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Abstract:

Customer satisfaction is a dynamic and subjective phenomenon, shaped by individual expectations and real -world
experiences. In the real estate domain, especially within the metropolitan landscape of Mumbeai, this satisfaction
becomes multifactorial and complex. This research explores how residential property buyers in Mumbai evaluate
their purchase experience and identifies the most influential factors contributing to their satisfaction. Key variables
examined include timely delivery, construction quality, transparency in dealings, and post-sale services. Drawing
upon both primary and secondary sources, the study provides actionable insights for developers aiming to enhance
buyer trust and long-term engagement. The findings underscore the significance of emotional and behavioral
responses in property decisions and offer a roadmap for building better customer relationships in a highly
competitive housing market.
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Introduction:

In recent years, the Indian real estate market has experienced significant shifts due to increased buyer awareness,
regulatory reforms, and technological advancements. In metropolitan hubs like Mumbai—characterized by high
population density, limited land availability, and a complex redevelopment framework—the emphasis on customer
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satisfaction has become a vital differentiator for developers. Modern buyers are no longer satisfied with mere
physical possession of property. Instead, they seek a comprehensive experience that includes transparency, timely
communication, quality assurance, and continued support post-purchase.

With the implementation of policies like the Real Estate (Regulation and Development) Act (RERA), developers
are expected to adhere to higher standards of accountability and service. Consequently, customer satisfaction now
spans the entire buyer journey—beginning with inquiries and culminating in after-possession service. In such a
competitive and buyer-conscious environment, understanding the real drivers of satisfaction is essential for
developers to build trust and maintain market relevance. This study delves into various components of buyer
satisfaction within Mumbai’s residential real estate sector, evaluating how well developers align their offerings
with consumer expectations.

Objectives of the Study:
1. To determine the primary elements influencing satisfaction among homebuyers in Mumbai.

2. To examine the role of construction standards, service reliability, and transparency in shaping buyer
opinions.

3. To assess how support services after possession affect the perception of value.
4. To explore how buyer satisfaction translates into loyalty and referrals.

5. Torecommend strategies for enhancing customer experience in real estate development.

Literature Review:

1. Parasuraman et al. (1988) introduced the SERVQUAL framework to measure service quality across five
key dimensions, laying the foundation for evaluating satisfaction in service industries.

N

Oliver (1999) conceptualized satisfaction as the cognitive comparison between expectations and actual
performance, providing a benchmark for consumer experience research.

3. Sweeney and Soutar (2001) identified perceived value as a major determinant of customer satisfaction
and purchasing intent.

4. Gwinner et al. (1998) explored the benefits of relationship marketing, linking personal connections with
improved satisfaction and loyalty.

5. Kumar and Reinartz (2006) associated customer satisfaction with profitability and long-term value for
firms, especially in service-driven industries.

Sk

Chatterjee (2010) focused on buyer experiences in Indian urban housing, emphasizing possession
timelines and location as major satisfaction indicators.

7. Kumar et al. (2014) discussed the growing importance of post-sales service in maintaining trust in the
metro housing sector.

©

Sengupta and Baral (2015) emphasized that transparency in processes and communications directly
affects satisfaction in the Indian housing market.
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9. Das and Mahapatra (2017) highlighted how regulatory mechanisms like RERA improved trust and

satisfaction among property buyers.

10. Gupta and Singh (2020) analyzed how digital media and peer reviews influence buyer preferences and

confidence in real estate transactions.

Research Methodology:

Research Design: Descriptive and analytical.

Primary Data: Gathered through structured surveys and interviews involving 100 buyers from various
residential developments across Mumbai.

Secondary Data: Derived from industry databases, real estate platforms (such as MagicBricks and
99acres), market research reports, and government portals.

Sampling Technique: Stratified sampling to include participants from different income groups, property
types, and regions within the city.

Analysis Tools: Statistical analysis using SPSS; responses evaluated using Likert scales; correlation
analysis used to examine variable relationships.

Data Analysis:

1. Respondent Profile:

o Age Range: 25-55 years
o Professions: Service sector employees, business owners, and retirees

o Property Types: 2BHK (42%), 3BHK (33%), IBHK (15%), others (10%)

2. Major Observations:

o Timeliness of Delivery: 68% of participants reported delays in possession as a major concern.
o Quality Standards: 74% considered construction quality a crucial factor in overall satisfaction.

o Clarity in Transactions: 61% emphasized the importance of honest communication and
transparency.

o After-Sale Services: Only 48% were content with the developer’s post-possession engagement.

o Brand Credibility: 82% said they relied heavily on the developer’s reputation before purchase.

3. Statistical Correlations:
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o A strong correlation (r = 0.71) was observed between transactional transparency and satisfaction
levels.

o A moderate correlation (r = 0.63) linked effective post-sale support to customer loyalty.
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Findings:

The emotional and psychological comfort associated with property ownership plays a significant role in
satisfaction.

Buyers prefer developers who provide frequent updates, adhere to delivery schedules, and maintain
transparency.

Hidden charges, legal ambiguities, and inadequate post-handover services negatively impact trust.
Recommendations and online reviews now significantly shape buyer decisions.

Regulatory compliance (e.g., with RERA norms) boosts consumer confidence and improves satisfaction
ratings.

Conclusion:

The study reinforces the notion that customer satisfaction in real estate goes far beyond construction delivery. In

Mumbai’s highly competitive and constrained property market, homebuyers expect a seamless, transparent, and
emotionally fulfilling experience. Developers who adapt to these evolving expectations by offering prompt

communication, clarity in pricing, on-time delivery, and proactive after-sales services stand to benefit from
increased loyalty and referrals. As digital influence and regulatory frameworks continue to shape the market,
customer-centricity will become a cornerstone of sustainable growth in Mumbai’s real estate sector.
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