
Sinyi Realty has since our founding been committed to promoting safe, efficiency, and reasonable real estate transactions and to making the spirit of justice 
in word and deed a core part of the company, putting justice before profits. To us, the true key to sustainable development is developing innovative services 
that are in line with corporate ethics, and that a commitment to doing what’s right and to ongoing innovation will bring us long-term profitability.
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Material Topics and their Meaning to Sinyi

Sinyi’s Major Contributions toward the SDGs

Ensure sustainable consumption and production patterns

Target : Encourage companies, especially large and transnational companies, to adopt sustainable practices and to integrate 
sustainability information into their reporting cycle. Sinyi Realty devotes itself to sustainability development in the industry, and 
publishes Sustainability Report periodically.

93.43%

95.55%

Sustainability Principles

0

103-1 103-2 103-3

Leading the Way with
Innovative Services

Customer
loyalty

Main Theme 2 Safeguarding Customer Rights and Privacy

Main Theme 3 In Pursuit of Customer Satisfaction

Main Theme 1 Innovative Services

Full marks in
customer satisfaction

surveys

Number of errors
in real estate brochures

 Responsibilities
Customer Care Group, Total Ethical Management Committee

 Policies
Since the start of the company, Sinyi Realty has promoted the robust development of the real estate market and the creation of maximum 
customer satisfaction. As such, we have consistently focused on innovative services and satisfied customers.
1. The Customer Care Group is responsible for coordinating annual work focuses and innovation direction
2. In the process of their services, brokers strive to ensure good customer service quality and legal compliance with our Customer Service 
Department, including carrying out service quality surveys
3. We carry out outbound surveys of Sinyi Realty customer satisfaction through our Customer Service Department
4. Our Real Estate Research Office is responsible for conducting surveys of the real estate market and aiding in drafting of relevant industry 
policies
5. Each quarter, reviews are undertaken, with reports and discussions undertaken in the Total Ethical Management Committee regarding 
specific material issues

 Future Strategic Goals
In the future, we will continue to propose innovative services each year that are in line with corporate ethics while also pursuing maximum 
customer satisfaction. In view of the rapid development of digital and online technologies, to help accelerate organizational growth, move 
the real estate industry toward a more platform-centric model, and integrate housing, renovation, residential services, and real estate 
finance, our goal is an “Internet+” model, expanding the overall business plan for the group.

 Commitments and Actions
Commitments
Goal : In line with customer requirements, develop innovative services that are in line with corporate ethics.

Concrete Actions and Results Accomplish Ongoing

2016 Goals 2016 Actions Status 

 Launch 
Policy Q&A 
Project 

• Q&A's Regarding: Integrated 
Housing and Land Income Tax 
System, Old Home Health Checks, 
Liberalization of Legal Restrictions 

• Provided free Old Home Health Check service to total of 40 groups of 
clients  

• Sinyi Realty Introduction to the Integrated Housing and Land Income Tax 
System: http://www.sinyi.com.tw/knowledge/tax/index.php 

 Provide 
one-stop 
service for 
real estate 

• Continue to run Comprehensive 
Real Estate Platform 

• Sinyi Living: Industry-first 
“Decoration Escrow” service 

• Provide customers with faithful and 
relatable service 

• Sinyi brokers performance boost through Comprehensive Real Estate 
Platform: Accumulated a total of nearly 9,000 customers during and the 
year, with successful transactions nearly doubling 2015 and accounting 
for nearly 45% of all transactions. 

• An-Sin Real Estate Management, providers of the Existing Home 
Compliance Guarantee system for housing transactions, have worked 
with us to develop a compliance guarantee service for home 
renovations, establishing a new platform for safe transaction services in 
the renovations market 

• In 2016, we successfully completed telephone interviews with 56,334 
customers, achieving a full satisfaction rate of 95.55%, up 1.1% on 2015 

Future Goals Achievement 
Deadline 

• In response to demographic changes in society, provide new 
value-added services: Successfully launch one such service project 

2017 

• Explore potential sales and promotion models built on new 
technologies: Successfully launch an innovative service 

