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NIM
Program Studi

Judul Proposal Penelitian

Pembimbing

Penelitian ini bertujuan menerapkan algoritma K-Means untuk segmentasi
pelanggan berdasarkan tingkat kepuasan layanan delivery order di PT Adi Sarana
Armada. Data yang dianalisis mencakup rating kepuasan, kecepatan pengiriman, dan
kondisi unit. Melalui metode E/bow, ditemukan tiga segmen pelanggan: sangat puas,
cukup puas, dan tidak puas. Pelanggan yang sangat puas menerima layanan cepat dan
berkualitas, sementara pelanggan tidak puas sering menghadapi keterlambatan dan

masalah kualitas unit. Segmentasi ini membantu perusahaan fokus pada strategi
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ABSTRACT

Nama . Alfredo Valentino Chrisnawan
NIM 141520110011
Program Studi : Teknik Informatika

Judul Proposal Penelitian ~ : APPLICATION OF K-MEANS ALGORITHM FOR
CUSTOMER SEGMENTATION BASED ON
SATISFACTION LEVELS OF DELIVERY ORDER
SERVICES (CASE STUDY: PT ASSA)

Pembimbing : Ir. Emil R. Kaburuan, Ph.D., IPM., ASEAN Eng.

This study aims to apply the K-Means algorithm for customer segmentation
based on satisfaction levels with the delivery order services at PT Adi Sarana Armada.
The analyzed data includes satisfaction ratings, delivery speed, and product condition.
Using the Elbow method, five customer segments were identified: very satisfied,
satisfied, moderately satisfied, dissatisfied, and very dissatisfied. Customers who are
very satisfied receive fast and quality service, while very dissatisfied customers often
encounter delays and product quality issues. This segmentation helps the company

focus on service improvement strategies to enhance customer satisfaction and loyalty.

Keywords: K-Means, customer segmentation, service satisfaction, delivery order, PT

Adi Sarana Armada

vii

mercubuana.ac.id



DAFTAR ISI

COVER ..ttt et ettt ettt b et e at e bt et st e bt et eanes i
HALAMAN PERNYATAAN KARYA SENDIRI ....cccooiiiiiiiiniiiineneeeeieeee i
LEMBAR PERSETUJUAN.......ooitiiteieie ettt ettt sne s iii
KATA PENGANTAR ..ottt ettt sne s v
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI........cccoviiiiiaene. v
ABSTRAK ...ttt ettt st ettt e st e aeenteeneenteennenneens vi
ABSTRACT ...ttt ettt ettt et et eteestesseensessaesseenseessenseensens vii
LD AN O N 2 ) SRS viii
DAFTAR GAMBAR .....oooiieeeeee ettt sttt st nse e e s eas X
DAFTAR TABEL ..ottt sttt Xi
DAFTAR LAMPIRAN ..ottt sttt sttt s Xii
BAB I PENDAHULUAN ..ottt sttt sttt et s 1
1.1 Latar Belakang ..........coooiiiiiiiiiiiiceee et 1
1.2 Rumusan Masalah .........coooiiiiiiiiiie e 2
1.3 Tujuan Penelitian ..........cocueviiiiiiiniiienicieeeeeeeee et 2
1.4 Manfaat Penelitian..........cccooouieiiiiiiiiieeieeie et 2
1.5 Batasan Penelitian ...........cccoooiiiiiiiiiiieiiieie et 3
BAB II TINJAUAN PUSTAKA ...ttt 4
2.1 Penelitian Terdahulu...........coooooiiiiiiiiiee e 4
2.2 Teori Pendukung ..........cooouiiiiiiiiiiieeiicceeeeeee e e 21
BAB IIIl METODE PENELITIAN ..ottt 26
3.1 Jenis Penelitian........ooouiiiiiiiiiiiieiieiecee e 26
3.2 Tahapan Penelitian ...........ccoccieriieiieniiiiieieeeee et 26
BAB IV HASIL DAN PEMBAHASAN....c..eoititinteeeteeeee st 29
4.1 Pengumpulan Data ..........cccoooiiiiiiiiiiiiieiecie e 29
4.2 Preprocessing Data.........cccuiiiiiiiiiiieiiieieeee et 29
4.3 Pemilihan Variabel ...........ccoooiiiiiiiiiii e 30
4.4 EIDOW MEthOd......coiiiiiiiiiiiiiieeee e 31
viii

