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Abstract

With the continuous development of economic cooperation between China and Thailand, an
increasing number of Chinese customers have become interested in the Thai real estate market. In cross-
cultural real estate marketing, language services not only affect communication efficiency but also
influence customer trust and purchase intention. This study takes Ananda Development Public
Company Limited in Thailand as a case study and applies the SERVPERF service quality model to
examine the impact of Business Chinese service quality on Chinese customers’ trust and purchase
intention from five dimensions: tangibility, professionalism, assurance, responsiveness, and empathy.

This study adopts a mixed research method combining questionnaires and interviews. A total
of 192 valid questionnaires were collected, and SPSS was used for descriptive statistics, regression
analysis, and mediation effect analysis. The results indicate that Business Chinese service quality has a
significant positive impact on customer trust and purchase intention. Among the five dimensions,
professionalism and assurance have the strongest influence on customer trust, while customer trust plays
a partial mediating role between Business Chinese service quality and purchase intention. In addition,
Chinese customers pay attention not only to language proficiency but also to the salesperson’s
professional knowledge of real estate, legal procedures, and cross-cultural communication ability.

This study suggests that Thai real estate companies should further improve their Business
Chinese service systems, cultivate interdisciplinary talents combining language and industry knowledge,
and strengthen digital cross-cultural marketing strategies to enhance customer satisfaction and
international competitiveness.

Keywords: Business Chinese; Service Quality; Customer Trust; Purchase Intention; Cross-cultural
Marketing
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