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Abstract. The purpose of this study was to determine the effect of perceived
service quality, perceived price, and perceived value on institution reputation
through user satisfaction as a mediating variable on the results of the
government-business entity cooperation (PPP) construction project in West Java
Province. This type of research is causal research or explanatory research. This
study was conducted in communities in the cities of Tasikmalaya, Cirebon,
Indramayu, Majalengka, and Kuningan, West Java Province in December-
January 2021. The sample in this study were customers who used toll roads as a
PPP project product in West Java Province. these are 115 respondents. Methods
of data analysis using SEM-PLS. Based on the results of hypothesis testing, it
was found that the research model consisting of: perceived service quality, user
co-production, and perceived price has a positive and significant effect on user
satisfaction with a determination coefficient of 0.795 or user satisfaction is
influenced by perceived service quality, perceived price, and the perceived
value is 79.5%.

Keywords: Perceived Service Quality; Perceived Price; Perceived Value;
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1 Introduction

One of the main elements of development policies in support of economic activity is the
provision of adequate infrastructure, such as: electricity, drinking water supply,
telecommunications, road facilities, and so on. Provision of infrastructure as a commodity
with a public dimension (public goods) is the responsibility of the government. This means
that the government is directly involved in providing infrastructure as a complement to the
economic system that takes place within a community group or country. Less optimal
infrastructure management implies that provinces with low infrastructure quality will find it
difficult to compete in attracting foreign investors compared to other provinces with better
infrastructure quality (Sultan et al., 2013) Development activities in West Java require support
from the infrastructure side. The fact that there are links that have already been formed in real
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terms, as well as potential but not yet supported by the provision of adequate infrastructure is a
challenge that needs to be answered in order to increase regional development. The form of
efforts made to answer these challenges is by developing infrastructure provision programs.

The high level of FDI (Foreign Direct Investment) / foreign investment is also supported
by the availability of infrastructure to remote areas where the investment will be carried out.
However, with limited funds both from the APBN and APBD, infrastructure development
cannot be fully carried out by the government (public). Therefore, the government will
cooperate with investors (private / private) in implementing infrastructure development known
as public private partnership or PPP(Yuniarti & Junita, 2017).

In Government Regulation no. 38, 2015 concerning Public Private Parhership (PPP) in
providing infrastructure, it is stated that this partnership aims to accelerate infrastructure
development in which in partnership the two parties will share benefits and potential risks as
well as support and incentives from the government (Wahyuni et al., 2018). For example, the
PPP pattern in the City of Bandung is still limited to a number of infrastructures of relatively
small value. The data shows that the infrastructure built with the PPP scheme includes:
Revitalizing the New Market and the Ciroyom Healthy Market, while what will be built
includes the development of Hasan Sadikin Hospital(Casnoto, 2017).

Measurement of the level of user satisfaction from infrastructure projects in collaboration
between the government and business entities in West Java province has never been carried
out, even though this is important feedback to find out whether cooperation in infrastructure
project development carried out through government cooperation projects with business
entities has met the level of community satisfaction. Therefore, a research was carried out on
the level of satisfaction with the infrastructure project in collaboration with the government
and business people in West Java Province. The research objective is to analyze the level of
user satisfaction from the results of infrastructure projects from government cooperation with
(private) enterprises in West Java province

2 Methodology

This research is a descriptive qualitative research type because it describes the facts or
characteristics of a certain population by interpreting and analyzing data in the form of
descriptions based on conditions and realities in the field (Sugiyono, 2017). Teknik purposive
sampling digunakan dengan menetapkan sampel sebanyak 115 responden pengguna hasil
produk proyek kontruksi di wilayah Tasikmalaya, Cirebon, Indramayu, Majalengka, dan
Kuningan. Instrumen kuesioner dengan skala Likert yang diadaptasi dari (Duque, 2013), dan
(Nguyen et al., 2018) untuk mengumpulkan data penelitian. Teknik SEM digunakan Warp-
PLS untuk menganalisis data penelitian ini. A key reason for the attractiveness of SEM is the
possibility to (graphically) model and estimate parameters for relationships between
theoretical constructs and to test complete behavioral sci- ence theories. SEM distinguishes
between theoretical constructs and their empirical measurement by multiple observable
variables(Henseler, 2017).

