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Customer Care

HIGHLIGHTS

Customer 
Satisfaction Rate

84.42%
Honored in
CommonWealth magazine
Gold Medal Service Industry 
Survey
1st, Real Estate Agents Category

NO. 1
Honored 24 Consecutive 
Years in Management 
Magazine Ideal Brands 
Consumer Survey as 1st, 
Real Estate Agents Category

NO. 1
15th
Real Estate Agents 
Category Global Views 
Five-Star Service Award

First Place
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Material Topics in this Chapter

417 Marketing and Labeling

416 Customer Health and Safety

418 Customer Privacy

Why It’s Material to Sinyi

Sinyi Realty has since our founding been committed to promoting safe, fast, 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 innova-
tive 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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Customer satisfaction rate
84.42 %

To actively seek out an understanding of how our custom-
ers evaluate our services, in 2017 Sinyi Realty changed our 
formerly two-point evaluation scale to a five-point one. This 
enables our customers to choose a more representative 
assessment, and we hope that this more rigorous standard 
will provide the basis for ongoing improvements, more 
attentive service, and an overall elevation of service 
standards in the industry. We successfully interviewed 
64,458 customers by telephone in 2017 and continued to 
promote STM (Siny Touch Moment, STM) and understand 
customer’s needs.

Instructions of real estate
1 Error

In 2017, the number of instructions produced by Sinyi reached 
a massive 82,098, with only one error found, accounting for 
just 0.001% of instructions.
Sinyi Realty responded by conducting a two-stage review of 
the accuracy of real estate instructions, requiring suppliers to 
conduct initial reviews and secondary reviews by another team 
and the system’s checks, that helped further facilitate the 
minimization of errors.

MANAGEMENT APPROACH

In line with the principles of sustainable development, we continue to make strong community service and the protection of customer’s 
rights & interests central to the company. Both our 2025 Vision and Sinyi’s Three Core Concepts communicate our commitment to 
serving more customers and implementing higher quality service to really earn the satisfaction and trust of those customers. With a 
new service innovation model, we are shaping the future of the industry.

Core Targets and Vision Sustainability Principle  /  Innovating Service Models and Shaping the Industry’s Future

Performance Highlights in 2017

Corresponding to the Sustainable Development Goals (SDGs)
Sinyi supports the SDGs. These SDGs in particular are relevant to our work on customer care:

In-depth reporting: page 24 SDGs

SDG12
Responsible Consumption and Production
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Protecting Customer Rights, 
In Pursuit of Customer Satisfaction

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 believes that only by ensuring we protect customers’ rights and pursuing improved customer satisfaction & loyalty can we truly win 
customers’ trust, help them realize their dreams of home ownership, and create a virtuous circle that will ensure our ongoing sustainable 
development.

2017 Goals

What We Achieved

How We’re Doing It

Responsibilities
Total Ethical Management Committee— Customer 
Care Group

Resources
HR: 
Customer Service Department, Sinyi Escrow, Sinyi 
Appraisal, Personal Data Protection Team
Funding: 
Providing guarantee services, producing real estate 
instructions

Grievance Mechanisms
Stakeholder Engagement section

Evaluation Mechanisms
Continue carrying out customer satisfaction 
surveys Conduct mystery shopper checks to 
ensure service quality

What We Achieved>85%
Customer Satisfaction Rate

0Errors                            
Instruction of real estate
To help customers understand the housing 
situation clearly and avoid sales disputes

1Error 
Instruction of real estate
In 2017, the number of customer instructions 
produced by Sinyi reached a massive 82,098, with 
only one customer-reported error found, account-
ing for just 0.001% of instructions.

Target Not Achieved

What We Achieved

84.42%
Customer Satisfaction Rate
In 2017, we adjusted our scoring method to pursue 
higher service quality.

Target Not Achieved

Important Actions 1

Instruction of Real Estate 417-1 417-2 SDG12

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, Sinyi Realty became the first real estate business 
in Taiwan to offer real estate instructions. Each customer that commissions Sinyi Realty 
also enjoys the production of relevant real estate instructions.

Important Actions 2

418-1

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.

