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Buceéimaeno cneuyuixy eminnozo
ma MAcCKYAiHHO20 KOHMEKCMi8 Yynpasiin-
Ha nompebamu Kuieumie 6 Oyoisenviomy
npoexmi. Onucano icnyiouuil zendepnuil
KOeHIMuUeHUI Po3pue cmanoapmie ynpae-
JUHHS NpoeKmamu 6 “acmuHi OKpecJieH-
HA Micys i poai Kaienmis. 3anponoHosano
2endepno-z6anancosany moodenv Kii-
EHM-OPIEHMOBANHOT CUCMeMU YNPABTIHHS
oyoigenvnumu npoexmamu. Pospobaeno
OUTHOMHUIL THCMPYMeHm 0J1 6CMAHO0BIEH -
HA pasu Kaienm-opienmosanocmi cucme-
Mu ynpaeninnsa GyoigervHuMu npoexma-
MU Y HCUMMEBOMY UUKTL NPOEKMY

Kanrouosi cnosa: ynpaeninns npoexma-
Mu, Gyoieenvnuil npoexm, zendepHui nio-
xi0, opic ynpaeainns npoexmamu

Buiasnena cneuyudpuxa emunnozo u
MACKYAUHHO20 KOHMEKCNO8 YnpasieHust
nompeoHoOCMAMU KAUEHIMOB 6 CIPOUMETb-
HoMm npoexme. Onucanvl cyuecmeyowuil
2eHOEpHbII KOZHUMUBHDII PA3PLIE CMAH-
dapmoe ynpaesienus npoexmamu 6 vacmu
onpeodeneHuss mMecma u pPoau KAUEHMOS.
IIpeonoscena zendepno-coanancuposan-
Hasi M00enb KJAUEHM-OPUEHMUPOBAHHOU
cucmemol YnpasieHuss CmMpoumeabHbl-
Mu npoexmamu. Pazpaboman ouyenounoiii
uHCmpymenm 0as ycmanosienus hazot
KJUEHM -0OPUEHMUPOBAHHOCIMU CUCHIEMbL
YNpasieHuss CmpoumesbHbIMU nPoeKma-
MU 8 HCUSHEHHOM YUKJIe NpoeKma.

Knrouesvie cnosa: ynpasienue npoex-
mamu, cmpoumenvHulli npoexm, zeHoep-
Holl n00x00, ouc ynpasienus npoex-
mamu

1. Introduction

It is known that projects in a competitive environment
should be carried out at a higher level of customer service
[1]. Many companies demonstrate an understanding that
the greatest competitive advantage is that they know about
their customers and how they use this data. Marketing
strategies go beyond the traditional frameworks of working
with target groups of clients in the present management.
Appropriate strategies to strengthen the focus on the cus-
tomer are developed (for example, Customer Relationship
Management, CRM) [2]. In particular, it is a transition
from a traditional one-way marketing communication mod-
el to a two-way, which engages its customers in a perma-
nent dialogue. In this context, the issues of a multifaceted
study of consumer behaviour of customers, including from
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the point of view of gender features of loyalty, are actual-
ized [3].

It should be noted, it is extremely important to strength-
en work with property buyers, respond to needs adequately,
and moreover, exceed expectations (which is a sign of high
service management) for construction projects. The pro-
duction specifics of the construction “product”, its resource
intensity requires more expanded work with project users
(clients) than the CMR proposes. After all, it should be
about customer-oriented processes, tasks throughout the life
cycle of projects, and not just certain marketing activities.
But this vision is not yet available in the guidelines [4, 5]
because these processes, tasks, tools, methods, focused on
working with customers, are not represented in any way.

Such mainstreaming requires a “reconfiguration” of the
project management system as a whole and it is possible on a




gender theoretical and methodological platform. The gender
focus allows us to apply the feminine logic system, which
“appreciates the exchange of information and energy, par-
ticipatory decision making” [6]. However, the construction
industry is traditionally insensitive to active horizontal links
with the project environment due to its masculine nature of
management [7].

So far, there are no corresponding effective tools, despite
the general interest of construction companies in applying
gender approaches to customer-oriented management pro-
cesses. Existing methodologies do not sufficiently integrate
the relevant parameters, both at the level of work of the
project team, and the project system as a whole. This, in
particular, explains the need for this study.

