DAFTARISI

HALAMAN PENGESAHAN.......ooiititeee ettt 2
HALAMAN PERNYATAAN ...ttt ettt s 3
KATA PENGANTAR ..ottt et 4
ABSTRAK ...ttt ettt ettt et sttt aeeneas 5
ABSTRACT ...ttt sttt et et e et esse e e e st e naeenees 6
DAFTAR IS .ottt ettt et sae et e et eneeeneens 7
DAFTAR TABEL ...ttt sttt 10
DAFTAR GAMBAR ..ottt 11
BAB I PENDAHULUAN .......oiititintieetetete ettt sttt st 13
1.1  Gambaran Umum Objek Penelitian ............cccoeveevieniienieniiiiiieeieeee 13
Sejarah Singkat Indosat O0redo0 ..........cccueeviieriiiiiiiiieieee e 15

2.1 Latar Belakang Penelitian ............ccccooouieiiieniiinieniieiieeeeee e 20
2.2 Perumusan Masalah.........ccccooiiiiiiniiniiiie 27
2.3 Tujuan Penelitian.........c.ccccueeeiieiiiieiieiieeieeeeeee e 28
2.4 Manfaat Penelitian.........cccooeriiiiiiiinieniiieneeceeee e 29
141 ASPEK TEOTILIS c.eeeeieeiiieiieeiieciie ettt 29
1.4.2  ASPEK Praktis ...ccoeeoiiiieiiieciieece et 29

2.5  Sistematika Penulisan.........c.cccoooiiiiiiiiiiiiniiee e 30
BAB II TINJAUAN PUSTAKA ...ttt 31
2.1  Teori-Teori Terkait Penelitian dan Penelitian Terdahulu....................... 31
2.1.1 IMATKEEING ..ottt e et e et e e s aeeeeanee s 31
2.1.2  Strategi Marketing.........ccccccvieeiiiieiiiiieciie e 32
2.1.3  TingKatan Strate@l........ccceeeeveeeiiieeiiieeeiieesieeesreeesreesaeeeeaeeesseeens 44
2.1.4  Orientasi Marketing ..........ccceeeviieiiiiieiiie e 49
2.1.5  Marketing MiX 4P’S ..ccooiiiiiieeee et 53
2.1.6  STP (Segmentasi, Targeting dan Positioning) ..........cccceeevveerunenne 56
2.1.7  Data MINING ..oooeiiieiiieeciie ettt tee e svee e ve e e seaeeeeneeenaeeens 66



2.1.8  CIUSEETING ..eoveieiiieiieeie ettt ettt et 68

1. Partitioning CIUStEIING .......oocvieviiirieiiieeieeieeete et 68
2. Hierarchical CIUSIETING........cc.eevuiiriiiriieeiieiie ettt 68
3. Overlapping CIUSLEIING .......ceeevuieriiiiiiieieeieeee ettt 70
4. Density-based CIUStEIING ........cccveviiirieeiieiieeieeie ettt 70
5. Model-based CIUSIETING ........ceecvieriiiriiieriieeiieriie ettt 70
2.1.9  Internal Factor Evaluation (IFE Matrix) dan External Factor
Evaluation (EFE MatriX) ......cccoceviiiiiiiieeiieeciee ettt e 71
2.2 Penelitian Terdahulu.........ccoooioiiiiiniiniieeee 73

1. Customer segmentation for a mobile telecommunications company based
on service usage behavior. (Shohin Aheleroff, 2011)........cccceeevieiieniiennnne. 73

2. Key Elements of Strategy in The Telecommunication Industry (Mozny,

3. Customer segmentation in the telecommunications industry, journal of
Database Marketing & Customer Strategy Management (Bayer, 2010) ...... 74

4.  Jaringan LTE dan WNAX di Surabaya pada area Urban, Suburban dan
Rural dengan pendekatan Techno-Economy. (Usep Taufiq Hidayat, 2013). 75

5. The influence of store environment on customer satisfaction across

different customer demographic segmentations. (Duong, 2016)................... 76
6. Kajian Penerapan Porter's Generic Strategies di Industri telekomunikasi
Indonesia (Studi Kasus: Telkomsel, XL dan Indosat) (Amalia, 2015)........... 76

7. Review on factors affecting customer churn in telecom sector (Mahajan
C1 AL, 2017) cureieieeiiee ettt ettt ene e 77
8. Studi Literature Indosat Q0redoo ................ccccccevvivcevvencenieenenrenneanne 78
2.3 Kerangka Pemikiran .........cccccoeeoiieniiiiiieniieeiieieeceeieeee e 86
BAB IIIl METODE PENELITIAN......ottiiiitiiieeite ettt 88
3.1 Jenis Penelitian .........cocueiiiiiiiiiiienieiieeiceeeee e 88
3.2 Penentuan Variabel Penelitian...........ccocoeevieniininiinieninieeecceseeeen 91
3.3 Populasi dan Sampel ..........cccoeviiiiiiiiiiiiieieetee e 94
3.4 Skala Penelitian ........cocueviiiieiiinieieiieieeeeeee e 95
B DALA e 97
3.5.1  Pengumpulan Data .........ccccoeviiiiiienieiiieieccee et 97
3.5.2  Sumber Data......ccooiiiiiiiiiiii e 98



3.6 Validitas dan ReEaliDIItas. ........ueeueeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeenes 98

3.7 Teknik Analisa Data.........cocoeviiiieriiniiiiiieeeceeeeeeeee e 102
BAB IV HASIL ANALISA PENELITIAN......ccotiiiiiiienieeeeeeeeeeeseeeeen 110
4.1. Karakteristik Responden dan Narasumber ............cccceveeverienienenieneenne. 110
4.2. Hasil Penelitian..........coceevuieiiniiniiiienieieccceeeee e 116
4.2.1. Penentuan Variable dan Indikator Penelitian .............ccccoceeeivieniennenen. 116
4.2.2. Final Model Penelitian ............ccoooeiiiiiiiiiiiniiieceeee e, 132
4.2.3. Penentuan Se@MENtaAST .......c.ceervueeeriieerieeeiieesireeeseeesreeesseeessseessneesnnes 132
4.2.4. Penentuan Targeting..........ccueeeeueeeriieeriieeiiieeieeeieeeereeesreeeseveeeeaee e 142
4.2.5. Penentuan POSItIONING .......c.ceevuieeiiieeiiieeiieeiee et 144
4.2.6. Penentuan 4P Marketing MiX........ccceecevieeiiieniieeeiieeeiee e 146
4.3. Pembahasan Penelitian ............cccccooiiiiiiiiiiiiiinieeeeeen 149
4.3.1. Pembahasan Variable dan Indikator Penelitian............c..cccoceeinennee. 149
4.3.2. Pembahasan STP ........cccccoiiiiiiiiii e 150
4.3.3. Pembahasan 4P Marketing MiX.........ccccueeviiieiiieeiieeciieccee e 154
4.3.4. Simulasi Implementasi ...........ccceeriieeiiieeiieecie e 156
BAB V KESIMPULAN DAN SARAN.....coottitiiententeeteeee st 160
5.1 KeSIMPUIAN.....coiiiiiiiiiieiiee ettt e 160
5.2 SATAN ..ttt ettt ees 162
5.2.1. Saran bagi OrganiSaSsi.........cccvereeerueerieeiiienieeiieneeeieeseeesseessneesseessneens 162
5.2.2. Saran bagi Penelitian Selanjutnya ...........ccccccoeviieiiieniieniiienieeieenee e 163
DAFTAR PUSTAKA ...ttt 164



