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Abstract—The construction industry is one of Australia’s fastest 

growing industries and its success is a result of a firm’s client 
satisfaction with focus on product determinants such as price and 
quality. Ensuring quality at every phase is a must and building rapport 
with the client will go a long way. To capitalize on the growing 
demand for Engineering Consulting Firms (ECFs), it is imperative to 
stress the implication of customer satisfaction and excellence in 
standards and performance. Consequently, the emphasis should be on 
improving employee skills through various training provisions. Clients 
seek consistency and thus expect that all services should be similar in 
respect to quality and the ability of the service to meet their needs. This 
calls for empowerment and comfortable work conditions to motivate 
employees and give them incentive to deliver quality and excellent 
output. The methodology utilized is triangulation - a combination of 
both quantitative and qualitative research. The case study - Australian 
Consulting Engineers (ACE) - was established in Australia in 1995 and 
has operations throughout Australia, the Philippines, Europe, UAE, 
KSA, and with a branch in Lebanon. ACE is affiliated with key 
agencies and support organizations in the engineering industry with 
International Organization for Standardization (ISO) certifications in 
Safety and Quality Management. The objective of this study, 
conducted in Australia, is significant as it sheds light on employee 
motivation and client satisfaction as imperative determinants of the 
success of an organization.  

 
Keywords—Organizational behaviour, leadership, satisfaction, 

motivation, quality service. 

I. INTRODUCTION 

N today’s market where competition is fierce, it is vital to 
analyse your clientele and understand what their 

requirements for satisfaction are. Once these are determined, 
then the organization can focus on its competitors to recognize 
any existing gaps that may hinder success. In other words, by 
evaluating customer preferences, firms can identify a niche and 
their competitive advantage and enhance loyalty. Accordingly, 
it is common practice for firms to conduct research [1] to 
discover client preferences. Organizations keep close watch on 
the priorities of the clients and monitor their satisfaction levels 
so that they can improve their services because there is a direct 
relationship between satisfaction and loyalty. Accordingly, 
employees of ECFs need the required resources, work 
conditions and professionalism to establish rapport and 
demonstrate positive attitude with clients.  

Indeed, the client has perceived expectations and this affects 
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satisfaction [2]. Employees should be able to attend to clients’ 
needs and resolve problems efficiently and obviously motivated 
employees will produce better results in this respect in 
comparison to discontented employees. Engineering 
consultants deal with a variety of clients in their profession. 
Therefore, it is important that engineering consultants 
understand the determinants of client satisfaction in order to 
improve their likelihood of project success in the short-term and 
continual business opportunities in the long-term. 

The determinants [3] of client satisfaction typically focuses 
on product determinants such as price and quality. However, 
research investigating the human resource (HR) determinants 
of engineering consultants and their impact on client 
satisfaction is limited. By understanding engineering 
consultancy from an HR perspective, decisions can be made 
more effectively to improve the likelihood of project success. 
The most important resources of an organization are its 
employees and thus their contribution to the company’s image 
is very crucial in terms of behaviour and actions. 

Considering the proper functions of management [4], the 
factors involved constitute an appropriate style of leadership by 
motivating the middle and lower-level employees and 
developing a warm relationship. Such factors are crucial for 
direction and are considered as the ability of the driver to 
acquire performance on the part of subordinates on individual 
basis in an organisation. Employees should perform significant 
roles in earning clients’ trust. Companies are facing not only 
local but also international competition, and thus they must 
invest in implementing more sophisticated technology and 
developing new products to ensure approval.  

In turn, to overcome the challenges that a firm may face in 
this 21st century, Human Resources Management “HRM” is a 
very crucial variable. It helps in making the firm more effective 
and efficient in its day-to-day activities and facilitates the 
acquisition of talented individuals through training and 
organizational development [5]. Thus, the conditions for an 
ECF to achieve client satisfaction are clear and open 
communication and professionalism of service. It is essential to 
understand the needs of clients which can be followed up by a 
Clients Care Manager “CCM”. Ensuring quality at every phase 
is a must and building rapport with the client will go a long way. 
All these exercises will result in client satisfaction. When the 
clients are satisfied, this will result in repeated business. Hence, 
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new clients will be attracted due to ‘word of mouth’ and this 
will save marketing costs and ultimately, the firm’s reputation 
will be enhanced.  