2017 

• Increase market share of building transfers throughout Taiwan to 10% 2020 

3.
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Material Topics：

416 Customer Health and Safety 417 Marketing and Labeling 418 Customer Privacy

Customer Care

Management  Approach

416 Customer Health and Safety

417 Marketing and Labeling 418 Customer Privacy



3.1 Innovative Services

Important Actions 1

Providing a stop suit of real estate services, including consolidation of 
REMA (new properties), brokerage for second-hand properties, 
residential renovations, and overseas asset management
Building on the stable foundations provided by our existing business in real estate 
agency and overseas operations, we have effectively integrated up- and 
down-stream specializations. Additionally, through our agency department, we have 
successfully created all-new sales channels, providing customers with a full suite of 
property services, consultations, and investment advice. Sinyi brokers bring together 
a comprehensive skill set in real estate, helping buyers find the properties that best 
fit their needs. In 2016, they accumulated a total of nearly 9,000 customers, with 
successful transactions nearly doubling 2015 and accounting for nearly 45% of all 
transactions. Having created such a strong foundation, our brokers anticipate 
ongoing growth in 2017.

Sinyi Realty launches Old Home Health Check service
The collapse of the Wei Guan residential building in Tainan in early 2016 aroused 
great public attention to the structural safety of buildings. Since May 14, Sinyi Realty 
has begun providing “Old Home Health Checks” for buildings of six floors or more 
completed before or on September 21, 1999, in Taipei, New Taipei, Taoyuan, 
Hsinchu, Taichung, and Changhua. In the course of these checks, anyone signing a 
new contract with Sinyi Realty of 90 days or more is also eligible to apply for 
architects or civil engineers with inspection certifications to conduct free on-site 
checks to make preliminary assessments of structural safety.
In the past, consumers have been more concerned in the course of real estate 
transactions about more visible factors like price, location, and appearance. Since 
the earthquake in southern Taiwan, however, soil liquefaction problems have again 
come to the surface, and as such this and structural safety are sure to become 
increasingly key to successful real estate transactions. During this project, Sinyi 
Realty has provided the service to some 40 groups of customers, helping with 
preliminary inspections of building structures and disclosing relevant information in 
real estate brochures, with outstanding results.

Our Commitments
In the face of an exceptionally unusual external environment, Sinyi Realty is 
committed to the ongoing pursuit of innovative services that fit with the requirements 
of corporate ethics, while at the same time striving to meet all customer needs

Meaning to Sinyi
Sinyi Realty believes that only through constant innovation in services can we truly 
achieve improved customer satisfaction, and with that achieved, we can establish a 
model for emulation by others in the industry, a high water mark for service 
standards that will lead the entire real estate industry upward.

Important Actions 3

Industry-first “Decoration Escrow” service
Bringing together the professional skills of the group, An-Sin Real Estate 
Management, providers of the Existing Home Compliance Guarantee system for 
housing transactions, have worked with us to develop a compliance guarantee 
service for home renovations, establishing a new platform for safe transaction 
services in the renovations market With the Decoration Escrow service and turn-key 
engineering, enabling consumers to make use of providers at no extra cost who 
have signed agreements with Sinyi Living can enjoy design services with a 
guarantee of professionalism, including the signing of standardized, official, 
third-party contracts and professional payment management, lifting from them the 
worry about paying for service they won’t receive. At the same time, the providers 
can rest assured that they will receive due payment. In this way, what was once the 
most common source of consumer disputes in the decoration market is reduced.

Important Actions 4

Innovative low-carbon services
1. Line@ Accounts
Using the high level of user adhesion of the instant messaging service Line, our 
branches have opened their own Line@ business accounts. Line’s simplicity of 
operation, with functionality including instant messaging and online Q&As, has 
helped us go beyond the traditional limitations of time, region, and targeting to reach 
out to customers or re-contact existing ones, directly expanding the scope and 
effectiveness of our marketing. In 2016, approximately one-third of our branches, or 
123 of them, opened Line@ accounts, and the number will continue to rise during 
2017, making it a valuable tool for all our sales staff in accomplishing SoLoMo 
(Social, Local, Mobile) integration.

2. Digital Dispatches
By providing a range of options tailored by target demographic, interests, and age 
bracket, we are able to avoid troubling customers with inappropriate recommendations.
The evolution of our dispatch methods has enabled Sinyi not only to launch digital 
dispatches that are both environmentally friendly and protect customer information 
security and privacy, but also to launch individualized electronic newsletters that 
connect our sales staff with customers through email and Line, providing timely and 
interesting information on the housing market.
Following the 2016 pilot launch, in 2017 we will continue to increase the number of 
branches using digital dispatches and cards, providing a valuable tool for our sales 
staff and helping achieve our green service goals. In 2016, Taiwan's housing market 
faced a downturn with only 245,000 building transfers during the year, a record low. 
Confronted by this unusually grim external environment, the company’s staff came 
together as one to overcome the challenge. Not only did we continue to deepen our 
commitment to both talking the talk and walking the walk with regard to what should 
be done, we also became more determined to actively develop a variety of new 
innovative services to satisfy the needs of our clients.

