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A B S T R A C T
This research study explores the relationship between customer focus and the 
performance of construction projects undertaken by small companies. Additionally, 
process management in these companies has been studied as a mediator in explaining 
the relationship between customer focus and project performance. A moderated 
mediation model has been proposed to investigate the role of strategic planning and 
its effects on project outcomes. Data was gathered from 326 staff members working at 
different levels of management in some of Pakistan’s emerging construction companies 
owned by young entrepreneurs. The study’s findings revealed a positive relationship 
between customer focus and project performance mediated by process management. 
Moderation analysis indicates a significant relationship between process management 
and project performance when moderated by strategic planning. Constraints to the 
study have been identified, and suggestions for future research have been offered. 
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Introduction

The need for innovation and continuous 
improvement has increased global competition 
between companies. Continuous improvement has 
become a challenge, conforming to exceptional qual-

ity standards and exceeding the needs and expecta-
tions of internal and external customers, specifically 
in developed countries (Yazdani et al., 2016). Many 
proposed initiatives encourage businesses and guide 
them in improving and enhancing their competitive-
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ness, process improvement, quality productions and 
services, cost reductions, and customer retention 
(Dreyfus et al., 2004; Imran et al., 2018).

Initially, quality initiatives were extensively used 
in the manufacturing industry and then in the ser-
vices sector, but they are comparatively new in the 
construction industry. These have shown a significant 
influence on company performance in the past (Her-
avi & Faeghi, 2014). In the construction industry, 
different projects are undertaken with different pro-
fessional teams fulfilling requirements and managing 
complexity and uncertainties daily. Quality manage-
ment initiatives allow the construction sector to deal 
with these challenges by employing strategies that 
help them manage all of the interrelated components, 
methods, personnel, and tasks. It is essential in the 
construction industry in both emerging and devel-
oped companies to assure project completion on 
time, within authorised budgets, by increasing pro-
ductivity and effectiveness to avoid and reduce losses. 
Research studies have been conducted to demonstrate 
the importance of quality management initiatives for 
small and medium-sized businesses (SMEs), which 
are considered the backbone of the economy (Mam-
man et al., 2019). Some other examples are TQM 
implementation in SMEs in Iran (Mehrabioun 
Mohammadi et al., 2021), India (Toke & Kalpande, 
2021), Oman (Karyamsetty, 2021), and Kuwait 
(Sawaean & Ali, 2020). These studies have confirmed 
the importance of total quality management elements 
in enhancing the performance of any SMEs.

Recently, Pakistan has been observing a trend 
among young people to initiate and run their busi-
nesses, such as small construction companies having 
less than 20 employees. These small organisations are 
primarily characterised as project-based organisa-
tions. Many research studies primarily focus on 
manufacturing SMEs, and there is a lack of research 
on emerging and small project-based organisations 
in Pakistan. Some recent local cases explored differ-
ent dimensions of total quality management, includ-
ing hospital performance (Maqbool, 2019), export 
performance (Imran et al., 2018), financial and non-
financial performance (Shafqat et al., 2021). However, 
studies that focus on organisational processes, cus-
tomers and project performance in emerging small 
construction companies are still deficient, which is 
identified as a research gap likely to be filled by this 
research. 

This study aims to explore the impact of process 
management and customer focus initiatives and their 
impact on project performance in emerging and 

small construction companies in Pakistan. The key 
objective is to investigate the research idea as a mod-
erated mediation model where the mediating role of 
process management and the moderating role of 
strategic planning is studied to understand their 
impact on project performance. The research out-
come is likely to bring a better understanding of pro-
cess management and customer focus initiatives in 
small companies in terms of construction project 
performance. Management of small construction 
companies will be able to tailor processes when 
engaging in management activities for improving 
project performance within construction firms.

The paper is structured as follows. The literature 
review of the study is covered in the first section. The 
research methodology is covered in the second sec-
tion, after which the analysis and results are presented 
in the third part. The discussion on findings is pre-
sented in the fourth section, after which the paper is 
concluded with directions for future research.