A. Importance of Research 

Most consulting firms depend on client satisfaction to 
achieve competitive advantage [6]. This is because with 
positive client satisfaction, consulting firms can enjoy increased 
loyalty, a reduced marketing effort through word of mouth and 
positive reviews. This also creates greater networking 
opportunities to grow the client base and builds a more 
attractive environment for recruiting the best talent [7]. In the 
consulting industry, clients have trouble perceiving a service 
advantage due to the intangible nature of the products [8]. An 
interesting challenge that ECFs face when trying to deliver 
client satisfaction is the double-edged sword of their pricing 
fees. Clients tend to prefer lower fees; however, lower fees 
provide the ECF with a smaller budget to perform their contract. 
With a smaller budget, it can be difficult to ensure the quality 
requirements that the client would prefer [9]. 

Without a doubt, strategies for training programs and 
employee engagement activities can help an organization to 
develop sustainable employee satisfaction. One study [10] 
shows that clients base their perceptions on employee 
intercommunication and the quality of services provided. An 
employee can build a relationship of trust and loyalty with the 
clients when they are satisfied with their jobs and are well 
aligned with the mission and goals of the organization [10]. In 
addition, another study [11], confirms the direct association 
between employee motivation and client satisfaction. 
Accordingly, findings [11] suggest that it is crucial for the 
organization to realize the value of talent retention to attain a 
stable financial position.  

Consequently, this study will evaluate the impact of 
employee motivation on client satisfaction in Engineering 
Consultancy Firms (ECFs). The research findings of the study 
will assist in taking adequate steps for achieving desired levels 
of employee motivation and client satisfaction, and as a result, 
in improving the reputation of the organization in the business 
environment. Thus, the findings of this study can prove to be 
helpful for employers and top management. The findings of the 
study will also increase the knowledge base of the present 
literature and will help researchers to validate future results for 
the other organizations in the business environment. Because 
employee motivation and client satisfaction are important 
determinants of organizational success, this study will 
determine the objectives of increased productivity, employee 
motivation and client satisfaction. 

B. Research Questions 

Initially, this research aims to fill the research/knowledge 
gaps identified in the presented literature review. By conducting 
a study based on these gaps, ECFs will be able to understand 
the link and how it can benefit them. More precisely, this 
research will attempt to identify and test the key factors that 
lead to client satisfaction (CS) in the context of ECFs. The five 
human resource factors that will be investigated are: experience 

and knowledge, motivation, proximity, professionalism, and 
care factor. In addition, this research will investigate the causal 
relationship between client satisfaction, client retention, and 
“word of mouth”, as conventional relationship marketing 
consequences.  

The objectives of this research are: 
 To investigate the literature pertaining to the instigators of 

client satisfaction, especially human resource 
determinants. 

 To investigate if client satisfaction increases the likelihood 
of client retention and improved organisational reputation 
through “word of mouth” for ECFs. 

 To provide a set of recommendations for ECFs to improve 
their client satisfaction and retention. 

Furthermore, to fulfil the aim of the study, the following 
research questions have been framed: 
1. What theories can be applied to Small or Medium 

Engineering Consulting Firms in order to achieve better 
performance results? 

2. What is the influence of the Human Resource Management 
on Client Satisfaction? 

3. What are the relationships between Client Satisfaction, 
Client Retention, and “Word of Mouth” and reputation? 

4. What benefits can Engineering Consulting Firms (ECFs) 
achieve from understanding the HR determinants of Client 
Satisfaction? 

II. LITERATURE REVIEW 

Employee motivation and client satisfaction are two vital 
concerns of any organization. Their contribution to the 
company’s image is crucial in determining the views that clients 
keep in mind while thinking about the organization’s behaviour 
and actions. Loyalty to the organisations’ clients incurs capital 
investments which should include employees’ motivation to 
achieve the company’s non-monetary and economic objectives. 
Organizations are increasing their efforts to ensure that 
harmony exists between employee motivation and client’s 
satisfaction to increase the chances of success. 

