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ABSTRACT

Practicing building maintenance management in the high-rise commercial buildings
are made up of complex communication activities involving many parties. Previous
studies reveal that the communication gaps have existed between maintenance
management group and building occupant group. The problems identified are related
to the complex building maintenance process often involve interests-competing and
tasks interrelated organizations. It has therefore become an ineffective communication
system among building maintenance stakeholders for supporting value aspect in the
building particularly on the operation and maintenance activities. The aim of the
research is to investigate the communication factors impact on building maintenance
communication performance in building maintenance management practice of high-
rise commercial buildings. Thus, the research focused on building maintenance
communication which is the transmission and exchange of related information. In this
study, a model was developed to show the reality of the relationship between the
communication factors and the communication performance indicators. A framework
of these factors for managing communication system has been built up from both
theoretical and practical points of view in this study. It sets out the relationships
between the determining variables of communication factors and influenced variables
of communication performance indicators. Based on this model, questionnaire survey
was designed to investigate the impacts of communication factors on building
maintenance communication performance. One hundred and ten (110) high-rise
commercial buildings in Kuala Lumpur and thirty-nine (39) high-rise commercial
buildings in Selangor which are two (2) interesting locations for local and
international investors in Malaysia have been selected for the study which involving
two (2) groups of respondents called as building maintenance stakeholders. The in-
house building maintenance personnel (IH) and outsourced team (OS) are in
maintenance management group whereas the building owners (BO) and tenants (T) as
the building occupant group have been structured interviewed based on the value
aspects of communication factors. The testified statistical analysis indicates that, only
eight (8) factors of schedule for communication and information distribution, social
and informal mechanisms for a cooperative working environment, arrangement of
building maintenance management structure, building maintenance information with
high quality content, building maintenance stakeholders’ experiences, capable
building manager, building maintenance information documentation, and building
maintenance communication media infrastructure discovered their impacts on the
building maintenance communication performance which had a significant
relationship with building maintenance communication effectiveness (BMCE). So, it
can help maintenance management team to develop strategies for improving
communication effectiveness during the operation and maintenance activities by
applying needed actions to the related predicting communication performance
indicators. In conclusion, effectively managing communication factors through
communication performance indicators in building maintenance practice can improve
the building maintenance management performance and further benefit for all building
maintenance stakeholders and the objectives of the whole operation and building
maintenance activities.
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ABSTRAK

Amalan pengurusan penyelenggaraan bangunan di bangunan-bangunan tinggi komersial
terdiri daripada aktiviti-aktiviti komunikasi yang kompleks yang mana melibatkan banyak
pihak. Kajian sebelum ini menunjukkan bahawa jurang komunikasi telah wujud antara
kumpulan pengurusan penyelenggaraan dan kumpulan pengguna bangunan. Masalah-
masalah yang dikenal pasti adalah berkaitan dengan proses penyelenggaraan bangunan
yang kompleks sering melibatkan kepentingan organisasi-bersaing dan tugas-tugas yang
saling berkaitan. Oleh itu, ia telah menjadi sistem komunikasi yang tidak berkesan di
kalangan pihak-pihak berkepentingan untuk menyokong aspek nilai di dalam bangunan
terutamanya mengenai operasi dan aktiviti-aktiviti penyelenggaraan. Tujuan kajian ini
adalah untuk mengkaji kesan faktor-faktor komunikasi terhadap prestasi komunikasi
penyelenggaraan bangunan dalam amalan pengurusan penyelenggaraan bangunan-
bangunan tinggi komersial. Oleh itu, kajian ini telah memberi tumpuan kepada
komunikasi penyelenggaraan bangunan yang merupakan penghantaran dan pertukaran
maklumat yang berkaitan. Rangka kerja faktor-faktor komunikasi ini untuk menguruskan
sistem komunikasi telah dibina berdasarkan kedua-dua teori dan praktikal dalam kajian
ini. la menggariskan hubungan antara pembolehubah menentukan faktor-faktor
komunikasi dan pembolehubah dipengaruhi petunjuk-petunjuk prestasi komunikasi.
Berdasarkan rangka model ini, kajian soal selidik telah direka untuk menyiasat kesan
faktor-faktor komunikasi terhadap prestasi komunikasi penyelenggaraan bangunan.
Seratus sepuluh (110) bangunan-bangunan tinggi komersil di Kuala Lumpur dan tiga
puluh sembilan (39) bangunan-banguanan tinggi komersial di Selangor yang mana
merupakan dua (2) lokasi yang menarik untuk pelabur-pelabur tempatan dan antarabangsa
di Malaysia telah dipilih untuk kajian yang melibatkan dua (2) kumpulan responden
dipanggil sebagai pihak-pihak berkepentingan dalam penyelenggaraan bangunan.
Kakitangan dalaman penyelenggaraan bangunan (IH) dan pasukan sumber luar (OS)
adalah dalam kumpulan pengurusan penyelenggaraan manakala pemilik bangunan (BO)
dan penyewa (T) sebagai kumpulan pengguna bangunan telah ditemuramah secara
berstruktur berdasarkan aspek-aspek nilai bagi faktor-faktor komunikasi. Analisis statistik
menunjukkan bahawa, hanya lapan (8) faktor seperti jadual untuk komunikasi dan
penyebaran maklumat, sosial dan mekanisma secara informal untuk persekitaran jalinan
kerjasama, susunan struktur pengurusan penyelenggaraan bangunan, maklumat
penyelenggaraan bangunan dengan kandungan berkualiti tinggi, pengalaman pihak-pihak
berkepentingan dalam penyelenggaraan bangunan, kemampuan pengurus bangunan,
dokumentasi maklumat penyelenggaraan bangunan, dan infrastruktur media komunikasi
penyelenggaraan  bangunan ditemui impaknya kepada prestasi komunikasi
penyelenggaraan bangunan yang mana mempunyai hubungan yang signifikan dengan
keberkesanan komunikasi penyelenggaraan bangunan (BMCE). Dalam kajian ini, model
telah dibangunkan untuk menunjukkan realiti hubungan antara faktor-faktor komunikasi
dan petunjuk-petunjuk prestasi komunikasi. Jadi, ia boleh membantu pasukan pengurusan
penyelenggaraan untuk membangunkan  strategi-strategi untuk  meningkatkan
keberkesanan komunikasi semasa operasi dan aktiviti-aktiviti penyelenggaraan dengan
menggunakan tindakan yang diperlukan untuk meramalkan petunjuk-petunjuk prestasi
komunikasi. Kesimpulannya, keberkesanan menguruskan faktor-faktor komunikasi
melalui petunjuk-petunjuk prestasi komunikasi dalam amalan penyelenggaraan bangunan
boleh meningkatkan prestasi pengurusan penyelenggaraan bangunan dan juga faedah bagi
semua pihak-pihak berkepentingan dalam penyelenggaraan bangunan dan objektif-
objektif keseluruhan operasi dan aktiviti-aktiviti penyelenggaraan bangunan.
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CHAPTER ONE

