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ABSTRAK 

 

Saat ini, proses penjualan pada UMKM Dikalasayang.id masih dilakukan secara manual 

melalui media sosial seperti WhatsApp dan Instagram. Cara tersebut dinilai kurang efektif 

karena sering terjadi kesalahan dalam pencatatan data, kesulitan dalam mengelola stok secara 

real-time, serta keterlambatan dalam penyusunan laporan penjualan. Selain itu, belum 

terintegrasinya data pelanggan, transaksi, dan pengiriman menyebabkan manajemen penjualan 

belum berjalan secara optimal. Penelitian ini bertujuan untuk merancang sistem Customer 

Relationship Management (CRM) berbasis website yang dapat meningkatkan efisiensi proses 

penjualan sekaligus memperkuat pengelolaan hubungan dengan pelanggan. Metode yang 

digunakan adalah Waterfall, dengan perancangan sistem menggunakan pemodelan Unified 

Modeling Language (UML) untuk menghasilkan fitur pengelolaan produk, transaksi, 

pelanggan, dan pengiriman. Hasil penelitian menunjukkan bahwa sistem mampu 

mengintegrasikan data transaksi dan pelanggan secara terpusat, mempercepat proses 

pemesanan rata-rata lebih cepat ± 30 menit dibandingkan metode manual, serta meningkatkan 

akurasi data untuk mendukung manajemen penjualan. Selain itu, sistem ini juga membantu 

UMKM dalam memberikan pelayanan yang lebih cepat dan tepat, kepada pelanggan. 

Kata Kunci: CRM, Manajemen Penjualan, UMKM, Website, Waterfall 

 

ABSTRACT 

Currently, the sales process at Dikalasayang.id, is still conducted manually through social 

media platforms such as WhatsApp and Instagram. This method is considered ineffective due 

to frequent errors in data recording, difficulties in managing inventory in real time, and delays 

in compiling sales reports. Additionally, the lack of integration between customer, transaction, 

and shipping data prevents sales management from operating optimally. This study aims to 

design a web-based Customer Relationship Management (CRM) system that can improve the 

efficiency of the sales process while strengthening customer relationship management. The 

Waterfall methodology was used, with system design employing Unified Modeling Language 

(UML) to develop features for managing products, transactions, customers, and shipments. The 

results show that the system is capable of centrally integrating transaction and customer data, 

accelerating the average order processing time by approximately 30 minutes compared to 

manual methods, and improving data accuracy to support more effective sales management. 

Furthermore, this system also helps SMEs provide faster, more accurate, and more efficient 

service to customers. 

Keywords: CRM, Sales management, SMEs, Website, Waterfall  



 

 

viii 

 

DAFTAR ISI 

PERNYATAAN ORISINALITAS ............................................................................................ i 

LEMBAR PENGESAHAN ...................................................................................................... ii 

PERNYATAAN PERSETUJUAN PUBLIKASI TUGAS AKHIR ...................................... iii 

LEMBAR PERSETUJUAN ................................................................................................... iv 

KATA PENGANTAR ............................................................................................................... v 

ABSTRAK ............................................................................................................................... vii 

ABSTRACT ............................................................................................................................. vii 

DAFTAR ISI .......................................................................................................................... viii 

DAFTAR GAMBAR .............................................................................................................. xii 

DAFTAR TABEL .................................................................................................................. xiv 

DAFTAR LAMPIRAN........................................................................................................... xv 

DAFTAR SIMBOL................................................................................................................ xvi 

BAB I PENDAHULUAN ......................................................................................................... 1 

1.1 Latar Belakang ........................................................................................................... 1 

1.2 Rumusan Masalah ...................................................................................................... 2 

1.3 Batasan Masalah ......................................................................................................... 2 

1.4 Tujuan dan Manfaat Penelitian ................................................................................... 3 

1.5 Sistematika Penulisan ................................................................................................. 4 

BAB II TINJAUAN PUSTAKA .............................................................................................. 5 

2.1 Sistem Informasi .............................................................................................................. 5 

2.1.1 Pengertian Sistem ............................................................................................... 5 

2.1.2 Pengertian Informasi .......................................................................................... 5 

2.1.3 Pengertian Sistem Informasi .............................................................................. 6 

2.2 Customer Relationship Management (CRM) ............................................................. 6 

2.2.1 Tujuan Customer Relationship Management (CRM) ........................................ 6 

2.2.2 Manfaat Customer Relationship Management (CRM) ...................................... 6 

2.2.3 Fase Customer Relationship Management (CRM) ............................................ 7 

2.2.4 Jenis Customer Relationship Management (CRM) ............................................ 7 

2.2.5 Komponen Utama Sistem Customer Relationship Management (CRM) .......... 8 

2.2.6 Kunci Keberhasilan Customer Relationship Management (CRM) .................... 9 



 

