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Individual Factors Influence on Client Involvement: the
Case Construction Projects in Saudi Arabia

Bambang Trigunarsyah' and Sultan Al-Solaiman®

Abstract: Lack of client involvement in construction of public projects has been identified as the main cause of many operational
problems. Clients need to perform their roles and responsibilities effectively and efficiently at the right time and through the use of
correct methods in order to have the optimum involvement required during all the construction project phases, namely, the planning,
design, construction, handover, and operation and maintenance phase. This paper investigates the influence of clients’ individual
factors on their involvement in construction project delivery. A questionnaire survey was distributed to various government agencies
of the Kingdom of Saudi Arabia (KSA). Explanatory Factory Analysis was performed to group nineteen individual factors. The factor
analysis result suggests that the individual factors that can involve clients’ involvement in construction projects can be grouped into
five, which are: adequacy of knowledge and experience for decision making in the early stage of design; ability to communicate
clearly; job satisfaction; personal skills; and expertise in design and construction.
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1. INTRODUCTION

The construction sector in Saudi Arabia is the largest
and fastest growing market in the Gulf region [1, 2]. A
strong economic standing has encouraged the Saudi
Government to take the opportunity to spend money on
many projects. However, a United Nations Development
Programme [3] indicated that Saudi Arabia was failing to
make real progress in achieving good management and
organizational performance. This was clearly demonstrated
in the number of projects experiencing delay, which
increased from 700 projects in 2009 [4] to 3000 projects in
2013 [5]

Since the 1970s, construction project management
practices in Saudi Arabia have varied [6] due to the
different nationalities of the construction industry
professionals. Furthermore, the quality of public projects
has varied among government agencies due to the different
approaches used [4, 7]. Some examples of problems
experienced in construction projects in Saudi Arabia
include cost and time overruns, disputes, errors,
uncertainties in plans and specifications, and increased
maintenance costs. The lack of client involvement in public
construction projects has been proposed as the main cause
of myriad problems [4].

Very little investigation has been reported that focuses
on effective client involvement in public construction
projects. In the Saudi context, only one study was carried
out by Bubshait and Al-Musaid [6], more twenty years ago.
They emphasized the quality of owner involvement in three
project phases (planning, design and construction), and
focused on defining the important tasks during the
construction project phases. This paper investigates the
influence of clients’ individual factors on their involvement
in construction project delivery.

II. CONSTRUCTION SECTOR IN SAUDI ARABIA

In the relationship between the parties in Saudi
construction projects, the consultant has traditionally been
considered as the major player in the construction project
and this approach has served to isolate the contractors from
the client [8]. The isolation between the contractor and the
client reduces the client’s influence on the project and
makes the client dependent on the consultant [9, 10].
Furthermore, there is a perception among the clients in
government projects in Saudi Arabia that the consultants
are correct even if the offered resolution is different from
the client's preference [11].

The lack of real progress in achieving good
management and organizational performance in Saudi
Arabia has been cited [3, 12]. According to Althynian [4],
the UN Development Programme Report revealed some of
the difficulties and problems faced by 850 construction
projects out of 1035 projects underway between 1992 and
2009. Among these projects, 41% of them were
experiencing cost overruns and 82% (700 projects) had
exceeded the scheduled delivery timeframe. The Anti-
Corruption Commission [5] updated these figures and
painted a worse picture: in 2013, over 3000 projects had
not been completed on time. The chairman of the
Committee of Contractors and board member of the Riyadh
Chamber of Commerce, blamed the government agencies
for the delays in the implementation of the projects and
pointed out that the reasons for incomplete projects were
the large number of projects being put forward, errors in
the project design, and weak supervision of all the parties
in the projects [13]. One main reason can be attributed to
the lack of planning and design, and this lack of planning is
caused by the weakness of the clients’ involvement in the
project processes [4].

Client involvement during the formative and early
design stages of a project is a critical factor that must be
taken into account if a project is to be delivered on time, to
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budget and to the desired quality [14]. The success of a
project starts with correct planning and design involvement
in the early stage of a project and the client plays a major
role in this stage [15]. Al-Sedairy [9] investigated
management conflict in public sector construction in Saudi
Arabia and found that the conflict in public sector
construction occurred most frequently in the key
relationships between the contractor and the client, and the
contractor and the consultant. The conflict was found to
occur most strongly in the later stages of a project during
construction. Moreover, low levels of experience and the
high rapid economic and construction boom had provided
little time for the client to establish its norms [10].
Therefore, problems arising from incomplete or inaccurate
engineering details were frequently serious and costly, and
were often not discovered until the project had been
completed or was in use. Such problems include cost and
time overruns, disputes between clients and other parties
(especially contractors), omissions, errors, ambiguities in
plans and specifications, reduced life span, and increased
maintenance costs [16].

