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Abstract— Internet Service Provider XYZ is 

a service company that provides a variety of 

Internet  service  package  products,  cloud 

data, communication networks, and complete 

installations,  as  well  as  various  local  and 

international  TV  channel  service  packages 

interactively  using  fiber  optic  technology. 

However,  over  time,  problems  arose,  

where many  customers  complained  about  

the troubleshooter service management 

provided by the ISP, for example, related to 

reports of disturbances  from  customers,  the  

length  of time  in  handling  disturbances,  

the  lack  of clarity  of  officers  who  

handled  disturbances and so on which led to 

a decrease in the level of  customer  

satisfaction.  To  deal  with  these problems,  

researchers  developed  a  customer 

satisfaction  management  information  

system by  applying  the  Simple  Additive  

Weighting method supported by a website-

based google maps API to solve the 

problems being faced by  ISP  XYZ.  The  

results  of  the  system development  are  

expected  to  facilitate  and speed  up  the  

handling  of  problems  that  are being 

experienced by customers and with the 

application  of  the  SAW  method  can  

easily find  out  the  level  of  customer  

satisfaction  at the XYZ ISP.  

Keywords— Information System 

Management, Customer Satisfaction, SAW, 
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 I. INTRODUCTION  

With rapid progress and increasing human 

needs, especially in the fields of technology, 

information, and communication, consumers 

are encouraged to increase the intensity of 

their daily use of technology. It has become 

an indispensable part of it and has become a 

necessity of life. Internet is a mode of non-

shareable data today. It can be seen from the 

number of internet cafes (alerts) that provide 

internet connection for their customers. This 

does not apply to individuals but applies to 

larger groups of people, such as businesses 

and offices. Deployment on a relative scale 

requires no small amount of capital. 

However, the need for the internet is always 

high. And this situation can be turned into a 

business by setting up an ISP. The use of the 

network on the internet can use various ways 

such as accessing a connection using a cable 

and accessing a connection called wireless. 

Users are required to subscribe to an ISP to 

use an internet connection. The function of 

the ISP itself is as a liaison between the 

internet network on a personal computer 

with a global personal computer network and 

the 2 types of networks owned have their 

respective advantages. A network connection 

using cable has advantages such as data 

access using an internet connection that is 

very stable because it is not blocked by the 

weather, and this makes it easier for internet 

users if they want to send data with large 

sizes but as a result the time needed will be 

shorter.[1] 

The advantages of a wireless network 

have the advantage that it can be used 

anywhere where you want it because the 

network using wireless is not connected by 

cable, and the costs incurred to use a wireless 

network are also cheaper when compared to 

using a cable, and to the user if you want to 

mobilize that requires using an internet 
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connection is also very good because it does 

not require a special location. At this time, 

the use of internet connections is more 

dominated or favored by using wireless or 

wireless access. The main thing used by the 

community is not being able to stay in front 

of a computer connected by cables for too 

long because everyone has a busy life and 

requires mobilization. on a wireless internet 

connection it can be used on several devices 

that have a connection feature on wifi such 

as smartphones, laptops, notebooks, and so 

on, even some people today are using 

internet access on a 4-wheeled vehicle or 

private car even though the device features 

the equipment used in the vehicle is 

inadequate when compared to the number of 

devices in the room.[2] 

ISPs have provided services for 

connecting internet connections and other 

services related to the internet. ISPs have a 

network domestically and also reach 

international coverage so that customers on 

an ISP can connect to the global internet 

network. In the transmission media, several 

devices are used wired or wireless, namely 

modems, radios, VSAT, and bandwidth.[3] 

In a communication and data service, 

there is still a satisfaction with customers 

who use the service, as a result, this research 

is needed to help resolve disputes over how 

satisfied customers are to find out things that 

affect customer satisfaction. SAW (Simple 

Additive Weighting), which is expected by 

using this method can help to find out how 

satisfied customers are[4]. 

 II. METHOD 

Data collection is done using interviews 

and observations. Researchers interviewed 
parties directly involved in the use of 

information technology. Then the researcher 

made observations with the parties directly 

involved in the use of information 

technology, the involvement of information 

technology in each transaction, and the 

parties involved in the transaction.[5] 

A. Understanding Customer Satisfaction 

This shows that customer satisfaction 

is the view of the customer. Customer 

satisfaction is believed to have several 

main benefits 

B. Understanding Information Systems 

Understanding information can be 

obtained based on a message system 

(information system). Messaging systems 

are a requirement, both business and 

tactical. Organizing by processing, storing 

information. It is an organized way to 

store, manage, monitor, and present 

messages so that the organization can 

achieve its goals. 

