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Abstract 

 

Project management office (PMO) is considered a growing concept that establishes 

and retains an organization’s project management standards. In the last few decades, 

very much attention was given to stakeholder’s satisfaction in all areas of production. 

In developing countries, such as UAE, construction projects suffer from the same 

obstacles as the satisfaction of stakeholders in projects of construction is neglected 

or not properly accomplished. Most of the organizations in the UAE are still 

implementing the traditional practices although the majority the public sectors 

employ this strategy in the management of projects. Hence, developing a conceptual 

framework for the role of (PMO) toward property's stakeholder's satisfaction in 

UAE's property development forms the main objective of this paper, hoping to 

identify areas that require more focus or would have greater contributions to 

achieving satisfaction from construction projects. This work is completely devoted 

to enhancing t infrastructural development projects in developing countries, utilizing 

residential property in construction in Abu Dhabi, UAE as a case study. The results 

of this study would be beneficial for construction contractors to Government 

establishments beside organisations intending to guarantee the integration the of 

needs of customers into their processes of production. Furthermore, this research 

aims to define the specific quality characteristics that have effects on stakeholder's 

satisfaction in operating residential property in construction in what is known as the 

developing economies. 

 

Keywords: Project management office, Stakeholder’s satisfaction, Property 

development, UAE. 

 

1. Introduction 

The United Arab Emirates (UAE) has 

recently been ranked as one of the fastest 

developing economies around the world - 

(Ameri & Awad, 2016) in the Middle East, Gulf 

zone, and North Africa aiming at ranking 

among the highest economies in terms of 

service. With more than 180 nationalities, the 

UAE economy is highly diversified and 

includes tourism, logistics, development , 

diverse communities, banking and finance , 

faiths and ethnic backgrounds (Ajmal et al., 

2017). Thus, the majority of governments are 

applying measures attempting to enhance the 

practices of management and implement 

innovative techniques. Organizations are 

working hard to improve their job 

accomplishment and client satisfaction 

efficiency in this competitive world. PMO is an 

administrative body that is specialized in 

projects management  supported by 

management by achieving all stakeholders’ 

satisfaction (Khoori & Hamid, 2018). 

A project, as the Project Management 

Institute (PMI) stated, is described as an 

activity that is temporary and planned at the 

applicable time, quality and costs to accomplish 

particular goals. Project management was 

defined by PMI as an application which 

combines planning, thinking, knowledge, 

expertise, and techniques to achieve a specific 

goal of a project by fulfilling the specified 

requirements. Such definitions form the 

foundations of projects and their management 

and have been updated many times (Monteiro 

et al., 2016). This notion in project management 

was established in the 1950s, primarily in the 
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sectors of space and construction. Construction, 

manufacturing and computer-related 

technologies were associated with later projects 

(Khoori & Hamid, 2018). Project management 

refers to an association of planning, 

coordinating, monitoring and controlling the 

projects related tasks and resources (Khoori & 

Hamid, 2018). The organization, the 

operations, the manpower, and the support and 

tools employed are the key factors that 

influence projects’ proper management (Kuster 

et al., 2017). Project management office (PMO) 

is a recent established managerial framework 

where experts manage, monitor and control the 

projects. The PMO has many frameworks and 

models and is used in organizations on the basis 

of requirements (Soliman, 2016). 