3. Top EDM
On street-side mailboxes around Taiwan one will often see flyers posted advertising 
properties for sale, a traditional approach to marketing. When Sinyi agents get new 
sales cases, they would edit together the information into a flyer and take to the 
streets to distribute them, however despite the cost of paper and printing for 
advertising accounting for a high proportion of our advertising budget, they still have 
limited reach. In this age of smartphones, tablets, and the Internet, very few people 
still bother with these traditional direct-marketing flyers, with more people paying 
attention to advertisements on their devices. Given this, Sinyi Realty launched an 
internal “Top Electronic Direct Marketing (EDM)” system, aiming to facilitate the use 
by agents of online distribution of text and graphical direct-marketing materials put 
together by the system. In this way, a wide swathe of customers can receive our 
marketing materials in the blink of an eye, all while using little in the way of time and 
resources, greatly reducing paper waste and printing costs.

Important Actions 2

Top EDM Content Editing Screen

2016 Sinyi Comprehensive Real Estate Services

Transactions

Double45%

Highlights

Main Theme 3 In Pursuit of Customer Satisfaction

Main Theme 2 Safeguarding Customer Rights and Privacy
Main Theme 1 Innovative Services

Main Theme 3 In Pursuit of Customer Satisfaction

Main Theme 2 Safeguarding Customer Rights and Privacy
Main Theme 1 Innovative Services

Executable Goals 

Leading the Way with Innovative 
Services 
Continuing to pursue innovation in line with 
corporate ethics and assure customers that 
we care about the quality and fairness of 
the services we provide them 
Performance Highlights 

Continuing to Develop All-new 
Business Models 
Continuing to Develop All-new 
Value-added Services 
Action Plan 
All-new Business Model: Comprehensive 
Real Estate Services Platform 
All-new Value-added Services: Old Home 
Health Checks,  Decoration Escrow 
Innovative Low-carbon Services 

Customer Care Customer Care
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Note: “Loyalty” is determined via the response to the question “Next 
time you want to buy or sell a property would you choose Sinyi Realty, 
or would you recommend Sinyi Realty to a friend or relative in the same 
situation?” The percentage of those that choose “Definitely Would” as 
their response is considered the “loyalty” percentage.

3.3 In Pursuit of Customer Satisfaction

Loyalty (%)

80.00

100.00

95.00

90.00

85.00
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90.61
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Customer Satisfiction (%)
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Customer Satisfiction

   Note : Customer satisfaction surveys changed in 
   2017, adjusting the definition of  “full marks”  and  
   accordingly adjusting target value

3.2 Safeguarding Customer Rights and Privacy

416-1

418-1

In 2016, Sinyi reviewed all 80,859 brochures produced, finding a total of zero 
customer-reported errors in said brochures.
Sinyi’s Appraisal Department conducts a two-stage review 
of the accuracy of real estate brochures, with one group 
conducting initial reviews and another the second reviews. 
Should at any point an error be indicated by another 
department, those responsible are awarded a gift certificate, 
helping further facilitate the minimization of errors.

Real Estate Brochures 
In order to avoid possible risks like buyers not being able to complete transfers of ownership, encountering structural safety issues, having unusual 
provisions for usage beyond regular usage methods, finding themselves unable to actually use the site, or being unable to secure a loan, or other 
issues like sellers or agents providing inaccurate information and thus causing disputes, in 1989 Sinyi Realty became the first real estate business 
in Taiwan to offer real estate brochures. 
A real estate brochure could be considered an “ID card” for a property, containing not only a full record of property rights survey results, but also the 
sales commission service contract, outline of the subject’s status, market information, ownership certificate, household registration transcript, cadastral 
map, housing condition, and other such information. This helps the buyer get a clear understanding of the internal and external condition of the property, 
avoiding potential disputes. In 1999, the government formally wrote into law the requirement for real estate brokers to provide such brochures to 
customers, adjusting what must be listed in them in October 2015, adding almost 100 additional items of content to provide a fuller picture to buyers.

