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ABSTRACT

The purpose of this study is to identify the process of communication
management that is being practiced currently in JKR in project life-cycle to produce
an excellence project delivery. The objectives of this study are to identify client
perception regarding to process of effective communication management and also to
identify client’s perception in regard to effective project delivery excellence. Other
objective in this study is to examine relationship between effective communication
management and project delivery excellence and also to examine the influence of
effective communication management toward project delivery excellence faced by
JKR regarding project communication management during it course of project
implementation delivery stage. Location of the study is in JKR Headquarters. The
methodology use for this study is survey by distributing a set of questionnaires to 80
respondents at the Kementerian Kesihatan Malaysia, Head of Design Team (HODT),
Consultants and Contractors by hand, by email and by online. Data gathered from
questionnaire was analyzed using descriptive statistic (mean, percentage and
standard deviation) and inferential statistic (Pearson Correlation and Multiple
Regression). The overall mean for communication (4.0407) falls into range 3.68-5.00
which is high and mean for delivery was (3.9975) falls into range 3.68-5.00 which
also high. The result for correlation shows that has a moderate correlation between
effective communication and project delivery excellence which is 0.407 and
correlation is significant at the 0.01 level (2-tailed). The R=indicates that
communication contribute 16.6% to project delivery excellence. Based on the
Statistic F = 14.680 significant shows there is a relationship between communication
and project delivery excellent. Significant Beta coefficient for communication
management B = 0.407 shows that communication management influence project
delivery. If communication management is increased by 1 unit, project delivery

excellence will increase 0.4 units.
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ABSTRAK

Tujuan kajian ini dijalankan adalah bagi mengkaji hubungkait di antara
pengurusan komunikasi berkesan memberi kesan kepada penghasilan projek yang
berjaya. Kertas ini juga akan menggariskan proses-proses komunikasi yang
digunakan oleh JKR untuk menguruskan sesuatu projek diperingkat penyerahan
projek.  Kajian ini melibatkan pihak pelanggan iaitu Kementerian Kesihatan
Malaysia, Bahagian Pakar JKR, pihak perunding dan pihak kontraktor. Kaedah yang
diguna pakai adalah kaedah lapangan dengan mengedarkan soalan kajian kepada 76
responden melalui email, online dan tangan. Responden di sasarkan dari kalangan
pegawai kumpulan professional bagi sektor kerajaan dan swasta. Data yang
dikumpul dari soalan kajian dianalisis menggunakan kadah statistik diskriptif dan
keputusan dikira berdasarkan purata, peratus, dan sisihan piawai. Keputusan telah
menunjukkan bahawa berlaku komunikasi berkesan di dalam perlaksanaan projek di
JKR. Kebanyakkan maklumbalas menunjukkan berlakunya proses komunikasi
semasa pelaksanaan peringkat serahan kepada pihak pelanggan. Aras bagi persepsi
pihak pelanggan terhadap komunikasi berkesan semasa perlaksanaan projek oleh
pihak JKR adalah tinggi. Walaubagaimanapun, penambahbaikan dari segi proses
komunikasi semasa pelaksanaan projek perlu sentiasa dipertingkatkan bagi
memastikan penyerahan projek kepada pihak pelanggan menepati piagam pelanggan
JKR iaitu menyerahkan projek pada masa yang telah ditetapkan, mengikut kos yang

ditetapkan dan kualaiti yang baik.
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CHAPTER 1

INTRODUCTION

1.1  Background

Jabatan Kerja Raya (JKR) Malaysia (originally known as Public Works
Department - PWD) was formed in year 1872 where Major J.F.A McNair as the first
head of the organization. The events that lead to the formation of PWD began earlier
than 1872 when the British East India Company - trading between England, India,
and China - needed a safe station for refitting their ships. They found it in Penang.
Penang was well positioned for their purpose. In 1786, they persuaded the Sultan of
Kedah to give up the rights of the island to the company. They managed to get
Penang in 1791 through a treaty. In 1825, through the Anglo-Dutch Treaty, Malacca
reverted to the British in exchange for Bencoolen. Raffles, in 1819, entered into a
treaty with Sultan Hussein and Temenggong Abdul Rahman giving the British the
rights to establish settlements in Singapore. These three territories (Penang,

Malacca, and Singapore) formed the Straits Settlement in 1826.



PUBLIC WORK DEPARTMENT (PWD) OR JABATAN
KERJA RAYA

HEAD OF DESIGN
TEAM (HODT)

CLIENT (KEMENTERIAN CONSULTANTS CONTRACTORS
KESIHATAN MALAYSIA)

Figure 1.1: Relationship between JKR and Stakeholders

Project Communications Management includes the processes that are
required to ensure timely and appropriate planning, collection, creation, distribution,
storage, retrieval, management, control, monitoring, and the ultimate disposition of
project information. Project managers spend most of their time communicating with
team members and other project stakeholders, whether they are internal (at all

organizational levels) or external to the organization (PMBOK 5™ Edition).