1. Literature review

1.1. Customer focus and project  
performance 

Customer focus must be a part of a quality pro-
gramme’s overall implementation and scheduling 
(Mar Fuentes-Fuentes et al., 2004; Ooi et al., 2012). 
Maintaining a close and strong connection with cus-
tomers is one aspect of customer focus (Flynn et al., 
1994). To identify customer expectations, a company 
must produce goods and services that meet or surpass 
their needs (Sadikoglu & Olcay, 2014; Westphal et al., 
1997). In previous literature, customer focus has been 
discussed extensively as a motivator for innovation 
(Abrunhosa & Moura E Sá, 2008). It motivates com-
panies to be creative and meet customer expectations 
by introducing new products or services. More spe-
cifically, from a business perspective, innovation 
offers an opportunity to strengthen ties with custom-
ers by helping to meet their current needs before they 
order new products (Mehra & Ranganathan, 2008; 
Williams & Naumann, 2011; Littunen, 2021; Andri-
jauskiene & Dumciuviene, 2018; Kocmanová, 2012). 
In becoming innovative, a company supports its abil-
ity to create and maintain an edge over its competitors 
by adding value to its customers.

The term “project performance” is referred to as 
“project success”. It measures project success or per-
formance to determine how well the project accom-
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plished its goals (Zaman et al., 2019). Early research 
evaluated project performance using such criteria as 
efficiency, influence on the team, influence on cus-
tomers, and business success (Chang et al., 2013). 
Based on these criteria, several indicators were 
adopted, including meeting schedules, costs, quality 
necessities, team satisfaction, and market share (Al-
Subaie et al., 2021; Arditi et al., 1997; Liu & Yetton, 
2007; Mane & Patil, 2015; Pachura & Hairul, 2018). 
Time, cost and quality are the most important perfor-
mance measurement indicators.

Quality management companies are devoted to 
providing excellent service to the company’s external 
clients. They must first understand the expectations 
and needs of their customers before providing the 
products or services that will meet those needs. Sup-
ported successful customer-focused activities allow 
customising production to match customer require-
ments, expectations, and complaints. As a result, 
firms are more likely to deliver high-quality, reliable 
products and services on schedule while also improv-
ing efficiency and productivity. Satisfied customers 
buy more from a company boosting sales, expanding 
its market share and improving the overall perfor-
mance. Small businesses must have a policy of 
addressing client needs through customer-focused 
activities. It is envisaged that QM policy and practice 
will aid this endeavour (Al-Gasawneh et al., 2021; 
Toke & Kalpande, 2021). According to previous 
research, prioritising the needs of the customer has a 
positive impact on operational performance (Ahire et 
al., 1996; Tarí & Claver, 2008), innovation perfor-
mance (Kim et al., 2012), inventory management 
performance (Phan et al., 2011), customer satisfac-
tion (Forza & Filippini, 1998; Phan et al., 2011; Tarí & 
Claver, 2008) and the overall firm’s performance 
(Joiner, 2007). Therefore, the following hypothesis 
was formulated:

Hypothesis 1: Customer focus will have a signifi-
cant and positive effect on project performance.

1.2. Mediating role of process  
management between customer  
focus and project performance

Process management is an approach of intercon-
nected processes that focuses on three elements: “(1) 
mapping processes, (2) process enhancement, and (3) 
adhering to documented organisational processes” 
(Ahire & Dreyfus, 2000; Benner, 2001). For example, 
to minimise technical failures, excellent process 
management necessitates appropriately describing 

and documenting operational procedures, as well as 
explicit guidance for machine operation and setup 
implanted at all workstations (Flynn et al., 1994). 
Firms that attain higher degrees of process manage-
ment emphasise the measures targeting efficacy, 
quickness, and expenses, as well as waste reduction, 
which includes process management encompassing 
project development (Adler et al., 1995; Czajkowska 
& Kadłubek, 2015; Edelenbos & Teisman, 2008; 
Nobelius & Trygg, 2002). These factors might signifi-
cantly influence project performance, particularly in 
the construction business and especially in emerging 
and small construction firms. Process management is 
also linked to service delivery (Prajogo & Sohal, 
2006). It is the decisive factor in how customers per-
ceive the product’s quality and, as a result, what 
degree of delight and satisfaction they experience and 
what feedback they give. Perception is evaluated 
based on concrete factors, such as trustworthiness, 
security, empathy, and responsiveness (Parasuraman 
et al., 1985; Suárez et al., 2014). Therefore, the follow-
ing hypothesis was formulated:

Hypothesis 2: Process management will mediate 
the link between customer focus and project perfor-
mance.

