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ANALISIS SEGMENTASI PELANGGAN DI TIGA E-COMMERCE YANG 

PALING BANYAK DIKUNJUNGI DI INDONESIA PADA TAHUN 2023 

MENGGUNAKAN RFM MODEL DAN TEKNIK CLUSTERING 

 

Siti Wulansari 

 

ABSTRAK 
 

Penelitian ini menganalisis perilaku pelanggan di tiga platform e-commerce yang 

paling banyak dikunjungi di Indonesia (Shopee, Tokopedia, dan Lazada) 

menggunakan model RFM (Recency, Frequency, Monetary) dan teknik K-Means 

clustering. Dalam konteks transformasi digital dan pertumbuhan pesat e-commerce, 

terjadi perubahan signifikan dalam perilaku pelanggan, yang menekankan 

pentingnya segmentasi pelanggan yang lebih akurat dan relevan. Penelitian ini 

mengintegrasikan analisis demografis, psikografis, dan perilaku pembelian 

pelanggan, menggunakan stratified random sampling untuk mengumpulkan data 

selama 6 bulan dari 100 responden di setiap platform e-commerce. Hasilnya, 

terbentuk enam cluster pelanggan yang masing-masing menunjukkan karakteristik 

unik. Setiap cluster dianalisis lebih lanjut untuk merumuskan strategi pemasaran 

yang spesifik dan efektif sesuai dengan perilaku dan preferensi pelanggan pada 

setiap platform e-commerce. 

 

Kata Kunci: RFM, K-Means Clustering, E-commerce, Transformasi Digital, 

Segmentasi Pelanggan, Perilaku Pelanggan, Strategi Pemasaran. 
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ANALYSIS OF CUSTOMER SEGMENTATION IN THE TOP THREE 

MOST VISITED E-COMMERCE PLATFORMS IN INDONESIA IN 2023 

USING RFM MODEL AND CLUSTERING TECHNIQUES 

 

Siti Wulansari 

 

ABTRACT 
 

This study analyzes customer behavior on three most visited e-commerce platforms 

in Indonesia (Shopee, Tokopedia, and Lazada) using the RFM (Recency, 

Frequency, Monetary) model and K-Means clustering techniques. Amidst the 

digital transformation and rapid growth of e-commerce, significant changes in 

customer behavior highlight the importance of accurate and relevant customer 

segmentation. The study integrates demographic, psychographic, and purchasing 

behavior analysis, employing stratified random sampling to collect data over 6 

months from 100 respondents on each e-commerce platform. The results revealed 

six customer clusters, each with distinct characteristics. These clusters were further 

analyzed to develop specific and effective marketing strategies tailored to customer 

behavior and preferences on each e-commerce platform. 

 

Keywords: RFM, K-Means Clustering, E-commerce, Digital Transformation, 

Customer Segmentation, Customer Behavior, Marketing Strategy. 
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