
Also inside:

HOW TODAY’S FINANCIAL INSTITUTIONS ARE ADOPTING AN OPEN AND INVITING DESIGN CONCEPT

Official magazine of

Exclusive Inside:

Designing  
Future-Ready 
Cities
The art of urban planning and 
sustainable infrastructure

The value of transparency, 
honesty and collaborative  
client communication

A proactive approach to 
construction safety

Check out our  
Project Management firm survey

Steven Cornwell, 
Global Director of 
Brand Experience, 
ERA-co.

Issue 8, 2023 • www.ccr-mag.com

http://www.ccr-mag.com


Clearing  
the lines
The value of transparency, honesty and 
collaborative client communication

By Scott DeLano

In the construction industry, maintaining trans-

parent and open relationships with clients is 

one of the most important components of a 

successful project. Clear communication is the 

foundation for collaboration, enabling construc-

tion teams to establish partnerships, enhance 

trust and deliver exceptional results. 

By prioritizing transparency throughout each project’s lifecycle, 
from initial discussions to completion, construction teams can create 
an environment of shared understanding, minimizing misunderstand-
ings and ensuring that clients are well-informed every step of the way. 

In this dynamic industry, where complexities and unforeseen 
challenges are ever-present, transparent relationships allow teams 
and clients to tackle obstacles together, making each project a 
mutual success. 

A Picture is Worth a Thousand Words
In the construction industry, the age-old saying "a picture is worth a 
thousand words" holds an even greater significance. This is because 
words often fall short of capturing a project's complete progress and 
essence, while images uniquely convey the true picture. Project im-
agery is one way for construction teams to track a project’s progress 
and a great way to keep clients up-to-date. 

The team at Certified Construction Services uses a professional 
photographer to capture our project progress. While using imag-
es taken with an iPhone or Android can be satisfactory for client 
updates, opting for professional photography is an excellent means 
to enhance our portfolio and offer clients exceptional visuals as their 
project progresses toward completion.
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For example, for the recent multifam-
ily project Luna in The Gulch community 
in Nashville, Tennessee, Certified Con-
struction Services had professional aerial 
drone photography taken throughout the 
process. This gives it a perfect depiction 
of how the building evolved through each 
stage of construction.

Keeping Clients  
Informed on Progress
In addition to utilizing photography, it's 
crucial to keep clients informed about 
project progress by incorporating updates 
in progress reports and weekly communica-
tions. First, it is important to understand how 
your client prefers to communicate.

From there, the construction team needs 
to integrate their communication into the client’s 
preferred method seamlessly. In most cases, 
less is more when it comes to these updates. 

While building Luna, Certified Construc-
tion Services shared construction progress 
through weekly progress updates emailed 
to the entire project team on the same day 

each week. This concise approach allowed 
the construction team to convey work 
completed the week prior, work items for the 
current week, construction photos of work 
related to that report and a list of hot project 
items that needed immediate attention. 

This approach allowed it to provide 
a comprehensive weekly snapshot of the 
project without burdening the team with 
over-information. These reports enabled 
our team to communicate effectively, 
document progress, identify potential 
challenges and highlight key items that 
needed to be addressed. 

Communicating Through 
Unforeseen Complications 
Engaging in difficult conversations with 
clients can be challenging. Nevertheless, 
maintaining transparency in communication 
is vital to ensure that clients are well-in-
formed and prepared for any unforeseen 
challenges during the project's development.

Construction teams can build trust 
through upfront transparency by fostering 

an open and constructive dialogue with 
their clients.

Undoubtedly, unexpected complications 
are an inherent part of the construction 
process. It is important to help your client 
understand that it is critical for them to 
approach the process with an understand-
ing that construction projects rarely unfold 
seamlessly without any challenges. 

However, it is vital for construction 
teams to engage in brainstorming ses-
sions to develop potential solutions for any 
challenges that arise before presenting them 
to the client. It is crucial for teams to have a 
well-thought-out plan regarding possible al-
ternative solutions to offer the client and be 
prepared to engage in confident discussions 
about these alternatives.

During the construction of Luna, Certi-
fied Construction Services faced a complica-
tion that directly impacted the critical path of 
the construction schedule. During the middle 
of the construction project, it was informed 
by the local power company that there was a 
shortage of electrical transformers required 
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Scott DeLano is Principal of Certified Construction Services.

for its building power service and that the 
transformer that it was scheduled to receive 
was smaller than the original design. 

This meant that much of the elec-
trical underground conduits, feeders and 
equipment needed to be modified to obtain 
building power. 

It was imperative that Certified Con-
struction Services immediately communicat-
ed this issue to the project team so that it 
could collectively start working on a solution. 
The new requirements from this transformer 
change included obtaining a long lead ter-
mination cabinet, removing electrical roughs 
that were in place, ordering new feeder 
wire and changing the size of the wire, and 
installation of the new equipment, feeders 
and terminations. 

This change resulted in the building 
receiving final power nearly five months later 
than anticipated. To keep the project moving, 
the team sourced generators and other 
supplementary power to keep construc-
tion moving along. Certified Construction 
Services also re-sequenced key construction 
objectives so that work items and inspec-
tions could continue. 

At every step of this process, Certified 
Construction Services involved the entire 
project team so that communication was 
controlled and decision-making was con-
sistent and focused on keeping the budget 
intact and the schedule moving forward. In 
the end, there were costs and delays related 
to this change, but they were minimized by 
these efforts.

Without transparent and open relation-
ships with clients, the construction industry 
would fail to thrive. Clear communication 
acts as the foundation for collaborations, 
fostering trust and facilitating the delivery 
of outstanding projects. In an industry 
characterized by complexity and unfore-
seen challenges, transparent relationships 
empower teams and clients to confront 
obstacles collectively. 

By embracing transparency as a guid-
ing principle, construction teams can create 
strong partnerships, drive innovation and 
achieve remarkable results. CCR

Termination Cabinet

Construction teams can build trust through 
upfront transparency by fostering an open 

and constructive dialogue with their clients.
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