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ABSTRACT 
Construction industry plays an important role in the 

development of a country. The relationship between client 

and contractor in a construction industry is to be bonded 

in an efficient manner. Customer satisfaction enables 

construction companies to differentiate themselves from 

their competitors and create sustainable advantage. The 

quality of the company satisfies the customer’s need and 

increase the cash flow of the company. This study aims to 

examine the gaps between client and contractor in 

construction industry. Through questionnaire survey the 

factors which affects the client contractor relationship can 

be identified and the top factors were ranked based on 

Relative Importance Index Method by the client and 

contractor as a respondents. 

Keywords— participants in construction project-client 

contractor relationship-factors affecting relationship-top 

factors 

1. INTRODUCTION 

Customer satisfaction and customer orientation have 

become an essential advantage in all areas of 

production. The adoption of total quality 

management (TQM) will helps in improving the 

construction process like customer satisfaction, 

continuous learning and quality improvements in a 

systematic manner. Service quality and process 

quality have also gained attention when examining 

features of customer satisfaction in construction. 

Satisfaction has become one of the issues for 

construction companies in their efforts to improve 

quality in the competitive market place. It can be 

seen as either a goal or a measurement tool in the 

development of construction quality. It is also 

apparent that high customer satisfaction leads to the 

strengthening of the relationship between a client 

and a contractor, and this deep sense of collaboration 

has been found to be profitable. Satisfaction is a 

subjective evaluation of the performance of products 

or services in meeting the needs and expectations of 

users or customers. To clients, buildings require 

huge capital investment and are expected to bring 

returns on investment, while to professionals (e.g.  

 

architects, builders and engineers) buildings are 

products of their creativity and imaginative thinking. 

On the part of users and community, one crucial 

expectation is that buildings will meet their needs 

and aspirations by supporting their daily activities 

and ultimately improve the aesthetic quality of the 

built environment. 

 

II. LITERATURE REVIEW 

Rathod Piyush, Dr.Rajiv Bhatt and Dr.Jayesh 

Pitroda (2016) [1] Customer satisfaction is an 

important factor in the development of construction 

process and customer relationship. The primary 

purpose of the building is to provide occupants with 

conductive, safe, comfortable, healthy and secured 

indoor environment to carry out different kind of 

activities. This paper examine and deepen the 

understanding of customer satisfaction in the 

construction project in Surat and Ahmedabad city. 

The study and survey was carried out to find the 

various factors affecting the customer service 

satisfaction and unsatisfaction factor can be ranked 

by using the Relative Importance Index(RII) method. 

Justin Fischgrund and Vincent Omachonu 

(2014)[2] Quality is measured as a ability to get the 

job done right the first time, which in turn decreases 

costs, which in variably leads to owner satisfaction. 

This paper aims to examine the quality gaps in the 

construction projects. This study is based on 11 

construction services’ clients and four construction 

firms attempts to explain the crossroads between 

importance and satisfaction. The 12 the reason for 

the gap and the factors influential in closing the gaps 

were identified. Failure to manage these gaps can 

result in the demise of a project. As a result, 

exploring these gaps between the customer’s needs 

and the construction manager’s interpretation is 

crucial to understanding quality in the industry. 

Abayomi Omonori and Akinloye Lawal (2014)[3] 
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Customer satisfaction cab be seen either as a goal as 

a measurement tool in the     development of 

construction industry. This paper reveals that the 

customers plays an important role in the 

procurement of construction industry. Customer 

satisfaction affects the future of the company and 

increases the cash flow of the company. High quality 

of customer satisfaction increases the profitability of 

the company. It was also revealed that the quality of 

the product is not usually dependent on the price of 

the product, quality is seen as a precedent of 

customer satisfaction. Jasper Mbachu and 

Raymond Nkado (2006) [4] This study is    to 

develop a conceptual framework for the assessment 

of client need and satisfaction in the building 

development process. Satisfaction level based on 

single evaluative responses, satisfaction level based 

on multi-attribute measures are used for satisfaction 

measurement in this study. Levels of importance of 

the identified variables were explored by the 

interview rated during the survey based on the 

relative importance of clients’ requirement from 

quantity surveying services and quantity surveyors’ 