Accordingly, client satisfaction is a significant indicator of 
client retention and also indicates their purchase intentions [12]. 
The level of client satisfaction provides the company with a real 
picture about the degree to which products and services are 
satisfactory to the end consumer. Likewise, client satisfaction 
has a strong link to organisational success. Consulting firms 
that can ensure a positive client experience can gain a strong 
competitive advantage over their rivals. For these reasons, 
client retention is crucial [13] for a company. Retaining a client 
is more important than acquiring a new one. Clients’ 
satisfaction is thus considered as a basis for client retention as 
our goal is to meet their needs and requirements. When clients 
are happy, there are limited chances that such clients will shift 
to the rival for the same or similar products. Furthermore, 
organizations focus on client satisfaction strategies because 
without satisfied clients there is no business [14]. 

It should be noted that the impact of trust has been 
investigated [15] along with its implications on future 
relationships and choice of future purchase. High organisational 
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performance is then a prediction on managers’ commitment to 
organisational goals, which, in turn, can be reflected in their 
attitudes and actions. The objectives of an organisation are 
influenced by the level of employee satisfaction, support, 
respect, and working conditions. It is to the benefit of an 
organisation to ensure the social and psychological well-being 
of their employees to ultimately ensure greater productivity. 

In his famous Hierarchy of Needs, Abraham Maslow 
intensely talked about the second rung -the sense of belonging. 
This stresses that managers with a sense of belonging are more 
dedicated, engaged, and motivated when executing assigned 
tasks. They are known to have greater confidence, interest, 
enjoyment, and enthusiasm when engaged in organisational 
activities. Managers not only work harder to provide better 
services, but also step outside their comfort zone to deliver 
quality services that are in alignment with client needs. A study 
[16] demonstrated that employees with a sense of belonging 
exhibit greater dedication in delivering services with improved 
quality. The argument is grounded on the theory of equity in 
social justice, which preaches that transactions can potentially 
pave the way for high-quality relationships [17]. When 
managers are accorded social gifts that are beyond their 
expectations, they tend to develop a sense of belonging, 
responsibility and satisfaction, which, in turn, makes them more 
focused on addressing the needs and concerns of their clients. 

In addition, the inability to cultivate relationships with clients 
often accompanies the failure to understand different 
personalities and communication styles, but this is a problem 
that can be addressed through effective training. Training and 
development provide a framework of understanding clients, 
which then makes it easier for members of an organisation to 
understand the needs and the problems of clients. Thereafter, 
the appropriate strategies can be developed to resolve these 
problems whilst minimising stress [18]. 

Above all, Abraham Zaleznik wrote the first landmark 
scholarly article that encapsulated the distinction between 
leadership and management. In this regard, [19] asserted that 
whilst both managers and leaders are needed in an organisation, 
they each make different contributions. For instance, with 
respect to goal setting, leaders articulate a vision and create the 
future; on the other hand, managers execute the plan and 
improve the present. Managers are branded with the tendency 
to exercise authority, promote stability, and focus on getting 
things done. In contrast, leaders pay close attention to the 
adoption of changes, new approaches of boosting productivity; 
they focus on the beliefs of people with in order to boost their 
commitment [19], [20]. Certain scholars [21] contend that the 
two are diametrically opposite as they speculate that a good 
manager cannot be a good leader and vice versa. 

Subsequently, when the members of an organization are 
motivated to encourage open communication and engage in 
healthy relationships with one another, this definitely will have 
a positive effect on client satisfaction and loyalty [22]. A 
commitment in relationship management [23] can be created 
through interactions, reciprocity and trust. By investing the time 
and effort into affective commitment, it “creates psychological 
bonds that encourage clients to stay in that relationship and sets 

an expectation of reciprocation” [23]. Apart from this, [24] 
found three elements that constitute the quality of employee 
relationships-conflict handling, commitment, and trust. 
Reference [25] also considers commitment and trust as the 
elements of relationship quality. Within the context of the 
consumer market, the involvement or interaction of clients does 
not differentiate among the person offering the service and the 
company itself. 

Last, but not the least, the focus is on employee care factor. 
Highly engaged employees that care about their work and their 
clients are a key link to client satisfaction, performance 
outcomes and loyalty. When employees know that they are 
cared for, they become more engaged, dedicated, committed, 
and take more initiative in their work [26]. Furthermore, 
employees with the highest levels of commitment usually show 
higher performance by about 20% [27]. In particular, some 
organisations define employee engagement as “going above 
and beyond” what is expected of them in their work roles [26]. 
Briefly, employee engagement is often defined as an 
“emotional and intellectual commitment” to the organisation 
[26]. It is a state where employees can value, enjoy and believe 
in what they are working for. Employees that are not engaged 
will often waste their time and effort on tasks that do not matter 
and are often dissatisfied and do not complete tasks with full 
commitment. So, when employees feel more engaged in their 
work, they are more likely to offer better quality service, thus 
improving client satisfaction and promoting client loyalty [27]. 

