
 

ABSTRAK 

Joceline Nathania 
​ Skripsi 
Analisis Text-mining Determinan Nilai Rekomendasi Tripadvisor Konsumen Restoran Bu Rudy 
Dharmahusada Surabaya 
 

​ Studi terdahulu menggarisbawahi service quality, food quality, dan restaurant 
atmosphere sebagai faktor dominan yang mempengaruhi customer experience suatu restoran. 
Akan tetapi sebagian besar dari hasil berbagai studi tersebut menggunakan data primer yang 
pada tahap pengumpulan datanya mungkin saja bersifat obtrusive dan kemungkinan 
berpengaruh negatif bagi customer experience itu sendiri. Penelitian ini menggunakan 
pendekatan yang berbeda, yaitu dengan menganalisa data sekunder rekomendasi konsumen 
restoran di Tripadvisor dan diolah menggunakan data-miner. Data dalam penelitian ini berasal 
dari 201 ulasan Tripadvisor konsumen Bu Rudy Dharmahusada, cabang tertua dari salah satu 
restoran sambal udang ikonik di Surabaya. Pendekatan yang digunakan Peneliti untuk 
menganalisis ulasan tersebut dengan pendekatan text-mining dan estimasi model regresi. Diskusi 
akan menitikberatkan perbandingan determinan hasil penelitian ini dengan studi terdahulu yang 
menggunakan data primer. 
 
Kata Kunci: service quality, food quality, restaurant atmosphere, customer experience, customer 
rating 
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ABSTRACT  

 

Joceline Nathania 
​ Skripsi 
Text-Mining Analysis of Determinants of Tripadvisor Consumer Recommendations for Bu Rudy 
Dharmahusada Restaurant Surabaya 
 

​ Previous studies have highlighted service quality, food quality, and restaurant 
atmosphere as dominant factors influencing the customer experience in a restaurant. However, 
most of these studies used primary data, which may have been obtrusive during the data 
collection phase and could negatively impact the customer experience itself. This research takes 
a different approach by analyzing secondary data from consumer recommendations on 
Tripadvisor, processed using a data miner. The data in this study comes from 201 Tripadvisor 
reviews of Bu Rudy Dharmahusada, the oldest branch of one of the iconic shrimp sambal 
restaurants in Surabaya. The research approach used to analyze these reviews involves text 
mining and regression model estimation. The discussion will focus on comparing the 
determinants found in this study with those from previous studies that used primary data. 
 
Kata Kunci: service quality, food quality, restaurant atmosphere, customer experience, customer 
rating 
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