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ABSTRACT 

(Darmiati, 2023). Evaluation of Community Satisfaction with Public 

Services at the Sub-District Level of Plumpang, Tuban Regency, Using the C4.5 

Algorithm. Thesis, Department of Informatics Engineering, Faculty of Science and 

Technology, Nahdlatul Ulama Sunan Giri University. Supervisor I: M. Jauhar 

Vikri, M.Kom, and Supervisor II: Roihatur Rohmah, M.SI. The background of this 

research is the existence of various assessment elements in services that make it 

difficult for the Plumpang Sub-District Office to determine the level of community 

satisfaction. Therefore, a system is needed to classify and determine the assessment 

elements that influence service satisfaction. To address this issue, this research 

applies the C4.5 algorithm to analyze the level of community satisfaction with the 

services of the Plumpang Sub-District Office. Data was collected through 

observation, interviews, and distribution of questionnaires to 100 respondents. The 

study identified 10 assessment elements that influence satisfaction, including 

requirements, procedures, service speed, fees, fairness and attitude of officers, 

schedule, facilities, security, and officer responsibilities. The knowledge discovery 

in the database (KDD) method is used to evaluate data accuracy. The results of 

testing the C4.5 algorithm using data mining techniques, including the confusion 

matrix with split data 90:10, yielded an accuracy performance of 98.89%, precision 

of 98.51%, and recall of 100% on the training data. Meanwhile, on the testing data, 

an accuracy of 90%, precision of 88.889%, and recall of 100% were achieved. This 

research is expected to provide insights into patterns or rules that can be used to 

predict the level of community satisfaction with public services at the Plumpang 

Sub-District Office, as well as to serve as a guide for improving services based on 

the identified findings. 

Keywords: C4.5 Algorithm, Public Satisfaction, Public Services, Plumpang Sub-

district Office, Confusion Matrix 
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ABSTRAK 

(Darmiati, 2023). Evaluasi Tingkat Kepuasan Masyarakat Terhadap Pelayanan 

Publik Di Tingkat Kecamatan Plumpang Kabupaten Tuban Menggunakan 

Algoritma C4.5. Skripsi, Jurusan Teknik Informatika Fakultas Sains dan Teknologi 

Universitas Nahdlatul Ulama Sunan Giri. Pembimbing I M. Jauhar Vikri, M.Kom 

dan Pembimbing II Roihatur Rohmah. M.SI. Latar belakang dari penelitian ini 

adalah terdapat berbagai unsur penilaian dalam pelayanan yang membuat Kantor 

Kecamatan Plumpang kesulitan dalam menentukan tingkat kepuasan masyarakat. 

Oleh karena itu, diperlukan suatu sistem untuk mengklasifikasi dan mengetahui 

unsur penilaian yang mempengarhi kepuasan pelayanan. Untuk menyelesaikan 

permasalahan tersebut, penelitian ini menerapkan algoritma C4.5 dalam 

menganalisis tingkat kepuasan masyarakat terhadap pelayanan Kantor Kecamatan 

Plumpang ini. Data dikumpulkan melalui observasi, wawancara, dan penyebaran 

kuesioner terhadap 100 responden. Penelitian mengidentifikasi 10 unsur penilaian 

yang mempengaruhi kepuasan termasuk persyaratan, prosedur, kecepatan 

pelayanan, tarif, keadilan dan sikap petugas, jadwal, sarana prasarana, keamanan, 

dan tanggung jawab petugas. Metode knowledge discovery in database (KDD) 

digunakan untuk mengevaluasi akurasi data. Hasil dari pengujian algoritma C4.5 

melalui teknik data mining yaitu confusion matrix dengan split data 90:10 maka 

didapatkan performance akurasi sebesar 98.89%, presisi 98.51%, dan recall 100% 

pada data training, sedangkan pada data testing didapat akurasi sebesar 90%, presisi 

88.889%, recall 100%. Penelitian ini diharapkan dapat memberikan wawasan 

tentang pola atau aturan yang dapat digunakan untuk memprediksi tingkat kepuasan 

masyarakat terhadap layanan publik di Kantor Kecamatan Plumpang serta sebagai 

panduan untuk meningkatkan pelayanan berdasarkan temuan yang diidentifikasi. 

Kata Kunci: Algoritma C4.5, Kepuasan Masyarakat, Pelayanan Publik, Kantor 

Kecamatan Plumpang, Confusion matrix 
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