III. CLIENT INVOLVEMENT IN CONSTRUCTION PROJECTS

A successfully constructed project begins with the
client [17, 18]. Clients are central to the construction
process and are considered to be the driving force in the
project. This part of the literature review focuses on the
understanding of the client concept and their roles and
responsibilities in construction project processes.

Clients who are closely involved in managing a project
are usually the most satisfied with the project quality [6].
However, the client has duties and responsibilities when
involved in the construction process. Clients should
identify and adopt effective practices that contribute to
high performance in their involvement in the construction
process [4, 7, 16, 18-22]. Involvement is determined by the
degree to which the project team fulfills its responsibilities
to each phase of the total construction process [19, 22-26].
The total construction process, from the beginning of the
project idea through its start-up, was illustrated in the
Quality in the Constructed Project Manual published by
[27].

The degree of client involvement is based on taking
the right decision during the construction project processes.
Involvement in a construction project is like having a
“black box” that needs to be opened by the client. Then,
the client divides the box (project) to phases (project
phases) and the phases are broken down to items (tasks).
With the procedure chosen, the client delivers the project
according to what was expected. Therefore, good
involvement produces good outcomes so the decisions are
taken mainly based on adequate information, rich
knowledge, and appropriate skills to use knowledge and
information. In a complex environment, undetermined and
insufficient external information as input during the project
could trigger incomplete and poorly constructed results
[28]. Generally, the entire client involvement procedure is
based on the weight of the client’s experience [29].

Therefore, for many construction projects, making good
and timely decisions is not an easy task to accomplish.
Making the right decision is typically not a simple matter,
as most decision problems in construction projects are
highly complex in nature. This complexity is due to a
number of factors, either in the construction process or in
management, that affect project success and cause project
failure. Therefore, knowing these factors can be helpful for
analyzing the potential reasons for project success or
failure [21].

Individual Factors Influencing Client Involvement

Understanding clients' attitudes and actions is critically
important for construction professionals in collectively
taking the construction sector forward [30].0ut of 44
factors affecting the construction project, as identified by
Chan, Scott [24], the attributes that are related to the
client’s individual factors include: the client’s experience
and ability; the nature of the client; the size of the client’s
organization; the client’s emphasis on cost, time and
quality; and the client’s contribution to the project. The
project-related factors include the complexity of the
project, nature of the project, and size of the project. In
projects which are complex and large in size and where
there is congestion between project elements, coordination
between the client and the project team is needed. The
study by Chan et al. also focuses on the project team and
how to improve the effectiveness of projects by identifying
the project success and the critical success factors.

Some factors that can lead to a poor quality outcome in
some highway projects are related to the client’s attitude
[31], which include lack of information, wrong beliefs,
habitual thinking, reluctance to ask for advice, time
pressures, negative attitudes, rapidly changing technology,
and poor human relations. Other factors are related to the
project, including time pressures, and poor coordination
between the project team members. Time constraints due to
unrealistic project contract periods increase the design and
construction activity overlaps which results in slipped
schedules, overrun cost, low quality, and delays in the
project.

The client attitude is a predisposition to respond in a
positive or negative way within the project. The client’s
lack of knowledge arises from the failure to get sufficient
facts before starting the project or misunderstanding the
full requirements of the original project plan. Moreover,
clients are often very reluctant to seek advice from others
in their field so sometimes their decisions are based on
“educated guesses”. In terms of age as a demographic
characteristic, there is a positive relationship between
seniority and performance because older persons have
greater experience, resulting in higher skills and knowledge
[32]. Low client experience results in a poor project output
which means there is no clear direction from the client to
the project team. The clients also need to have a high level
of experience. Experience impacts on the skill level and
project management knowledge being applied in the
project. Clients with more experience have a greater range
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of knowledge of project methods, tools and techniques to
manage projects [29].

Technological change is another factor that affects the
client outcomes. Technology changes rapidly in the
development of processes, products and materials.
Therefore, no one person can be expected to have
completely current knowledge in any field. The lack of
knowledge on technology or project management among
clients might be improved by doing training courses,
attending a conference or gaining a professional certificate
related to construction projects [33].

Both good communication and the ability to operate
under pressure in a complex environment were found to be
important area in which clients needed to improve their
skills [34]. In view of the importance of communication in
projects, it is vital for clients to understand how
communication processes work. Clients should understand
how to maximize the potential benefits of communication
and how to minimize the potential problems [35]. Several
factors may disrupt the communication process as barriers
to effective communication in the project. Client individual
communication  barriers may  disrupt  effective
communication. One common problem is language
difference; other problems include a lack of credibility
about the subject, conflicting or inconsistent cues, a
reluctance to communicate, poor listening skills, or
predispositions about the subject. Paying less attention to
communication will increase the conflicts among all the
parties in a project.

