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ABSTRAK 

Tujuan penelitian ini adalah untuk membantu pemilik bisnis kuliner dalam 

menentukan tingkat kepuasan konsumen terhadap pelayanan yang telah diberikan. Serta 

memberikan referensi terhadap kinerja pelayan. Penelitian yang dilaksanakan di Nasgor 

Gongso menggunakan pendekatan Sistem Pendukung Keputusan dengan analisa 

perbandingan metode Simple Multi Attribute Rating Technique (SMART) dan Multi Factor 

Evaluation Process (MFEP). Dengan menggunakan analisa perbandingan hasil yang 

diperoleh akan lebih akurat terlebih belum adanya penelitian menggunakan perbandingan 

metode tersebut. Hasil yang diperoleh yaitu: (1) Hasil presentase yang didapatkan dengan 

pendekatan SMART yang telah dikategorikan menyatakan bahwa 20 orang dinyakan puas, 

10 orang dinyatakan kurang puas dan tidak ada orang yang merasa tidak puas; (2) Hasil 

presentase yang didapatkan dengan pendekatan MFEP yang telah dikategorikan 

menyatakan bahwa 27 orang dinyatakan puas, 3 orang dinyatakan kurang puas dan tidak 

ada orang yang merasa tidak puas; (3) Selisih perhitungan presentase tingkat kepuasan 

pelanggan antara pedekatan SMART dan MFEP untuk masing-masing alternatif tidak 

terlalu jauh; (4) Dari hasil yang diperoleh dapat disimpulkan pula bahwa pendekatan MFEP 

lebih baik dari pada pendekatan SMART dalam menyelesaiakan kasus penentuan tingkat 

kepuasan pelanggan. Karena menurut persepsi pemilik restoran bahwa semakin banyak 

pelanggan yang merasa puas maka akan semakin baik; (5) Implementasi sistem berhasil 

dijalankan menggunakan implementasi berbasis web dengan menghasilkan Perancangan 

Sistem Penentuan Tingkat Kepuasan Pelanggan terhadap Pelayanan Nasgor Gongso 

Menggunakan Analisa Perbandingan Metode SMART dan MFEP Berbasis Web. 

 

Kata kunci : Kepuasan, Multi Factor Evaluation Process (MFEP), Simple Multi 

Attribute Rating Technique (SMART), Sistem, Website 
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ABSTRACT 

 

The aim of this research was to help business owners in determining the level of 

customer satisfaction with the services that have been given. And provide a 

reference to the performance of the waiter. The research conducted at Nasgor 

Gongso used a Decision Support System approach with a comparison analysis of 

Simple Multi Attribute Rating Technique (SMART) and Multi Factor Evaluation 

Process (MFEP) methods. By using comparative analysis of the results obtained 

will be more accurate, especially in the absence of research using the comparison 

method. The results obtained were: (1) The percentage result obtained with the 

SMART approach that has been categorized states that 20 people dissertated 

satisfied, 10 people expressed less satisfied and no one was not satisfied; (2) The 

percentage result obtained with the MFEP approach that has been categorized 

stated that 27 people were satisfied, 3 people were stated less satisfied and no one 

was dissatisfied; (3) Difference in the percentage calculation of the level of 

customer satisfaction between SMART and MFEP approaches for each alternative 

was not too far away; (4) From the results obtained it can be concluded also that 

the MFEP approach was better than the SMART approach in resolving cases 

determining the level of customer satisfaction. Because according to the restaurant 

owner's perception that more satisfied customers will get better; (5) 

Implementation of the system successfully executed using web-based 

implementation by generating the System Design of Customer Satisfaction Level 

Determination of Service Nasgor Gongso Using Comparison Analysis Method of 

SMART and MFEP Web-Based. 

 

Keywords: Satisfaction, Multi Factor Evaluation Process (MFEP), Simple Multi 

Attribute Rating Technique (SMART), System, Website 
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