1.3. Moderating role of strategic  
planning between process management 
and project performance 

“Strategic planning is based on the process of 
decision making, and it determines the direction of 
the organisation and its future outlook, as well as the 
way to achieving that future” (Oschman, 2017). For 
total quality management to function successfully, 
higher leadership must acknowledge strategic plan-
ning as a fundamental part of the firm to encourage 
their workforce to strive for perfection in what they 
do to achieve long-term excellence, which is critical 
for lucrative business growth in the long term (Mova-
hedi & Koupaei, 2011; Suárez et al., 2014). Firms 
achieve a competitive edge if they can produce an 
effective planning process, which enables visibility 
and organisational interaction, stimulating dedica-
tion, teamwork, and collaborative innovation (Hoang 
et al., 2010; McLean et al., 2017). Some elements play 
a significant role in motivating the planning process 
aimed at creating concrete goals and devoting 
resources to the critical items, planning processes of 
departments and process or operation management 
strategy (Gates, 2010). Strategic planning plays a vital 
role in process management to accomplish desired 
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organisational performance. It is required for emerg-
ing construction firms to achieve a dynamic fit with 
climatic factors and unpredictability by working 
actively with resource allocation to mitigate risks and 
moving senior management’s emphasis to uncer-
tainty. So, an initiative would positively influence 
process management and corporate performance, 
resulting in indirect gains in the long and medium 
run. Therefore, the following hypothesis was formu-
lated:

Hypothesis 3: Strategic planning will moderate 
the link between process management and project 
performance.

The model (Fig. 1) is developed based on the lit-
erature review and subsequent development of the 
research hypotheses; the customer focus will have  
a significant and positive effect on project perfor-
mance; process management will mediate the link 
between the customer focus and project performance; 
and strategic planning will moderate the link between 
process management and project performance.

2. Research methods

2.1. Research focus: emerging construc-
tion organisations in Pakistan 

This research focused on management employees 
of emerging construction firms. This target group was 
chosen for the following reasons: first, these firms are 
project-intensive, and second, the construction pro-
ject’s success is the responsibility of the management 
staff. They are in charge of all aspects of the project, 
including planning, execution, monitoring, control, 

and closure. Management staff ensure that deadlines, 
financial plans and quality standards are met.

2.2. Sample and procedure 

The study’s target group was management staff 
running emerging construction firms across major 
cities of Pakistan. A convenience sampling technique 
was used. Seven hundred questionnaires were dis-
tributed, and 360 were returned. However, only 326 
filled out questionnaires could be used and comprised 
the final sample size. 

Consequently, the response rate was 51 %. 
Respondents were asked to indicate their job title, 
demographics (gender, age, work experience, posi-
tion, and the total number of employees in their 
organisation) and share opinions on customer focus, 
strategic planning, process management, and project 
performance. Each survey was accompanied by  
a cover letter that explained the purpose of the study. 
All participants gave their informed consent. 

The participation was entirely voluntary, and 
confidentiality and anonymity were guaranteed. 
Regarding the size of studied organisations, about  
70 % of the respondents indicated working in an 
organisation with up to 20 employees, i.e., small 
enterprises. Table 1 presents information about the 
respondents. 

2.3. Measures

All variables were measured using a 5-point 
Likert scale (“1=strongly disagree, 2=disagree, 
3=neither agree nor disagree, 4=agree, 5=strongly 
agree”). Customer focus was measured using  
a 7-item scale (Jong et al., 2019). One sample item of 
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Tab. 1. Demographic information

Participants (N =326) Percentage

1. Gender 

Male 300 92 %

Female 26 8 %

2. Age 

25–35 years 261 80 %

36–45 years 39 12 %

45 & above 26 8 %

3. Position 

Lower level 104 32 %

Middle level 140 43 %

Top level 82 25 %

4. Experience 

0–5 years 267 82 %

6 & above 59 18 %

this scale is “The organisation frequently is in close 
contact with its customers”. The Cronbach’s alpha 
reliability of this scale was 0.75. Strategic planning 
was measured using a 5-item scale (Lau et al., 2004). 

One sample item of this scale is “Our organisa-
tion has a comprehensive structured planning pro-
cess which regularly sets and reviews short and 
long-term goals”. The Cronbach’s alpha reliability of 
this scale was 0.70. Process management was meas-
ured using a 7-item scale (Flynn et al., 1994; Lau et 
al., 2004). 

One sample item of this scale is “Our organisa-
tion practices daily operation work processes report 
system”. The Cronbach’s alpha reliability of this scale 
was 0.71. Project performance was measured using  
a 4-item scale (Stankovic et al., 2013). One sample 
item of this scale is “The project was successful in 
terms of timeliness of project completion”. The Cron-
bach’s alpha reliability of this scale was 0.85.