IV. RESEARCH METHOD

For this study, a questionnaire survey was selected as
the research method. There are three factors that
distinguish the selection of research method [36]: the type
of research question being asked; the control a researcher
has over actual behavioral events; and the degree of focus
on contemporary as opposed to historical events. The
research question is a ‘what’ type of question that measures
the prevalence of people’s beliefs. It is also aimed at
predicting outcomes, i.e. the influence of individual factors
on client involvement. Yin [38] suggests that a survey is
the preferred method for this type of question, and this has
therefore been used in this study for answering this
question. The development of the questionnaire followed
Leedy [36] four practical guidelines, which are: using clear
language, meeting research aims, planning development
including distribution and collection, and creating a solid
cover letter. Thus, in order to have clear language as well
as clear understanding for the questionnaire, the survey
was written in two languages (English and Arabic) which
is appropriate for the participants. Close-ended questions
with ordinal and nominal scales were employed.
Instructions were also provided at the beginning of each
section for completing the questionnaire.

The questionnaire consisted of two main parts. Part 1
(8 items) was designed to obtain some demographic
information about the participants. Part 2 (19 items) was
designed to identify the individual factors that influence

client involvement in construction projects, and project
delivery expectation (4 items).

V.RESULTS

The questionnaire survey was distributed to 315
potential participants in 21 government agencies of the
Kingdom of Saudi Arabia (KSA). Seventeen of the 21
(80.95%) agencies responded, with a total of 223
questionnaires (70.79%) were returned, giving the
researcher more precision and more confidence in regard to
understanding the sample population.

TABLE I
RANKING OF EXISTING INDIVIDUAL FACTORS FROM (HIGHEST TO LOWEST)
= = .g
Rank Code Individual Factors g 5 TBE
= s 23
a
1 1.4  Getting a professional certificate 457 5 624
related to projects
2 I 2 Training courses 455 5 792
3 I 6 Low client salary 455 5 757
4 119 Technical, planning, organizing, and 4.55 5 .634
coordinating skills are very
important for clients to be able to be
more effective in a project
5 1_14 Unfamiliarity with a construction 448 5 740
project
6 1 18 Good knowledge is influencing the 446 5 702
teamwork, collaboration and
effective communication
7 1.5 Language differences disrupt 440 5 740
effective communication
8 I 7  Job satisfaction and overlapping in 437 5 171
some project tasks that are not of
related duties
9 112 Inability to identify regulationsand ~ 4.24 4 749
responsibilities within the project
10 I 13  Unfamiliarity with project design 420 4 786
11 1.1  More clients experience more quality 4.11 4 .842
in project involvement
12 1 17 Emphasis on quick construction 4.03 4 .956
13 1 3  Attend international conferences 399 4 1.076
14 110 Inability to make appropriate 392 4 953
decisions
15 19 Poor human relations 390 4 .829
16 1 11 [Inability to identify the basic 384 4 1.138
requirements of the project in the
first phase of the design
17 1 15 Emphasis on low construction cost 362 4 1.480
18 1 8 Increases in working hours 324 3 1.155
19 1 16 Emphasis on high quality of project ~ 2.80 3 1.266

From the literature, as discussed in Section III, the
individual factors include 19 items. Table 1 presents the
mean values of the individual factors and the rankings from
the most influential factors to the lowest. On the Likert
scale, 12 factors were scaled from 4 to 5, six factors were
scaled from 3 to 4, and one factor was scaled under 3.
Based on the sample’s responses, the 12 factors that had a
strong effect on the client involvement in projects were: 1)
getting a professional certificate related to projects; 2)
getting training courses; 3) low client salary; 4) technical,
planning, organizing and coordinating skills are very
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important for clients to be able to be more effective in a
project; 5) unfamiliarity with construction projects; 6) good
knowledge influences the teamwork, collaboration and
effective communication; 7) language differences disrupt
effective communication; 8) job satisfaction and
overlapping in some project tasks that are not of related
duties; 9) inability to identify regulations and
responsibilities within the project; 10) unfamiliarity with
project design; 11) more clients experience more quality in
project involvement; and 12) emphasis on quick
construction.