In the last few decades, stakeholder's 

satisfaction has received a great deal of interest 

in all production areas(Shayan et al., 2019). In 

a highly dynamic and competitive environment, 

customer relationships and satisfied customers 

are constantly given greater attention (Darzi & 

Bhat, 2018). A project management 

office (PMO) is basically a central place to 

ensure that company standards, practices and 

procedures are being implemented to ensure the 

success of projects. . For companies, 

stakeholder's satisfaction is an efficient method 

to get distinguished from their competitors and 

obtain competitive benefits. However, it is 

considered asone of the main problems in their 

work for quality improvement (Pasha & 

Razashah, 2018). For managing and improving 

the relationships with customers, companies 

utilize diverse approaches of stakeholder's 

satisfaction to develop and monitor 

product/service offerings. In addition, 

measuring stakeholder's satisfaction has many 

advantages for organisations such as enhancing 

communication among parties and facilitating 

reciprocal agreement; better problems 

understanding; progress assessment in 

achieving the goal; and reached results and 

changes monitoring and reporting. Enhancing 

the construction projects quality from the 

perspective of customers has gained growing 

attention in construction business. A number of 

authors have emphasized on the importance of 

services in the construction industry (Pan, 

2018; Shayan et al., 2019). Traditional tools for 

measuring performance like budget, schedule 

and product quality appear to be insufficient for 

measuring the environment of a construction 

project. An approach that focuses on the 

orientation of customers and the satisfaction of 

stakeholders for the measurement criteria of 

performance has been broadly stressed. 

Stakeholder's satisfaction is related to the 

concept that a project can be considered fruitful 

if it satisfies the targeted users’ needs (Ameri & 

Awad, 2016). The orientation of the customer 

can be defined as a circle that matches and 

complements the points of the iron triangle 

(quality, costs and schedule ).. Construction has 

had many difficulties in quality production in a 

customer-oriented manner due to the complex 

construction nature and the special features of 

the production of projects. This study explains 

the factors leading to success from the 

stakeholder's satisfaction viewpoint. We 

conclude that the gains of high-stakeholder's 

satisfaction are not as obvious as described in 

other production areas. The primary reason 

behind this is the unique and temporary 

construction nature. The literature review 

entails critical examination of the research 

pertaining this topic. The researcher’s focal 

challenge is to collect the appropriate and 

related literature from a wide data pool. The 

goal of this work is to examine and explore the 

PMO related literature and how it affects the 

success rate of a project and, as a consequence, 

on stakeholders’ productivity and satisfaction. 

 

2. Literature review 

2.1. Project management office (PMO) in 

UAE 

About a decade ago, the PMO concept has 

started adoption in UAE. Although only few 

studies focusing on this topic can be found, 

many others indicate accepting PMO trend in 

the UAE organizations. Nevertheless, in spite 

of the advantages that the UAE public sector 

gained from implementing the PMO, a study 

carried out by Soliman (2015) showed some of 

the main obstacles faced in implementing PMO 

in the UAE. There are lack of alignment, 

change resistance by stakeholders, insufficient 

resources and training, politics, and low 

accountability. His study showed that the 

majority of the PMOs are affected by politics 

rather than being independent and thus 

impeding their performance. Furthermore, a 

study carried out in UAE concluded that the 

practices of leadership and team management 

were the public sector’s key challenges, and 

thus there is an urgent need for efficient PMO 

(Ajmal et al., 2017). Studies related to the 
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implementation of PMO in various countries 

are also included as part of literature reference. 

The majority of the researches revealed that 

project management office is a significant 

strategy for many public-sector organizations’ 

success, and the organizations experiencing 

failures even after implementing the PMO need 

to concentrate on establishing the PMO unit 

capacity in terms of capital and human 

resources (Khoori & Hamid, 2018). 

 

2.2. Stakeholder's satisfaction; a 

construction perspective 

The term stakeholder's satisfaction, 

according to Nguyen et al., (2020), is also 

referred to as “expectancy disconfirmation”, a 

mechanism by which it cannot be rejected that 

a service or product satisfies or exceeds the 

customer’s expectations. To put it differently, 

the customer generally compares the 

performance quality to what he or she expects 

and this reflects satisfaction or dissatisfaction. 

(Yang et al., 2015).   