III. HYPOTHESES 

This study used a mixed methods research to analyse the 
causality and correlation between clients’ gratitude and 
managers’ motivation. Triangulation, both quantitative and 
qualitative investigation was utilized. Qualitative analysis was 
used to explore the market and justify the set of hypotheses that 
were devised. Qualitative research methods often use small 
sample sizes and involve techniques such as in-depth 
interviews, open-ended surveys, focus groups, and 
uninterrupted observations [28]. On the other hand, quantitative 
analysis is described as “being scientific in nature” due to its 
more rigorous approach in its use of “scientific methods for 
data collection and analysis” [29]. In turn, quantitative methods 
are used to verify data and models, and due to their large sample 
sizes and ease of replicability, the results can be confidently 
extrapolated to the general population [29]. Since the theme of 
this research is the determinants of client satisfaction, we chose 
not only quantitative but also qualitative methodology to 
analyse and verify the effects. 

An employee is able to build a relationship of trust and 
loyalty with clients when they are satisfied with their jobs and 
feel they are well aligned with the mission and goals of the 
organization. As such, for organizations to ensure the highest 
success rate, it is essential for them to develop positive work 
environments. Research [30] recommended that if a company 
wants its employees to be fully dedicated, they should provide 
them with learning and growth opportunities. In addition, it 
found that providing effective learning or growth opportunities 
and benefits to employees can significantly increase employee 
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dedication. In turn, the dedicated employees will strive to help 
the organization to meet its strategic objectives. Moreover, this 
research proved that employee pro-social behaviour and 
dedication are positively related to the improvement in the 
perceived transformational leadership execution. For these 
reasons, when employees feel that managers are implementing 
a high-level transformational leadership approach, they display 
dedication and pro-social behaviour [24]. Fig. 1 shows the final 
conceptual model. 

IV. METHODOLOGY 

This section will highlight the methods, processes and 
activities that were performed in this research. Background 
knowledge for the analysis will also be provided to explain what 
software contributed to the data analysis and as a result, 
answered the questions presented in part one and justified the 
hypotheses presented in part three.  

For one thing, the introductory questionnaire included items 
pertaining to the general background of the firms. The various 
other questionnaires were each specific to the variables that 
formulated both the questions and hypotheses. For instance, the 
variables covered client satisfaction, needs, preference; 
employee experience, knowledge, motivation, professionalism; 
and the overall care factor, retention and word-of-mouth. 
Ultimately, the process of preparing, codification, distribution, 
collection, and analysis of data was initiated. The results were 
used to establish the proposed model and were tested using 
statistical software such as, the Statistic Package for Social 
Science Statistics 24: IBM-SPSS Statistics 24 and IBM-SPSS-
Amos 26. The primary use of SPSS is for data and variable 
organisation and management and it provides a valuable tool to 
manage the data that was imported into SPSS from a Microsoft 
Excel file after the results were extracted from the survey 
package Jot-form.  

 

 

Fig. 1 Final Conceptual Model 
 

For clarification, the introductory questions requested 
information from the clients to validate the respondent ensuring 
that they belong to the target audience. This information was 
also used to group each respondent by certain demographics 
and controls, such as age, position, experience with engineering 
consultants, value of project, and type of engineering consultant 
used. Definitely, anonymity of the respondents was assured and 
so questions were designed carefully so as not to identify 
participants; the engineering firms that were part of the sample 
are prominent and successful members of Australia’s elite. To 
elaborate, the seven-point Likert scale was employed so that the 
survey was able to meet the requirements of validity and 
reliability that were measured by Cronbach’s Alpha. 