performance. Dr.Abdul Rahman and Yazan 

Alzubi (2015) [5] Client satisfaction in construction 

industry can be defined as the ability of a contractor 

to meet the client expectations. The measurement of 

client satisfaction is also based on the quality of the 

end product. This study clearly shows the two main 

elements that is needed to be considered in assessing 

the client satisfaction levels, the first one the 

performance of service provider and secondly the 

service quality of service provider. Both influence 

the client satisfaction level and can be evaluated as 

either 

 positive or negative depending on the gaps of in 

client satisfaction level. This paper discusses the 

client satisfaction attribute on contractor 

performance. The result shows that service quality, 

communication skills, adherence to budget, 

adherence to schedule, safety performance, site 

personnel skills and management capabilities are the 

important factor that have a significant affect in 

client satisfaction level. 
 

III PARTICIPANTS IN CONSTRUCTION 

PROJECTS 

  A construction project is a task undertaken in the 

production of construction products. It is a 

temporary non-recurrent activity that is started, 

implemented, evaluated and terminated. This activity 

is undertaken in response to demand for construction 

activity. Moreover, the Construction projects 

generally are complex and composed of many 

activities and hence, necessitates the input of large 

numbers of participants with different disciplines to 

carry out the separate but interrelated functions of 

design, engineering, costing, pricing, and production. 

Construction industry is the only industry that all 

type of workers involved in the project. The 

participants who are engaged to work on the project 

are mainly unaccustomed to working with each other 

and hence projects activity imposes a special 

demand on team building and motivation. In 

addition, every participant should be made aware of 

all the governing conditions, objectives, 

responsibilities, relationship and basic parameters of 

the construction project. 

The participants to construction project 

procurement are the client (who is the initiator), the 

multi-disciplinary construction consultants (who act 

as the client's professional advisers) the building 

contractor (who constructs the building) and the 

subcontractor. Together, this group of participants 

takes on and manages sequence of distinct but 

unrelated activities of the construction process from 

beginning to the end.  

A. Client 

           The client is the person for whom the project 

is carried out. client as the one who pays the bills, 

and he is most likely to be satisfied when his 

perception of the service matches or exceeds his 

expectations, at the same time his perception may 

differ from the contractor’s perception. In case of 

notifiable projects, clients must appoint a principle 

designer and principle contractor. Those client 

without construction expertise must rely on the 

advice of professional experts on how best to meet 

their duties. 

B. Consultant   

   Consultant are the professionals, typically 

appointed by the client to perform expert task on the 

project. Involving the consultant at an early stage of 

the construction project is often benefitial for the 

owner. Consultant is very useful for the project to 

improve the quality of the project.              

C. Contractor 

                 The contractor is the entity hired by the 

client to carry out the work, under the terms and 

subject to the deadlines, and quality and cost. The 

contractor is therefore responsible for the technical 

choices inherent in the performance of the work in 
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accordance with the client’s requirements.Although 

many major contracting establishments are able to 

undertake both design and production work, their 

primary function is to build and to organize their 

considerable resources basically as a manufacturing 

organization. 

D. Subcontractor  

                       For certain tasks of the project, if the 

contractor does not have the necessary resources in-

house, the contractor may use one or more external 

companies, known as subcontracting. Each 

subcontractor forms a project sub-group directly 

with the contractor, but is not directly liable to the 

client, even if the client has a “right of inspection” of 

the subcontractor’s work style.  
 

III COMMUNICATION BETWEEN 

CONTRACTOR AND CLIENT 

       To ensure the smooth running of the 

project, it is necessary to clearly define the roles of 

each entity and to appoint a representative of the 

client and the contractor. A project group consisting 

of the client and contractor’s project managers, as 

well as the client delegate, if applicable, should also 

meet if necessary to resolve conflicts related to the 

client’s requirements or the coordination of the 

project.  

         Finally, it is essential to establish a training 

plan that allows the contractor and the client to have 

a common language and understanding as to the 

method of running the project, conducting interviews 

or meetings, etc.  
 

IV QUALITY GAPS 

Parasuraman et al., (1985) identified four main 

quality gaps:  

The four main quality Gaps between the client and 

contractor are arraised due to the following reasons: 

1. The difference between what the customer 

expectation and what management perceived were 

the customer’s expectations.  