2. Literature review and problem statement

At present, the researchers propose management tools
and methods focused on taking into account the customers’
needs for products produced by various branches of the
economy, including construction. In particular, the matrix
for assessing the built ski resort infrastructure in terms of
the needs of different categories/groups of users is present-
ed in the paper [8]. In housing construction, attention is
focused on taking into account the needs of such categories
of residents as the elderly [9], children and adults who care
for them [10]. Also, the issues of the gender sensitivity
of the built objects, that is, the level of their comfort in
terms of the specific needs of women and men of different
categories of gender + (who perform different social roles,
have different physical capabilities, etc.) are considered in
the papers [11, 12]. However, the authors of these papers
offer partial solutions for improving the management of
construction projects only for the tasks “Identification
of project stakeholders”. The problem about the need to
develop client-oriented processes beyond the parameters
specified by the authors is not outlined.

On the other hand, the authors [13] propose to maximize
the interaction with customers in construction projects:
from the initiation of the project to commissioning of the
object. Particular attention is drawn to the customers’
evaluation of the built objects in terms of their performance
characteristics. The issues of building object evaluation by
users in the so-called operational period, including possible
dissatisfaction with the obtained product, are discussed.
This paper allows one to deepen the understanding of the
role and specificity of interaction of the team of the con-
struction project with customers throughout the life cycle,
while offering rather limited theoretical solutions. It offers
feedback tools to improve customer service. But they “hear
the customer voice” only with regard to “building efficiency
in operation”. The task of developing appropriate assess-
ment tools that make it possible to ensure the effectiveness
of construction management (namely, for the formation of
goals and the content of the project, design and execution
of construction works) were left unattended by the authors.

Also, researchers consider the problem of construction
project clients indirectly, through internal customers of con-
struction projects (subcontractors, suppliers). The paper [14]
shows that the evaluation of the effectiveness of the project
processes “supply management” should be built both from the
point of view of external and internal clients. An assessment
of the effectiveness of the activities of suppliers and subcon-

tractors is important for real estate buyers, because it allows
them to evaluate the technical level of the created object. At
the same time, suppliers and subcontractors, due to the assess-
ment of their activities by customers, are able to improve their
work. The model for assessing building project management
in part of the contractor-client extends the methodological
platform for developing a “customer care” strategy. Thus, in
[15], a new logistics system for building project management
“Customer Synchronized Resource Planning” is developed.
However, to date, an extensive review of the literature on
this issue has not revealed any system of evaluation in the
client-supplier parameters for construction projects.

At the same time, CRM-solutions that integrate several
processes (human resources management, change manage-
ment, benchmarking) are proposed in the papers [16, 17].
This makes it possible to determine the degree of custom-
er-oriented organizational management systems through
the maturity model — CRM Maturity Model. However, un-
certainty remains regarding the assessment of the maturity
of a customer-oriented project management in general and
construction in particular. Moreover, client-oriented man-
agement evaluation models that cover all business processes
defined by international project management standards are
not presented in the literature.

It should be noted that the necessary methodological
condition for the development of integrated models of
customer-oriented management of construction projects is
the creation of a specific structure — Construction Project
Management Office (CPMO). The papers [18, 19] noted
that properly organized CPMOs can effectively manage all
processes throughout the life cycle of the project, including
managing customer needs. However, there is no special
attention to the systematic use of customer-centric tools
and methods in these papers, which are developed on the
methodological platform “Guide to the Project Management
Body of Knowledge” (PMBOK).

A peculiar methodological “blindness” in the customer
needs management is explained by the authors [6, 20, 21]
from the point of view of the existing “gender gap” in the
logical system of project management “body of knowledge”.
Gender critique of the dominant system of project manage-
ment, presented in these papers, has highlighted a certain
logical limitation of hierarchical (masculine) management
strategies, clearly focused on the parameters of cost, time,
and resources. However, feminine (horizontal) management
strategies are only generally identified as desirable in de-
veloping other important qualitative project management
parameters (including evaluating project outcomes from the
point of view of customer satisfaction). In the paper [22], a
comprehensive discourse on the peculiarities of gender logic
management systems is presented and a maturity evaluation
matrix of the Gender-Oriented Project Management Office
is developed. The authors attempted to extrapolate a gender
perspective into all areas of project management knowledge.
This made it possible to clearly highlight, in particular, the
customer-oriented focus of the Office’s specific functional
characteristics at II-VIII maturity levels. At the same time,
this gender interpretation of logical management systems
requires further scientific and practical development in the
direction for a specific industry context, including construc-
tion projects. The application of the cognitive potential of
gender logical systems to create customer-oriented man-
agement models of construction projects is still outside the
special attention of researchers.



3. The aim and objectives of the research

The aim of the research is to develop a solution for the
customer-oriented evaluation of the construction project
management system on the PMBOK Construction [5] meth-
odological platform in the context of gender logic systems.

