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Analisis Dan Perancangan Sistem Monitoring Kepuasan Pelanggan Dengan
Metode Iterative Waterfall
(Studi Kasus: Toko Kosmetik Sishop)
Efriza Naufal Saputra

ABSTRAK

Persaingan ketat dalam industri ritel kosmetik menuntut Toko Kosmetik Sishop untuk terus
meningkatkan kualitas pelayanan guna mempertahankan loyalitas pelanggan. Namun, evaluasi
pelayanan saat ini masih berjalan secara konvensional tanpa mekanisme pencatatan yang
terstruktur, sehingga penilaian kinerja bersifat subjektif dan berisiko menyebabkan penurunan
kualitas layanan yang tidak disadari. Penelitian ini bertujuan untuk menganalisis dan merancang
sistem monitoring kepuasan pelanggan berbasis web yang mengintegrasikan kuesioner digital
dan visualisasi dashboard laporan ke dalam satu platform terpadu. Pengembangan sistem
menerapkan metode Iterative Waterfall dengan memanfaatkan ekosistem low-code dari Google
Workspace, meliputi Google Sites sebagai portal utama, Google Forms untuk pengumpulan
data, Google Sheets sebagai basis data dan pengolah formula hitung, serta Google Looker Studio
untuk visualisasi dashboard interaktif. Pengukuran kepuasan pelanggan menggunakan metode
Service Quality (ServQual) pada lima dimensi layanan terhadap 100 responden yang ditentukan
melalui teknik purposive sampling dan rumus Lemeshow. Hasil penelitian menunjukkan bahwa
sistem yang dibangun berhasil mengotomatisasi perhitungan nilai kesenjangan (gap) antara
harapan dan persepsi pelanggan secara real-time, sehingga meminimalisir kesalahan
perhitungan manual (human error). Pengujian sistem melalui Black Box Testing membuktikan
seluruh fungsionalitas berjalan dengan status berhasil (pass), sedangkan User Acceptance
Testing (UAT) menegaskan bahwa sistem mudah digunakan dan diterima dengan baik oleh

pemilik toko sebagai instrumen pendukung pengambilan keputusan berbasis data (data-driven).

Kata Kunci: Kepuasan Pelanggan, ServQual, Iterative Waterfall, Dashboard Monitoring,

Google Workspace.
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Analysis and Design of a Customer Satisfaction Monitoring System Using the
Iterative Waterfall Method
(Case Study: Sishop Cosmetic Store)
Efriza Naufal Saputra

ABSTRACT

Intense competition in the cosmetic retail industry requires Sishop Cosmetic Store to
continuously improve service quality to maintain customer loyalty. However, the current service
evaluation is still conducted conventionally without a structured recording mechanism,
rendering performance assessments subjective and risking an unnoticed decline in service
quality. This study aims to analyze and design a web-based customer satisfaction monitoring
system that integrates digital questionnaires and report dashboard visualizations into a single
unified platform. The system development applies the Iterative Waterfall method by utilizing the
low-code ecosystem of Google Workspace, including Google Sites as the main portal, Google
Forms for data collection, Google Sheets as the data storage and calculation engine, and
Google Looker Studio for interactive dashboard visualization. Customer satisfaction
measurement employs the Service Quality (ServQual) method across five service dimensions,
involving 100 respondents determined through purposive sampling technique and the
Lemeshow formula. The results indicate that the developed system successfully automates the
calculation of gap scores between customer expectations and perceptions in real-time, thereby
minimizing manual human errors. System testing through Black Box Testing proved that all
functionalities operated successfully with a "pass" status, while the User Acceptance Testing
(UAT) confirmed that the system is user-friendly and well-accepted by the store owner as a

supporting instrument for data-driven decision-making.

Keywords: Customer Satisfaction, ServQual, Iterative Waterfall, Monitoring Dashboard,

Google Workspace.
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