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Real Estate Business Growth, Quality or Quantity? :
Insight of Consumer Complaint Behavior (CCB) and Index Monitoring
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Abstract

This research is survey and panel study;
aims 1) to study factors influencing consumer
complaint behavior in real estate business, 2) to
study consumer complaint behavior in real estate
business, 38) to accommodate Real Estate
Consumer Complaint Index or RECCI collecting
quantitative data in personal level of consumer
complaint data from Office of the Consumer
Protection Board (OCPB) with census during
the 3" and 4" quarter of year 2011 and the 1"
and 2nd of year 2012 from 1,779 complaints of
population. Content analysis is qualitatively
applied with structural in depth interview technic
with developers, consumers as well as related

organizations. Moreover, public hearing from

professional stakeholders is conducted in
objective of discussion the quantitative results.
On the other hand, RECCI is appointed quarterly
in order to monitor the trend of consumer
complaint numbers. The research result indicates
that the most complaint issues sequently combine
of 1) not conform to advertisement and
agreement, 2) not finished construction, 3) down
payment and retention issues, and 4) construction
quality. Organization types of developers and
property types lead to the difference of consumer
complaints. Lastly, the trend from RECCI
shows inconsistency of consumer complaints

during 4 quarters of the study.

Keywords : Consumer Complaint Behavior (CCB), Real Estate Consumer Complaint Index (RECCI),
Real Estate Business, Office of the Consumer Protection Board (OCPB)
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