3 Result and Discussion

According Hair et al (2014), Goodness of fit measures the suitability of the observed /
actual input with the prediction of the proposed model. There are 3 criteria for model fit



indices or model suitability, namely the Average Path Coefficient (APC), Average R-square
(ARS) and Average Variant Inflation Factor (AVIF). Following are the results of the fit Model
output:
Table 1. Model Fit
Model Fit Indices P Values
APC 0.308 P<0.001
ARS 0.753 P=0.001
AVIF 1.851 Good If<0.5

From the output results in table 1 shows that the model indicator is fit with an average path
coefficient (APC) 0.001 <0.05. While the Average R-squared (ARS) 0.001 <0.05. Likewise,
the AVIF value is 1.851 <5, which means that the model has a good fit so that there is no
multicollinearity problem between exogenous variables.

a) Convergent Validity Test

Convergent validity is assessed based on the correlation between the indicator score and
the construct score (outer loading). According to Chin (1998), each indicator can be said to be
valid if its outer loading value is greater than 0.7. However, for research in the early stages of
developing a measurement scale the loading value of 0.60 is considered sufficient (Ghozali,
2014). If an indicator does not meet these criteria, then the indicator is declared invalid and
needs to be removed from the model.

Table 2. Outer Loading Value
Satisfaction (Y1) PSQ (X1) Price (X2) Value (X3) Reputation (Y2)

-0.556 0.740 0.659 0.909 0.519
0.728 -0.247 0.634 0.919 -0.118
0.827 0.631 -0.692 -0.298 0.326
0.685 0.545 0.571 0.257 0.743
0.787 0.759 0.840

Table 2 shows several indicators that have an outer loading value of less than 0.5. On
indicators with outer loading below 0.5 is Y1.1; X1.2; X3.3; X2.3; X2.4; Y2.2; and Y2.3.
Indicators with outer loading values below 0.6 must be removed from the model. After
eliminating indicators with a value below 0.6, the outer loading results show that all items
have a high level of validity. Outer loading value can be seen in table 3 below:

Table 3. Nilai Outer Loading Setelah Eliminasi
Satisfaction (Y1) PSQ (X1) Price (X2) Value (X3) Reputation (Y2)

0.784 0.732 0.942 0.592 0.522
0.824 0.640 0.942 0.597 0.799
0.717 0.589 0.845 0.828
0.769 0.749

Based on Table 3, it shows that all question items are said to be valid because the outer
loading value is above 0.05. So that it can be continued for structural model testing. Reliability
Test A construct is said to be reliable as seen from its composite reliability value and
Cronbach's alpha value. The construct is declared reliable if the composite reliability value is
above 0.70 (Hair et al., 2014).



Table 4. Reliability Test
Variables Cronbach’s Alpha  Composite Reliability AVE  Information

Satisfaction (Y1) 0.776 0.857 0.600 Reliable
PSQ (X1) 0.609 0.774 0.463 Reliable
Price (X2) 0.872 0.940 0.887 Reliable
Value (X3) 0.426 0.724 0.474 Reliable
Reputation (Y2) 0.545 0.767 0.532 Reliabel

Based on Table 4, it shows that the value of Cronbach's alpha and Composite Reliability is
more than 0.7, so it can be concluded that the research instrument above has sufficient
reliability.

b) Inner Model
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Fig. 1. Path Coefficient dan P Value

Tabel 5. Path Coefficient dan P Values

Correlation Path Coefficient P-values Information
PSQ — Satisfaction 0.129 0.079 Rejected
Price — Satisfaction 0.348 <0.01 Accepted
Value — Satisfaction 0.561 <0.01 Accepted
PSQ — Reputation 0.104 0.13 Rejected
Price — Reputation -0.564 <0.01 Rejected
Value — Reputation -0.937 <0.01 Rejected
Satisfaction — Reputation -0.366 <0.001 Rejected

The following is a description of the results of hypothesis testing which can be explained
as follows:



1. Testing H1: Perceived Service Quality (PSQ) affects Satisfaction. The calculation results
in table 5 show that the resulting P-values are 0.079> 0.05 and the path coefficient is 0.129
which is positive. p value of 0.079 is greater than 0.05 which means it is not significant,
meaning that H1 is rejected.

