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The process of construction project implementation
produces neither a pure product nor a pure service but
may be considered a hybrid process consisting of both
product and service components [1]. Traditionally, the
evaluation of performance in construction generally fo-
cuses on three major performance elements which are
completing the project in time, within budget and the
required quality standards. ’Soft’ performance criteria such
as customer’s satisfaction, is still at an early evolutionary
stage in construction industry [2]. However, today’s cli-
ents are more aware. Hence, the role played by today’s
construction clients is higher than it has ever been be-
fore. Although many organisations in construction market
believe that a high-quality work and a history of success
are enough for surviving in this industry, actually it is not
anymore. Nowadays, the ‘value’ concept is involved in
construction markets and the clients in the construction
industry expect the best possible ‘value’ of contractors.
They started to commission work to the firms giving a
high attention to all their needs and expectations. Al-
Momani [3] found that the lack of attention devoted to

the owner’s satisfaction undoubtedly contributed to a poor
performance and also that current technical failures are
minor compared to the existence of very high client dis-
satisfactions.  The study by Maloney [1] came to a con-
clusion that a contractor must have a detailed understand-
ing of the customer’s expectations and be able to satisfy
those expectations.
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Average RI values presented in Table 3 for the three
different subgroups of clients shows that commercial and
villa-type building clients lend more overall significance
on the specified factors than apartment type building
clients. S.R.C.C. test showed significant correlation to exist
among groups. When the factors are investigated
separately in detail, it can be observed that apartment-
type clients seem to place much less emphasis on ‘the
image and identity of the firm’, ‘the contractor firm being
a sectoral brand’ and ‘product’s place’ while they assigned
higher rankings to ‘previous experience with similar
projects’ and ‘ highly qualified technical staff.’  Of specific
interest, last three factors in the rankings consisted of the
same factors and they had very low scores independent
of the type of construction project. Considering that there
exist many contractor firms on the market, which
specialise in certain types of building projects, these
specific findings will provide valuable input for them.
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The next issue for a contracting organization should
definitely be how to fully satisfy both clients and
consultants in the existing projects to convince them for
continuing to do repetitive works with your organization
in the future.  Both client and consultant respondents were
asked to define the importance of a certain list of factors
for their full satisfaction. The listed factors were all related
to the performance of the contracting firm in the past
project(s) with the same client or consultant. The results
are presented in Table 7.  The average RI values are very
high for both clients and consultants, which reveals the
high emphasis assigned to the specified factors by both
types of respondents. S.R.C.C. could not show any
significant correlation existence among clients and
consultants.   When the factors are investigated separately,
a very significant variation is observed in both scores and
the ranks of the factors between the clients and
consultants. ‘The product’s quality and durability’,
‘finishing within the budget’ and ‘finishing on time’ were
found to be very major and important factors for full
satisfaction of both groups. Clients selected ‘product’s
quality and durability’ while consultants on the other hand
selected ‘finishing within budget’ as the most important
factor.  In addition to these three factors, there were also
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others with significantly high scores, which seem to have
important contributions to complete satisfaction well.
‘The contractor’s harmony with consultant firm’ was given
a very high importance by the consultants, as expected.
On the other hand, clients assigned the lowest importance
score to this factor. ‘Contractor’s guidance’ was assigned
a very low score by the consultants and ranked 9th while
clients ranked the same factor 5th.
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To survive in the intense competition existing in
today’s construction markets, contractors need to fully
satisfy clients and their representatives.  This is possible
only if the expectations of the clients and consultants are
identified in a correct and complete manner.  This study
provided a complete framework for achieving that purpose.

This study included respondents from private build-
ing construction market only.  Considering the variations
existing in different sectors of the construction markets,
this study can be extended for different types of sectors,
which will allow one to make comparisons among them.
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