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ABSTRAK 
Penilaian terhadap kepuasan pelanggan menjadi aspek penting bagi perusahaaan 

makanan cepat saji. Penelitian ini bertujuan unntuk menganalisis tingkat kepuasan 

pelanggan terhadap KFC Gelael, Palm Spring Batam dengan menggunakan metode 

Simple Additive Weighting (SAW). Penelitian ini mengidentifikasi lima kriteria 

utama, yaitu: kualitas produk, kebersihan, layanan, harga, dan suasana. Data 

dikumpulkan melalui penyebaran kuesioner secara online kepada 100 responden 

yang pernah mengunjungi KFC Gelael, Palm Spring Batam. Tahapan analisis 

mencakup penentuan atribut cost dan benefit, penyusunan matriks keputusan, 

normalisasi data, pembobotan kriteria, dan proses perangkingan menggunakan 

metode SAW. Hasil penelitian menunjukkan bahwa sebagian besar pelanggan 

menilai pelayanan KFC berada pada tingkat memuaskan, dengan skor SAW 

tertinggi mencapai 0,967. Kesimpulannya, metode SAW terbukti efektif dalam 

membantu proses pengambilan keputusan berdasarkan prioritas kepuasan 

pelanggan, serta dapat digunakan sebagai pertimbangan strategis bagi manajemen 

KFC dalam meningkatkan kepuasan pelanggan. 

Kata kunci: Kepuasan pelanggan, metode SAW, pengambilan keputusan, KFC, 

makanan cepat saji 
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ABSTRACT 
Customer satisfaction assessment is a crucial aspect for fast food company. This 

study aims to analyze customer satisfaction levels at KFC Gelael, Palm Spring 

Batam using the Simple Additive Weighting (SAW) Method. The research identifies 

five key criteria: product quality, cleanliness, service, price, and atmosphere. Data 

were collected through online questionnaires distributed to 100 respondents who 

had visited KFC Gelael, Palm Spring Batam. The analytical stages include 

determining cost and benefits attributes, decision matrix formulation, data 

normalization, criteria weighting, and ranking using the SAW method. The results 

show that most customers rated KFC’s services as satisfactory, with the highest 

SAW score reaching 0.967. in conclusion, the SAW method proves effective in 

supporting decision-making based on customer satisfaction priorities and can serve 

as a strategic consideration for KFC management in improving customer 

satisfaction 
Keywords: customer satisfaction, SAW method, decision-making, KFC, fast food 
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