To achieve this goal, it is proposed to solve the following
tasks:

— to investigate the gender cognitive gap in project man-
agement practices in terms of outlining the place and role of
customers;

—to identify customer-oriented components of project
management (tools and methods) in contextual parameters
of feminine and masculine;

—to offer an evaluation tool for detecting the level of
customer-oriented construction project management system
(for example, the Construction Project Management Office,
CPMO) at the phases of the project life cycle.

4. Customer-oriented project management: from
masculinity to femininity

Project task management is traditionally organized tak-
ing into account the triple limit (time, resources and results).
Today, incorporating the customer-user needs into the proj-
ect system acquires special significance for the authority of
the project manager. However, management processes are
not sensitive to customers in PMBOK. The Guide is more
fully filled with the concept of “stakeholders”, which often
gives preference to such groups as a sponsor. As for PMBOK
Construction [5], it contains additional processes, implying
the inclusion of customer, besides basic project management
processes. First of all, it is “complaints management in con-
struction”.

A more detailed analysis of the process of “complaints
management in construction” showed that it mainly deals
with different groups of stakeholders (suppliers, subcontrac-
tors, etc.) [5], but not customers. It is important to identify
customer complaints to the developer in dealing with claims
(regarding compliance with the construction terms of the
object, as well as the cost and quality parameters (subject of
the contract), etc.). There are also widespread “pretentious
issues”, such as:

— the compliance with the warranty terms of the quality
of work performed by the developer;

— the actual deviation from the planned space-planning
decisions; the obligatory finishing works and engineering
equipment, etc.

In current critique of project management approaches,
issues about the need to rethink the parameters of project
success beyond “The Iron Triangle” (time, cost and quality)
are raised. The project time and cost are assumptions in
most cases, since they are calculated at a time when the least
is known about the project. A clear example of this can be
construction projects. So, the state of progress of housing
construction projects in the Ukrainian capital Kyiv as suc-
cessful housing projects can be illustrated by such a fact. The
percentage of unsold apartments after the commissioning of
construction projects was about 10 % in 2015 and approxi-
mately 30 % in 2017. All apartments in new buildings can be
sold for 28 years at the current pace of transactions [23]. The
emphasis is on “creating product value for both the project
team and stakeholders” [25], represented by the following

types: asset values, innovation values, property values, and
intellectual property values [26].

Current critics of managerial approaches emphasize the
need to go beyond the frame of “The Iron Triangle” and
cover such areas as social consequences, health, safety and
ethical issues [24]. In particular, it is about expanding the
understanding of the value generated by the project, as pre-
sented by the Japanese Manual (P2M). The emphasis is on
“creating the product value, both for the project team and
for stakeholders” [25], which is represented by the following
types: “asset values”, “innovation values”, “property val-
ues”, “intellectual asset values” [26]. For example, different
stakeholder groups (depending on the place and role in the
project) can bring the “intellectual asset values” (knowledge
gained through experience and research). Today, the facts
that show how customer participation in decision-making
processes makes more effective and more sustainable project
results become more and more evident.

According to the experts, PMBOK shows certain
conservatism in relation to new trends in management.
The gendered critique of PMBOK evaluates the “body of
knowledge” of project management as a masculine system
of values and logical thinking [27]. The concept of mascu-
linity is outlined by such features as appreciating hierar-
chical power, analytical and impersonal problem-solving.
Project managers strive for strong control over people and
processes, and double efforts to prevent the appearance of
project “risks” that lead to deviations from the original
project specification [20].

A detailed analysis of the tools and methods that are
defined by the PMBOK for management output processes
(“Drafting of the Project Statute”, “Develop Project Char-
ter”, “Develop Project Management Plan”) do not contain a
clearly defined customer-oriented strategy. PMBOK more
fully operates with the concept of stakeholders, which is
often referred to as a “significant group” — the sponsor/
investor. The PMBOK logical system can be defined as mas-
culine, taking into account this context, as well as its general
orientation on management within “the iron triangle”. The
consequence of such a cognitive one-sidedness of the proj-
ect management system is often “erroneous improvement
efforts” that do not improve customer satisfaction with the
project’s product [28].

It is clear that managerial processes should include
greater customer participation in such a situation. And
this means that projects require a “reconfiguration” of
the management system on the project team’s communi-
cation with customers, which is designated in terms of
gender theory as “feminine sense-making”. The existing
gender gap in the theoretical and methodological platform
PMBOK encourages the search for solutions that can bal-
ance the two logical systems of thinking and behaviour of
project managers.