Effective communication creates a bridge between diverse stakeholders who
may have different cultural and organizational backgrounds, different levels of
expertise, and different perspectives and interests, which impact or have an influence
upon the project execution or outcome. This topic is to show the effectiveness of
communication during construction and how it helps the construction industry to

enhance production and delivery the project within the stipulated period of time.



Communication is a means by which operatives and others member of the
construction team are linked each other in order to achieve the goal. Basically,
communication is the way information is exchanged between entities. There are
various components of the communication process. They include the message,
source, encoding, channel, decoding, receiver, feedback, noise, context and shared
meaning. One of the primary points of effective communication is that it is
interactive.  During a project, communication can occur in various directions
depending on who is communicating. There is upward communication to
management from your own organization and the customer’s organization. Lateral
communication takes place with customers and within project teams
(A. Mehta, 2010). Communication is a large sense of it is used to express facts,
ideas, opinion, feeling and emotions between two or more people and through
communication exchange of thought, information is also a good tool for human
relation to produce an excellence projects delivery. Through effective
communication, the employees especially in construction industries firms find it easy
and highly productive to work together. Instruction and order are given and they are

carried out as expected once they are well understood and act upon rightly.

Successful project communication is only possible when the entire project
team is communicating effectively. To ensure this, the entire team needs to
understand the goals, objectives, outcomes and benefits of the project. That is, the
vision of the project needs to be clear and clearly communicated both internally and
externally (H. F. Cervone, 2014).

Research reveals that communication between parties is critical to the success
of an alliance (Hua et al., 2005) and (Cheng et al., 2001). Nevertheless, in practice,
various stakeholders usually handle different stage of the building life cycle
independently and overlook the importance of communication, which results in
incomplete and loosely coupled construction processes. According to a research to a
research conducted in Turkish construction industry, most of the problems that occur

during the construction phase are due to a lack of corporation and communication



between designers and contractors and lack of prompt expert decision during on-site
engineering (Aksoy et al., 1996).

Construction project development involves various parties, various processes,
different phases and stages of work with a great deal of input from public and private
sectors. The major aim is to bring the project to successful completion. The
successful delivery of construction project development activities depends on the
quality of managerial, financial, technical and organizational performance of the
respective parties. The common assessment of the success of construction project is
that they are delivered on time, to budget, good quality, to technical specification and

meet client satisfaction.

Successful project delivery should be viewed from the different perspective
of individual, owner, developer, contractor, general public etc. Project success is
normally thought of as the achievement of some predetermined project goals, which
commonly include multiple parameters such as time, cost, performance, quality and
safety. Often the client and contractor would generally consider a project to be
successful as long as their respective project objectives are achieved, particularly the

financial ones (Lim et al., 1999).

The criteria of time, cost and quality have long been used to evaluate the
performance and success of development projects (Chan et al., 2002). This criterion
has been named as “the iron triangle” (Atkinson et al., 1999). Although these basic
criteria (cost, time and quality) are easy and timely to measure, they have been
criticized for being inadequate for several reasons. Researchers have argued that
these basic criteria are insufficient on their own unless they are continuously
measured. These parameters do not provide an adequate vision of the potential for
improvement and the information obtained usually arrives too late for corrective
action to be taken. Project success is a strategic management concept where project

efforts must be aligned with both short and long term goal of the company.



Likewise, strategic project planning and are critical for project success (Tmeemy et
al., 2010).

In this fast moving society, consumers are more demanding and more
discerning than ever before, wanting everything better, faster, cheaper, safer and
easier. Informed clients are looking for construction companies that are able to
demonstrably deliver better, more knowledgeable, experienced and progressive to

consistently meet their business needs.

The purpose of this study is to identify how effective project communication

management contributes toward project delivery excellence.

1.2 Statement of the Problem

The construction industry is wholly reliant upon effective communication
between individuals, teams and organizations. However, in a project-based
industry, interaction tends to be characterized by unfamiliar groups of people
coming together for short periods before disbanding to work on other endeavors.
This temporal dimension complicates an already problematic communication
environment in which technical language, an adversarial culture and
noise/distraction all combine to prevent straightforward information flow from one
party to the other. Indeed, the sheer number of stakeholders involved in the
processes undertaken during a construction project renders communication
networks exceptionally complex and subject to change. Furthermore, with the
current imperative to improve industry performance by designing and constructing
more rapidly, many processes that are reliant upon effective communication occur

concurrently.  This increases the probability of problems occurring in the



transmission and reception of vital information to the construction effort (Dainty et
al., 2005).

A particularly challenging aspect of construction work is how to convey
design information. It has been estimated that a delay in the supply of adequate
information during the construction phase of a project may contribute 21-30 per cent

to the total delay within projects (Ganah et al., 2000).

