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Abstract: Contractor is the service provider directly connected to the project implementation which have the responsibilities 
to be completed such as time, cost and quality with have to be equal to the contract document. Aceh Watering Construction 
of Public Service Institution is one of government institutions responsible in developing country development especially in 
watering construction infrastructure. This study aims to analyze the factors of contractor performance affecting stakeholder 
satisfaction in Aceh Watering Construction Institution. The independent variables used in this study are tangibility, 
reliability, responsiveness, assurance, and empathy, while stakeholder satisfaction become the dependent variable. Based on 
reliability test to 53 respondents’ questioner, it is obtained that cronbach alpha coefficient is 0.470 – 0.834 which show the 
reliability of the questioner. Based on the correlation analysis, it is obtained that assurance factor has relationship with 
stakeholder satisfaction which value is 0.439, it means that it has significant relationship or the relationship is medium. By 
using multiple linear regression analysis, it is obtained that assurance factor affects stakeholder satisfaction in Aceh 
Watering Construction Institution. 
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I. INTRODUCTION 
 
All Infrastructure project is the activity aims to 
provide community needs in the wider scale 
especially in the infrastructure and equipment sectors 
such as bridge, transportation infrastructure, irrigation 
channel construction, dam and electrical system. 
Infrastructure project budgeting usually comes from 
government or foreign institution. In the 
implementation, Aceh Watering Construction of 
Public Service Institution (PU) becomes one of 
government institutions responsible in developing 
country development especially in watering 
construction infrastructure (hydro construction).The 
output quality of construction implementation is 
determined by many parties, one of them is service 
provider (contractor). Constructor is one company 
which working in engineering sector, receiving the 
work and implementing the work based on design 
drawing, regulation and requirement. The project 
owner or stakeholders assess satisfied or unsatisfied 
to the constructor by assessing between constructor 
performance and stakeholder desirability and 
expectation. It is required to analyze the factors of 
constructor performance affecting stakeholder 
satisfaction Aceh Watering Construction Institution. 
 
II. DETAILS EXPERIMENTAL 
 
2.1. Infrastructure Project 
 
Infrastructure project is the activity related to the 
providing of the community needs in the wider scale 
especially in transportation infrastructure, reservoir 
construction, dam, irrigation channel construction, 
telecommunication installation service and providing 

drinking water resources. According to Dipohusodo 
(1996), construction project is the project related to 
develop the infrastructure generally covering main 
activities including civil engineering sector, 
architecture sector, and often involving other sectors. 
Ervianto (2005) stated that construction project is the 
activity carried out once and generally has short 
period. In the period, there is the activity to process 
the project resources become the output of the 
construction. The processes occur in the activity 
involving related parties both directly and indirectly. 
The construction can be divided into four types, they 
are residential construction consisting of housing area 
development; building construction consisting of 
many floor construction such as school, hospital, 
hotel, and office; heavy engineering construction 
consisting of tunnel, road, bridge, irrigation, reservoir 
and railway track; and industrial construction 
consisting of industry manufacture development such 
as oil mill, petrochemical, and others (Soeharto, 
2001).  
 
2.2. Contractor Performance 
Kotler (2009) mentioned that project owner assesses 
service provider quality not only from the technical 
service but also from functional quality. Contractor 
service quality has the close relationship with the 
project owner satisfaction which providing the 
impulse to create good relationship with the 
contractor company. 
 
2.3. Service and Satisfaction 
Tjiptono (2007) stated that service quality is the effort 
to comply the need and pretension of the consumer 
and delivery accuracy in balancing the consumer 
expectation. Service quality can be detected by 
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comparing the perception of the project owner to the 
service they perceived. If the perceived service is 
suitable to the expectation so the service quality can 
be good perception and satisfied and in the other 
hand. 
Handoko (2001) mentioned that the project owner 
assesses satisfied or not based on three reference 
factors, they are: 
1. Cost:  the project completed using the cost which 

not exceed the budget; 
2. Time:  the project must be carried out appropriate 

with the period determined; 
3. Quality:  product or output of the project activity 

must meet the requirement specification and 
criteria. 