5. Development of a gender-balanced model for
evaluating a customer-oriented construction project
management system

The gender approach to project management points
to the methodological need to expand the customer’s in-
volvement in managerial processes, and thereby outline the
feminine management tools and methods. For this purpose,
the relevant matrix (Table 1) is developed. It includes an



analytical toolkit for customer needs management, which
deepens the integration of participative [29] (feminine)
management in the “knowledge body” of PMBOK. The
matrix is designed based on the overall architecture of
project management processes (Fig. 3—1 Mapping of Proj-
ect Management Processes and Construction Management
Processes to the Process Group and Knowledge Areas,
PMBOK Construction) by adding the appropriate tools
and methods, providing the work with customers. Drawing
up customer-sensitive architectonics of the construction
project management processes revealed a low level of cus-
tomer articulation. PMBOK and PMBOK Construction
operate mainly by the general term “stakeholders” (these
are individuals or organizations that actively participate in
the project, or whose interests may affect the results of the
execution or completion of the project). Thus, the hypoth-
esis about the masculine character of the “body of knowl-
edge” of PMBOK was confirmed. The customer-oriented
components of the characteristics of the corresponding
processes were formulated by further extrapolation of the

feminine logic system on the matrix of customer-sensitive
construction project management processes.

The proposed gender focus of customer-oriented construc-
tion project management gives an idea of how to use feminine
and masculine cognitive styles in the team’s work on all
phases of the project. In particular, the customer participation
at the planning stage (consultations of the project team with
clients) allows determining the characteristics of the con-
struction object, design of the adjacent territory, architectural
and planning solutions of the surrounding landscape.

The gender focus of the customer-centric approach in
the construction project management can be applied not
only at the level of cognitive systems, but also at the level of
identifying the customer needs in terms of gender roles. For
example, a father (customer) and his wife, children (users)
are identified in the housing projects for the traditional fam-
ily. Information about different gender groups of customers
and users may be presented as a separate “customers need
matrix” [10] in “Plan Stakeholder Engagement” and “Man-
age Stakeholder Engagement” processes.

Table 1

Evaluation of customer-oriented construction project management processes in the parameters of feminine and masculine
logic systems

Construction Project
Management Knowl-
edge Areas

Tools & Techniques

Characteristics of customer-oriented construction project management processes

1 2

I phase — “INITIATING”

1.1. Expert judgment

applied to all technical and management details during this process and presented by:
consultants, ..., stakeholders, including customers or/and sponsors

1. Develop Project 1.2. Data gathering

utilized techniques (“facilitation techniques”):
— brainstorming — identifies a list of ideas ... (with the involvement of customers);
— focus groups — bring together stakeholders (including customers) and subject matter

Charter

experts ... to learn about the perceived project risks and success criteria;
— interviews — obtain information on high-level requirements, ... from stakeholders, including
customers

1.3. Meetings

They are held with key stakeholders (including customers) to identify the project objectives,
success criteria, key deliverables, ..., “use values” [25]

2. Identify
Stakeholders

2.1. Expert judgment

ensures comprehensive identification and listing of stakeholders (including customers)
[rom: senior management, ..., gender experts, experts in gender urban and universal design

2.2. Data gathering

similarly to p. 1.2

2.3. Data analysis

stakeholder analysis (including customers) is carried out by developing a list of
stakeholders (including customers) and relevant information ..., definition of the role and
place in the project, expectations

2.4. Data
representation

in the form of “matrix of power/interests of stakeholders to the project” (including
customers)

2.5. Meetings

designed to develop an understanding of major project stakeholders (in particular custom-
ers), as well as positions in the project

II phase — “PLANNING”

3. Develop Project
Management Plan

3.1. Expert judgment

utilized to:

— tailor the process to meet the project needs (including customers);

— develop technical and management details (including customer information) to be
included in the project management plan

3.2. Data gathering

utilized techniques (“facilitation techniques”):

— brainstorming — identifies a list of ideas and solutions ... (with the involvement of cus-
tomers);

— focus groups — bring together stakeholders (including customers) and subject matter
experts ... to discuss the approach to project management;

— interviews — obtain specific information from stakeholders (including customers) to
develop a project management plan

3.3. Meetings

The project kick-off meeting is very specific to explain the roles and responsibilities of each
stakeholder (including customers)




Continuation of Table 1

3

4. Plan Scope

4.1. Expert judgment

project scope management is used to take into account the requirements of all stakeholders
(including customers), may be provided by: top-management, ..., experts in gender urban
and universal design, customers

