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ABSTRACT 

 

High-rise strata (HRS) housing scheme is in high demand in major urban cities. Poor 

management practices by the management bodies in HRS housing scheme being a bone 

of contention among the residents and management body. Scarce mechanisms in the 

facilities management (FM) industry such as guidelines or standards of operation (SOP) 

as the reference point of the self-governance management have led to the lack of 

knowledge and strategies to improve their effectiveness in managing their strata 

housing. Additionally, HRS housing schemes aged more than ten (10) years post-

construction show signs of obsolescence and incur great maintenance cost impact, 

albeit the topic which is under scarce research. Hence, this research fills this gap. This 

research aims to develop a Critical Success Factors (CSFs) Model towards the 

effectiveness of FM organisation managing HRS housing as the key management 

practices mechanism for management bodies. To achieve this aim, the research seeks 

to achieve three (3) research objectives which are: (i) to determine the critical success 

factors (CSFs) towards the effectiveness of FM organisations in managing Malaysian 

HRS housing. (ii) to analyse the relationship between the identified CSFs and the 

effectiveness of FM organisations in managing Malaysian HRS housing. (iii) to develop 

a CSFs model towards the effectiveness of FM organisations in managing Malaysian 

HRS housing. This research employs the positivism research philosophy where a 

survey method is used to collect the data involving committee members, supervisors, 

and residents in 116 non low-cost (NLC), HRS housing schemes in Kuala Lumpur. 

Data collection uses email and face-to-face questionnaire survey distribution, giving a 

response rate of 52 per cent. The data collected in this research was analysed using IBM 

SPSS version 24.0 software and the Partial Least Square Structural Equation Model 

(PLS-SEM) method. Overall, financial factor was found to be the topmost crucial factor 

contributing to the effectiveness of FM organisation in managing HRS housing. The 

result of the assessment of measurement and structural model has supported three (3) 

hypotheses relationship; namely financial, learning and growth, and pre-conditions 

during the developer’s transition period having significant relationships with the 

effectiveness of FM organisations in managing HRS housing. The data obtained were 

used to develop a CSFs model on the effectiveness of FM organisations in managing 

HRS housing with an R2 value of 0.442. The study serves as an initial exploration that 

derives tentative conclusions and proposes an initial mechanism towards the 

effectiveness of FM in managing HRS housing. The final model may inform 

management bodies on the effectiveness of FM organisations as the initial mechanism 

for reference point in managing HRS housing in Malaysia. The model focuses on 

housing aged more than ten (10) years old, particularly those that involved in-house 

JMB and MC management, or are outsourced to MA. Rather than be taken as 

constructive findings, the model can be taken as indicative findings of the community-

based FM (CbFM) approach. Future research may expand the model as the foundation 

for CbFM for Malaysian HRS. 
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1 

CHAPTER ONE 

INTRODUCTION 

 

1.1 Introduction 

 

This chapter introduces the background of the research for an initial insight into 

the research. The discussion begins with the research background, the issues, and the 

research problem. The problem discussed then gives rise to the research question, 

research aim, and research objectives. Next, the researcher provides the definitions of 

operational terms and research scope. The research methodology, research strategy, and 

significance of the research are then discussed. The final section of the chapter provides 

a brief outline of the thesis structure. 

 

1.2 Research Background 

 

Facilities management (FM) is an activity that supports an organisation’s 

primary activities. It refers to the integration of processes within an organisation to 

maintain and develop services to improve the effectiveness of its primary activities. FM 

ensure that each element of a building is provided at optimum functionality and meets 

the users’ needs in changing conditions.  

FM affects neighbourhood conditions. Neighbourhood conditions constitute 

one of the most expected qualities of life indicators, such as rights for safety, harmony, 

good conditions of facilities and physical buildings and conducive neighbourhoods. 

From 2002 to 2011, the United Kingdom government initiated the Housing Market 

Renewal Initiative (HMRI) Pathfinder programme which is a scheme of demolition, 

refurbishment and new-building aimed to renew failing housing markets in particular 

states across the nation (Kasim, 2011). This case study gives an insight that there is a 

need and opportunity for FM to realign its business operations with the public interest 

as the initial strategy tackling the social and economic deprivations of the identified 

neighbourhoods across the nation.  

In other citations, Article 25 of the Universal Declaration of Human Rights 

(United Nations Human Rights, 2008) stipulates that anyone has the right to an 

acceptable standard of living. The Malaysian National Housing Policy (2018–2025), in 