3. Research results

The analysis was done with SPSS software, and 
hypotheses testing was done using Model 14 (relevant 
to our research model) as implemented in the “PRO-
CESS macro” provided by Andrew F. Hayes (Hayes, 
2018). 

3.1. Hypotheses tests 

The values of mean, standard deviation and cor-
relation are presented in Table 2. 

In statistics, both moderation and mediation can 
occur in the same model. Moderated mediation is 
also called conditional indirect effects. The moder-
ated mediation analysis was performed using PRO-
CESS model 14 (Tables 3, 4, 5 & Fig. 2) to investigate 
the link between customer focus, process manage-

Tab. 2. Descriptive statistics and correlations

Constructs Mean SD 1 2 3 4

Customer focus 3.397 0.522 1

Process management 3.456 0.448 0.744** 1

Strategic planning 3.478 0.454 0.791** 0.569** 1

Project performance 3.428 0.699 0.472** 0.492** 0.373** 1

Note N=326, p < 0.05*, < 0.01**
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ment, strategic planning and project performance. 
The link between customer focus and project perfor-
mance was statistically significant and positive [Coef-
ficient = 0.290, p < 0.05], H1 was supported.

The interaction of process management and 
strategic planning on project performance was found 
to be statistically significant and positive (Coefficient 
= 0.262, LLCI & ULCI ≠ 0, p <0.05), see Table 3. Table 
4 shows the test of highest order unconditional inter-
actions. The R2 change term specifies whether or not 
a moderating effect exists. Because we have an R2 
change value of (0.019), which is more than zero; so, 
in this case moderating effect exists. These results 
identify strategic planning as a positive moderator of 
the link between process management and project 
performance, H3 was supported.

Tab. 3. Moderated mediation (model 14-results part a)

Outcome (project performance)

Coefficient SE t p LLCI ULCI

Customer_ Focus 0.290 0.130 2.09 0.037 0.017 0.563

Process_ Mgt 0.466 0.099 4.730 0.000 0.272 0.660

Strategic_ Plan -0.051 0.106 -0.475 0.635 -0.260 0.159

Interaction (Process*Strategic) 0.262 0.090 2.909 0.004 0.085 0.439

Tab. 4. Moderated mediation (model 14-results part b)

Test(s) of highest order unconditional interaction(s)

R2-chng F df1 df2 p

Interaction 
(Process*Strategic) 0.019 8.463 1.000 321.000 0.004

The moderated mediation effect is depicted in 
Fig. 2 and Table 5. This graph shows process manage-
ment on the X-axis and the mean values of project 
performance on the Y-axis. It shows three different 
levels of the moderator (strategic planning). Based on 
the graph, strategic planning tends to strengthen the 
link between process management and project per-
formance. The mediating effect of process manage-
ment on project performance is maximised when 
using strategic planning as a moderator. The slope 
where the level of strategic planning is high (+1SD) = 
0.522), the mediating effect (Effect=0.468) of process 
management on project performance becomes very 
high and significant. This means strategic planning 
moderates the link between process management and 
project performance so that this link becomes 
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Tab. 5. Moderated mediation (model 14-results part c)

Direct effect of customer focus on project performance

Effect SE t p LLCI ULCI

2.90 0.139 2.093 0.037 0.017 0.563

Conditional indirect effects of customer focus on project performance

INDIRECT EFFECT:

Customer_ Focus       ->    Process_ Mgt    ->    Project performance

Levels  
(Strategic_ Plan) Effect Boot_ SE Boot_ LLCI Boot_ ULCI

-0.522 0.256 0.088 0.054 0.403

0.000 0.362 0.081 0.188 0.504

0.522 0.468 0.086 0.294 0.629

Index of moderated mediation

Index Boot_ SE Boot_ LLCI Boot_ ULCI

Strategic_ Plan 0.203 0.060 0.095 0.333

The result of index of moderated mediation showed statistical significance of moderated mediation (index =0.203, bootLLCI = 0.095  
& bootULCI = 0.333). Thus, hypotheses 1, 2, & 3 were supported. 

stronger when strategic planning is high. Two further 
slopes at different levels of strategic planning are also 
depicted in the graph. The slope at the mean level of 
strategic planning shows a significant mediation 
effect (Effect=0.362) of process management on pro-
ject performance. Similarly, the slope of strategic 
planning (low (-1SD) = -0.522) below the mean 
(Effect= 0.256) also demonstrates a significant media-
tion effect of process management on project perfor-
mance. 