Based on the questionnaire responses, the first five
items had the most influence on client involvement. These
five items, namely, professional certificate, good training,
reasonable salary, developing skills, and unfamiliarity in
construction projects, apply to most new engineers in the
construction field. In general, it can be inferred that the 12
items ranked in the questionnaires are related to the
knowledge development of the project members who can
address these items by getting more training, developing
skills, becoming familiar with project process and
developing communication skills. As discussed previously,
knowledge development in Saudi Arabia is weak and the
country has been cited for the lack of real progress in
achieving good management and organizational
performance. This indicates some weakness in the
employee training programs offered by the government
agencies. Government agencies should be a model
employer in developing their employees. Any specific
program introduced by the government organization such
as an employee training program is an important indicator
of the value placed on employees. It can be used to
transmit awareness to the employees about the important
goals and objectives of the organization, the expected
behavior, the various roles and extent of their
responsibilities, and the communication networks. This
might help to improve employee outcomes and project
management and performance and would result in more
effective client involvement in construction projects.

Explanatory Factor Analysis

EFA was applied to the data in order to understand and
highlight any interesting relationships between the factors.
Factor analysis is also a tool to extract information from
large databases and identify the interrelated data [38]. In
other words, it creates new combinations of variables as
replacements for the original variables. The factor analysis
was done for all 19 items that represented the individual
factors as one group. SPSS for Windows (v21) was used.
The Bartlett test of overall significance showed it to be
significant (sig. = 0.000) and the Kaiser-Meyer-Olkin
measure of sampling adequacy was 0.687, which is greater
than the required critical level of 0.5. Thus, it was
appropriate to proceed with factor analysis. Since the
objective of applying factor analysis was to reduce the
original variance to a minimal number of factors, PCA was
used to extract the factors. From the rotated component

matrix, five groups were generated and named. Table 2
presents the results generated from the factor analysis test.

TABLE I
FACTOR ANALYSIS OF INDIVIDUAL FACTORS

Code Individual Factors Loading

Group 1: Low knowledge and experience lead to poor decision making
in the early stage of design

110 Inability to make appropriate decisions .857

13 Attend international conferences .836

19 Poor human relation 742

111 Inat‘>ilit3_/ to identify the basic requi_rements of the 738
- project in the first phase of the design

11 More clients experience more quality in project 719

involvement

Group 2: Inability to communicate clearly and weak in training with
low knowledge lead to failure to identify the project
regulations and responsibilities

12 Training courses .829

Good knowledge is influencing the teamwork,
. . A 768
collaboration and effective communication

15 Language difference disrupt effective communication .711

Inability to identify regulations and responsibilities

12 within the project 639
Group 3: Low job satisfaction in leads to low client expectation

117 Emphasis on quick construction 754
17 Job satisfaction and overlapping in some project tasks 711
- that are not of related duties i

16 Low client salary .661

14 Getting a professional certificate related to projects .583

Group 4: Insufficient personal skills and long work hours lead to low
client expectation

115 Emphasis on low construction cost .690

I8 Increases in working hours .679

116 Emphasis on high quality of project .629
Technical, planning, organising and coordinating

119 skills are very important for clients to be able to be .5:”

more effective in project

Group 5: Low expertise in design and construction

113 Unfamiliarity with project design .609

114 Unfamiliarity with a construction project .529

The five groups identified in the analysis match some
of the problems and obstacles in the Saudi construction
sector highlighted by other sources. Many recent media
reports have focused on the major delays in Saudi
construction projects, with delays said to be caused by the
clients [13], contractors and other factors [4, 16]. As
discussed in the literature review (the problems faced in the
Saudi construction projects; many of those problems
resonate with the individual factors highlighted in this
analysis.

e Group 1: Low knowledge and experience lead to
poor decision making in the early stage of
design.

e Group 2: Inability to communicate clearly and weak
in training with low knowledge lead to
failure to identify the project regulations
and responsibilities.

e Group 3: Low job satisfaction in leads to low client
expectation.
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e Group 4: Insufficient personal skills and long work
hours lead to low client expectation.
e Group 5: Low expertise in design and construction

VI. CONCLUSIONS

It is important to identify the dominant factors that
lead to low client involvement in construction projects so
that efforts can be concentrated on those factors in order to
reduce them and improve the current practices. The client’s
contribution is critically important for the construction
process and for taking the construction sector forward.
Among the individual factors, the four most impacting
factors were: professional certificate, good training,
reasonable salary and skill development. These factors
were identified as the features most needed by the clients
as individuals in the construction sector. The individual
factors were further summarized into five main groups,
which are: Low knowledge and experience leads to
insufficient decision-making in the early stage of design;

Inability to communicate clearly and weak training
with low knowledge lead to failure to identify the project
regulations and responsibilities; Low satisfaction with job
and salary leads to low client expectations; Insufficient
personal skills with long work hours lead to low client
expectations; and Low expertise in design and construction
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