2. Testing H2: Price affects Satisfaction. The calculation results in table 5 show that the
resulting P-values are 0.001 <0.05 and the path coefficient is 0.348 which is negative. p
value of 0.001 is smaller than 0.05 which means significant, meaning that H2 is accepted.

3. Testing H3: Value affects Satisfaction. The results of the calculations in table 5 show that
the resulting P-values are 0.001 <0.05 and the path coefficient is 0.561 which is positive. p
value of 0.001 is smaller than 0.05 which means significant, meaning that H3 is accepted.

4. Testing H4: Perceives Service Quality (PSQ) affects reputation. The calculation results in
table 5 show that the resulting P-values are 0.13> 0.05 and the path coefficient is 0.104
which is positive. p value of 0.13 is greater than 0.05, which means it is not significant,
meaning that H4 is rejected.

5. Testing H5: Price affects reputation. The results of the calculations in table 5 show that the
resulting P-values are 0.01 <0.05 and the path coefficient is 0.564 which is negative. p
value of 0.01 is smaller than 0.05 which means significant, meaning that HS is rejected.

6. Testing H6: Value affects reputation. The calculation results in table 5 show that the
resulting P-values are 0.01 <0.05 and the path coefficient is 0.937 which is negative. p
value of 0.01 is smaller than 0.05 which means significant, meaning that H6 is rejected.

7. Testing H7: Satisfaction affects reputation. The results of the calculations in table 5 show
that the resulting P-values are 0.001 <0.05 and the path coefficient is 0.3661 which is
negative. p value of 0.001 is smaller than 0.05 which means significant, meaning that H7 is
rejected.

The test results The coefficient of determination is presented as follows:

Table 6. R-squared
Satisfaction PSQ Price Reputation Value
0.795 0.265

Based on the results of the output in table 6, the R squared value is 0.795 which means that
the effect of the variable perceived service quality (X1), perceived price (X2), and perceived
value (X3) on user satisfaction (Y1) is 79.5% and the rest 20.5% is influenced by other
variables outside of this research model. The results showed that the effect of perceived
service quality (X1), perceived price (X2), perceived value (X3), and user satisfaction (Y1) on
institutional reputation (Y2) was 0.265 or 26.5%. The results of this study are in accordance
with the theory that satisfaction is influenced by perceived of service quality(Sultan et al.,
2013; Wang et al., 2020), perceived of price (Gray & Bray, 2019; Stojic et al., 2020), and
perceived of value(Hadiansah, 2017; Suanmali et al., 2014).

4 Conclusion

The results of this study concluded that:

a. The level of satisfaction of users of construction project products from government
cooperation with business employees is in the good category with an average index value
of 3.27 on a scale of 4.



Perceived service quality (PSQ) has no significant positive effect on user satisfaction of
the government-business entity partnership project, so H1 is rejected.

Perceived of Price has a positive and significant effect on user satisfaction of the
government-business entity partnership project, so H2 is accepted.

Perceived of value has a positive and significant effect on user satisfaction of the
government-business entity partnership project, so H3 is accepted.

Perceived of Service Quality has no significant positive effect on reputation of the
government-business entity partnership project cooperation, so H4 is rejected.

Perceived of price has a negative and significant effect on reputation of the government-
business entity partnership project cooperation, so HS is rejected.

Perceived of value has a negative and significant effect on reputation of the government-
business entity partnership project cooperation, so H6 is rejected.

Satisfaction User has a negative and significant effect on reputation of the government-
business entity partnership project cooperation, so H7 is rejected.
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