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ANALISIS PERAN FITUR WARDAH VIRTUAL TRY-ON DALAM 

MENINGKATKAN KEPUASAN KONSUMEN: STUDI KASUS DI 

TOSERBA YOGYA PONDOK BAMBU 

Dhiyaa Fathiyyah Rahmah 

 

ABSTRAK 

Teknologi Augmented Reality (AR) semakin banyak digunakan di industri 

kosmetik, salah satunya melalui fitur Virtual Try-On yang memungkinkan 

konsumen mencoba produk secara virtual sebelum membeli. Penelitian ini 

bertujuan untuk menganalisis peran fitur Wardah Virtual Try-On dalam 

meningkatkan kepuasan konsumen, dengan mengacu pada model Expectation 

Confirmation Theory (ECT) yang mencakup empat variabel utama: ekspektasi 

konsumen, kinerja yang dirasakan, konfirmasi ekspektasi, dan kepuasan konsumen. 

Penelitian ini menggunakan pendekatan kuantitatif dengan metode survei 

melalui kuesioner kepada 50 responden yang pernah menggunakan fitur Wardah 

Virtual Try-On di Toserba Yogya Pondok Bambu. Pengumpulan data dilakukan  

secara langsung (luring) di area kosmetik toko dengan bantuan Beauty Advisor 

(BA), dan secara daring melalui tautan kuesioner yang dibagikan kepada responden 

untuk diisi secara mandiri. Data dianalisis menggunakan Analisis Statistik 

Deskriptif. Hasil penelitian menunjukkan bahwa ketiga variabel independen 

berpengaruh positif dan signifikan terhadap kepuasan konsumen. Konfirmasi 

ekspektasi menjadi variabel yang paling dominan dalam mempengaruhi kepuasan, 

yang mengindikasikan bahwa kesesuaian antara harapan awal dan pengalaman 

aktual memainkan peran kunci dalam meningkatkan kepuasan konsumen. 

Dari penelitian ini, dapat disimpulkan bahwa fitur Wardah Virtual Try-On 

tidak hanya berfungsi sebagai alat bantu visual, tetapi juga memberikan kontribusi 

signifikan dalam meningkatkan kepuasan konsumen dan kualitas pengalaman 

belanja konsumen secara langsung di toko. Penelitian ini diharapkan dapat menjadi 

acuan bagi pengembangan teknologi serupa di sektor kosmetik serta bahan evaluasi 

bagi Wardah dalam meningkatkan strategi digital marketing-nya. 

Kata Kunci: Augmented Reality, Virtual Try-On, Kepuasan Konsumen, 

Ekspektasi, Expectation Confirmation Theory.  
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ANALYSIS OF THE ROLE OF WARDAH VIRTUAL TRY-ON FEATURE IN 

IMPROVING CONSUMER SATISFACTION: A CASE STUDY AT TOSERBA 

YOGYA PONDOK BAMBU  

Dhiyaa Fathiyyah Rahmah 

 

ABSTRACT 

Augmented Reality (AR) technology is increasingly being used in the 

cosmetics industry, one of which is through the Virtual Try-On feature which allows 

consumers to virtually try products before purchasing. This study aims to analyze 

the role of the Wardah Virtual Try-On feature in increasing consumer satisfaction, 

using the Expectation Confirmation Theory (ECT) model, which encompasses four 

main variables: consumer expectations, perceived performance, expectation 

confirmation, and consumer satisfaction. 

This study used a quantitative approach with a survey method through a 

questionnaire to 50 respondents who had used the Wardah Virtual Try-On feature 

at Yogya Pondok Bambu Department Store. Data collection was conducted in-

person (offline) in the store's cosmetics area with the assistance of a Beauty Advisor 

(BA), and online through a questionnaire link distributed to respondents for 

independent completion. Data were analyzed using Descriptive Statistics Analysis. 

The results showed that all three independent variables had a positive and 

significant effect on consumer satisfaction. Expectation confirmation was the most 

dominant variable influencing satisfaction, indicating that the match between 

initial expectations and actual experiences plays a key role in increasing consumer 

satisfaction. 

From this study, it can be concluded that the Wardah Virtual Try-On feature 

not only functions as a visual aid but also contributes significantly to increasing 

consumer satisfaction and the quality of the in-store shopping experience. This 

research is expected to serve as a reference for the development of similar 

technology in the cosmetics sector as well as evaluation material for Wardah in 

improving its digital marketing strategy. 

Keywords: Augmented Reality, Virtual Try-On, Consumer Satisfaction, 

Expectations, Expectation Confirmation Theory.   
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