Customer Privacy Protection
In order to protect the personal information of customers, Sinyi has laid out clear procedures for the collection, marketing use, usage, processing, 
filing, deletion, and destruction of information. In addition, internally the company has set up a Personal Information Protection Organization which 
specializes in protecting information and enacting concrete measures to ensure compliance with the Personal Information Protection Act. The 
organization also provides education through courses, conferences, and case studies for all Sinyi staff at all levels, ensuring that everyone is familiar 
with the relevant regulations, guidelines, and legislation.
In 2016, we had a total of three customer complaints of violations of privacy regarding telephone or online customer service. After handling by the 
Customer Service Department, all three were placed on a “Do Not Contact” list and no longer appear in our contact system.

Thinking of Customers and Ensuring Transaction Security
In order to fully protect consumers’ rights, Sinyi Realty continues to pay close attention to our customers’ requirements regarding transaction 
security. Through surveys, we have determined the four main areas of concern people have regarding real estate purchases: clarity of property 
rights, security in registration transfer, payment assurance, and after-sales warranties. With regard to these, we have launched the mechanisms 
listed below to help consumers enjoy peace of mind : 

Customer Satisfaction and Loyalty Surveys
In order to understand our customers’ assessments of our services and to collect information for reference with regard to service 
improvements, Sinyi Realty conducted telephone interviews with 56,334 customers in 2016, finding a full satisfaction level of 95.55% (see 
below), 1.1% up on 2015. In order to further boost overall customer satisfaction, we launched the Sinyi Touching Moment (STM) program, 
using ongoing exploration of customer needs, providing advice to customers, transforming such advice into concrete action, and ensuring 
such action meets customer needs to, throughout the service process, engage in ongoing communication with the customer through 
tailored, personalized methods. Additionally, we use a “mystery customer” method to inspect service and telephone interviews to get insight 
into customer thoughts and ideas.
On top of this, we continue to collect moving service cases through various channels, using vibrant videos to catch staff attention and give 
them models of good service to model, helping further inject positive energy throughout the company.

Important Actions

Highlights 417-2

417-1 12

1992 : Industry-first “Watertightness Guarantee System”

1996 : Industry-first “Existing Home Compliance Guarantee”

2007 : Industry-first “Guarantee Against High Radioactive Exposure” 

            and “Guarantee Against High Chloride in Concrete”

2011 : Industry-first “Safe Housing Guarantee”

Real Estate Brochures

Main Theme 3 In Pursuit of Customer Satisfaction

Main Theme 2 Safeguarding Customer Rights and Privacy
Main Theme 1 Innovative Services

Main Theme 3 In Pursuit of Customer Satisfaction

Main Theme 2 Safeguarding Customer Rights and Privacy
Main Theme 1 Innovative Services

Executable Goals 

Safeguarding Client Rights and Privacy 
Sinyi Realty is committed to the protection of 
client rights and privacy, as this is the one 
true way to really secure their trust.  
Performance Highlights 

0 
Errors in real estate brochures 

Four Guarantee Services in Buying 
Property 
3 
Complaints of Infringement of Customer 
Privacy 
Action Plan 
Ongoing Refinement of Real Estate 
Brochures 
Striving to Ensure Transaction Security 
Committed to Safeguarding Customer 
Privacy 

Our Commitments
Sinyi Realty is insistent in our commitment to ongoing protection of customer privacy 
and rights, realizing our business philosophy of good faith in action and pursuing 
robust and sustainable business development

Meaning to Sinyi
Sinyi Realty firmly believes that only through resolute protection of customer rights 
can we win their trust and satisfaction, while also helping them realize their 
home-related dreams

Our Commitments
Sinyi Realty is committed to the ongoing pursuit of customer satisfaction and loyalty, 
working hard to help each and every customer realize their home-oriented dreams

Meaning to Sinyi
Sinyi Realty believes that only by pursuing improved customer satisfaction and 
loyalty can we truly create a virtuous circle that will ensure our ongoing sustainable 
development

0customer-reported errors

Important Actions 1

Important Actions 2

Important Actions 3

Through these four-fold guarantees and the hard 
work of our staff, as of 2016, Sinyi offered security 
assurances to all customers, and there were no 
incidences of violations.

Executable Goals 

The Eternal Pursuit of Customer 
Satisfaction 
Ongoing pursuit of services that will make 
every customer satisfied with the care 
taken in Sinyi Realty services 
Performance Highlights 

>85%1 
Percentage of customer satisfaction surveys 
reporting full satisfaction 

>90% 
Customer Loyalty 
Action Plan 
Continue Carrying Out Customer 
Satisfaction Surveys 
Conduct Annual Customer Loyalty Surveys 

Customer Care Customer Care
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