Nguyen et al., (2020) on the contrary, considers 

stakeholder's satisfaction as a feature of 

disconfirmation. This disconfirmation means 

the degree to which perceived quality does not 

really meet, match and exceed the expectations 

of repurchase. Generally, clients compare a 

product’s perceived performance with specific 

performance standard described as the 

expectation of customers. The disconfirmation 

that is considered positive appears after having 

a higher perceived performance compared to 

performance standard, thus indicating the 

satisfaction of stakeholders. Nevertheless, the 

dissatisfaction of customers arises when the 

perceived performance falls below the 

performance standard. This type of 

disconfirmation is referred to as negative 

(Amarah, 2015). Further, Amarah (2015) 

highlighted the firms and organizations need to 

regularly measure stakeholder's satisfaction and 

discover how satisfied their customers were for 

the purpose of developing potential forms of 

improvement. Stakeholder's satisfaction is thus 

defined as a quality function, whereby the 

expectations of customers are either achieved 

or exceeded.  

 

2.3. Stakeholders in residential property in 

construction 

The stakeholder theory was primarily 

established from an academic research stream 

undertaken in the 1960s in the US It described 

stakeholders as groups having high adequate 

effects in an organization that would lead that 

organization to stop its operations without their 

support (Kerzner, 2015). This definition was 

adopted by the Project Management Institute 

(PMI) which stated that a stakeholder is an 

individual, organization, or group who may 

influence, be affected by, or realize itself to be 

influenced by an activity, decision, or result of 

a project (Nguyen et al. 2020). The Project 

Management Body of Knowledge (PMBOK) 

states that there are many stakeholders in a 

project who have related or in conflict interests 

(Nguyen et al., 2020). . The significance of 

community and external independent 

concerned groups, and a detection of unseen 

team members form the most important aspects 

of the ‘mapping’. It is advocated that the 

success of a project can be significantly 

influenced by these two recognized groups 

activities (Amarah, 2015). The stakeholders 

importance could be identified by exploring a 

business needs and to what extent an 

organization needs a specific stakeholder 

(Nguyen et al., 2020). In some situations, some 

stakeholders could be more noteworthy than 

others, and their requirements should be 

sensibly analyzed by the leader of a project 

beside the characteristics at different times 

during the life cycle of the project. Komolafe et 

al, (2016) went to say that this theory needs to 

concentrate on the groups who can input into 

the process of decision-making and who are 

affected by these decisions’ outputs. 

Often presenting the necessary 

resources and showing the capacity to control 

the network’s interaction, stakeholders 

eventually have an effective impact on the 

survival of an organizations. Such 

stakeholders’ management and identification, 

thus, become a significant part for any company 

in crisis. It is also believed that the advantages 

of an organizations depend greatly on its ability 

to satisfactorily manage stakeholders (Nguyen 

et al., 2020). Based on the connection between 

the organization and the stakeholders, it is 

possible to divide them into two main types, 

‘internal’ and ‘external’ (Kumaraswamy, & 

Wong, 2017). Stakeholders, contractor, 

consultant, subcontractor, designer, supplier 

and employees are examples of internal 

stakeholders who are dynamically involved and 

properly connected to the project. In several 

cases, these groups are involved in a direct way 

in the project and cooperate regularly and 
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contractually with the company (Komolafe et 

al, 2016). These are known as primary 

stakeholders in some cases. 

On the contrary, external stakeholders 

may not become concerned directly in the 

process of decision-making in a project, but can 

influence or be affected by the project (Nguyen 

et al., 2020). As a term, the secondary 

stakeholder is regularly utilized as a descriptor 

for groups indirectly connected to the 

organization and may not be engaged in any 

financial decision making directly. However, 

there is still a possibility that secondary 

stakeholders still have a noteworthy effect on 

the outcomes of a project; hence their 

expectations and interests need to be suitably 

studied. Figure 1 adapted from Cleland (1999) 

shows the potential internal and external 

stakeholders. 

 
 

Figure 1: Potential Stakeholder for Projects (Adapted from Cleland, 1999) 

 

Management of stakeholders as a function is specifically to context and for that the methods 

and 

strategies implemented should reflect 

this context (Komolafe et al, 2016). 

Kumaraswamy and Wong, (2017) noted that to 

successfully implement a project and complete 

it on time depends largely on dealing with the 

needs and expectations of those who are 

involved and failing to properly meet their 

requirements may lead to several project 

challenges (Nguyen et al., 2020). 