2. The difference between management’s 

perception of customer expectations and the 

translation of those perceptions into service quality 

specifications and designs.  

3. The difference between standards of 

service quality and the actual service delivered to 

customers. 

 4. The difference between the services 

delivered to the customer and the promise of the firm 

to the customer about its service quality. 

V DETAILS OF THE QUESTIONNAIRE 

SURVEY 

This section presents the result of the questionnaire 

survey which was used to get the opinion from the 

organisations with contractor and client to find out 

the top factors affecting the relationship. The causes 

ranked and arranged on the basis of relative 

importance index. The result of questionnaire are 

presented and analysed in the subsequent 

sections.The following are the factors affecting the 

client and contractor relationship, 

A. CONSTRUCTION STAGE  

• Site organisation and cleanliness 

• Ability to plan and program 

• Proper update of work progress 

• Site supervision 

• Managing the site through top management 

• Project control, monitoring process and cost 

control 

• Proposed construction methods 

• Regular attending of weekly meetings 

B. RESOURCE MANAGEMENT 

1) Material 

• Purchased material that do not comply with 

specification 

• Change in material specification and type 

• Ordering of material that do not fulfilling the 

project requirement 

• Inappropriate storage facilities at site 

• Damage during transportation 

• Escalation of material prices 

• Wrong handling of material 

• Quality assurance and control  

2)  Financial 

• Payment delay by owner 

• Financial condition of a contractor 

• Shortage of funds 

• Overrun of cost due to rework 

• Finishing the project with in the project time 

3) Machinery 

• Unavailability of equipment 

• Unskilled operator 

• Improper procurement and equipment 

planning 

• Equipment breakdown 

• Shortage and slow mobilization of 

equipment 

• Cost of machinery and equipment 

4) Management (Time)  

• Proper planning and scheduling of work 
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• Completion of construction activity as per 

schedule 

• Giving high priority to small jobs 

• Providing explanation for work delay 

• Timely supply of resource on time 

• Availability of labour for finishing particular 

activity on time 

5) Manpower 

• Lack of training for labour 

• Unavailability of experienced labours 

• Increasing no of labour in order to complete 

the work 

• Work overtime 

• Rework due to workers mistake 

• Problem based on labour productivity 

• Regular inspection 

• Improper communication 

• Working hours/day 

       C. QUALITY  

• Frequent changes of subcontractor  

• Lack of supervision 

• Supply of poor quality material 

• Lack of maintaining proper document 

• Improper maintenance and process of 

quality assurance and standards 

• Delay in performing inspection and testing 

• Poor communication and co-ordination with 

other parties 
 

VI.DATA ANALYSIS METHOD 

A.Relative Importance Index (RII) Method 

The analysis was done using relative importance 

index (RII) method and found the top most factor 

affecting the client contractor relationship in the 

industry. For analyzing data by ordinal scale, a 

relative importance index (RII) was used by 

following equation , 

RelativeImportance Index (%)   

  5(n5)+4(n4)+3(n3)+2(n2)+1(n1)= x 100                              

5 (n1+n2+n3+n4+n5)                                                                           

Where, 

n1 = number of respondents who selected 

the problem is                                           very low, 

n2 = number of respondents who selected 

the problem is low, 

n3 = number of respondents who selected 

the problem is medium, 

n4 = number of respondents who selected 

the problem is high, 

n5 = number of respondents who selected 

the problem is very high. 

B. TOP  FACTORS AFFECTING CLIENT 

CONTRACTOR RELATIONSHIP 

 Payment delay by owner 

 Lack of maintaining proper documents 

 Finishing the project with in the project 

time 

 Managing the site through the top 

management 

 Frequent changes of subcontractor 

 Regular attending of weekly meetings 

 Proposed construction method 

 Regular inspection 

 

VII. CONCLUSION 

The client and contractor relationship plays an vital 

role for a successful completion of a project. In this 

project, it identifies the client need, expectation, for 

a construction project. The surveyed data collected  

is used to determine the main factors affecting the 

client contractor relationship. The data collected 

from the questionnaire survey are analyzed by using 

relative importance index(RII) method. This study is 

to sort out the top factors which affects the client 

contractor relationship in the construction project. 
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