Management . alternatives evaluation is done by collecting and eliciting the requirements of stakeholders
4.2. Data analysis . . . . .
(including customers), elaborating a customer-oriented project, ...
4.3. Meetings may include the project stakeholders (including with the attraction of customers)
5.1. Expert judgment | is used to identify and analyze the requirements of stakeholders (including customers), ...
5.2. Data gathering | similarly to p. 1.2, p. 2.2.
carried out on the basis of multi-criteria decision making (including the criteria “use
5.3. Decision making |values”).
Among the set of criteria, preference is given to those that are important to customers
is used in the form of:
5. Collect — affinity diagram: the stakeholders (including customers) identify a large number of ideas
Requi ts 5.4. Data Represen- I )
equiremen and similar ideas are grouped together;

tation

— mind mapping: the stakeholders (including customers) identify a large number of ideas
through the process of backtracking

5.5. Context diagram

visually depicts how stakeholders (including customers) will interact with the construction
object (construction project product)

5.6. Prototypes

by visualizing (creating a working 3D model) of the construction object allows you to get
previous references from stakeholders (including customers)

6. Define Scope
7. Create WBS

8. Plan Quality Management

9. Plan Resource Manag

ement

10. Estimate Acquire Resources

11. Plan Communications Management

12. Plan Risk Management

13. Identify Risks

14. Perform Qualitative
15. Perform Quantitativ
16. Plan Risk Responses

Risk Analysis
e Risk Analysis

17.1. Expert
judgment

applied for deciding upon the level of engagement required at each stage of the project from each
stakeholder (including customers), may be provided by: top-management, ..., gender experts,
experts in gender urban and universal design, representatives of key customer groups

17.2. Data analysis

can be presented in the form of “matrix of estimation of participation of stakeholders (in-
cluding customers)”

17. Plan Stakeholder
Engagement

17.3. Decision
making

may involve technologies, processes of the attraction of customers

17.4. Data represen-
tation

»

can be applied in the form of “stakeholder engagement assessment matrix”, “matrix of cus-
tomer needs of the construction project” [10], special GIS-visualization [30]

17.5. Meetings

experts (including representatives of customers) and the project team to define the
required engagement levels of all stakeholders (in particular customers) throughout the life
cycle of the project

18. Safety Planning

19. Environmental planning

20. Claim

20.1. Contract terms

The contract describes the conditions for changes and information about them. The text of the
contract documentation provides the fullest possible list of possible claims of customers

Identification

20.2. Expert judge-
ment

is used to achieve a consensus on the resolution of the claim. If necessary, lawyers, ..., experts
in gender urban and universal design are involved

21. Claim Quantification

III phase — “EXECUTING”

22.1. Expert
judgment

is used to assess the inputs needed ..., which is realized by: units within the organization; ...,
gender experts, experts in gender urban and universal design, stakeholders, including
customers, suppliers, or sponsors...

22. Direct and
Manage Project
Work

22.2. Project man-
agement information
system

Automated gathering and reporting on key performance indicators (KPI) and automated
gathering, storage and analysis of customer information (CRM) can be part of the
project management information system

22.3. Meetings

to discuss and address pertinent topics of the project when directing and managing project
work, may include the appropriate stakeholders (including customers), which perform
certain roles in the project




23. Manage Project
Knowledge

Continuation of Table 1
1 2 3
23.1. Expert is used to manage knowledge ..., carried out with the involvement of specialists, gender ex-
judgment perts, experts in gender urban and universal design

23.2. Knowledge
management

integrates team members knowledge, ..., gender experts, experts in gender urban and
universal design, customer.

Knowledge of customer information can be presented in case-staty, document
templates, special module of information management system (for example, CRM-

module)

23.3. Information

is used as a single information platform to support communication between all project
stakeholders (including gender experts, experts in gender urban and universal design,

24. Monitor and
Control Project Work

management customers)

is used by the project management team to interpret the information provided by the monitor
24.1. Expert . . . . :
judgment and control processes and implemented by: project manager, in collaboration with the team

and gender experts, experts in gender urban and universal design, customers

24.2. Data analysis

provides alternatives analysis for determining the differences (or variances) between planned
and actual performance, “use values”

24.3. Meetings

conducted with the involvement of stakeholders (including customers)

25. Perform
Integrated Change
Control

25.1. Expert
judgment

is used to summarize the experience of change management and implemented by: consuls
tants, stakeholders (including customers), gender experts, experts in gender urban and
universal design

25.2. Change control
tools

selection should be based on the needs of the project stakeholders (including customers) and
used to manage the change requests and the resulting decisions

25.3. Meetings

Jfor controlling changes in the design of the project, the ef fectiveness of the results (“use
values”) are conducted with the involvement of stakeholders (including customers)

26. Validate Scope
27.
28.
29.
30.
31.
32.
33.
34.
35.
36.
37.

Control Scope
Manage Quality
Control Quality
Acquire Resources
Develop Team
Manage Team
Control Resources

Monitor Risks

Manage Communications
Monitor Communications
Implement Risk Responses

38. Manage
Stakeholder
Engagement

38.1. Expert
judgment

should be considered from ... characteristics of stakeholders (including customers),
stakeholder groups (including, for example, gender-segregated customer groups) and
organizations ...