Customer Privacy Protection

Important Actions 3

Guarantee Services 

In order to more comprehensively protect the rights of 
consumers, Sinyi Realty continually pursues understanding 
of and cares about consumers’ demand for secure property 
transactions. To this end, we provide a Watertightness 
Guarantee System, Existing Home Compliance Guarantee, 
Guarantee Against High Radioactive Exposure and a 
Guarantee Against High-Chloride Concrete, helping 
consumers buy with confidence and create happy homes.

1. Four Guarantee Services

Building around concepts of prevention and comprehensive protection, Sinyi Realty 
continues to work on services, including one that will allay the concerns of landlords 
with regard to the particular risks of renting or leasing out properties, offering full rental 
protection that will also help differentiate us in the market. This guarantee product is to 
be formally launched in 2018. Through these four-fold guarantees and the hard work of 
our staff, as of 2017, Sinyi offered security assurances to all customers, and there were 
no incidences of violations.

3. Other Services in Development

For more information, please refer to our page on “guarantees and services after-sales” at 
http://branch.sinyi.com.tw/buyer-service5.php

We have introduced the industry’s first “ Guarantee Service of Haunted house,” a 
systematic protection mechanism that aims to reduce disputes over stigmatized 
properties and offer systematic protection that will give customers comprehensive peace 
of mind when buying. 

2. Guarantee Service of Haunted house

For more information about the Stigmatized Property Guarantee Service, please see
http://www.sinyi.com.tw/knowledge/articleCt.php/179/1
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Strengthening Community Service, 
Implementing Service Quality

Our Commitments
Sinyi Realty believes that only through constant innovation in services can we truly achieve improved customer satisfaction, and with that, establish 
a model for others in the industry to emulate, a high water mark for service standards that will elevate the entire real estate industry.

Meaning to Sinyi
We keep up with the dynamic business world, participate in community activities to understand the needs of our customers, explore potential 
customer bases, strengthen community services, operate a community-based lifestyle platform, strive to quickly build customer trust.

2017 Goals

What We Achieved

How We’re Doing It

Responsibilities
Total Ethical Management Committee— Customer 
Care Group

Resources
HR: 
Customer Service Department, Sinyi Living, 
nationwide branches, Innovation and Integration 
Business Group, Digital Intelligence Center
Funding: 
Developing Innovative Services

Grievance Mechanisms
Stakeholder Engagement section

Evaluation Mechanisms
Through STM, we explore the real needs of 
customers in depth and actively invest in every new 
service that connects with customers

In response to trends in society, provide 
new value-added services
Explore potential sales and promotion 
models built on new technologies

Continue to launch 
innovative community 
services

Ongoing

Through online and offline service procedures, we 
explore potential areas of service in the residen-
tial lifestyle industry to provide better services for 
all aspects of customers’ lives Providing One-Stop Services of Real Estate

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 compre-
hensive skill set in real estate, helping buyers find the properties that best fit their needs. 
In 2017, they accumulated a total of nearly 9,000 customers, with successful transac-
tions nearly doubling 2015 and accounting for nearly 55% of all transactions. Having 
created such a strong foundation, our brokers anticipate ongoing growth in 2018.

Important Actions 1

In the short-term, Sinyi Group aims to become the best real estate agency and provide 
the best service in customer’s mind. In the medium and long term, we will work toward 
becoming the leading real estate industry brand in the Chinese-speaking world. We will 
transform our business model with open, innovative thinking, integrating “+Internet” 
operating models to span business operation platforms. In the future, our business will 
cover real estate agency, renovations, residential services, and more, and we will build 
on this to accelerate the group's ongoing business expansion.

Expanding the Overall Scope of Group Operations

Important Actions 2

2017 Highlights

To aid in meeting our customers’ renovation needs, in 2017 we worked with suppliers 
to launch the new Decoration Escrow service. By providing a fair third-party intermedi-
ary between consumers and businesses for financial transactions, design or renovation 
funds can be stored in a bank account that gives the protection of management by a 
professional team to both parties, creating a win-win situation. The customer needs not 
pay any additional fee to enjoy the protection of this “dedicated account management,” 
and the third-party will manage the funds through a fixed contract of phased payouts 
for the renovations, reducing the chance of the consumer disputes once common in 
the renovation market and protecting the rights and interests of the customer.
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