 

ix 

 

2.2.7 Indikator Customer Relationship Management (CRM) ..................................... 9 

2.3 Manajemen Penjualan .............................................................................................. 10 

2.4 Usaha Mikro Kecil dan Menengah (UMKM) .......................................................... 10 

2.5 Rekayasa Perangkat Lunak ...................................................................................... 10 

2.5.1 Metode Pengembangan Perangkat Lunak ........................................................ 11 

2.6 Metode PIECES ....................................................................................................... 13 

2.7 Website ...................................................................................................................... 14 

2.7.1 HyperText Markup Language (HTML) ............................................................ 14 

2.7.2 Cascading Style Sheets (CSS) .......................................................................... 14 

2.7.3 Javascript .......................................................................................................... 15 

2.7.4 Hypertext Preprocessor (PHP) ......................................................................... 15 

2.7.5 Mysql ................................................................................................................ 15 

2.8 Metode Pemodelan Sistem ....................................................................................... 15 

2.9 Pengujian Sistem ...................................................................................................... 16 

2.9.1 BlackBox Testing .............................................................................................. 16 

2.9.2 White Testing .................................................................................................... 17 

2.10 Penelitian Terdahulu ................................................................................................. 17 

BAB III .................................................................................................................................... 20 

METODE PENELITIAN ...................................................................................................... 20 

3.1 Tahapan Penelitian ................................................................................................... 20 

3.2 Uraian Penelitian ...................................................................................................... 21 

3.2.1 Pengumpulan Data ........................................................................................... 21 

3.2.2 Analisis Kebutuhan .......................................................................................... 21 

3.2.3 Desain Sistem ................................................................................................... 22 

3.2.4 Pengkodean Sistem .......................................................................................... 22 

3.2.5 Testing .............................................................................................................. 22 

3.2.6 Evaluasi dan Pemeliharaan Program ................................................................ 22 

3.3 Waktu dan Tempat Penelitian ................................................................................... 22 

3.4 Alat dan Bahan Penelitian ........................................................................................ 22 

3.4.1 Perangkat keras (Hardware) ............................................................................. 22 



 

 

x 

 

3.4.2 Perangkat Lunak (Software) ............................................................................. 22 

3.5 Jadwal Penelitian ...................................................................................................... 23 

BAB IV .................................................................................................................................... 24 

HASIL DAN PEMBAHASAN ............................................................................................... 24 

4.1 Profill UMKM Diklasayang.id ................................................................................. 24 

4.1.1 Profil ................................................................................................................. 24 

4.1.2 Struktur Organisasi ........................................................................................... 24 

4.1.3 Tugas pokok dan Fungsi Kerja ......................................................................... 25 

4.2 Analis Sistem Berjalan ............................................................................................. 25 

4.2.1 Prosedur Sistem Berjalan ................................................................................. 25 

4.2.2 Flowmap Sistem Berjalan ................................................................................ 26 

4.2.3 Deskripsi Flowmap Sistem Berjalan ................................................................ 27 

4.2.4 Analisis Kebutuhan dengan Metode PIECES .................................................. 28 

4.3 Rancangan Sistem Usulan ........................................................................................ 28 

4.3.1 Analisis Kebutuhan Sistem Usulan .................................................................. 29 

4.3.2 Identifikasi Aktor Sistem Usulan ..................................................................... 30 

4.3.3 Use case Diagram Sistem Usulan .................................................................... 30 

4.3.4 Deskripsi Skenario Use case Diagram Usulan ................................................. 31 

4.3.5 Activity Diagram Sistem Usulan.............................................................................. 41 

4.3.6 Sequence Diagram Sistem Usulan ........................................................................... 53 

4.3.7 Class Diagram Sistem Usulan ................................................................................. 65 

4.3.8 Perancangan Database ............................................................................................ 66 

4.3.9 Hasil Rancangan Website ........................................................................................ 69 

4.4 Pengujian (Testing) ................................................................................................... 79 

4.4.1 Blackbox Testing ...................................................................................................... 79 

4.4.2 User Acceptence Testing (UAT) .............................................................................. 82 

4.5 Evaluasi dan Pemeliharaan Program ........................................................................ 86 

BAB V ...................................................................................................................................... 87 

PENUTUP ............................................................................................................................... 87 



 

 

xi 

 

5.1 Kesimpulan .................................................................................................................... 87 

5.2 Saran .............................................................................................................................. 88 

DAFTAR PUSTAKA .............................................................................................................. 89 

LAMPIRAN ............................................................................................................................ 92 

 

 

  



 

 

xii 

 

DAFTAR GAMBAR 

Gambar 2.1 Tahapan Waterfall ............................................................................................ 12 