38.2. Ground rules

set the expected behavior for project team members, as well as other stakeholders (including
customers), with regard to stakeholder engagement

38.3. Meetings

similarly to p. 17.5

38.4. Data analysis

similarly to p. 2.3, p. 17.2

42. Claim Prevention

39. Safety Plan Execution
40. Environmental assurance
41. Environmental control

IV phase — “CLOSING”

43. Close Project or
Phase

43.1. Expert
judgment

is applied when performing administrative closure activities and is carried out by: project
management office, ..., gender experts, experts in gender urban and universal design,
customers

43.2. Data analysis

includes the analysis of the interrelationships between dif ferent project variables that
contributed to the project outcomes, “use values” to improve performance on future projects

43.3. Meetings

At the final meeting:

— demonstration presentations of the construction site (architectural and planning decisions,
engineering support, territory improvement, rules of operation);

— approval of the received results, ..., acquired “use values”

45. Claim Resolution

44. Administration and Reporting. Maintenance

Conventions:

“They are held with key stakeholders ...” — parameters of the masculine logic system;
“..including customers .. — parameters of the feminine logic system



The presented model can be the basis for further devel-
opment of the method for evaluation of the level of custom-
er-orientation of construction project management systems.
Masculine and feminine characteristics of the tools for man-
aging the customer needs in construction projects confirm
the need to apply them in an iterative way throughout the
project cycle. The characteristics of customer-orientation
of the company-developer can be defined in the range: from
“customer interest” (at the stage of initiation of the project)
to “creating a loyal customer” (at the stage of project comple-
tion). The construction project management system, which
is capable of implementing customer-oriented management
processes, is presented in the form of the “Construction
Project Management Office (CPMO)” [18, 19]. Further
discussion of the results of modeling the customer-oriented
evaluation of PMBOK is proposed for different phases of
the project life cycle (“initiating”, “ executing”,
“closing”).

” o«

planning”,

6. Discussion of results of CPMO¢ customer-oriented
assessment modeling

The CPMOc¢ customer-oriented model allows you to
measure the effectiveness of CPMO¢ and select strategies
for transforming the system from the level of “customer
search” to the level of “creating a loyal customer”. Deter-
mination of CPMO¢ customer-oriented is based on an as-
sessment of the level of requirements of the customer in the
processes of managing construction projects (Table 1). The
following rating scale is proposed: “0” — non-compliance
with the criterion (no criterion); “1” — compliance with the
criterion in full. The objective function describing the CP-
MOc customer-oriented takes the form of (1)—(10):

ACPMO, =
=di1ééééé:§;é(ld+Sf+Q"+R”’+C"+K”+H7+T"+Ly)_>0pt’(1)
1={1,1,,..1,}, d=1d’, 2)
§={8,8,,...8;}, i=17, 3)
0={0,Q,,-.Q,}, a=tda, (4)
R={R,R,..,R,}, m=1;m’ 5)
c={c,C,..C,}, n=tn, (6)
K={K,K,..K,}, p=Lp, (7)
H={H,H,..H}, ©=1w, ®)
T={T,T,..T.}, 2=17, ©)
L={L.L,..L}, y=ty, (10)

where CPMOc¢ — complex organizational and technical
system of the customer-oriented construction project man-
agement office;

I; — assessment of the customer-oriented construc-
tion project integration management, d — quantitative
assessment of the customer-oriented construction project =

ACPMO, =

1 j=ta=tm=1n=1 p=tw=12=1 y

integration management capacity of CPMOc, d =d;d’, d’ —
expert’s evaluation of the customer-oriented construction
project integration management capacity of CPMOc;

S; — assessment of the customer-oriented construction
project scope management, j — quantitative assessment of the
customer-oriented construction project scope management
capacity of CPMOg, j=j;j’, j/ —expert’s evaluation of the
customer-oriented construction project scope management
capacity of CPMOc;

Q. — assessment of the customer-oriented construction
project quality management, a — quantitative assessment of
the customer-oriented construction project quality manage-
ment capacity of CPMOc¢, a=a;a’, a’ — expert’s evaluation
of the customer-oriented construction project quality man-
agement capacity of CPMOc;

