DAFTAR ISI

HALAMAN PENGESAHAN .....ooiie et ii
HALAMAN PERNYATAAN ...ttt saesne e s e iv
UCAPAN TERIMA KASTH. .. .ottt %
UCAPAN PERSEMBAHAN .....oooiiiie it Vi
ABSTRAK ..ottt ettt re et vii
ABSTRACT ..ottt sttt et bbb benreenean viii
DAFTAR ISL ..ottt bbbttt bbb nne e IX
DAFTAR TABEL ..ottt sttt sttt nens xii
DAFTAR GAMBAR ..ottt sttt st nre s Xiii
BAB | PENDAHULUAN ..ottt 1
1.1 Gambaran Umum ODbjek Penelitian..........ccccoeieiiiiiiiiiieecec e 1
1.2 Latar Belakang Penelitian...........ccccovoiiiieiiiiie i 4
1.3 Perumusan MasSalah ...........ccooiiiiiiiieiie s 10
1.4 Pertanyaan Penelitian ............coooiiiiiieiieiee e 11
1.5 TUJuan PeNEILIAN .......ocieiiecic et 11
1.6 Manfaat PENEITIAN .......ooveiieieiicie e 11
1.7 Ruang LingKup PENEIITIAN ........coiiiiiiiiieiee e 12
1.8 Sistematika PENUIISAN .......cooviiiiiiiiiciee e 12
BAB Il TINJAUAN PUSTAKA DAN LINGKUP PENELITIAN ......cccccveieneen. 15
2.1 Tinjauan Pustaka Penelitian ... 15
2.1.1 Definisi Customer Relationship Management...........cccccceovveieiieiieeveecie s, 15
2.1.2 Tujuan Customer Relationship Management ...........ccccoeveeieeieneeveeree s, 16
2.1.3 Strategi Implementasi Customer Relationship Management ............cccccoevenene. 17
2.1.4 Pengelolaan Data Customer Relationship Management ..............cccccoceveieenen, 18
2.1.5 Program LOYAIITAS .......cccciieiiiieiiiiiic ettt 19
2.1.6 Redeem Poin pada SIStem POIN .......ccccviiiiiiiiiieeese e 20
2.1.7 Data Warehouse dan Data Mining dalam Pemasaran...............ccccceeveeveerveanne. 20
2.1.8 Data MINING......coiuiiiiiiii et ae e e e e e e saaeeees 22
2.1.8.1 Tahapan Data MINING ........cccooiiiiiiieieieese e 23
2.1.8.2 Teknik Data MININgG .......ccccoiieiiiiiiieiie s 25
2.1.9 REQIEST LINBAT......eiiitiiiii e itie sttt nes 26



2.1.9.1 Asumsi Klasik Regresi LINEAr ..........cccccceviveiiiiieiieie e 26

2.1.9.2 Regresi Linear Berganda..........cccevveiiiieiienieiie e 27
2.1.9.3 Pengujian Parameter Model Regresi Linear .........ccocevvieiiienciinisieees 27
2.1.10 CIUSEEIING ...eeiveeieiie ettt e e te et e e e raesaeaneesreenneens 28
2.1.10.1 Metode CIUSTEIING ....coveriiiiiiiieieeiei et 29
2.1.11 Penelitian Terdahulu .........cccoieiiiiec e 33
2.2 KerangKa PemIKIran ...........cccoiiveiiiiiiiecic et 39
2.3 HIpPOLESIS PENEILIAN ... 44
BAB 111 METODE PENELITIAN ....coooiiiie et 45
3.1 Karakteristik Penelitian..........coocoiiiiiiiinieieese s 45
3.2 Lokasi dan Objek Penelitian ...........ccccoveviiieiieii e 46
3.3 Waktu dan Periode Penelitian..........cccceveeierieenesie e see e 46
3.4 Populasi dan SAMPEL.......ccociiiieie e 47
I Nt oo o1 ] - ] USSR 47
34,2 SAMPEL ..o 47
3.5 Tahapan Penelitian..........cccccuiieeieiiece e 48
3.6 Dataset Variabel..........cooiiiiiiiiesiseee e 49
3.6.1 Pengumpulan Data dan SUmMDBer Data...........cccevererinieiieieieese e 49
3.6.2 Operasionalisasi Variabel ............cccccviiiiiiiieie e 49
BAB IV HASIL PENELITIAN DAN ANALISIS ..o, 51
4.1 Persiapan Data ........ccccoiviiiiiiiiiiiiieieee s 51
I (=1 1o OSSR ROUS PSRRI 53
4.1.2 Menghapus Data OULIIEN ..........cccoooviiieieic e 54
4.2 Asumsi Klasik Regresi LINGAT ........c.ccuiiiiriiiiinisieeeeee s 56
4.3 Regresi Linear Berganda ............ccceoveiieiiiiiie i 57
51 U T I TSRS 60
B.3.2 UJIEFooece et 61
4.3.3 HaSI R SQUAKE........coiiiiie ettt et 62
4.3.4 Hasil Analisis Pengujian HIPOLESIS .......ccovveiiieiieiiicciie e 62
4.3.4.1 H1: Pengaruh Length of Stay (LOS) terhadap Partisipasi Program Telkomsel

POIN <o b et be e nneas 62
4.3.4.2 H2: Pengaruh Tier terhadap Partisipasi Program Telkomsel Poin................. 63
4.3.4.3 H3: Pengaruh Frekuensi Redeem terhadap Partisipasi Program Telkomsel Poin

........................................................................................................................ 63
4.3.4.4 H4: Pengaruh Merchant terhadap Partisipasi Program Telkomsel Poin........ 63



4.3.4.5 H5: Pengaruh Target Redeem terhadap Partisipasi Program Telkomsel Poin 64

4.3.4.6 H6: Pengaruh Length of Stay (X1), Tier (X2), Frekuensi Redeem (X3),
Merchant (X4) dan Target Redeem (X5) secara simultan terhadap Partisipasi

program TelKOMSEl POIN ......c.coiiiiiiiiicce e 64
4.4 ProSES CIUSTEITNG ...veuvieitiieieiisie ettt 65
4.4.1 Penentuan JumIah CIUSEEN ........ccooiiiiee e 65
4.4.2 Penentuan CIUSTEE SIZES.......ccoviiiiiieeiie ittt 68
4.4.3 TaNAP CIUSTEIING ..eouvieiiiieieiieieee e 70
4.4.4 Pembahasan Temuan Karakteristik CIUStEr ..........ccccovveieiiiiicieciecece e, 73
4.4.4.1 KaraKteristik CIUSEr L.......ccovoiiiieiiee e 74
4.4.4.2 Karakteristik CIUSIEN 2 .......ccvviiiecciec ittt 77
4.4.4.3 KaraKteristik CIUSEE 3 .......coveiiiccece e 78
4.4.4.4 KaraKteriStik CIUSTEE 4 .......ccuvoee e 81
4.4.4.5 Karakteristik CIUSIEN 5......ooviiiie e 82
BAB V KESIMPULAN DAN SARAN .....cooii ottt 84
5.1 KESIMPUIAN ...ttt sre e reenne e 84
ST T | | PR SSR 85
5.2.1 Saran Bagi TEIKOMSEL..........ccoveiiiiiiiecc e 85
5.2.2 Saran Bagi Peneliti Selanjutnya .............cccovveveiiieiicic e 88
5.2.3 Implikasi Manajerial.............cccoiiiiiiiiiiee s 88
DAFTAR PUSTAKA ..ottt re e ans 90
BIODAT A .ottt a e re e e aeanes 93

Xi