Gambar 3.1 Tahapan Penelitian ........................................................................................... 20 

Gambar 4.1 Struktur Organisasi .......................................................................................... 24 

Gambar 4.2 Flowmap Sistem Berjalan ………................................................................... 26 

Gambar 4.3 Use case Diagram Sistem Usulan .................................................................... 30 

Gambar 4.4 Activity Diagram Daftar ................................................................................... 40 

Gambar 4.5 Activity Diagram Login .................................................................................... 41 

Gambar 4.6 Activity Diagram Melihat Halaman Promo ..................................................... 41 

Gambar 4.7 Activity Diagram Melihat Halaman Katalog Produk ....................................... 42 

Gambar 4.8 Activity Diagram Melihat Halaman Detail Produk .......................................... 42 

Gambar 4.9 Activity Diagram Menambah Produk Ke Keranjang ....................................... 43 

Gambar 4.10 Activity Diagram Melakukan Pemesanan ...................................................... 43 

Gambar 4.11 Activity Diagram Klaim Voucher………….………………………………... 44 

Gambar 4.12 Activity Diagram Melihat Riwayat Belanja ................................................... 44 

Gambar 4.13 Activity Diagram Mengedit Profil .................................................................. 45 

Gambar 4.14 Activity Diagram Menambah Review ............................................................ 45 

Gambar 4.15 Activity Diagram Melihat Dashboard ............................................................ 46 

Gambar 4.16 Activity Diagram Mengelola Data Produk ..................................................... 47 

Gambar 4.17 Activity Diagram Mengelola Data Pesanan ................................................... 48 

Gambar 4.18 Activity Diagram Data Pelanggan…………………………………………… 49 

Gambar 4.19 Activity Diagram Melihat Review Ulasan ...................................................... 49 

Gambar 4.20 Activity Diagram Logout ................................................................................ 50 

Gambar 4.21 Sequence Diagram Register (Daftar) ............................................................. 50 

Gambar 4. 22 Sequence Diagram Login ............................................................................... 51 

Gambar 4.23 Sequence Diagram Melihat Halaman Promo .................................................. 51 

Gambar 4.24 Sequence Diagram Melihat Katalog Produk ................................................. 52 

Gambar 4.25 Sequence Diagram Melihat Detail Produk .................................................... 53 

Gambar 4.26 Sequence Diagram Menambahkan Produk Ke Keranjang............................. 53 

Gambar 4.27 Sequence Diagram Melakukan Pemesanan ................................................... 54 

Gambar 4.28 Sequence Diagram Klaim Voucher………………………………………….. 55 

Gambar 4.29 Sequence Diagram Melihat Riwayat Belanja ................................................ 55 

Gambar 4.30 Sequence Diagram Mengedit Profil .............................................................. 56 

Gambar 4.31 Sequence Diagram Menambahkan Review .................................................... 57 

Gambar 4.32 Sequence Diagram Melihat Dashboard Admin ............................................. 57 

Gambar 4.33 Sequence Diagram Mengelola Data Produk .................................................. 58 

Gambar 4.34 Sequence Diagram Mengelola Data Pesanan ................................................ 59 

Gambar 4.35 Sequence Diagram Melihat Data Pelanggan................................................... 60 

Gambar 4.36 Sequence Diagram Melihat Review Ulasan ................................................... 61 

Gambar 4.37 Sequence Diagram Logout ............................................................................. 61 

Gambar 4.38 Class Diagram Sistem Usulan ....................................................................... 62 

Gambar 4.39 Halaman Utama Website ................................................................................ 66 

Gambar 4.40 Halaman Daftar .............................................................................................. 66 

Gambar 4.41 Halaman Login .............................................................................................. 67 

Gambar 4.42 Halaman Promo Pada Halaman Utama ......................................................... 67 

Gambar 4.43 Halaman Kategori Produk ............................................................................. 68 

Gambar 4.44 Halaman Detail Produk ................................................................................. 68 

Gambar 4.45 Halaman Keranjang ....................................................................................... 69 

Gambar 4.41 Halaman Pemesanan (Checkout).................................................................... 69 

Gambar 4.42 Halaman Riwayat Transaksi .......................................................................... 70 



 

 

xiii 

 

Gambar 4.43 Halaman Edit Profil ....................................................................................... 70 

Gambar 4.44 Halaman Login Admin ....................................................................................71 

Gambar 4.45 Halaman Dashboard Admin ........................................................................... 71 

Gambar 4.46 Halaman Mengelola Data Pesanan ................................................................ 72 

Gambar 4.47 Halaman Mengelola Data Produk .................................................................. 72 

Gambar 4.47 Halaman Mengelola Data Pelanggan .............................................................. 73 

Gambar 4.48 Halaman Melihat Review Ulasan ................................................................... 74 