Previous study by (Sambasivan and Soon, 2006) shows that the important
effects of construction delays as perceived by contractors and consultants were
exactly the same as a those of clients. They found that the main cause of the delay
and ten most important cause were: (1) contractor’s improper planning, (2)
contractor’s poor site management, (3) inadequate contractor experience, (4)
inadequate client’s finance and payments for complete work, (5) problems with
subcontractors, (6) shortage in material, (7) labor supply, (8) equipment availability
failure, (9) lack of communication between parties, and (10) mistake during the
construction stage. They also identified main effects of delay and they were: (1) time
overrun, (2) cost overrun, (3) disputes, (4) arbitration, (5) litigation, and (6) total

abandonment.

JKR is the oldest and largest technical department in Malaysia. JKR has
undergone many changes and challenges in the development of the country.
However, JKR is still facing a problems related to the project delivery to the clients.
Recently some of the issues highlighted in the Medias and by the publics are the
delays of project completion, increasing of project cost and also poor quality of the
end products. The major fallings in project delivery have been in extensive delays in
the planned schedules, cost overruns, and serious problems in quality and an increase
in the number of claims and litigation associated with construction project (Ellis,
1991). These issues gave bad impacts to JKR reputation and destroyed the image of
JKR as technical expertise organization in Malaysia. One of the factors that

contribute to this poor project delivery is ineffective communication management.



1.3

Objectives of the Study

The study will be conducted to identify the methods and strategies of

communication process that has been practice in JKR project delivery. The study

aims is to get a better understanding of the issues and problems concerning project

communication in order to deliver an excellence project outcome in JKR.

The objectives are:

14

i) To identify client perception regarding to process of effective
communication management.

i) To identify clients perception in regard to effective project delivery.

iii) To examine relationship between effective communication
management and project delivery excellence.

iv) To propose an effective communication management toward project
delivery excellence in Jabatan Kerja Raya.

v) To examine the influence of communication management on project

delivery excellence.

Research Hypothesis

H1- There is a relationship between effective communications

management and project delivery excellence.

H2 - There is an influence of effective communication on project

delivery excellence.



1.5  Scope of the Study

The study will specifically focus on process that contributes to the project
communication management under the perspective of Kementerian Kesihatan
Malaysia — Development Division, Structure Head of Design Team (HODT) —
Health Unit, Consultants and Contractors. This study is to identify the effectiveness
of the communication management by practicing communication process to
producing an excellent end product in terms of time, cost and quality. This study
will focus on project delivery stage. Other Sectors in JKR are not included in this

study.

1.6 Significance of the Study

Organizations are totally reliant on communication, which is defined as the
exchange of ideas, messages or information by speech, writing and signal. The study
on communication management in the contact of project delivery is very rare in local
and abroad compare to other countries. As a result of this study will be benefit to
others to improve in project communication skill, clear of roles and responsibilities
and better understanding between JKR and the Client’s. This study could improve
the delivery of construction projects using effective project communication
management in both the internal and external stakeholders. This could, in turn,
increase value for construction money, meet the duration of the construction period,

and enhance the level of quality of end product in construction.



1.7

Definition of Terms

a) Project Communication Management

Project Communication Management is the knowledge area that
employs the processes required to ensure timely and appropriate generation,
collection, distribution, storage, retrieval and ultimate disposition of project
information  (Project Communication Handbook 2" Edition, 2007).
Communications management is the formal or informal process of
conducting or supervising the exchange of information either upward,
downward, laterally or diagonally. There appears to be a direct correlation
between the project manager’s ability to manage the communications process
and project performance. The communications process is more than simply
conveying a message; it is also a source for control. Proper communications
let the employees in on the act because employees need to know and
understand. Communication must convey both information and
motivation (Harold Kerzner, P H.D. Eighth Edition).

b) Project Delivery

A project delivery is a system used by an agency or owner for
organizing and financing design, construction, operations, and maintenance
services for a structure or facility by entering into legal agreements with one

or more entities or parties.

Effective project delivery includes strategies, tactics, and tools for
managing the design and construction deliver process and for controlling key

factors to ensure the client receives a facility that matches their expectations


http://en.wikipedia.org/wiki/Structure
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and function as it are intended to function. Improvement in building quality
directly contributes to reduced operational costs and increased satisfaction for
all of the stakeholders. Successful project delivery requires the
implementation of management systems that will control change in the key

factors of scope, costs, schedule, and quality to maximize the investment.

c) Project Management

Project Management is the application of knowledge, skills, tools and
techniques to execute projects effectively and efficiently. It’s a strategic
competency for organizations, enabling them to tie project results to
business goals-and thus, better compete in their markets.  Project
management is accomplished through the application and integration of the
project management project management processes of initiating, planning,
executing, monitoring and controlling and closing. Managing project
includes identifying requirement, balancing the competing demands for
quality, scope, time and cost, adapting the specifications, plans, and
approach to the different concerns and expectation of the various
stakeholders and establishing clear and achievable objectives. Effective
project management includes strategies, tactics, and tools for managing the
design and construction delivery process and for controlling key factors to
ensure the client receivers a facility that matches their expectation and
functions as it is intended to function. Improvement in building quality
directly contributes to reduce operational costs and increased satisfaction for
all of the stakeholders (PMBOK® Guide, section 1.3).
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