


communication and feedback, conflict resolution 
capability, mutual trust and confidence, and clarity of 
roles and responsibilities are the most critical factors in 
successful claim management in construction. Two main 
identified issues of the claim management process are: 1) 
unavailability of accurate and reliable information for 
supporting the claims; and 2) lack of collaboration and 
unclear roles and procedures in claim management. These 
two problems are discussed in more detail throughout the 
following sections.  



Claim 
management is a data-intensive process. Access to 
accurate, reliable, and trusted data efficiently and on time 
is one of the biggest challenges in the claim management 
systems (Shahhosseini and Hajarolasvadi 2018). 
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