Gambar 4.49 Halaman Review Pelanggan ........................................................................... 74 

Gambar 4.50 Halaman Logout bagi Pelanggan dan Admin.................................................. 75 

 

  



 

 

xiv 

 

 

DAFTAR TABEL 

Tabel 2.1 Perbandingan Metode Pengembangan Perangkaat Lunak .................................. 11 

Tabel 2.2 Perbandingan Black Box Testing dan White Box Testing.................................... 17 

Tabel 2.3 Penelitian Terdahulu ........................................................................................... 18 

Tabel 3.1 Jadwal Penelitian ................................................................................................. 23 

Tabel 4.1 Analisis Permasalahan ........................................................................................ 27 

Tabel 4.2 Identifikasi Aktor Sistem Usulan ........................................................................ 29 

Tabel 4.3 Skenario Daftar ................................................................................................... 30 

Tabel 4.4 Skenario Login .................................................................................................... 31 

Tabel 4.5 Skenario Melihat Halaman Promo ...................................................................... 31 

Tabel 4.6 Skenario Melihat Halaman Katalog Produk ....................................................... 32 

Tabel 4.7 Skenario Melihat Halaman Detail Produk .......................................................... 32 

Tabel 4.8 Skenario Menambah Produk ke Keranjang ......................................................... 32 

Tabel 4.9 Skenario Melakukan Pemesanan ......................................................................... 33 

Tabel 4.10 Skenario Klaim Voucher ………………………..……………………………. 34 

Tabel 4.11 Skenario Melihat Riwayat Belanja .................................................................... 34 

Tabel 4.11 Skenario Mengedit Profil .................................................................................. 35 

Tabel 4.12 Menambahkan Review ...................................................................................... 35 

Tabel 4.13 Skenario Melihat Dashboard ............................................................................ 36 

Tabel 4.14 Skenario Mengelola Data Pesanan .................................................................... 36 

Tabel 4.15 Skenario Mengelola Data Produk ..................................................................... 37 

Tabel 4.16 Skenario Review Ulasan .................................................................................... 38 

Tabel 4.18 Skenario Data Pelanggan……………………………………………………... 39 

Tabel 4.19 Skenario Logout ................................................................................................ 39 

Tabel 4.20 Perancangan Database Tabel Pengguna ........................................................... 63 

Tabel 4.21 Perancangan Database Tabel Ulasan ................................................................ 63 

Tabel 4.22 Perancangan Database Tabel Produk ............................................................... 64 

Tabel 4.23 Perancangan Database Tabel Detail_pesanan .................................................. 64 

Tabel 4.24 Perancangan Database Tabel Pesanan............................................................... 65 

Tabel 4.25 Perancangan Database Tabel Keranjang .......................................................... 65 

Tabel 4.26 Hasil Blackbox Testing ..................................................................................... 76 

Tabel 4.27 Hasil Uji UAT Admin/Pemilik.......................................................................... 79 

Tabel 4.28 Hasil Uji UAT Pengguna................................................................................... 80 

 

  



 

 

xv 

 

DAFTAR LAMPIRAN 

 

Lampiran 1 Hasil Wawancara.............................................................................................  88 

Lampiran 2 Surat Izin Riset................................................................................................. 92 

Lampiran 3 Surat Penerima Riset........................................................................................ 93 

Lampiran 4 Hasil Turnitin .................................................................................................. 94 

Lampiran 5 Daftar Riwayat Hidup...................................................................................... 95 

 

 

  



 

 

xvi 

 

 DAFTAR SIMBOL 

 

1. Use Case Diagram 

 

2. Activitiy Diagram 

 

 

  



 

 

xvii 

 

 

3. Sequence Diagram 

 

  



 

 

xviii 

 

 

4. Class  Diagram 

 
 

5. Flowmap 

Simbol Nama Keterangan 

 

Dokumen Digunakan untuk menunjukkan dokumen yang menjadi 

masukan maupun keluaran sistem. 

 

Kegiatan Manual Menandakan aktivitas yang dikerjakan secara manual oleh 

pengguna. 

 

Proses Menunjukkan proses yang dijalankan oleh komputer atau 

sistem. 

 

Keyboard Menunjukkan proses input data yang dilakukan melalui 

keyboard secara langsung.  

 

Harddisk Menandakan media penyimpanan data berupa harddisk. 

 

Garis Alir Menunjukkan arah perpindahan data atau alur proses yang 

terjadi. 

 

Penghubung Digunakan sebagai penghubung alur pada halaman yang 

sama maupun halaman yang berbeda. 

 

Arsip Menunjukkan penyimpanan dokumen secara fisik tanpa 

menggunakan media komputer. 

 

Keputusan Digunakan untuk menggambarkan proses pengambilan 

keputusan atau percabangan kondisi dalam sistem. 


