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ABSTRAK
DoctorFit Gym merupakan pusat kebugaran yang menerapkan sistem
keanggotaan dalam operasionalnya. Pengelolaan data pelanggan,
membership, trainer, dan jadwal latihan yang belum berada dalam satu
sistem menyebabkan kesulitan dalam pengolahan data, pemantauan masa
aktif membership, serta penyediaan informasi untuk evaluasi manajemen.
Penelitian ini bertujuan merancang dan membangun sistem Customer
Relationship Management berbasis web menggunakan pendekatan
Operational CRM dan Analytical CRM. Metode pengembangan
menggunakan Waterfall, meliputi analisis kebutuhan, perancangan,
implementasi, pengujian, dan pemeliharaan. Sistem dikembangkan
menggunakan framework Laravel dan basis data MySQL. Operational
CRM digunakan untuk mengelola data pelanggan, keanggotaan, transaksi
membership, trainer, jadwal latihan, serta penyampaian informasi dan
promosi. Analytical CRM diterapkan melalui Key Performance Indicators
untuk menganalisis usia, wilayah, tingkat aktivitas, dan perpanjangan
membership. Hasil analisis menunjukkan bahwa kelompok usia terbanyak
adalah 20-25 tahun sebanyak 8 member atau 40%, wilayah terbanyak
berasal dari Kecamatan Kuningan sebanyak 6 member atau 30%, sedangkan
tingkat aktivitas dari 12 member terdiri atas kategori tinggi sebanyak 5
member atau 41,67%, sedang 4 member atau 33,33%, dan rendah 3 member
atau 25%. Hasil Black Box Testing menunjukkan seluruh fungsi berjalan
sesuai kebutuhan, sedangkan White Box Testing menunjukkan alur logika
program sesuai rancangan. Sistem membantu pengelolaan pelanggan,
promosi, evaluasi, dan pengambilan keputusan manajemen berdasarkan
informasi yang tersedia.

Kata Kunci.: Customer Relationship Management (CRM), Key
Performance Indicators (KPI), Keanggotaan, DoctorFit Gym.
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ABSTRACK

DoctorFit Gym is a fitness center that implements a membership-based system
in its operations. The management of customer, membership, trainer, and
workout schedule data, which has not yet been integrated into a single system,
has caused difficulties in data processing, monitoring membership validity
periods, and providing information for management evaluation. This study aims
to design and develop a web-based Customer Relationship Management system
using Operational CRM and Analytical CRM approaches. The system was
developed using the Waterfall methodology, which consists of requirements
analysis, system design, implementation, testing, and maintenance. It was built
using the Laravel framework and a MySQL database. Operational CRM is used
to manage customer data, memberships, membership transactions, trainers,
workout schedules, and the dissemination of information and promotional
content. Analytical CRM is implemented through Key Performance Indicators
to analyze members’ age, geographic location, activity level, and membership
renewals. The analysis results indicate that the largest age group is 20-25 years
old, comprising 8 members or 40% of the total. The largest geographic group
comes from Kuningan District, comprising 6 members or 30%. Meanwhile,
among 12 members, activity levels are classified as high for 5 members or
41.67%, moderate for 4 members or 33.33%, and low for 3 members or 25%.
Black Box Testing results indicate that all system functions operate according
to the specified requirements, while White Box Testing confirms that the
program’s logical flow conforms to the system design. The system facilitates
customer management, promotional activities, performance evaluation, and
management decision-making based on the available information.

Keywords: Customer Relationship Management (CRM), Key Performance
Indicators (KPI), Membership, DoctorFit Gym.
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