DAFTAR ISI

LEMBAR PENGESAHAN ..ottt iii
LEMBAR PERNYATAAN ORISINALITAS ... \Y;
ABSTRAK s vi
ABSTRACT .ottt sttt sttt eebe st e e s e st et eneene e vii
KATA PENGANTAR ..ottt sttt nn s viii
DAFTAR ISL..cc et e e e e e aa e e nae e X
DAFTAR GAMBAR..... oottt Xii
DAFTAR TABEL ..ottt XV
DAFTAR SINGKATAN DAN LAMBANG ......ccccoovriiiiiieise e, XVi
DAFTAR ISTILAH ..t XVii
DAFTAR LAMPIRAN ...ttt eraae e XViii
Bab I  Pendanuluan.........cccoooiiiiiiiii e 1
1.1 Latar BelaKang .........cccoveiieiiiiciieie et 1
1.2 Perumusan Masalah ..o 3
1.3 TUJUAN PENEIITIAN ... e 4
1.4 Batasan Penelitian ............cooviieiiiiii e 4
1.5 Manfaat Penelitian ...........coovioiiiie e 5
Bab Il Landasan TeOKNT ....ccccuuiiiiiiieiee e 6

1.1 Studi Mengenai Prediksi Churn Pelanggan Menggunakan Data Mining....8

I 050 1 [ o USSR 12
[1.1.2 Data MiNiNg ...cc.ccoveiieieiic e 12
[1.1.3 DECISION TIEE ...veveeieeiienieiesie ittt sttt 15
1.2 Segmentasi Pelanggan..........coviiiiiiiiniieee e 16
[1.2.1 Clustering K-MEaNS ..........cccoveriiiriiieieieie e 17
1.3 Studi Mengenai Multiple Product dan Perilaku Churn Pelanggan............ 17
[1.3. 1 CRM oottt 18
11.3.2  CuStomer REtENTION .......cveiieieeieseere e 18
[1.3.3 CroSS SEIliNG......coiiiiiiiieee e 19
Bab 111 Metodologi Penelitian ..o 20
L1 Model KONSEPLUAL ........ocviiiiiiiic e 20



I11.2  Sistematika Pemecahan Masalah ............oooooeeeee e 22

[11.2.1 Tahap Pengumpulan Data ...........ccceoeivieiienieiieseese e, 25
11.2.2 Tahap Preprocessing Data...........cccccoveieieieiciencieseseeeeeeee 25
11.2.3 Tahap PeMOdelan ... 30

I1.2.4 Tahap Analisis Hasil Segmentasi dan Perumusan Program Retensi
PelangQan .......ooveiieie e 32
11.2.5 Tahap Kesimpulan dan Saran..........cccceoeoeieniieneninineeeeeee 32
Bab IV Pengolahan Data dan Pembangunan Model ..............c.ccocoiiienn. 33
IV.1  Business Understanding..........cccooveieiiieiieii i 33
V.2 Data Understanding...........cccooveieeieiiieiie s 34
IV.2.1 Kebutuhan Data..........ccccoeeiierieiienieeie e 34
IV.2.2 KELErSEUIAAN ...c.veiveeieeieciie ettt sre e nne e 35
V.3 Data Preparation ...........ccccoiiiiiieie et 39
IV.3.1 Preprocessing Data Training........ccccceevevvevieiieneesie e e esee e, 40
IV.3.2 Preprocessing Data TeStING .........coovririeieieieiese s 52
IV.3.3 Preprocessing Data Kualifikasi Jaringan IPTV ........c.ccoovvviiienn, 59
IV.4A MOAEHING .. 60
IV.4.1 Pemodelan Prediksi ChUrn...........cooviiiiiieieie e 61
IV.4.2 Pemodelan Segmentasi Pelanggan ...........cccocoeeienenineniniinicien, 67
Bab V Analisis Hasil Pemodelan...........cccocoiveiiiiiiiiecceec e 73
V.1 Analisis PEMOEIAN .........cooiiiiiieee e 73
V.1.1 Analisis Pemodelan Prediksi Churn..........ccccooceviieniiiininieenn, 73
V.1.2 Analisis Pemodelan Segmentasi Pelanggan............c.ccocvvvvveiienne. 76

V.2  Analisis Keterkaitan Hasil Penelitian dengan Keadaan Nyata

PEIUSANAAN. ... ettt bbb 81
Bab VI Program REENSI........cccuiiiiiiiicie et 84
VI.1 Dasar Pemilihan Program Retensi Pelanggan...........ccccocoeveveiiniinniennnn, 84
VI.2 Program Retensi Pelanggan SPeedy..........cocvvviririeienieneneneneseeeeeenes 84
Bab VII Kesimpulan dan Saran ..........cccccooviiiiiii e 87
VL KESIMPUIAN ..ottt 87
VL2 SAIAN ...ttt 88
DAFTAR PUSTAKA ..ottt ene e enea e nes 89

Xi



