 3531| NS
5. Interior design of the building 85.71 71.43| NS 76.47 7059 | NS
6. Security 100 7143 NS 9412 47.06| NS
7. Interior design of the office room 85.71 85.71| NS 100 5294 NS
8. Power supply 100 85.71| NS 100 4706( NS
9. Water supply 100 57.14| NS 88.24 5294 | NS
10. | Elevator maintenance 85.71 57.14| NS 88.24 5294 | NS
11. | Supporting facilities 85.71 14.28| NS 5283 588 | NS
12. | Fire protection 100 7142 NS 9412 588| NS
13. | Public transport 100 100 S 94,12 5882| NS
14. | Communication between 85.71 4286| NS 64.71 5294 | NS
developer and tenant
15. | Claim resolution 85.71 5714 NS 8235 41.18| NS

Note S = satisfaction, NS = not satisfaction
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The difference between cumuldive expectetion and cumuldive performance shows the
sidectory levd of tenants. If its expectaion has dready equd or less then its
performance, the tenant has satisfied with the specific factor. Only location and public
trangport have satisfied the Nationd tenants  Meanwhile, the Multi Nationd companies
have not satidfied for any existing fadilities.

From the survey, the tenants have some suggestion for the developer to add some
fadilitieswhich are important but not available. Some of the fadilities are available, but
need to be improved. The additiond fadilities are shown in the Figure 1.

Super market,

7.99
ATM, 21.19%

Service, 13.29%

Design, 7.9%
Security, 13.29%

Business Center,

Room, 2.6% 2.6%

Public Phone, Cafeteria, 15.8%

5.3
% Fitness center,

Hair Salon, 5.3%. 5.3%

Figure 1. Additional facility suggested by tenants

Figure 1 shows deven additiond fadiliies suggested by tenants.  Mgority tenants
required additiond Automdic Tdler Machine (ATM) fadlities and presenteble cafeteria,
improvement of service and the security system.

CONCLUSION

Although office “X” is offered the highest rentd rate and has known as a predigious
place in Surabaya, there is no fadlity has satidfied tenants usng mean andyss  Further
andyds udng cross tebulation hes resulted that the satidfaction levels differ between
Nationd and Multi Nationd companies  Only location and public transgport have
sdidfied the Indonesan tenants  Meanwhile, the multi Nationd companies have not
sidied for any exiding fadlies  Hndly, some additiond fadlities are reguired by
tenants, such as additiond ATM fadlities and presenteble cefeteria, improvement of
savice and the security sysem.  Moreover, developer could improve the communication
with tenants to solve problems more promptly.
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