http://lib.mercubuana.ac.id
Menteng



4.5 Evaluasi EIDOW MEthOd .....coooeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e 32

4.6 Implementasi K-IMEaNS ..........ccccvieruieiiieniieiiieiieeie ettt e 32
4.7 Interpretasi Halis CIUSTEIING ....cccvveeeviieiiieeeiieeeiie ettt 33
4.8 Visualisasi Data.........cooiiiiiiiiiiiiciee e 35
BAB V KESIMPULAN DAN SARAN ....ooitiitiieteeetee ettt 39
5.1 KESIMPUIAN ..ottt e s e e e e e saveeeaseeenaeeens 39
5.2 SATAMN.cc.uiiiiiiiieie e ettt 40
DAFTAR PUSTAKA ...ttt sttt sttt s 42
LAMPIRAN ...ttt ettt ettt b ettt st e sttt esaeenbeenteseeenaeentens 44
X

http://lib.mercubuana.ac.id
Menteng



Gambar 3.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.

DAFTAR GAMBAR

1 Tahapan Penilitian............ccceevieeiiieniiiiieieecieeeee e 26
1 Data aWal.....coouiiieiieiieieeiee e 29
2 Data yang akan digunakan ............cccccceeeriiieiiieeniiie e 30
3 Display data dalam chart..............ccooiieeiiiiiieece e 31
4 Hasil implementasi metode e1bow ...........ccceevveeiiieniieniienieciieeeeeieeee, 32
5 Evaluasi metode €1DOW .........ccccevuirieriiiiinieniieecieeeeee e 32
6 Implementasi K-IMEans ...........cccveeeiiieeiiiieeiie et 33
7 Atribut Index Kepuasan...........cccveeeiiiieiiieeiieeciie et 33
8 Visualisasi Data SCAtteT .........ccevieriiriiinierieieee e 35
9 Visualisasi Data Bar .........ccoceviiiiiiieniiiiieeeeceeeeee e 36
10 Jumlah pelanggan dalam setiap Index Kepuasan...........ceceevueeveennnns 36

http://lib.mercubuana.ac.id

Menteng



DAFTAR TABEL

Tabel 2. 1 Penelitian TerKaIt ......coooeeemnneeeee e e e e eeae e

Xi

http://lib.mercubuana.ac.id
Menteng



DAFTAR LAMPIRAN

Lampiran 1 Kartu Asistensi Tugas AKRIT..........cccoeviiiiiieniieiieiccieeeeeee e 44
Lampiran 2 Curiculum VIta@..........cccvuireiiieeiiieeiieeeie et e 45
Lampiran 3 Surat Pernyataan HaKi ...........cccooveieiiiiiiiiieeeceeee e 46
Lampiran 4 Sertifikat BNSP ......cccoooiiiiiiiiieec e 48
Lampiran 5 Surat [jin Riset Perusahaan.............cccoccoeiiiniiiiieniiiiieeeeeee e, 49
Lampiran 6 Form Revisi Dosen Penguji.........ccccooviiiiiiiniiiiiiniiiiieeceee e 50
Lampiran 7 Hasil Cek TUIMitin ........c.oooiiiiiieiiiiiieie e 52
Lampiran 8 Halaman Persetujuan ............cccoeceeviieriiiiiieniicieenie et 53
Xii

http://lib.mercubuana.ac.id
Menteng



	c902fc385b784acad95a3f5b31cc5e80cc8b2d85c2ea926329c96e0b5fa787e2.pdf
	b7c2b5dfecf019e496f976e2c276b1f8028764cbf78e997903c65ab1caa0bf55.pdf
	13149225e9f6a2c493d217b73f87a2a66d491a4bcdc2f0c5be2dca496546c8df.pdf
	69becb586993e3861676913c5d0d9f11d92445b346e507b6b9e5adcb7848fc58.pdf
	b7c2b5dfecf019e496f976e2c276b1f8028764cbf78e997903c65ab1caa0bf55.pdf
	a17044bfa9c5dd3f35cc08c9867b85276fddab6dc18c91865d310f482237e2a5.pdf
	b7c2b5dfecf019e496f976e2c276b1f8028764cbf78e997903c65ab1caa0bf55.pdf

	99d55bea988a4f26dbd6b722415e9c8c86234e63804cc49d5369cce302d1b0a6.pdf



