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E-commerceéhas grown tremendously in recent years, with many platfc
offering a wide range of products and services. Alfagift, as one od-tt
commerceapplications, provides convenience for users to shop online
various attractive features, such as promos disdounts. The app i
designed to meet the needs of users who want a convenient and el
shopping experience. This study aims to determine the level of cusi
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1. Introduction

Advances in information and communication technology have brought significant changes in
various aspects of life, especially in the trade sectamorlmerce, as one of the innovations in the business
world, is now the main choice for many business actorexpand market reach and improve operational
efficiency. E-commercenas grown tremendously in recent years, with many platforms offering a wide range
of products and services. Alfagift, as one of ¢heommerceapplications, provides convenience for ugers
shop online with various attractive features, such as promos and discounts. The app is designed to meet the
needs of users who want a convenient and efficient shopping experience [1].

Alfagift, as one of the increasingly we&hown ecommerce platfors in Indonesia, offers
convenience for users to shop for various products and services online. Alfagift not only serves as a platform
for shopping, but also as a tool to promote local products and MSMEs. With the increasing penetration of
smartphones andider internet access, apps like Alfagift allow consumers to make transactions anytime and
anywhere, making them a practical solution to meet their daily needs. Research by [2] explains that a good e
commerce app should be able to provide a satisfactoryedperience, including an intuitive interface and a
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fast transaction process. With the increasing use of smartphones and wider internet access, apps like Alfagift
allow consumers to make transactions anytime and anywhere, making them a practicaltsoméentheir

daily needs [3]. However, although Alfagift provides a variety of conveniences, challenges remain. Many
users are not yet fully aware of all the features available in this app, which can impact their satisfaction
levels. The quality of serves provided by -eommerce applications greatly affects the user experience.
Therefore, it is important to conduct ardapth analysis of the satisfaction of Alfagift application users to
identify the factors that affect such satisfaction [4].

A SWOT analgis is a tool used to evaluate the strengths, weaknesses, opportunities, and threats
faced by an organization or application. According to Rangkuti, this analysis helps in formulating the right
strategy to achieve the desired goals [5]. In the contexifafift applications, SWOT analysis can be used
to understand the application's position in the market and formulate the necessary strategic steps to improve
user satisfaction

The SWOT (Strengths, Weaknesses, Opportunities, Threats) analysis methotfastae ¢ool for
evaluating internal strengths and weaknesses, as well as external opportunities and threats faced by the
Alfagift application. By applying this analysis, it is hoped that the right strategy can be found to increase user
satisfaction andmplication competitiveness in an increasingly competitive market. Through SWOT analysis,
companies can understand their position in the market and formulate the strategic measures needed to
improve services and attract more users [6].

Previous research hashown that understanding user satisfaction can contribute to increased
customer loyalty and business growth. By recognizing its strengths, such as attractive features and ease of
access, as well as existing weaknesses, such as lack of promotion andhdesstanding, Alfagift is
expected to formulate a more effective strategy. In addition, by taking advantage of the opportunities that
exist in the ecommerce market and overcoming threats from competitors, Alfagift can increase its
competitiveness and prioke a better shopping experience for its users. [7].

1. Research Methods

This study uses the SWOT (Strengths, Weaknesses, Opportunities, Threats) analysis method to
evaluate the satisfaction of Alfagift application users. The SWOT method was chosen bédsielity to
provide a thorough analysis of internal and external factors that affect user satisfaction, as well as the
opportunities and threats that exist in theoenmerce market. According to Rangkuti, SWOT analysis is an
effective tool to formulte strategies based on existing conditions, so that it can help organizations in
achieving their desired goals [8]. In addition, this analysis also allows researchers to understand market
dynamics and changing user behavior, which is especially imponatitei context of competitive-e
commerce [9].
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Figure 1. Research Stage Flow Diagram
2.1 Data Source

The data source used in this study is secondary data taken from user reviews of the Alfagift
application on the Google Play Store. These reviaves a reflection of the overall user experience and
satisfaction, and provide valuable information about the features that users like and dislike. By analyzing
these reviews, researchers can understand user perceptions of the app and identify arees/émnentp
The data collected will cover various aspects, such as ease of use, quality of service, and features offered by
the application. Previous research has shown that user review analysis can prdejaith iimsights into user
satisfaction and prefences [10].

2.2 Data Collection Techniques
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The data collection technique in this section is with secondary data, secondary data is obtained from
the Google Play Store in the form of comments on alfagift application users which are then analyzed
material.

2.3 Analytical Review

This study will analyze review photos taken from the Google Play Store. Each review will be evaluated to
identify specific themes that emerge, such as ease of use, speed of transactions, and satisfaction with
customer service. This prage involves grouping reviews based on relevant categories, making it easier to
identify existing patterns and trends. According to research by [11], user review analysis can be helpful in
understanding the factors that affect user satisfaction and lojmltigis way, researchers can identify key
elements that contribute to a positive user experience

Wiwik Saptuti :
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Sangat berguna dan membantu sekali aplikasi alfagift,
ketika lagi ga ada kendaraan buat ke alfa bisa pesen di
aplikasi dan diantar ke rumah. Makasi ya jgn lupa
banyakin diskon dan vouchernya ya.

Figure 2. Positive user reviews

2.4 Data Analysis

The data that has been collected is analyzed using the SWOT (Strengths, Weaknesses,
Opportunities, and Thets) method. This analysis aims to evaluate strengths, weaknesses, opportunities and
threats, here is the analysis process.

a. Strength identification (Strength)

In this stage, the researcher will identify the main strengths of the Alfagift applicatioprdivide
added value for users. One of its most prominent strengths is its ease of access. The app is designed to allow
users to access a wide range of products quickly and easily, with just a few taps on their smartphone screen.
Users can easily browse jpitct categories, search for specific items, and make purchases without having to
visit a physical store. This ease of access is crucial in improving the shopping experience, especially in
today's digital era, where consumers want convenience and effidiershopping. In addition, attractive
promotions are also a significant strength of the Alfagift application. These apps often offer a variety of
discounts, cashback, and special offers that appeal to users. These promotions not only encourage users to
make purchases, but also increase customer loyalty. According to research by [12], the power of an app in
offering attractive promotions can be a determining factor in attracting and retaining users. By understanding
these strengths, Alfagift can focus moregromoting ease of access and attracting offers that users value the
most, thereby increasing the app's appeal in a competitive market.

b. Identify weaknesses (Weaknesses)

Researchers will analyze negative feedback from users to find areas that need irapto@ra of
the significant drawbacks of the Alfagift app is the difference in stock of goods between the app and the
physical store. Users often experience confusion or disappointment when they discover that the products
available on the app are not alwathe same as those in the store. This can lead to frustration, especially if
the user has planned to purchase a specific item that they see in the app but is not available in a physical
location. This stock difference can disrupt the user experiencesdnde their trust in the app. Research by
[13] shows that understanding the weaknesses of an app is essential to improve user satisfaction and reduce
churn rates. By identifying these weaknesses, Alfagift can formulate more targeted improvement plans, such
as improving the inventory management system to ensure that the stock information in the app is always
accurate and ufp-date. Thus, users will feel more satisfied and trust the app, which in turn can increase their
loyalty.

c. ldentify OpportunitiegOpportunities)

In this stage, the researcher will identify market trends and opportunities that the Alfagift
application can take advantage of to improve user satisfaction. These opportunities can include the growth of
the ecommerce market, increased usk mobile technology, and changes in consumer behavior that
prioritize convenience in shopping. By taking advantage of this opportunity, Alfagift can develop new
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