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Development and Application of an
Apartment Resident Satisfaction Model:
Korea Apartment Resident Satisfaction Index (KARSI)

Youjae Yi - Sunhee Muhn

ABSTRACT

Housing is essential for life, and housing satisfaction has a major impact on both individuals
and society. The purpose of this paper is to investigate the determinants and outcomes of
residents’ satisfaction with apartments, the most popular type of residence in Korea. To do so,
we propose the KARSI (Korea Apartment Resident Satisfaction Index) model and validate it
using a large-scale nationwide sample.

The present paper consists of two studies. In study 1, we develop the KARSI measurement
model and propose four satisfaction factors—product, relationship, environmental and social
factors—as determinants of resident satisfaction. In study 2, we extend the model by adding
outcome variables related to residential satisfaction to examine how residential satisfaction
influences companies and residents.

Structural equation modeling (SEM) was utilized to test the proposed model. The results show
that all four satisfaction factors have significant positive influences on residential satisfaction.
In particular, the product factor is the most influential determinant of residential satisfaction.
Furthermore, residential satisfaction has a significant positive impact on both companies and
residents. Specifically, it has a positive impact on companies by increasing word-of-mouth
recommendations, repurchase intentions and brand image. Residential satisfaction also has a
positive impact on residents” lives by improving their quality of life and happiness. Residential
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satisfaction has a greater impact on companies than on residents.

This research has several theoretical implications. First, our study extends the housing
satisfaction literature by investigating the topic from a service marketing perspective. Previous
studies on housing satisfaction have been conducted mainly in the fields of public administration,
construction engineering and urban engineering. Hence, there remains an overall lack of research
on housing satisfaction from a managerial perspective. Our research contributes to the existing
literature on housing satisfaction by taking the perspective of companies and consumers.

Second, we show that there are four factors influencing residential satisfaction, and that
these factors have different relative impacts. The four satisfaction factors (i.e., product,
relationship, environmental and social factors) may correspond to outcome quality, interaction
quality, physical environment quality and social responsibility quality in the service quality
literature. We found that each quality dimension has a significant effect on residential satisfaction,
and that among them, outcome quality has the greatest influence.

Our research also has useful practical implications. First, our KARSI measurement model was
adopted by related organizations for residential satisfaction evaluation, and it gave construction
companies the advantage of being able to increase apartment prices. This in turn aided in
decreasing the side effects of the price ceiling system for apartments. Second, companies can use
our research to understand which factors are important for increasing residential satisfaction
and to tailor their business strategies accordingly. Third, companies can compare their own
results using the KARSI model with those of competitors and can utilize the findings in making
decisions about resource allocation or future strategic directions. Fourth, this research highlights
the importance of residential satisfaction and gives individuals, governments, and consumer
organizations a new way of thinking about the topic.

The present study has several limitations, which provide opportunities for future research.
First, there may exist factors influencing residential satisfaction which are not included in the
present model. Because our study deals with housing satisfaction from the perspective of service
management, we focus on factors that companies can manage and control. Further investigations
of various kinds of factors that influence housing satisfaction may extend the present research.
Second, the x? value of the model is somewhat large, probably due to the large sample size or
complexity of the model. Since other goodness-of-fit indices suggest that the model is adequate,
future studies can reexamine the model from a different perspective. Third, we evaluate the way
residential satisfaction influences the three outcome variables of word-of-mouth recommendations,
repurchase intentions and brand image. However, as these variables are indirect measurements
of a company’s performance, future research could add variables to measure a company’s performance
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more directly.
Overall, the present study shows the importance of housing satisfaction for companies and
individuals, and it provides useful implications for researchers and practitioners.

Key words: KARSI (Korea Apartment Resident Satisfaction Index), Housing Satisfaction,
Customer Satisfaction, Service Quality, Apartment
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