C. Understanding SAW 

Understanding the simple additive 

weighting method usually uses the 

weighted word addition method. The 

basic idea of a simple additive weighting 

method is to find the number of 

alternative weights for all attributes based 

on performance evaluation. A multi-

threaded decision-making system 

recommends weights. Simple additive 

weighting is a widely used decision-

making technique for multiple attributes. 

Additive weighting requires matrix 

normalization and comparison using 

alternative estimates. 
D. Understanding ISP 

ISP is a company that specializes in 

Internet services, the company invests its 

resources in building Internet network 

infrastructure. ISPs have domestic and 

international networks so that Customers 

or consumers can connect to the global 

Internet based on the connection provided 

by the ISP. 

E. Understanding Organization 

An organization is a formal alliance 

based on people working together to act 

for a goal to be achieved. Organizations 

are mainly used as seminars or seminars 

where people meet in a reasonable, 

systematic, planned, organized, managed, 

and controlled way when dealing with 

(costs, materials, machines, methods, and 

locations) forum.), infrastructure, 

information, etc. 
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F. Understanding API 

An API or application programming 

interface is a set of software protocols for 

interaction with other software. The goal 

is to make it easier for programmers to 

reuse software. No need to waste time 

writing and building software 

infrastructure. Back to infrastructure. 

G. Understanding Google Maps API 

Google Maps API is a service for 

developing applications using Google 

Maps. To use it a key is required and then 

included in the implementation code, or 

an API token or key is a unique code 

generated to enable access. Built on the 

official GMaps page. Google Maps API 

has a user or a developer on a software to 

be used to view a map of a place to 

provide a location or directions with the 

fastest alternative to user, Google Maps 

can display an address or the intended 

location by showing the latitude and 

longitude accordingly. on the location of 

the intended point, and Google Maps 

shows and calculates the time in real-time 

based on the date route. 

III. RESULT AND DISCUSSION 

A. Research Method 

The research method is a set of research 

methods or activities based on potential 

assessments, philosophical and ideological 

views, problems, and information. From the 

explanation above, it can be seen if a 

research methodology plays an important 

role in research conducted and developed. 

Understanding research methods will make it 

easier for researchers to choose the 

method/approach that will be used in their 

research.[6] 

 
Figure 1. Research Methodology Flowchart 

B. System Planning 

A system and database design for the 

application of a SAW application according 

to the needs of the XYZ ISP Customer 

Satisfaction System.[7] 

 
Figure 2. System Use Case 

At the use case stage, the system explains 

the admin flow that acts as an adder, edits 

and deletes user data, questionnaire 

categories, questionnaire descriptions, and 

views the results of the completed 

questionnaires.[8] 

Customers who act as inputs of customer 

identities, questionnaires, and comments or 

suggestions that have been made by the 

admin.[9] 

ISP XYZ has the role of evaluating 

services from the results of the questionnaire. 
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Figure 3. Class Diagram 

The class diagram is a type of diagram 

that is often used in UML because it can 

clearly show the structure of a particular 

system by using an interaction model 

between classes, operations, and attributes, 

and objects. Class diagrams are described 

and described or represented based on 

classes, attributes and objects, and their 

interactions (such as inheritance, inclusion, 

association, etc.).[10] 

 
Figure 4. Admin Sequence 

The admin sequence design explains the 

admin flow which has an added flow, edits if 

there is an input error, and deletes the user, 

questionnaire category, questionnaire 

description and sees the completed 

questionnaire results.[11] 

 
Figure 5. Customer Sequence 

The customer sequence design explains 

the flow of the customer's questionnaire 

filling process which starts with filling in the 

customer's identity, filling out the 

questionnaire that has been provided, and 

filling in the comments or suggestions. The 

sequence design explains the flow of the 

customer which will rank the questionnaire 

results using SAW.[12] 

 
Figure 6. SAW Sequence 

The SAW sequence design explains the 

ranking process flow obtained from the 

questionnaire data that has been filled out by 

the Customer The sequence design explains 

the ranking results obtained after the 

questionnaire results have been processed 

using SAW.[13] 
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Figure 7. Activity Category 

The questionnaire category activity 

diagram explains the activity diagram flow 

from the questionnaire category which can 

be added to categories, edit categories, and 

delete categories on the questionnaire.[14] 

 
Figure 8. Activity Description 

The activity diagram description of the 

questionnaire describes the flow of activity 

diagrams from the description of the 

questionnaire that can be added descriptions, 

edit descriptions, and delete descriptions on 

the questionnaire. 