Thus, the link between customer focus and pro-
ject performance through process management was 
statistically significant and positive (Table 5 and Fig. 
2). The direct effect of customer focus on project 
performance: effect = 2.90, p < 0.05. The indirect 
effects at different levels showed corresponding 
results. At low level, indirect effect =0.256, p < 0.05. 
At middle level, indirect effect =0.362, p < 0.05. At 
high level, indirect effect = 0.468, p < 0.05, so H2 was 
supported.

The result of index of moderated mediation 
showed statistical significance of moderated media-
tion (index =0.203, bootLLCI = 0.095 & bootULCI = 
0.333). Thus, hypotheses 1, 2, & 3 were supported.

4. Discussion 

This section presents the discussion on research 
findings on the tested hypotheses. The first key find-
ing shows that customer focus has a significant and 

positive impact on project performance in the context 
of emerging construction firms (H1). This result sug-
gests that customer satisfaction, external communi-
cation and information management are significant 
ingredients of customer focus. This finding is consist-
ent with previous studies, where communication 
with customers, data management and customer sat-
isfaction were essential principle indicators of project 
performance in emerging construction firms as all 
these principles are important parts of the engine 
driving the project’s ability to deliver superior con-
sumer values and superior business performance 
(Hassan & Waiganjo, 2016; Mehra & Ranganathan, 
2008; Muiruri et al., 2021; Pambreni et al., 2019; Wil-
liams & Naumann, 2011). 

Clients are essential assets for any business, and 
efforts to understand the complexities that affect their 
behaviour and positive responses would benefit both 
customers and performance (Al-Gasawneh et al., 
2021). The study revealed that quality management 
initiatives are used in emerging and small construc-
tion companies in Pakistan, particularly focusing on 
customers; the major advantage of QM to businesses 
is “increased customer satisfaction”. Customer focus 
activities improve the satisfaction of customers. Fur-
thermore, satisfied clients are often loyal over time, 
resulting in increased sales and the improved finan-
cial, non-financial and entire performance of an 
organisation (Ahmad et al., 2019; Albuhisi & Abdal-
lah, 2018). The finding also explains that the cus-
tomer-related activities implemented in emerging 
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construction firms enhance the provided services and 
obtain customer satisfaction. Customer focus refers 
to an organisation’s commitment to meeting cus-
tomer expectations, as a result, improved overall 
organisational performance (Aburayya et al., 2020; 
Ali, 2017). The importance of customer focus is seen 
as critical to the company’s long-term performance 
and growth (Baidoun et al., 2018).

This study also indicates the link mediated by 
process management between customer focus and 
project performance in the context of emerging con-
struction firms (H2). This outcome is consistent with 
earlier studies, where stable production, reduced 
process variation, and efficiently working distribution 
were indicated as technical aspects of process man-
agement for better business performance (Psomas  
& Jaca, 2016; Zhang et al., 2020). Consequently, these 
technical aspects matter greatly when trying to 
enhance the performance of any business. This study 
found that to obtain an enhancement in the end 
product, technical aspects should be considered in 
the emerging and small construction firms. Few stud-
ies examine the mediating effect of process manage-
ment on the link between customer-oriented activities 
and performance. 

The technical aspects reflect how organisations 
plan their management of internal resources and 
external parties to support effective and efficient 
process operations (Calvo-Mora et al., 2015; Gadenne 
& Sharma, 2009; Oakland, 2011; Vanichchinchai  
& Igel, 2011). The aim of the production function is 
the accomplishment of optimum operational efficacy. 
Efficacy is generally assessed through performance  
& productivity. Practically, this purpose is supple-
mented with additional objectives and more particu-
lar performance measurements which explain  
the difficulties of the firm’s processes and/or opera-
tions. 

These measures include customer satisfaction, 
reduction of defects and expenses, and, most impor-
tantly, flexibility in operations-related activities (Feng 
et al., 2008; Ferdinandus, 2020; Fotopoulos & Psomas, 
2010). In simple words, customer-focused activities 
are designed to enhance the end products with cus-
tomer satisfaction. The results of “customer-related 
activities will then be shifted to technical aspects of 
process management to be implemented and reflected 
in the entire performance of the project”.

