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PENGEMBANGAN SISTEM KEPUASAN PELAKU UMKM MELALUI 

PENDEKATAN SENTIMEN ANALISIS DAN KNOWLEDGE GRAPH 

REVO HENDRIANSYAH 

ABSTRAK 

 

Usaha Mikro, Kecil, dan Menengah (UMKM) menempati posisi strategis bagi 

perekonomian Indonesia karena kontribusinya pada perluasan lapangan kerja 

dan pemerataan pendapatan. Namun pemilik usaha kerap kesulitan membaca 

kondisi bisnisnya sendiri karena sebagian besar informasi tersedia dalam bentuk 

teks tidak terstruktur seperti opini dan umpan balik. Analisis sentimen 

konvensional masih terbatas dalam memahami konteks semantik serta hubungan 

antar faktor bisnis. Penelitian ini membangun sistem berbasis web bernama 

MASSIVE yang memadukan analisis sentimen dan knowledge graph untuk 

menilai kepuasan pelaku UMKM atas kondisi operasional usahanya. Pendekatan 

penelitian bersifat kuantitatif, dengan penilaian skala Likert 1–5 dan opini teks 

diolah menjadi keluaran numerik. Opini teks diklasifikasikan ke tiga kelas 

sentimen, yaitu positif, netral, dan negatif, menggunakan algoritma Natural 

Language Processing (NLP), sedangkan knowledge graph dibangun dari skor 

kemiripan dan sentimen antar lima aspek kondisi bisnis. Pengembangan sistem 

menggunakan metode Feature Driven Development (FDD) lima tahapan serta 

dilengkapi rekomendasi tindak lanjut dan modul pembelajaran. Kebergunaan 

sistem diukur dengan System Usability Scale (SUS) atas 213 respons yang 

menyisakan 209 responden setelah deduplikasi. Pengukuran menghasilkan 

rerata skor 62,99 dengan median 62,5, standar deviasi 15,57, dan rentang 25–

100, sehingga sistem tergolong grade D kategori Cukup Dapat Diterima. 

Capaian ini melampaui batas minimal penerimaan sebesar 51 sesuai target 

kelayakan yang diharapkan. Pada tingkat butir, penilaian tertinggi diperoleh 

butir integrasi fitur sebesar 3,99 dengan kontribusi 2,99 dari skala 4, diikuti niat 

penggunaan kembali sebesar 3,95, sedangkan kontribusi terendah sebesar 1,51 

pada butir kebutuhan adaptasi awal. Sebaran grade menunjukkan 12,0% 

Excellent, 17,2% Good, 42,6% OK, dan 28,2% Poor, sementara 79,9% 

responden menempatkan sistem pada kategori dapat diterima atau marjinal 

dengan penilaian relatif seragam lintas sepuluh kategori usaha. Dengan 

demikian, sistem MASSIVE memenuhi harapan sebagai platform yang layak 

dioperasikan pelaku UMKM untuk mendukung keputusan bisnis berbasis data, 

dengan ruang perbaikan terukur pada kemudahan pembelajaran bagi pengguna 

baru. 

 

Kata kunci: UMKM, Analisis Sentimen, Knowledge Graph, System Usability 

Scale, Kuantitatif 
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DEVELOPMENT OF MSME PLAYER SATISFACTION SYSTEM 

THROUGH SENTIMENT ANALYSIS AND KNOWLEDGE GRAPH 

APPROACH 

REVO HENDRIANSYAH 

 

ABSTRACT 

 

Micro, Small, and Medium Enterprises (MSMEs) hold a strategic position in 

Indonesia's economy. Even so, owners often struggle to read their own business 

condition because most available information is unstructured text such as 

opinions and feedback. Conventional sentiment analysis remains limited in 

capturing semantic context and relationships among business factors. This study 

develops a web-based system called MASSIVE that combines sentiment analysis 

and a knowledge graph to assess MSME satisfaction with their operational 

business condition. The research is quantitative, processing Likert-scale ratings 

and textual opinions into numerical outputs. Opinions are classified as positive, 

neutral, or negative using Natural Language Processing (NLP) algorithms, 

while the knowledge graph is built from similarity and sentiment scores across 

five business condition aspects. Development followed the Feature Driven 

Development (FDD) method in five stages and provides follow-up 

recommendations and learning modules. Usability was measured using the 

System Usability Scale (SUS) on 213 responses, leaving 209 respondents after 

deduplication. It yielded a mean score of 62.99, a median of 62.5, a standard 

deviation of 15.57, and a range of 25–100, placing the system in grade D, the 

OK category. This exceeds the minimum acceptability threshold of 51 set as the 

expected feasibility target, though below the 68 reference benchmark. At the item 

level, feature integration scored highest at 3.99 with a contribution of 2.99 out 

of 4, followed by intention to reuse at 3.95, while the lowest contribution of 1.51 

occurred on the initial adaptation item. The grade distribution shows 12.0% 

Excellent, 17.2% Good, 42.6% OK, and 28.2% Poor, while 79.9% of 

respondents placed the system in the acceptable or marginal category, with 

ratings relatively uniform across ten business categories. These results confirm 

that MASSIVE meets expectations as a platform feasible for MSMEs in 

supporting data-driven decisions, with measurable room for improvement in 

learnability for new users. 

 

Keywords: MSMEs, Sentiment Analysis, Knowledge Graph, System Usability 

Scale, Quantitative 
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