 
Figure 9. Activity SAW 

The activity diagram SAW explains the 

flow of the activity diagram from SAW by 

collecting the results of the questionnaire 

that has been filled in by the customer then 

the matrix normalization process is carried 

out after that the ranking process is carried 

out so that the results of customer 

satisfaction are known. 

 

C. Mockup Design 

Mockup design will be done after doing 

the design. 

 
Figure 10. Admin Mockup 

Figure 10 is a mockup display of the 

admin page where there are several menus, 

including home, user management, 

questionnaire category management, 

questionnaire description management, and 

questionnaire results. 

 
Figure 11. User Mockup 

Figure 11 is a mockup display of the user 

management page where there is a user 

added feature, edit if there is an input error, 

and delete it if the user is no longer needed. 
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Figure 12. Description Mockup 

Figure 12 is a mockup display of the 

questionnaire description management page 

where there is a feature to add a 

questionnaire description, edit it if you want 

to change the description, and delete it if the 

description is not needed. 

 
Figure 13. Category Mockup 

Figure 13 is a mockup display of the 

questionnaire category management page 

where there is a category add the feature, edit 

the questionnaire category if you want to 

change the category, and delete it if the 

category is not needed. 

 
Figure 14. Customer Mockup 

Figure 14 is a mockup display of the 

Customer page where there are several forms 

for the Customer's name, address, product, 

and telephone number, and the Customer can 

choose the answer to answer the 

questionnaire and add 

comments/suggestions. 

 
Figure 15. Result Mockup 

Figure 15 is a mockup display of the 

results page where there is a date feature to 

view the results of the questionnaire from 

what date to what date, details to view the 

results of the questionnaire in detail, and 

delete to delete the results of the 

questionnaire. 

D. Result Display 

The stage of making this application is a 

process which is a stage where you will 

make the application from start to finish 

according to the existing mockup or design. 

 
Figure 16. Admin Display 

Figure 16 is a display of the admin page 

where there are several menus, including 

home, user management, questionnaire 

category management, questionnaire 

description management, and questionnaire 

results. 
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Figure 17. User Display 

Figure 17 is a display of the user 

management page where there is a user 

added feature, edit if there is an input error, 

and delete it if the user is no longer needed. 

 
Figure 18. Category Display 

Figure 18 is a questionnaire category page 

where there is a category add the feature, edit 

the questionnaire category if you want to 

change the category, and delete it if the 

category is not needed. 

 
Figure 19. Description Display 

Figure 19 is a questionnaire description 

page where there is a feature to add a 

questionnaire description, edit it if you want 

to change the description, and delete it if the 

description is not needed. 

 
Figure 20. Customer Display 

Figure 20 is a display of the Customer 

page where there are several forms for the 

Customer's name, address, product, and 

telephone number that can be filled in and 

the Customer can choose an answer to 

answer the questionnaire and add 

comments/suggestions. 

 
Figure 21. Result Display 

Figure 21 shows the results where several 

respondents have filled out the survey and 

displayed the date of the survey content, and 

there is also a detailed feature to view survey 

results in detail, and a delete feature to delete 

survey results that are no longer needed. 

 IV. CONCLUSION 

The  conclusion  of  research  in  the 

development  of  management  information 

systems  related  to  calculating  the  level  of 

customer  satisfaction  with  the  services 

provided by ISP XYZ is that it is expected to 

facilitate  and  speed  up  the  handling  of 

problems  that  are  currently  being 

experienced  by  customers  and  by  

applying the SAW method to the system 

developed, of course,  it  can  easily  find  
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out  the  level  of customer  satisfaction.  

Related to the services provided by the 

company. And based on the evaluation  of  

the  application  of  the  SAW method at ISP 

XYZ, where the SAW method makes  it  

possible  to  choose  an  alternative without  

doing  anything  complicated calculations,  

but  still  applies  to  the  same input  data  

and  to  the  Internet  network coverage  area  

as  the  chosen  alternative. Regarding  the  

area  of  internet  network coverage that must 

be maintained by the ISP company  XYZ,  

because  it  is  a  factor  that determines 

customer satisfaction in using the ISP XYZ 

service facility. 
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