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    ABSTRACT

    This research study determined the level of satisfaction of the external stakeholders transacting in the Department of Public Works and Highways- Aklan (DPWH-Aklan). Employing a mixed method research design, the study explored into the aspects largely determining the external stakeholders’ satisfaction, the over-all experience on the quality of service availed. The participants were the external stakeholders comprising the various national government agencies (NGAs), local government units (LGUs), contractors and the general public. Findings revealed varying levels of satisfaction, significant gaps and strengths in current practices among different stakeholder groups, highlighting specific areas requiring improvement. The study concluded with tailored policy recommendations aimed at enhancing stakeholder engagement and service delivery, thereby fostering a more collaborative environment between the DPWH and the clientele it serves. These recommendations aim to not only address current satisfaction deficits but also to promote sustainable client engagement and loyalty, holistic view of external stakeholder experiences and the over-all service of the DPWH-Aklan in general.

    

    DOI prefix: https://doi.org/10.55927/eajmr.v5i9.293

    ISSN-E: 2828 – 1519 (Online)

    https://journaleajmr.my.id/index.php/eajmr

    


 


 


 


INTRODUCTION 


The
Department of Public Works and Highways (DPWH) has a vital role to play in the
planning, building and maintenance of the nation's public infrastructure. Since
it is the government's main engineering agency, it is determined to provide
infrastructure that is safe, reliable and resilient together with efficient and
high-quality public service. In order to fulfill this responsibility, the
DPWH–Aklan District Engineering Office (DPWH-Aklan) aims at offering responsive
and customer-focused services to meet the needs and expectations of its
external stakeholders.


Customer
satisfaction is now a key criterion for judging how well the government is
performing, especially when it comes to providing services at the front line.
The introduction of Republic Act No. 9485, known as the Anti-Red Tape Act of
2007, together with the various reforms in the public service sector, stresses
transparency, accountability and efficient service by means of tools such as
the Citizens' Charter and systems for collecting stakeholder feedback. These
measures prompt government agencies to constantly evaluate and improve the
quality of their services.


Studies
carried out in the past have indicated that the efficiency of public services
is affected by a number of organizational factors such as communication,
teamwork, technical ability, organizational management and the service
environment. It has also been shown by research that stakeholder feedback and
digital government initiatives make a significant contribution to enhancing service
quality and public satisfaction. Yet, there is still a need to evaluate the
various factors which affect stakeholder satisfaction within DPWH-Aklan in
order to assist with evidence-based policy improvements.


Based
on Freeman's Stakeholder Theory, this study considers external stakeholders to
be essential partners, their perceptions and experiences offering valuable
insights into the effectiveness of government service delivery; by
understanding the level of satisfaction of these stakeholders, the agency is
able to identify its strengths, deal with service gaps and develop policies
which lead to continuous organizational improvement.


More
specifically, the study looked at the various factors which affect the
satisfaction of DPWH-Aklan's external stakeholders with regard to
communication, team performance, technical competence, environmental conditions
and organizational practices. On the basis of the findings, policy
recommendations were developed in order to improve service quality, strengthen
stakeholder engagement and enhance the agency's overall performance.


 


THEORETICAL
REVIEW


This chapter reviews selected foreign and local literature
relevant to the study. It focuses on communication, technical, team,
environmental and organizational factors, as well as policy reform, service
delivery, external stakeholders, service quality and client satisfaction.


 


 


 


Foreign
Studies


Communication
Factor


Effective communication is essential to successful project
implementation. It promotes information sharing, coordination, teamwork, trust,
and informed decision-making. Poor communication may result in
misunderstanding, delays, conflicts, and project failure (Senaratne &
Ruwanpura, 2016; Anantatmula, 2015; Muszyńska, 2018).


 


Technical
Factor


Technology improves government efficiency by simplifying
procedures, expanding access to information, and supporting faster and more
transparent services. E-government systems can strengthen citizen-government
interaction, but their success requires appropriate policies, infrastructure,
and legal support (Siau & Long, 2006; Ahmad & Hussein Al Omari, 2006).


 


Team
Factor


Effective teamwork depends on leadership, communication,
collaboration, and trust. Participative leadership encourages members to share
ideas and information, while trust strengthens cooperation and problem-solving.
Strong team relationships contribute to better project performance (Campbell,
2011; Dreesen et al., 2016; Roudias, 2015).


 


Environmental
Factor


Environmental conditions and risks can affect government programs
and projects. Environmental assessment and performance indicators help
organizations identify risks, measure results, and develop appropriate policies
and interventions (Ramos et al., 2007; Bhatta, 2008).


 


Organizational
Factor


Organizational structure and culture influence communication,
coordination, information flow and performance. Clear roles, effective
reporting systems and appropriate organizational structures help improve
project implementation and organizational effectiveness (Daim et al., 2012;
Pheng, 2018; Perumal & Bakar, 2011).


 


Executive
Order No. 138 and DPWH Devolution Transition Plan


Executive Order No. 138, or the Mandanas Ruling, provides for the
full devolution of appropriate national government functions to local
government units (LGUs). It emphasizes clear roles, coordination, capacity
building, resource allocation, communication, and monitoring to ensure effective
service delivery.


The DPWH Devolution Transition Plan supports this policy by
transferring appropriate local infrastructure functions to LGUs while allowing
DPWH to focus on national and inter-jurisdictional projects. The plan
emphasizes training, technical assistance, service standards, monitoring and
evaluation to strengthen LGU capacity and ensure continuity and quality of
services.