 
2.4. Project Stakeholders 
According to Cleland et al. (2002), stakeholder can be 
defined as: 
1. The concerned parties in the company affecting or 

affected by company activities;  
2. Individual or organization which actively 

involved in the project and have the interest which 
might affect project completion output; 

3. Everyone who has the input in making the 
decision; 

4. Person or group which have the right, 
responsibility and interest in the project and in the 
previous, current and future activities. 

 
III. RESULTS AND DISCUSSIONS 
 
The questioner is distributed to 53 respondents as the 
stakeholder in Aceh Watering Construction 
Institution.  

 
 
 
 
 
 
 
 
 
 

Fig. 1. Percentage of Respondent 
 
Figure 1 shows that the total of PPTK (Implementing 
Authority of Technical Activity) respondents are 40 
respondents (80%), Technical Officer is 6 
respondents (12%), KPA (Government Budget 
Authority) is 3 respondents (6%), and PA (Budget 
Owner) is 4 respondents (2%). 
Cronbach alpha coefficient obtained from reliability 
analysis to all of X and Y variables is reliable because 
meet the minimum value of cronbach alpha 
coefficient which value is more than 0.6. X4 variable 
(assurance) produced the highest coefficient value 
which is 0.834, then followed by X3 variable 
(responsiveness) which is 0.807, X1 variable 

(tangibility) which is 0.716, while Y variable 
(stakeholders satisfaction) has the value of 0.705,  
then X5 variable (empathy)  have the value of 0.637, 
and X2 variable (reliability) has the value of 0.616. 
The coefficient values showed in the below 
histogram. 

 
Fig. 2. Histogram of Reliability 

 
Based on the correlation analysis, assurance factor 
has the significant relationship or medium 
relationship to the stakeholders satisfaction. The 
correlation value of all variable can be shown in the 
below table. 

 
Table 1: Correlation Analysis 

 
 
Multiple linear regression analysis result obtained is 
the model of Y= 39.349 – 0.753X1 – 0.005X2 – 
0.020X3 + 0.544X4 + 1.285X5. The highest 
coefficient found in X4 variable which value is 0.544 
is assurance with the significant level is 0.004 and 
summarized in the following table.  

 
Table 2: Multiple Regression Analysis 
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This study is carried out in Aceh Watering 
Construction Institution which total respondents are 
53 respondents consisted of Implementing Authority 
of Technical Activity (PPTK) which is 40 
respondents, Technical Officer which is 6 
respondents, Government Budget Authority (KPA) 
which is 3 respondents, and Budget Owner (PA) 
which is 4 respondents. From the reliability test result 
obtained that cronbach alpha coefficient is in the 
interval of  0.470 – 0.834 shows that the questioner is 
reliable because meet the minimum value of cronbach 
alpha coefficient which value is more than 0.6.  From 
the correlation analysis obtained that assurance factor 
has the relationship with stakeholder satisfaction 
which value is 0.439, it means that the relationship is 
significant or medium. It is different with the 
previous study conducted by Sulistyawan (2008) 
which showed the strong correlation level. The 
previous study also carried out by Irwansyah (2013) 
who indicating that tangibility become the most 
affecting factor to the project owner satisfaction. The 
Final result of this study by using multiple linear 
regression analysis obtains that assurance factor 
becomes the factor affecting stakeholder satisfaction 
in Aceh Watering Construction Institution.  

 
CONCLUSIONS 
 
The Final result of this study shows that there are four 
factors of contractor performance such as tangibility, 
reliability, responsiveness, and empathy have no 
correlation to stakeholder satisfaction in Aceh 
Watering Construction Institution. The factor 
affecting stakeholder satisfaction is only assurance 

factor which value is 50.8%. It means that assurance 
factor consisting of knowledge, capability, polite 
behavior and able to be trust become the most 
dominant factors affecting stakeholder satisfaction, 
while there are another factors of the contractor 
performance which value is 49.2% are not reviewed 
in this study. It is expected the next study of 
contractor performance by using other factors carried 
out including in all districts of Aceh Province to 
provide the comparison of the information, so that the 
contractor can improve the performance in achieving 
the satisfaction of involved parties in infrastructure 
project implementation. 
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