R,, — assessment of the customer-oriented construction
project resource management, m — quantitative assessment
of the customer-oriented construction project resource man-
agement capacity of CPMO¢, m=m;m’, m’ — expert’s
evaluation of the customer-oriented construction project
resource management capacity of CPMOg;

C, — assessment of the customer-oriented construction
project communication management, n — quantitative as-
sessment of the customer-oriented construction project
communication management capacity of CPMOc¢, n=n;n’,
n’ — expert’s evaluation of the customer-oriented con-
struction project communication management capacity of
CPMOC;

K, — assessment of the customer-oriented construction
project risk management, p — quantitative assessment of the
customer-oriented construction project risk management ca-
pacity of CPMOc¢, p=p;p’, p’ — expert’s evaluation of the
customer-oriented construction project risk management
capacity of CPMOc;

H,, — assessment of the customer-orient-
ed construction project stakeholder manage-
ment, w — quantitative assessment of the
customer-oriented construction project stake-
holder management capacity of CPMOg,
w=w;w’, w - expert’s evaluation of the
customer-oriented construction project stake-
holder management capacity of CPMOc;

T, — assessment of the customer-oriented construction
project safety management and project environmental man-

agement, z — quantitative assessment of the customer-ori-
ented construction project safety management and project
environmental management capacity of CPMOc, z=2z;7,
z’ — expert’s evaluation of the customer-oriented construc-
tion project safety management and project environmental
management capacity of CPMOg;

L, — assessment of the customer-oriented construction
project claim management; y — quantitative assessment of
the customer-oriented construction project claim manage-
ment capacity of CPMOc¢, y=y;y’, y’ — expert’s evalu-
ation of the customer-oriented construction project claim
management capacity of CPMOc.

Restrictions of the objective function of CPMOc¢ cus-
tomer-oriented are shown in Table 2, and the mathematical
model (1)-(10) takes the form:

yz(ld+5j+Qa +R,+C,+K,+H, +T, +Ly),
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Table 2

Restrictions of the objective function of customer-oriented
CPMOc¢

Construction CPMOc project life cycle phases

project management |“initiating”|“planning” | “executing” | “closing”
processes I 11 111 I\Y%
Integration
management
(processes: 1, 3, 22,
23,24, 45,43), 1
Scope management
(processes: 4, 5, 6, 7, 0 1 1 0
26,27), 8
Quality management
(processes: 8, 28, 0 1 1 0
29),Q
Resource
management
(processes: 9,10, 30,
51,32,33), R
Communication

management 0 1 1 0
(processes: 11, 34), C

Risk management
(processes: 12, 13, 14, 0 1 1 0
15, 16, 36, 37), K
Stakeholder
management
(processes: 2, 17,
38), H

Safety management
and Environmental
management 0 1 1 1
(processes: 18, 19, 39,
40,41, 44), T

Claim management
(processes: 20, 21, 42, 0 1 1 1
45), L

The path (trajectory) to development of CPMO¢ cus-
tomer-oriented takes the form:

TeM, UM, UM, UM, (12)
The positive synergy of optimality of the state (phases)
of customer-oriented CPMOc is defined by:

opt = 2CPMOL.;. 43
aCPMO,,

where CPMO¢, — complex organizational and technical sys-
tem of the construction project management office, which
is at the x phase of customer-orientation; CPMOc¢y+1 —
complex organizational and technical system of the con-
struction project management office, which moved to the
next (x+1) phase of customer-orientation.

The global criterion is considered as a “phase of custom-
er-orientation” of CPMO¢ and defined by:

MCPM()C,, = za‘i X, (14)
v,

where o; — weighting factors, i=1,9, 9 — number of con-
struction project management knowledge areas (which inte-
grate the customer requirements); V, — cum restrictions of
the objective function of CPMO¢ customer-oriented (Table 2).
Numerical values of weight coefficients are obtained by an
expert method (for example, based on the method of analysis
of the hierarchy).

In a situation where for one decision-maker (individ-
ual decision-making), the importance of integrating the
customer-orientation in construction project manage-
ment knowledge areas in the form of: 0;=0.15; 05=0.13;
0=0.11; 0g=0.07; 0c=0.09; 0x=0.1; 0y=0.16; 07=0.08;
o;=0.11 is determined, the overall result can be integrated
as follows:

Phase 1 — customer interest (to hear his voice) (global
criterion range [0;0.31]). CPMO¢ analyzes “its potential
(real) customer”: it identifies its inclusive features, require-
ments and concerns about the expected results and values
of the construction object. At this phase (initiation of the
project), the main role of CPMOc is to inspire the custom-
er’s trust and prove their ability to effectively implement
the project and conclude an agreement on investing in
construction.