 


Policy
Reform


Policy reform aims to improve government efficiency,
accountability, transparency and public service. Stakeholder consultation,
regular policy review and clear procedures help ensure that policies remain
relevant and responsive to changing needs. Effective reforms can also
strengthen public trust and reduce inefficiency (Villanger, 2016; Cheema &
Popovski, 2010).


 


Service Delivery


Effective service delivery requires accessible, reliable,
efficient and responsive services. Service quality depends on appropriate
systems, resources, processes and competent personnel. Meeting or exceeding
client expectations contributes to satisfaction, trust and continued public
confidence (Grönroos & Ravald, 2011; Zeithaml & Bitner, 2000).


 


External Stakeholders


External stakeholders include individuals, groups, organizations
and institutions affected by government programs. Their participation promotes
transparency, communication, cooperation and better decision-making. Effective
stakeholder engagement also helps identify risks, manage expectations and
improve project outcomes (Abideen et al., 2022; Theodotou, 2023).


 


METHODOLOGY 



Research
Design


The
study employed a mixed-methods explanatory design, combining quantitative and
qualitative approaches to assess stakeholder satisfaction and explain the
results through interviews.  


 


Locale of the
Study
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Figure 1. Location of
DPWH-Aklan Map


 


The research was
conducted at the Department of Public Works and Highways–Aklan District
Engineering Office in Kalibo, Aklan.


 


Participants/Respondents


Sixty
external stakeholders participated in the study through purposive sampling. The
respondents consisted of representatives from NGAs, LGUs, contractors, and
members of the general public.


 


Table. 1 Participants/Respondents





 
  	
  	
  N=
  60

  
  	
   

  
  	
   

  
 

 
  	
  1

  
  	
  Category

  
  	
  Frequency

  
  	
  Percentage

  
 

 
  	
  2

  
  	
  NGAs

  
  	
  6

  
  	
  10 

  
 

 
  	
  3

  
  	
  LGUs

  
  	
  9

  
  	
  15

  
 

 
  	
  4

  
  	
  Contractors

  
  	
  15

  
  	
  25

  
 

 
  	
  5

  
  	
  General
  Public

  
  	
  30

  
  	
  50

  
 

 
  	
  	
  Total

  
  	
  60

  
  	
  100

  
 







 


 


Data Gathering Instrument


Data
were collected using an adapted Customer Satisfaction Survey Questionnaire
based on DPWH Department Order No. 264, Series of 2022 (CuSSA). The instrument
measured satisfaction in communication, team, technical, environmental, and
organizational factors.


 


Data Gathering Procedure


Permission
was obtained from the District Engineer before administering the survey.
Questionnaires were personally distributed and retrieved after five days.
Interview responses were also collected to supplement the quantitative
findings.


 


Data Analysis


Descriptive
statistics, including frequency, percentage, mean, and standard deviation, were
used to analyze the quantitative data, while qualitative responses were
examined to support and explain the results.


 


Ethical Considerations


The
study observed ethical standards by securing institutional approval, obtaining
informed consent, ensuring voluntary participation, and maintaining the
confidentiality of respondents' information.


 


RESULTS


The
findings revealed that stakeholders were generally satisfied with the services
of DPWH-Aklan, with the highest rating obtained in the team factor, indicating
effective leadership, teamwork, and employee competence.


Communication,
technical, environmental, and organizational factors also received satisfactory
ratings but showed areas requiring improvement. Stakeholders recommended
enhancing communication channels, updating the Citizens' Charter, improving
information systems, strengthening technical capacity, promoting ethical practices,
and expanding stakeholder participation.


Overall,
the findings indicate that although DPWH-Aklan demonstrates satisfactory
service performance, continuous improvement in organizational systems,
communication, and stakeholder engagement is necessary to sustain excellent
public service delivery.


 


DISCUSSION


The
study confirms that stakeholder satisfaction is strongly influenced by
effective communication, competent personnel, organizational support, and
collaborative governance. While respondents recognized the agency's strengths
in teamwork and leadership, improvements are still needed in communication
systems, technical resources, organizational processes, and inter-agency
coordination.


The
findings support previous studies emphasizing the importance of stakeholder
engagement, evidence-based decision-making, and continuous organizational
improvement in achieving quality public service.


 


CONCLUSIONS AND
RECOMMENDATIONS


Based
on the findings, the study recommends strengthening communication strategies
through regular updates of the Citizens' Charter, multiple communication
platforms, and continuous stakeholder feedback mechanisms. Additional employee
training on leadership, conflict management, ethics, customer service, and
technical skills is also recommended. The agency should improve data
management, cybersecurity, and digital services while strengthening corporate
social responsibility initiatives and collaborative governance with partner
agencies. Continuous stakeholder consultation and feedback should be integrated
into strategic planning to promote transparency, accountability, and
client-centered public service.  


 


FURTHER
STUDY


            Future
research should further examine external stakeholders’ satisfaction with the
Department of Public Works and Highways by considering a broader range of
stakeholder groups, infrastructure projects, and service areas. Longitudinal
studies are recommended to assess changes in stakeholder satisfaction over time
and to identify whether improvements in service quality, project
implementation, communication, transparency, and public participation
contribute to sustained satisfaction. Further studies could also investigate
the influence of stakeholder expectations, trust, perceived service
performance, responsiveness, and accessibility on overall satisfaction.
Comparative research across different municipalities or provinces may provide
valuable insights into variations in stakeholder needs and institutional
performance. In addition, future research should explore how stakeholder
feedback can be systematically incorporated into policy formulation and
infrastructure planning to support more responsive, transparent, and
sustainable public service delivery.
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