At this time, there was much debate as to how large the 

sample should be and in accordance to the context of the study, 
numerous sample sizes were considered. A consensus among 
researchers is that a sample size of approximately two hundred 
is usually suitable [31], [32]. There is also evidence that a 
meaningful analysis can be conducted with at least one hundred 
samples [33]. Nonetheless, ACE decided to opt a random 
selection of one thousand that had been their clients for the last 
three years. The online survey on jot-forms was distributed via 
email to the above-mentioned clients. Of the one thousand 
emails, 273 bounced back, indicating that it was the wrong 
email or that the person no longer worked at this firm or 
address. Along with this, of the remaining 727 emails that were 
delivered, only 256 clients responded indicating a response rate 
of approximately 35%. 
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Once the data had been screened, the dataset was ready for 
the exploration of the quality of the measurement scales using 
an Exploratory Factor Analysis (EFA). EFA is used for the 
exploration of the underlying structure among initial variables 
(or items) included in the analysis. It helps determine if these 
initial variables are factorizable, and if the computed factors are 
interpretable. The EFA is a statistical approach that groups 
variables with strong correlations together to give a factor 
structure [34]. An important aspect of the EFA is that the 
analysis is not dependant on these constructs [34]. Rather, the 
EFA will identify the number of latent factors and the variables 
that strongly group with each latent factor based on the 
correlations of the observed variables. 

Moreover, Structural Equation Modelling (SEM) is a 
technique used primarily in social and behavioural sciences and 
can be described as “a combination of factor analysis and 
regression or path analysis” [35]. A major advantage of SEM is 
its ability to measure theoretical constructs through the use of 
latent variables. Latent variables are factors that cannot be 
directly observed themselves but can be inferred 
mathematically from the use of a number (usually 3-6) of 
observed variables [36]. In contrast, as the name suggests, an 
observed variable is a factor that can be directly measured 
itself. In the case of this research, the latent variables will 
represent the HR determinants while the observed variables will 
be the survey question responses which can be directly 
measured and it allows researchers to assess their theories using 
a testable model [37].  

On the whole, there are two types of variables: latent 
variables (unobserved variables) and measured variables 
(observed variables). In social science research, many variables 
cannot be directly measured such as the behavioural dimensions 
and so are placed as latent variables in the model. The reason 
why the behavioural dimensions are latent variables instead of 
measured variables is that these concepts are complex and 
multifaceted- a single measure will not adequately cover the 
whole dimension. For example, there are many variables that 
will be needed to cover the entirety of employee 
professionalism such as their appearance, manners and ethics. 
Measured variables, on the other hand, are variables where 
there is a measurement for that dataset. For instance, in the 
Client Retention questionnaire, one statement was: “In the 
future, I will use the ACE consultant for most of my engineering 
consultancy needs” and participants gave a score between one 
and seven giving an exact measurement for their retention level. 

Likewise, the reliability of the measurement scales will be 
tested using Cronbach’s alpha which is widely used to measure 
reliability in social sciences [38]. Cronbach’s alpha measures 
the connection and consistency for a set of variables that are 
placed together as a factor. As a rule, the Cronbach’s alpha 
value for each factor should be above 0.7 [38]. Furthermore, 
there are two types of validity to account for- Convergent 
Validity and Discriminant Validity. The aim of convergent 
validity is to verify that the variables in each dimension are 
correlated with each other or share a high proportion of 
variance. For convergent validity, there are three values that 
need to be checked which are the standardised factor estimates, 

the average variance extracted and composite reliability. 
Discriminate validity aims to verify whether there is a distinct 
difference between latent constructs. To measure discriminant 
validity, the square root of the average variance extracted is 
compared to the estimated correlations between the constructs. 

Briefly, correlation coefficients measure the amount of 
shared variance that occur between two variables. The value of 
this coefficient determines the relationship between the relative 
movement of the two variables. Clearly, correlation coefficients 
range in value between -1.0 and 1.0 – whereby a positive value 
means that the two variables move in the same direction and a 
negative value means that they move in opposite directions. 
Altogether, this research will use the criteria defined by the 
Multivariate Data Analysis [39] for establishing reliability and 
validity of the factors. 

V. RESULTS 

First and foremost, the results related to the descriptive 
statistics revealed that the majority of the respondents are in 
total agreement with the item of Customer Satisfaction. 
Therefore, it is concluded that customers are satisfied with the 
service provided by the ACE consultant. In addition, their 
experiences with the ACE consultant are excellent and they are 
highly pleased with overall performance. 

