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Abstract 

Most products have service elements, just as most services have product 

elements. Thus client satisfaction is a formulation of both product and service 

quality. However, whilst reviewing literature pertaining to the construction 

industry it was discovered that service quality unlike product quality is below 

expectations of clients. Therefore the aim of this research was to explore client 

satisfaction with regard to service quality provided by construction contractors. 

Hence three questionnaire surveys were carried out among clients and contractors 

to find out importance and satisfaction placed on various service factors. These 

service quality factors were categorized into 5 main areas according to the well 

known S E R V Q U A L model; Reliability, Responsiveness, Assurance, Empathy 

and Tangibles. It was found that 'Reliabili ty ' was the most important 

S E R V Q U A L dimension to clients in Sri Lanka, which the contractors also have 

perceived correctly. The research compares factors that are most important to 

clients as well as factors that are considered as important by contractors in Sri 

Lanka. Factors that are not satisfactorily performed by contractors, according to 

clients ' perception are also presented. The service factors Working to time 

schedule; Keeping accurate records; Taking effort to stay within budget and 

Providing cost effective solutions for variations/ new work were found to be 

extremely important to clients though not satisfied by contractors. It was also 

revealed that contractors reasonably understood client expectations correctly 

though they are not delivered to clients ' expected levels. 

Keywords: Construction industry, Contractors, Service quality, Client 

satisfaction 



Table of Contents 

Declaration 
Acknowledgement 
Abstract 
Table of Contents 
List of Tables 
List of Figures 
Abbreviations 

1 Introduction 1 

1.1 Background to Research 1 
1.2 Main Objective 2 
1.3 Sub-objectives 2 
1.4 Research Methodology 3 
1.5 Scope of Research 3 
1.6 Organization of Thesis 4 

2 Client Satisfaction and Service Quality in the 
Construction Industry 5 

2.1 Introduction 5 
2.2 Service Performance of Contractors 5 
2.3 Characteristics of Services 6 

^ 2.4 Determinants of Client Satisfaction 8 
2.5 Influential Factors on Customer Satisfaction 9 
2.6 Importance of Market Research in Understanding the Customer 11 
2.7 Importance of Service Dimension 11 
2.8 S E R V Q U A L 13 
2.9 Enforcement of Service Quality 15 
2.10 Total Quality Management 16 
2.11 Benchmarking 19 
2.12 Conclusion 22 

3 Collection of Data 23 

3.1 Introduction 23 
3.2 General Information about the Three Surveys and Its Respondents 23 
3.3 Questionnaire Design 24 

' 3.4 Response Rates 25 
3.5 Measurement of Importance and Satisfaction 26 
3.6 Statistical Formula Used to Analyse Data 26 

4 Analysis of Data 29 

4.1 Introduction 29 



4.2 Extremely Important Service Factors to Clients 29 
4.3 Service Factors that are Not Important to Clients 31 
4.4 Contractors ' Understanding of Extremely Important Factors 

to Clients 33 
4.5 Service Factors that are Not Important According to Contractors ' 

Understanding 35 
4.6 Market Information Gap 36 
4.7 Service Factors which are Not Satisfactory According to Client 

Perception 39 
4.8 Service Quality Gap 42 
4.9 Ranking of S E R V Q U A L Dimensions 46 

5 Methods of Achieving Service Quality 48 

5.1 Introduction 48 
5.2 Procurement Process of a Constructed Facility 48 
5.3 Quality Management Systems 49 
5.4 ICTAD Conditions of Contract 51 
5.5 FIDIC Conditions of Contract 53 
5.6 Project Management Core Competencies 55 
5.7 Role of Other Parties Dealing with Contractors 57 

6 Conclusions and Recommendations 58 

6.1 Introduction 58 
6.2 Conclusions 58 
6.3 Recommendat ions 61 

References 63 

Annexure: 
1 Classification of Service Factors to Five S E R V Q U A L 

Dimensions 67 
2 Y Score Values of Survey 1, 2 and 3 69 
3 Market Information Gap 75 
4 Service Quality Gap 81 
5 Sample Questionnaire 85 

# 



List of Tables 

Table 3-1 - Summary of details of three surveys 24 

Table 3-2 - Assignment of Likert Scores to measure 
importance and satisfaction 26 

Table 4-1 - The extremely important 20 service factors to clients 29 

1 Table 4-2 - Factors that are not important to construction clients 32 

Table 4-3 - Extremely important factors according to contractors ' 

understanding 33 

Table 4-4 - Factors that are not important according to contractors 35 

Table 4-5 - Factors with positive market information gaps 37 

Table 4-6 - Factors with negative market information gaps 37 

Table 4-7 - Factors which are not satisfactory to clients 39 

Table 4-8 - Factors which are extremely important to clients 

but not satisfied 41 

• Table 4-9 - Positive service quality gaps 42 

Table 4-10 - Highest 10 negative service quality gaps 44 

Table 4-11 - Market Information Gap of S E R V Q U A L Dimensions 46 

Table 4-12 - Service Quality Gap of S E R V Q U A L Dimensions 47 
Table 5-1 - Extremely important factors not covered by any form 

of enforcement 49 

Table 5-2 - Extremely important factors covered by ISO 9000 
guidelines 50 

# Table 5-3 - Extremely important factors addressed by the ICTAD 
Conditions of Contract 52 

Table 5-4 - Extremely important factors addressed by the FIDIC 
Conditions of Contract 53 

Table 5-5 - Extremely important factors addressed by P M B O K 
guidelines 55 



List of Figures 

Determinants of Client Satisfaction 

Comparison of Importance and Performance 
for Design, Construction and Service 

A Model on Service Quality 



• 

Abbreviations 

International Federation of Consult ing Engineers 

Institute of Construction Training and Development 

International Organization for Standardization 

Project Management body of Knowledge 

Total Quality Management 

• 

FIDIC 

I C T A D 

ISO 

P M B O K 

T Q M 