Phase 2 — implementation of “individual customer re-
quirements” in architectural and spatial, design and tech-
nical solutions (global criterion range [0;1]). CPMOc de-
termines how “individual customer requirements” can be
taken into account in project design estimates. Engineer-
ing and reengineering of planning processes for project
management of the construction project are carried out.
Creative solutions are arranged in an overall project man-
agement plan. The customer receives all necessary infor-
mation on the planning of the construction project and
is involved in the “approval of the final design decisions”.
Interaction and understanding of the Developer and the
customer are enhanced. Decisions are made on a participa-
tory basis (with the involvement or communication of the
customer).

Phase 3 — customer-oriented execution of construction
and installation work (global criterion range [0;1]). The
CPMOc¢’s potential is aimed at applying qualitative/ef-
fective approaches to tracking the customer-orientation
of construction project management processes. CPMO¢
systematically applies knowledge/approaches/tools for cus-
tomer-oriented construction project management. IT tools
(information management system of projects, CRM-system),
online services for communication “developer-customer”
are actively used. The customer has access to the facility
(subject to the appropriate instruction and safety rules). CP-
MOc pays a lot of attention to how a customer is involved in
monitoring the work execution. The customer’s evaluation is
taken into account when registering acts of completed work
and executive documentation.

Phase 4 — loyal customer of the company-developer
(global criterion range [0;0.34]). CPMO¢ pays more at-
tention to the correct generalization of the results, values
of the construction project. IT tools, online services are
actively used for public presentation of the results. The
best experience in implementing customer-oriented pro-
cesses for managing construction projects is documented



and used for benchmarking, dissemination and is included
in the developer’s knowledge base. CPMOc is character-
ized by the achievement of significant results in the cus-
tomer-oriented management of construction projects (the
positive experience of project implementation increases).
Marketing of successful customer-oriented construction
projects is important to support the motivation of all
project groups and functional managers of the compa-
ny-developer.

Developed CPMO¢ customer-oriented evaluation
tools are important for improving the system of mar-
keting, monitoring and analysis of customer-oriented
construction project management. The application of the
developed analytical tools will be useful in the project
activity of companies-developers, as well as capital con-
struction units of local self-government bodies, which
carry out customer-sensitive construction projects and
programs.

At the same time, the author’s approach requires fur-
ther scientific and practical development in the direction
of working with specific data. Analytical reports on the
functioning of CPMO¢ in construction companies in
Ukraine, state regional administrations and local govern-
ment should form an empirical basis for further research.
It should be noted that currently in Ukraine there are sev-
eral CPMOc¢ within the framework of the project activity
of international funds (UNOPS, GIZ, etc.). Creation of
CPMOc in state structures and local government is in the
initiation stage. Targeted programs for the construction,
reconstruction, overhaul of infrastructure facilities, in
particular, the State Target Program for the Construction
of Affordable Housing in Ukraine, become the impetus
for customer-oriented construction project management
[31]. Currently, organizational and technical measures
for “reloading” the system of management of construction
projects are carried out at the local level: the elimination
of capital construction departments and the creation of
the CPMOc.

7. Conclusions

1. The specificity of the feminine and masculine contexts
of managing the customer needs in the construction project
is highlighted. The existing gender cognitive gap of project
management standards (PMBOK, PMBOK Construction) is
described in terms of defining the place and role of customers.
It has been established that the masculine cognitive system
of a construction project is aimed at the accurate execution
of all procedures in accordance with the normative standards
defined at the beginning of the project. Feminist project
management strategies require the immediate detection and
response to dynamic environment signals (including custom-
er needs) that are deployed as the project progresses. Such a
strategy allows forming a qualitative context of architectural
and planning decisions of construction projects.

2. The feminine context of customer-oriented tools and
methods for realizing the construction project management
processes as a system of knowledge PMBOK Construction is
outlined. The continuous client’s “presence” in the tasks and
tools is demonstrated. The feminine and masculine practices
of setting up a project make it possible to identify the specif-
ics of the gender context of managing the needs of customers
and users in the construction project.

3. The model of customer-orientation of the construction
project management system is developed in the parameters
of processes, methods and tools of project management. Four
phases of client-orientation are revealed: “I — customer inter-
est (to hear his voice)”; “Il — implementation of “individual
customer requirements” in architectural and spatial, design
and technical solutions”; “III — customer-oriented execution
of construction and installation work”; “IV — loyal customer
of the company-developer”. The application of this model
will allow the top management of the companies-developers,
CPMOc to carry out a self-assessment of progress in the
development of client-oriented construction project man-
agement and to choose the actions necessary to move from
“initiation” to “closing” of the project.
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