To clarify, let’s explore the results of each of the variables 
that are the focus of this study. In terms of customer needs and 
expectations, the results confirm that mainstream participants 
revealed their total agreement. Hence, it is concluded that ACE 
consultants always offered as much information as needed. 
Moreover, employees spent an adequate amount of time sharing 
their needs with the ACE clients during the project. It is also 
found that ACE consultants surpassed the level of expectations 
and never disappointed their clients. The above is also related 
to timely delivery and entails that a large proportion of 
respondents agree that ACE consultants met deadlines and are 
highly punctual. In other words, ACE consultants made 
excellent choices and implemented time management. In short, 
ACE consultants are extremely dependable.  

As for the quality of products and services, the data revealed 
that adequate agreement levels were observed. It is thus 
concluded that services provided by the ACE consultant are 
reliable and demonstrated overall quality. Additionally, the 
analysis of outcomes stressed that due to adequate training and 
development, ACE consultants are always expected to perform 
satisfactorily. This is due to the fact that all in-house processes 
are instigated professionally so as to achieve successful project 
completions that meet client requirements. 

Similarly, the data and results related to employee experience 
and knowledge confirmed that all respondents revealed the 
higher scale agreement with the statement that products and 
services that ACE consultants presented demonstrated the 
expected quality for money. In addition, ACE consultants are 
well informed and knowledgeable affirming that they are 
proficient, competent and experts in their fields and execute 
their jobs both effectively and efficiently. 

In particular, the findings regarding employee motivation 
confirm that overall greater motivational levels are found to be 
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prevalent. The strong agreement level confirms that ACE 
consultants verified strong commitment and loyalty towards 
their jobs and fulfil their goals in the best possible fashion. 
Unquestionably, ACE consultants are found to be highly 
motivated. 

Correspondingly, the survey findings regarding employee 
professionalism that was highlighted previously attested that 
strong agreement is evident for the demonstration of respect by 
ACE consultants. These consultants readily presume 
responsibility for decisions, choices and errors. The results also 
confirmed that ACE consultants’ clothing, grooming, and 
hygiene consistently portrayed a professional appearance. As 
such, the ACE consultant is considered be highly 
straightforward, sincere, truthful, and sincere, but the results did 
not reflect that professionalism influenced Customer 
Satisfaction. 

The outcomes regarding the Employee Proximity confirms 
that higher agreement scale affirms that ACE Consultant 
connected to life and experiences and takes an account of other 
perspectives. The ACE Consultant knows how to construct a 
close relationship during a project. The results also confirm 
those ACE consultants are aware about the effective treatment 
of client. 

Furthermore, the outcomes of the employee care factor 
especially confirmed that ACE consultants displayed extra 
effort to meet their clients’ needs. For instance, they were 
always ready to comply by working late, extra hours or on 
weekends; they were always accessible. Obviously, this 
ascertains that ACE consultants were well equipped to provide 
a suitable resolution to any problem encountered during the 
project. 

Finally, the data regarding customer retention and word-of-
mouth revealed that clients are loyal to the consultants of ACE. 
In the forthcoming future, clients are more prone to utilize the 
ACE consultant for any engineering deliberation. Besides, the 
majority of respondents confirm that ACE is the firm of choice 
when it comes to engineering consultancy services. Likewise, 
the results regarding word-of-mouth validates that respondents 
are more inclined to maintain a positive attitude where ACE 
consultants are involved. In sum, the majority of respondents 
are in harmony and are adamant and keen to recommend the 
services of ACE consultants to others. 

Accordingly, the eight hypotheses stated above are justified 
and fully supported except for the effect of Professionalism and 
Proximity on Customer Satisfaction. 

Clients that have strong relationships with consultants are 
assured that they will continue to meet their expectations due to 
precedence. Switching to a new consultant means confronting 
uncertainty in the quality of the project. This explains why 
clients are more likely to do business with people they have a 
good relationship with. As such, employee relationship quality 
is an essential element in ensuring the repeat purchase decision 
by clients as compared to the price competition or contractual 
agreement. Thus, Employee Proximity is good, and the 
employee is aligned with the Client then this should lead them 
directly to repurchase decisions.  

We therefore suggest a direct and positive influence of 

perceived employee proximity on client retention, and this 
Hypothesis was tested and successful. 