Kumaraswamy and Wong, (2017) reinforced 

this idea where they expressed that it is 

insufficient to only recognize managers and 

stakeholders need to know the benefit of each 

stakeholder to demonstrate their expectations 

on the decisions of a project. Ameri and Awad, 

(2016) argued that it is the main duty of the 

leaders of projects to address the needs and 

requirements of stakeholders and to be able to 

conduct, manage and control the process of 

decision making in a project. Insufficient 

stakeholder supervision and management could 

create obstacles in the management and 

technical mechanism of a project. Besides, 

Komolafe et al, (2016) emphasised that in case 

of ill-management of conflicting and unseen 

stakeholder agenda can cause several failures in 

any project. Such issues shed lights on the 

necessity of finding a systematic way to 

identify key project participants, examine and 

estimate their impact and potential difficulties 

that they may impose on the project. 

 

2.4 . PMO and Stakeholder’s satisfaction to 

construction perspective 

Construction projects around the world 

typically face obstacles, spanning through 

project planning, to its final execution 

(Kerzner, 2017). These issues beside others 

 

Stakeholder of construction projects  

Internal Stakeholder 

• Owner 

• Supplier 

• Contractor 

• Project Management 

team (Consultant) 

• Sub-contractor 

• Design Team 

 

External Stakeholder 

• Local and national authorities and 

governments. 

•  Social and political organization  

• Local communities and general public   

• Environmentalists  

• Funding Bodies  

• Nearby resident  
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involve on-time delivery, efficient leadership, 

quality management and offered funding 

management. Moreover, Okoye et al., (2015) 

recognize a growing construction trend where 

the activities not only provide the needed 

project but also aimed at pleasing its users who 

are also known as the customers. Ameri and 

Awad, (2016) further discuss that such issues 

have numerous impacts on the related 

stakeholders. Najib et al., (2017) classified 

stakeholders as direct or indirect participants 

having a strongly interested and can contribute 

to the proposed project success. Usually, such 

stakeholders involve Project Managers, 

Architects, Customers, Government regulatory 

bodies beside many others (Derakhshan et al., 

2019).  

According to Kuwaiti et al, (2018), 

there are numerous ways for affecting projects 

of construction by stakeholders, having the 

customer as a main part of the stakeholder 

group. (Okoye et al., 2015; Kuwaiti et al, 2018; 

Derakhshan et al., 2019). It is quite a tasking 

process to Identify a consensus satisfaction 

criterion for the different stakeholders as each 

one has his / her satisfaction requirements. Such 

issues and challenges buttress the significance 

of dealing with the stakeholders’ different 

demands, particularly the customer in 

construction projects management. Depending 

on the type of project with regard to the 

environment of a construction, the customer 

can be synonymously referred to as the client or 

the end user (Ameri & Awad, 2016). Okoye et 

al., (2015) further argue that it was of uttermost 

importance to satisfy the needs of customers to 

construction projects and these customers’ 

expectations formed the quality features of the 

project.  

In many developing countries, like UAE, 

construction projects suffer from the same 

problems as stakeholder's satisfaction in 

projects of construction are lacks attention or 

not properly accomplished. Mishmish and El-

Sayegh (2018) and Abdelhadi et al. (2019) 

suggest in their surveys that in the construction 

industry in UAE, the clients satisfaction 

expectations were not met. The main reason 

was for questions on the projects’ sustainability 

and durability, its construction to fit purpose, 

and the available funding for maintenance. 

