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ABSTRAK

Eggie Pandu Tamara (11190279), ANALISIS KEPUASAN PENGGUNA
SELF-SERVCE TECHNOLOGY PADA RESTORAN CEPAT SAJl
MENGGUNAKAN METODE HEURISTIC EVALUATION

Self-service technology (SST) merupakan mesin untuk menggantikan kasir manual
dengan alat self-ordering kiosk. Mesin ini diklaim dapat memudahkan pelanggan
dalam memesan makanan pelanggan tidak perlu mengantre di kasir. Sejak adanya
mesin ini belum banyak dilakukan penelitian mengenai kepuasan pengguna self-
service technology untuk mengetahui apakah mesin self-service technology sudah
berjalan baik atau belum. Metode penelitian yang digunakan pada penelitian ini
adalah metode kuantitatif serta kuisioner sebagai teknik pengumpulan data dengan
mengaplikasikan model Heuristic Evolution. Kemudian kuisioner disebarkan
kepada masyarakat untuk mendapatkan responden. Data yang telah terkumpul
kemudian di analisa menggunakan SPSS dan skla linkert sebagai pedoman
penafsiran. Hasil dari penelitian ini menunjukan dari 10 indicator yaitu Visibility of
system status (feedback), Match between system and the real world, User control
and freedom, Consistency and standards, Error prevention, Recognition rather
than recall, Flexibility and efficient of use, Aesthetic and minimalist desaign, Help
users recognize dialogue and recovers from errors, Help and documentation.
Pengguna mesin Self-service technology sudah merasa puas terhadap Self-service
technology tersebut.

Kata Kunci: Self-service technology, Metode Heuristic Evolution, Kepuasan
pengguna
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ABSTRACT

Eggie Pandu Tamara (11190279), ANALYSIS OF USER SATISFACTION
WITH SELF-SERVCE TECHNOLOGY IN FAST FOOD RESTAURANTS
USING HEURISTIC EVALUATION METHOD

Self-service technology (SST) is a machine to replace manual cashiers with self-
ordering kiosks. This machine is claimed to make it easier for customers to order
food, customers do not need to stand in line at the cashier. Since the existence of
this_machine, not much research has been done on user satisfaction with self-
service technology to find out whether the self-service technology machine is
running well or not. The research method used in this study is a quantitative
method and a questionnaire as a data collection technique by applying the
Heuristic Evolution model. Then the guestionnaire was distributed to the public to
get respondents. The data that has been collected is then analyzed using SPSS and
the Likert scale as a guide for interpretation. The results of this study show 10
indicators, namely Visibility of system status (feedback), Match between system
and the real world, User control and freedom, Consistency and standards, Error
prevention, Recognition rather than recall, Flexibility and efficient of use,
Aesthetic and minimalist design, Help users recognize dialogue and recover from
errors, Help and documentation. Self-service technology machine users are
satisfied with the Self-service technology.

Keywords: Self-service technology, Heuristic Evolution Method, User
satisfaction
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