VI. DISCUSSION  

At this point, we would like to emphasize that this study was 
conducted for the requirements of a Doctorate in Business 
Administration dissertation. This chapter has aimed to present 
as fully and as concisely as possible the findings of the data 
analysis that contributed to the overall justification of context. 
It is worthy to note that all documentation-text clarifications, 
full interview transcripts, letters sent to participants to ensure 
ethical behaviour, descriptive analysis of data, quantitative and 
qualitative analysis in the form of matrixes, tables, graphs etc.-
is available in the original dissertation.  

This research conducted a SEM analysis on the influence of 
human resource determinants of engineering consultants on 
client satisfaction. In the initial proposed conceptual model, 
there were determinants such as experience and knowledge, 
motivation, proximity, professionalism, and the care factor. 
Namely, the results showed that experience and knowledge, 
motivation, and Care led to a positive effect on client 
satisfaction, which in turn directly influenced client retention 
and word of mouth. More precisely, the results from the 
analysis revealed that employee professionalism had a negative 
effect on Customer Satisfaction which is a strange effect which 
needs to be explored further and that Employees Proximity had 
no effect on Customer Satisfaction but Rather on Customer 
retention. It was further demonstrated and supported that client 
satisfaction leads to a higher likelihood of client retention and 
positive word of mouth. 

Based on these basic findings, ECFs can now understand that 
a consultant’s experience and knowledge are crucial 
behavioural dimensions. If ECFs are aiming to retain their 
clients and create a positive word of mouth, they must initially 
ensure client satisfaction and guarantee that their employees 
offer effective and efficient outcomes. Specifically, Perceived 
Employee Experience and Knowledge followed by Perceived 
Employee Motivation and then followed by Perceived 
Employee Care factor show a standardised Direct Effect of 
0.47, 0.335, and 0.202 respectively. Moreover, the data analysis 
proved that the effect of Client Satisfaction on Client Retention 
was very high and positive with a standardised Direct Effect of 
0.45. Following that, the effect of Client Satisfaction on Word 
of Mouth was also high with a standardised Direct Effect of 
0.559. Furthermore, the effect of Client retention on Word of 
Mouth was also positive but with a smaller standardised Direct 
Effect of 0.433. All the above-mentioned hypotheses were 
supported with significant p-values. 

What is more, the findings conclude that client satisfaction, 
client retention, and word of mouth are all strongly related to 
each other in the engineering consulting industry. That is, 
satisfied clients are more likely to continue to employ the 
services of an engineering consultant and recommend them to 
others, while the opposite is also true. This finding confirms the 
importance of client satisfaction for ECFs as it is directly related 
to the ability to better retain clients and enhance the firm’s 
overall reputation in the industry. 
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Moreover, it can be concluded that through the alternative 
model, the Engineering Consultants Proximity has a positive 
and significant impact on Client Retention. The Proximity 
dimension asked the clients about the consultant’s connection 
to the client’s life and experience, if the consultant was able to 
consider the perspective of the client, if the consultant was able 
to take into consideration the input from the client, and if the 
consultant knows how to treat the client.  

In fact, 34.6% of the clients in the survey totally agree that 
ACE consultants connected to the life experience of the clients. 
Similarly, 44.7% of the clients totally agree that ACE 
consultants were able to incorporate the needs of the clients 
while 46.2% totally agree that ACE consultants are able to 
establish rapport with the clients. Overall, 55.8% of the clients 
were in total agreement that that ACE consultants understand 
and know how to treat clients. Equally important is that over 
50% of the clients totally agreed that ACE consultants 
consistently showed respect for others, readily assumed 
responsibility for performance. In short, consultants are always 
well groomed and display professionalism at all levels. 

Furthermore, evidence revealed 45.2% of the clients in the 
survey totally agree that ACE consultant always took initiative 
and went out of their way to meet their needs. In doing so, 
clearly 51.9% of the clients agree that ACE consultants 
provided satisfactory resolutions to any problems encountered 
throughout the job. In general, over 50% of the clients also 
agree that ACE consultants have very good client relationship 
management and regard them highly in the industry. This is not 
surprising knowing that ACE just celebrated 25 years of service 
to the Construction industry and the majority were repeat clients 
and over 45% have been dealing with ACE for more than ten 
years. 