Furthermore, with constructed roads struggling 

to satisfy the delivery time and durability 

expectations, construction practitioners seemed 

to be ignorant of the key areas knowledge to 

invest greater resources (Mishmish & El-

Sayegh, 2018). These were a proof of low 

quality or the lack of efficient management of 

quality (Okoye et al., 2015; Gunduz & Yahya, 

2018) and as a result, the necessity for 

producing a framework that deals with such 

problems became inevitable. However, quality 

is explained in this research context as the 

positive value of a service or product in terms 

of meeting the requirements, its possibility for 

ensuring satisfaction and suitability for use 

(Ameri & Awad, 2016; Ajmal et al., 2017; 

Gunduz & Yahya, 2018). Indeed, projects of 

road construction are largely centered on Civil 

Engineering operations. Nevertheless, Kuwaiti 

et al. (2018) acknowledges that there are 

possibilities to optimize the success of a project 

and thus improve satisfaction by changes in the 

construction projects management. Therefore, 

it is necessary to look into the quality 

management in the executions of construction 

projects in UAE, hoping to identify areas that 

require more focus or are more likely to 

contribute to the satisfaction achievement from 

construction projects. 

 

3. The Related theory of the research 

Three factor theory of satisfaction used in 

this study.According to  Wilton (1988) cited in 

Yang  et al. (2016), satisfaction is described as 

a “psychological phenomenon describing the 

emotional state resulting from an evaluation of 

the perceived discrepancy between prior 

expectations and the actual performance of the 

product”. Many researchers like Cardozo 

(1965), Yang  et al. (2006), and Fuller and 

Matzler (2008) have shed lights on theories 

followed in explaining this psychological 

phenomenon and achieving satisfaction 

antecedents. These theories, however, are 

customer-centred rather than directed at the 

construction industry exclusively. 

 

 

4. The Research framework 

 

This section describes the methodology 

of framing this paper. As PMO is a trending 

practice of project management, many studies 

published concerning this research area can be 

found. A protocol of search is identified to 

select the related studies from the topic pool. It 

is a list of guidelines followed to investigate the 

relevant studies and helps filtering the unrelated 
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literature. In research, search protocol is 

adopted to minimize the bias of literature and to 

obtain valid and authentic data about the topic 

of research. In collecting date, many online 

search engines like Google and academic 

databases like RePEc, Science Direct, and 

Google Scholar, , and online libraries are 

searched. The primary aim is to reach in-depth 

research materials.  

As this study concentrates on PMO, the 

keyword search involves Property 

development, Stakeholder’s satisfaction, 

Project management office. An inclusion 

criterion is followed by the search protocol with 

specific guidelines. Only works published in 

English are collected. For review, peer-

reviewed journals, articles, published books, 

and reports are collected. The development of 

the concept is also taken into account since 

PMO is a trending phenomenon. Most of the 

published articles between 2015 and 2020 are 

selected as references except for some reports 

and books to find basic ideas. The central 

concepts are extracted from the related articles 

content. An article’s content is investigated by 

going through the abstract or introduction. 

Some articles, although recognized as relevant 

to PMO, are found to have irrelevant 

information based on the PMO. That led to 

ignoring such articles. In addition, to 

understand the distinctions or the scope of PMO 

implementation, some papers illustrating the 

traditional techniques in the management of 

projects are explored. 

As highlighted from the literature, the 

dependent variable is stakeholder's satisfaction, 

while project quality is the independent 

variable. However, the aspects of project 

performance, reliability and aesthetics will be 

considered to entirely capture aspects of the 

independent variable (project quality) 

influencing the dependent one  

 

 

Figure 2: Constituents of the variables of project quality. 

Based on the literature review above, Figure 2 

presents the proposed conceptual framework. 

These practices were briefly explained in the 

following previous section. The research model 

constituents of the variables of project quality 

as independent variables, project management 

office (PMO) as mediating variables and 

stakeholder's satisfaction as dependent 

variable.  

