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ANALISIS KEPUASAN OWNER TERHADAP KINERJA 

KONTRAKTOR DI DINAS PEKERJAAN UMUM DAN 

PENATAAN RUANG KABUPATEN LUMAJANG 

 

ABSTRAK 

  

Pemilik atau owner proyek menilai puas atau tidaknya 

terhadap kontraktor dengan membandingkan hasil kinerja 

kontraktor terhadap keinginan dan harapan pemilik proyek 

(owner). Kepuasan pemilik proyek dapat dilihat dari waktu, biaya 

dan mutu yang sesuai dengan perencanaan. Penelitian ini 

bertujuan untuk menganalisis tingkat kepuasan owner. Variabel 

yang diteliti yaitu mutu, waktu, biaya, manajerial, dan 

micelinious. Hasil analisis dengan menggunakan metode 

Customer Satisfaction Index (CSI) dan dilakukan uji instrumen 

data dari hasil jawaban  responden dengan menggunakan program 

SPSS (Statistical Package for the Social Sciences). Dari hasil CSI 

didapat kepuasan owner sebesar 66,32% yang berarti termasuk 

dalam kriteria puas. 

 

Kata kunci : Kepuasan Owner, Customer Satisfaction index 
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ANALYSIS OF THE SATISFACTION OF THE OWNER 

AGAINST THE CONTRACTOR IN THE PERFORMANCE 

OF PUBLIC WORKS AND STRUCTURING LUMAJANG 

SPACES  

  

ABSTRACT 

                                                              

The owner or the owner of the project assessing satisfied 

or whether contractors by comparing results against the 

performance of the contractor against the wishes and expectations 

of the project owner (owner). The satisfaction of the owner of the 

project can be seen from the time, cost and quality are in 

accordance with the planning. This research aims to analyze the 

level of satisfaction owner . The variables examined, namely, 

quality, time, cost, managerial, and micelinious. The results of the 

analysis using the method of Customer Satisfaction Index (CSI) 

and done test instrument data from respondents ' answers results 

using program SPSS (Statistical Package for the Social Sciences). 

From the results obtained satisfaction CSI owner of 66.32% which 

means included in the criteria are satisfied. 

  

Keywords: Owner satisfaction, Customer Satisfaction index  

 


