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Summary

Customer relationships and customer orientation have become a basis for operations in all areas of production. The construction industry has become a full service business, not only provide a quality product on time, but also a full array of services that will meet their customer’s expectation. As construction companies face-increasing competition, greater attention continues to be placed on customer relationship management. The improvement of customer relationship is the demand for perceived quality and customer satisfaction. Project developers should be concern about customer satisfaction because of its expected future projects and positive word-of-mouth. However, customer satisfaction in construction market is an under-researched area so far. 

The research consists of two phases: the first phase is a quantitative study, based on a performance of the Finnish construction companies measured by degree of customer satisfaction. Analyzes are consisting nearly 400 construction projects. The objective is to explore the clients´ main satisfaction /dissatisfaction factors in the context of real estate development projects. Framework for customer satisfaction model has been established and the preliminary results of the first phase are also reported. The second phase is based on the results of the quantitative study, focusing on interrelationships between customer satisfaction, expectations and quality. 
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