 

Project Quality  

Performance  
1- Cost 

2- Quality  

3- Project design  

4- Team works 

5- Communications needs 

6- Complaints  

7- Supervisions 

8- Training  

9- Safety 

10- Project delays 

11- Project abandonment 

12- Patronage 

13- Motivations    

Reliability  
14-Design specifications  

15-Professional 

16-Experts 

17-Improvements 

18-Monitoring  

19-Maintenance  

20-Project design 

21-Bench Marking  

22-Inspection  

23-Health and safety  

Aesthetics 
1- Quality standards  
2- Technology  
3- Excitement factors 
4- Project design 
5- Efficiency  
6- Finishing  
7- Health hazards  
8- Health and safety 
9- Post project surveys  
10-Project delay   
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Figure 3. Research Framework 

 

On the other hand, contractor referral and re-

patronage are introduced as indicators of 

stakeholder's satisfaction within residential 

property in construction. According to Jakpar et 

al., (2012), literature reveals that sufficiently 

achieving a construction project’s needs and 

requirements stimulates the use of the 

contractors which managed such a project. The 

requirements mentioned rely essentially on on-

time delivery, agreed expenses and the quality 

of the completed project. Furthermore, the 

involvement of the factors of excitement, the 

comfort of vehicular and pedestrian movement 

through and after construction beside the 

incorporation of the host communities labour 

and resources are aspects of both contractor 

referral and re-patronage and in turn 

stakeholder's satisfaction. The conceptual 

framework presented is introduced with the 

presumption that stakeholder's satisfaction 

depends on the project quality nature.  

 

5. Findings from a literature review 

 

It can be clearly noticed from the previous 

literature that the PMO is presented with 

different definitions by many authors, but the 

Project Management Office is the most popular 

term used to describe it. Thus, in a survey 

carried out on 236 public organizations 

managers, PMO was found very valuable. 

Projects guided by PMO methodology and 

standards have been stated as successful 

concerning completion based on cost, time and 

identified specifications (Khoori & Hamid, 

2018). In the absence of a capacity building 

center and project monitoring and control 

system, the success rates of a project are not 

influenced by PMO.(Kiani et al., 2016). 

 

The success of the public sectors organizational 

projects is affected by the PMO and faces 

various obstacles. One of the major challenges 

that take place in the public sector in the UAE 

is risk management. Thus, PMO need to deal 

with such practices to produce an impact on 

satisfaction of all stakeholders and project 

success (El-Sayegh, 2015). Similarly, PMO 

contributes to projects success and helps 

determining their feasibility. It decreases the 

rate of project failure beside identifying a 

project’s completion requirements (Khoori & 

Hamid, 2018). PMO has been accepted as a 

managerial reform by the UAE and several 

organizations have adopted the concept. 

However, the nation faces some political 

challenges,  awareness absence, inadequate 

training, and low accountability (Soliman, 

2016). Such factors, among many others, 

indicate that the main obstacles faced by the 

public sectors are the practices of leadership 

and team management (Ajmal et al., 2017). 

 

6. Conclusion and future study 

Since PMO is a broad topic, it is difficult to 

concentrate on the related facts from a large 

literature pool. As an emerging practice of 

project management in the UAE, PMO requires 

careful planning prior to implementation. From 

the review of literature, it can be acknowledged 

that an appropriately framed PMO model can 

significantly contribute to the success rate of 

any project and is thus reflected in property's 

stakeholder's satisfaction in property 

development in the UAE. 

The previously proposed factors contributing to 

the quality of service and stakeholder's 

satisfaction in residential construction project 



4805         Journal of Positive School Psychology   

 

© 2021 JPPW. All rights reserved   

 

were recurrently detected in public projects. 

The exact magnitude and frequency of such 

factors are not clear, which have been 

considered a huge obstacle for the industry of 

residential construction. Initial directing 

concerning to the of detecting the most 

recurring causes and effects of service quality 

in global residential property in construction 

have been critically discussed in the present 

literature and particularly explored in relation 

to the Middle East. Residential property 

measures in construction customer control have 

been established from a comprehensive 

literature, and the theoretical gaps in the 

stakeholder's satisfaction in the process of the 

residential construction project development 

have been identified. This has been shown as 

the most important process within the whole 

process of control management, but limited 

studies have been conducted in this area which 

required more studies to investigate the factors 

affecting residential construction project 

customer’s satisfaction especially in UAE.  
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