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ABSTRAK

Pada tahun 2021, restoran McDonald’s di Graha Family Surabaya mulai
menerapkan mesin Self Order Kiosk (SOK) untuk proses pemesanan. Pengembangan
aplikasi mesin SOK penting dilakukan untuk meningkatkan kepuasan pelanggan.
Setiap mesin SOK yang dilengkapi layar sentuh canggih menampilkan beragam
pilihan menu, antara lain makanan, minuman, snack, dan es krim. Ketika pelanggan
memesan melalui mesin ini, pesanan mereka dikirim langsung ke monitor dapur. Hal
ini memungkinkan staf dapur untuk segera menyiapkan dan menyajikan pesanan
dengan cepat dan akurat, schingga mengurangi waktu tunggu pelanggan. Namun
terdapat beberapa keluhan dari pelanggan mengenai proses pemesanan menggunakan
mesin SOK yang menandakan bahwa masih ada ruang untuk perbaikan dalam
pelayanan. Melihat permasalahan tersebut, peneliti semakin tertarik untuk
menggunakan metode Partial Least Squares-Structural Equation Modeling (PLS-
SEM) dalam penelitian ini. PLS-SEM adalah teknik analisis yang memungkinkan
pengujian hubungan secara simultan antara beberapa variabel dependen dan
independen. Setiap variabel dapat berupa suatu faktor atau suatu konstruk yang
tersusun dari beberapa indikator. Hasil penelitian menghasilkan kesimpulan bahwa
persepsi kegunaan dan kemudahan penggunaan mesin Self Order Kiosk (SOK)
berpengaruh signifikan terhadap perilaku penerimaan teknologi SOK di McDonald's
Graha Family Surabaya. Hal ini menunjukkan bahwa ketika pengguna menganggap
mesin SOK berguna dan mudah digunakan, mereka cenderung menerima dan
mengadopsi teknologi tersebut selama pengalaman mereka di restoran.

Kata kunci : Kepuasan Pengguna,Self Order Kiosk, Tam,Smart PLS-SEM
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ABSTRACT

In 2021, McDonald's restaurants at Graha Family Surabaya began
implementing Self Order Kiosk (SOK) machines for the ordering process. Developing
the SOK machine application is important to increase customer satisfaction. Each
SOK machine, equipped with a state-of-the-art touchscreen, displays a variety of
menu options, including food, drinks, snacks, and ice cream. When customers place
orders through these machines, their orders are sent directly to the kitchen monitor.
This allows kitchen staff to immediately prepare and serve the orders quickly and
accurately, reducing customer waiting times. However, there have been several
complaints from customers about the ordering process using the SOK machines,
indicating that there is still room for improvement in the service. Given these issues,
researchers are increasingly interested in using the Partial Least Squares-Structural
Equation Modeling (PLS-SEM) method in this research. PLS-SEM is an analysis
technique that enables the simultaneous testing of relationships among multiple
dependent and independent variables. Each variable can be a factor or a construct
composed of several indicators. The research results led to the conclusion that the
perception of the usefulness and ease of use of the Self Order Kiosk (SOK) machine
significantly influences the acceptance behavior of SOK technology at McDonald's
Graha Family Surabaya. This suggests that when users perceive the SOK machine as
useful and easy to use, they are more likely to accept and adopt the technology during

their restaurant experience

Keywords : User Satisfaction,Self Order Kiosk,Tam, Smart PLS,SEM
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