Another important finding of this study shows 
that strategic planning significantly moderates the 
link between process management and project per-
formance in the context of emerging construction 

companies of Pakistan, and the moderated mediation 
index was also statistically significant (H3). 

Thus, this finding proved that strategic planning 
was the way for creating a path for emerging and 
small business functions by assessing the current and 
future goals. It is the mechanism by which a business 
analyses its mission, makes decisions and strategies 
about allocating internal resources, establishing busi-
ness models, and processes for better overall perfor-
mance (AlQershi, 2021). Strategic planning is 
frequently used for the improvement of organisational 
performance. 

Strategic planning provides hope of uniting the 
organisation around a clearly defined set of missions 
and goals (Bryson et al., 2018; Stoeglehner et al., 
2011). Strategic planning plays a vital role in process 
management for achieving the desired performance, 
specifically in project-based organisations. 

Planning improves manager awareness of 
strengths, weaknesses, threats, opportunities, 
enhances the understanding of processes, managing 
of internal resources, materials, increases productiv-
ity, enhances profitability, and strengthens the com-
pany’s position in the market. Most importantly, 
organisational performance improves when strategic 
plans are implemented successfully (Aldehayyat & Al 
Khattab, 2012; Mustafee et al., 2013). 

Setting process and operation objectives, devis-
ing and executing plans, monitoring performance, or 
controlling the plan’s progress are all aspects of strate-
gic planning that are important for the overall perfor-
mance (Aquilani et al., 2017; Özgüner, 2015). In 
simple words, planning is necessary for effective and 
efficient use of resources during the execution phase 
for achieving desired project performance in emerg-
ing construction firms. 

This study supported all research hypotheses. 
Customer focus, process management and strategic 
planning were considered essential quality initiatives 
in emerging construction firms for better project 
performance. 

Conclusions 

The role of quality management in construction 
projects has evolved into means of gaining a competi-
tive edge worldwide. The construction sector is 
viewed as having a significant impact on economic 
growth and poverty reduction. Popular quality initia-
tives in emerging construction firms focus on cus-
tomers, process management and strategic planning. 
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These three elements are interlinked. The processes 
depend on customer feedback. Their execution 
requires strategic planning for better project perfor-
mance. This study supported all hypotheses. Cus-
tomer focus has a significant effect on project 
performance. Process management significantly 
mediates the relationship between customer focus 
and project performance. Strategic planning signifi-
cantly moderates the relationship between process 
management and project performance in the context 
of Pakistan’s emerging firms run by young people. 

This research contributes to the literature on 
quality aspects and construction project performance 
differently. First, it contributes to theory by examin-
ing the hypothesised link between researched varia-
bles, suggesting that prioritised customer needs 
significantly impact the success of building projects. 
Second, process management incorporated as  
a potential mediator in this paper extended the previ-
ous study of customer focus and project performance. 
Third, the strategic planning operationalised in this 
research to affect the interaction between process 
management and the project through a moderated 
mediation technique adds to the scarce literature and 
enriches the understanding. The research found that 
strategic planning serves as a driver for individuals 
and firms, resulting in process management, which 
leads to success. As a result, the greater the planning, 
the better the process management. Lastly, the contri-
bution to the literature is made by quantitatively 
assessing the links between customer focus, process 
management, strategic planning, and project perfor-
mance, given the Pakistani environment of this study.

This study demonstrated the effect of “quality 
initiatives” on project performance. The outcomes 
revealed that only three total quality management 
elements significantly correlated with performance in 
construction projects. Therefore, it is understandable 
for owners, managers and supervisors that the imple-
mentation of quality initiatives (customer focus, pro-
cess management, and strategic planning) enhanced 
project performance. The implication is that emerg-
ing construction firms should focus on those quality 
practices, including customer focus, process manage-
ment, and strategic planning for improvement in the 
performance of construction projects. The research 
has valuable practical implications for Pakistan’s gov-
ernment that should encourage emerging construc-
tion firms to seek a quality system and enhance their 
project performance, improving Pakistan’s economy.

The research has certain limitations. First, emerg-
ing construction enterprises were selected for the 

investigation. This research could be repeated in 
other industries in the future. Second, the study was 
limited to Pakistani construction firms only. It is sug-
gested to extend the research to different areas. Other 
relevant moderated mediation mechanisms could be 
at work to describe the link between the customer 
focus and project performance. Future research may 
look into the mediating role of communication and 
the moderating influence of enterprise size and 
employee experience to better understand the link.
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