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ABSTRAK

Sat & Sun : The Almeaty Service merupakan restoran semi cafe bertema
pop retro yang bertempat di Jalan Bawean No0.37 Kota Surabaya. Sat & Sun : The
Almeaty Service belum memiliki data terkait bagaimana pendapat pelanggan serta
mengolahnya untuk memberikan gambaran mengenai kepuasan produk serta
layanan yang diberikan. Permasalahan yang dihadapi oleh Sat & Sun : The Almeaty
Service adalah Sat & Sun : The Almeaty Service belum mampu untuk mendapatkan
serta mengolah data yang berkaitan dengan kepuasan pelanggan dan diharapkan
dapat meningkatkan pelayanan serta perkembangan produk.

Penelitian ini bertujuan untuk melakukan analisis sentimen berdasarkan
opini para pelanggan yang telah mengisi kuesioner melalui googleform tentang
kepuasan mereka ketika mengunjungi Sat & Sun : The Almeaty Service. Data yang
telah didapat kemudian diproses menggunakan perangkat lunak Python dengan
tahap pertamanya yaitu preprocessing. Setelah melewati tahap preprocessing,
dilakukan klasifikasi dengan Naive Bayes dan untuk tahap terakhir akan dilakukan
evaluasi menggunakan confusion matrix untuk melihat hasil dari akurasi algoritma.

Penelitian ini merupakan klasifikasi opini kepuasan pelanggan saat
mengunjungi Sat & Sun : The Almeaty Service berdasarkan pengisian kuesioner
yang disebarkan mendapatkan 1020 responden. Hasil Klasifikasi tingkat kepuasan
pelanggan saat mengunjungi Sat & Sun : The Almeaty Service menggunakan
Multinomial Naive Bayes 80:20. yang mana menunjukkan : Tingkat kepuasan
pelanggan terhadap akses kendaraan menuju Sat & Sun : The Almeaty Service (Q1)
memiliki akurasi 80%, Tingkat kepuasan pelanggan terhadap tempat parkir yang
ada pada Sat & Sun : The Almeaty Service (Q2) memiliki akurasi 75%, Tingkat
kepuasan pelanggan terhadap kebersihan area Sat & Sun : The Almeaty Service
(Q3) memiliki akurasi 78%, Tingkat kepuasan pelanggan terhadap pelayanan
pegawai Sat & Sun : The Almeaty Service (Q4) memiliki akurasi 76%, Tingkat
kepuasan pelanggan terhadap kualitas produk Sat & Sun : The Almeaty Service
(Q5) memiliki akurasi 76%. Sehingga menujukkan bahwa model naive bayes dapat
melakukan klasifikasi dengan cukup baik terhadap kepuasan pelanggan.

Kata Kunci :
Klasifikasi, Tingkat Kepuasan, Pelanggan, Sat & Sun : The Almeaty Service, Naive
Bayes
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ABSTRACT

Sat & Sun : The Almeaty Service is a semi-café restaurant with a retro pop
theme located on Jalan Bawean No.37, Surabaya City. Sat & Sun: The Almeaty
Service does not yet have data regarding customer opinions and processes it to
provide an overview of product satisfaction and the services provided. The problem
faced by Sat & Sun: The Almeaty Service is that Sat & Sun: The Almeaty Service
has not been able to obtain and process data related to customer satisfaction and
is expected to improve service and product development.

This research aims to conduct sentiment analysis based on the opinions of
customers who have filled out a questionnaire via Googleform regarding their
satisfaction when visiting Sat & Sun: The Almeaty Service. The data that has been
obtained is then processed using Python software with the first stage, namely
preprocessing. After passing the preprocessing stage, classification is carried out
using Naive Bayes and for the final stage an evaluation will be carried out using a
confusion matrix to see the results of the algorithm's accuracy.

This research is a classification of customer satisfaction opinions when
visiting Sat & Sun: The Almeaty Service based on filling out a questionnaire that
was distributed to get 1020 respondents. Classification results of customer
satisfaction levels when visiting Sat & Sun: The Almeaty Service using Multinomial
Naive Bayes 80:20. which shows: The level of customer satisfaction with vehicle
access to Sat & Sun: The Almeaty Service (Q1) has an accuracy of 80%, The level
of customer satisfaction with the parking space at Sat & Sun: The Almeaty Service
(Q2) has an accuracy of 75%, Level of customer satisfaction with the cleanliness
of the Sat & Sun area: The Almeaty Service (Q3) has an accuracy of 78%, Level of
customer satisfaction with the service of Sat & Sun employees: The Almeaty Service
(Q4) has an accuracy of 76%, Level of customer satisfaction with the quality of Sat
& Sun products Sun : The Almeaty Service (Q5) has 76% accuracy. So it shows that
the Naive Bayes model can classify customer satisfaction quite well.

Keywords :

Classification, Satisfaction Level, Customers, Sat & Sun : The Almeaty Service,
Naive Bayes
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