In summary, it is notable that the significant implications and 
outcomes of this research include the experience and 
knowledge that ACE consultants have to offer. In addition, the 
level of motivation and care that ACE consultants display have 
been translated into the required client satisfaction. 
Accordingly, it is clear that almost 60% of the clients that were 
surveyed totally agree that they are likely to say positive things 
about ACE consultants, are likely to recommend the services of 
ACE consultants, and are likely to suggest ACE consultants if 
they are asked to recommend an engineering consultant. 

Limitations and Future Research 

Initially, the original scope of the study aimed to compare 
results based on different demographics such as gender, age, 
project type and size, engineering discipline, and prior 
experience with engineering consultants. However, an accurate 
analysis [32] should consist of a minimum of one hundred 
samples per group but unfortunately, this was not possible. The 
study showed 88.1% of the respondents were males, 70.4% of 
the responses were from the structural discipline, and 74% of 
the responses were based on residential projects. Surely, the 
results from this study should be carefully applied universally. 
Thus, it is unknown if the data would differ for female clients, 
other disciplines, and different project categories. Moreover, 
when identifying the determinants of client satisfaction, this 

study focuses only on the human resource determinants of the 
consultant whereas client satisfaction has been found to also 
include non-behavioural determinants, such as time, cost, and 
quality.  

Overall, the scope of this research focused on the context of 
ECFs in Sydney, Australia. Indeed, client satisfaction is a broad 
concept and can be extended to various frameworks. However, 
to keep the scope of this study applicable and relevant to 
engineering firms in Australia as a whole, then a study should 
certainly focus on the industry of engineering consultancy in 
Australia. Nevertheless, caution must be taken when extending 
the findings of such a study to other fields or regions as it is 
possible that the results may vary depending on cultural 
differences and industry norms. 

Hence, further research that can be conducted to heighten the 
findings for future implementation may include the following 
themes, to list a few: 
1. A focus on employee professionalism and its underlying 

phenomena with a specific research on its mediating and 
moderating effects. 

2. The inclusion of non-behavioural controls such as price, 
time, and quality in the model. 

3. Comparing results from different demographic groups, 
such as gender, age, project type, project size, engineering 
discipline, and prior experience with engineering 
consultants. As [32] recommends, a minimum of one 
hundred samples per demographic group would require a 
larger sample size of approximately one thousand. 

4. Expanding the scope of the study-to-study client 
satisfaction in a variety of different contexts such as 
industry and region. In addition, further research may 
possibly attempt to perform this study for a universal 
context. 

VII. CONCLUSION 

To summarize, this research achieved an analysis on 221 
samples in order to investigate two outcomes: 
1. To identify, measure, and compare the impact that the 

Human Resource determinants of an engineering 
consultant have on client satisfaction. 

2. To measure the impact that client satisfaction has on client 
retention and word of mouth reputation of ECFs. 

For interpretation, the literature review identified essential 
HR determinants of engineering consultants to be knowledge 
and experience, motivation, professionalism, and care factor. 
Following this, a set of hypotheses were formulated to highlight 
that these factors had a positive and direct effect on client 
satisfaction. A questionnaire was designed and distributed to 
various clients of an ECF in Sydney, Australia; the response rate 
was 35% with a sample size of 256 and 221 valid responses 
were collected. Namely, it was discovered that due to high 
squared multiple correlations of the endogenous variables, there 
was enough statistical power to support the significance found 
for each HR determinant’s impact on client satisfaction. 

Thereafter, an extensive EFA of the data found that the 
questionnaire items loaded as expected to the original HR 
determinants. After a review of the questionnaire items and the 
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data results, a Confirmatory Factor Analysis (CFA) and a Path 
Analysis were performed on the model that exhibited sufficient-
to-good reliability, validity, model fit, and squared multiple 
correlation. These findings correspond with [6] who stressed 
the importance of the “unwritten expectations” that clients 
desire but do not clearly state. 

In conclusion, ECFs that are able to guarantee client 
satisfaction are more likely to retain those clients as well as 
receive recommendations that helps them gain new clients. 
Specifically, it should be comprehended that experienced, 
knowledgeable and motivated employees will always have the 
greatest and desired impact on client satisfaction. Without a 
doubt, these firms should not only be aware of but also 
acknowledge that when their employees are satisfied, this will 
translate into satisfied clients and ensure satisfactory end 
products. 
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