OVERVIEW OF THE RESEARCH

1.1 INTRODUCTION

Practicing building maintenance management is made up of complex activities
involving many parties. Furthermore, building maintenance organizations have
developed more systematic and sophisticated tasks or activities which require various
contributions from different specialized bodies. These organizations then form a task-
based building maintenance team to implement building maintenance management
activities in order to accomplish an efficient building maintenance management. The
parties involved in the operation and maintenance activities of a building are typically
the building owners, tenants, in-house maintenance management personnel, out-
sourced contractors and out-sourced consultants. All of them have different
backgrounds as well as knowledges. So, communication problems occurred during the
operation, and maintenance activities tend to influence the information flow and
building maintenance communication performance.

According to Morsing & Schultz (2006), the communication process is the
synchronisation of the task activities depends on how manager report to the
stakeholders. Each building stakeholder in a building is typically in charge of a
particular functional task during the operation and maintenance activities. In order to
make decisions appropriately and accomplish their tasks, they need accurate and
timely information from others so that they can make decisions appropriately and
accomplish their tasks (Dennis et al., 2008). The various building maintenance

information should be soundly transmitted among building maintenance stakeholders



for task implementation (Goh et al., 2005). This significant of communication in the
maintenance activities can be demonstrated by (Littlejohn & Foss, 2011) statement
"good communication system can make many parties involved to do certain tasks in
an integrated and orderly manner and to coordinate their efforts and skills towards a

common goal."

1.2 PROBLEM STATEMENT

Effective communication among building maintenance stakeholders has a critical
influence on the building maintenance management performance. Numerous studies
have emphasized the importance of effective communication for work success
(Elving, 2005; Morsing & Schultz, 2006; Dennis et al., 2008; Adejimola, 2008).
According to Bruce et al. (2013), statistical analysis shows that most of the variation
in the perception of work success can be attributable to the variation in
communication effectiveness. If there is effective communication among all parties
involved, accurate information will be quickly communicated, and consensus
decisions can be simply achieved among them (Bruce et al., 2013). Hence, managing
building maintenance communication and achieving communication effectiveness is
important for maintenance work success, and it will improve the quality of
maintenance works, decrease conflicts and reworks.

The communication gap between the maintenance management group and the
building occupant group exists during the operation and maintenance activities in
high-rise commercial office buildings in Malaysia (Syahrul & Emma, 2010).
However, communication among building maintenance stakeholders is the complex
activities, and its effectiveness is challenging to accomplish. Reported communication

problems are usually insufficient information, information received late from others or



having technical hitches to access information sources among building maintenance
stakeholders. Poor communication performance may be caused by the complex
characteristic features of communication system, such as communicators with
dissimilar backgrounds and various communication channels. As pointed out in the
beginning, building maintenance managements have become more complex in
maintenance planning, maintenance schedule and maintenance progress, presenting
the complicated data for information flow to building maintenance stakeholders. For
example, maintenance planning is now used to operate maintenance activities
accordingly. However, usually maintenance schedule overlaps and maintenance
progress is compressed. In planned maintenance, changes and rescheduling during the
operation and maintenance activities, requires in-house maintenance management
personnel to timely deliver fully coordinated, certain, and accurate information to
other building maintenance stakeholders.

Other problems among building maintenance stakeholders in inter-

organizations during the operation and maintenance activities are as follows:

a. The building maintenance stakeholders got their dissimilar outlooks and
opinions in terms of quality and priorities (Goh et al., 2005; Yik et al.,
2010; May, 2010).

b. These varied backgrounds of each building stakeholder hold back the
development of effective communication (May, 2010). Thus, effective
communication across interfaces among the building maintenance
stakeholders is required (Jee & Jin, 2014).

c. In complex building maintenance managements, various information are
made by different background building maintenance stakeholders and

organizations to communicate among them. The complex information



