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STRATEGI SEGMENTASI, TARGETING DAN VALUE PROPOSITION PT XL AXIATA
SETELAH MENGAKUISISI B2C PT LINKNET
(Studi Kasus XL SATU)
Faisal

ABSTRAK

Industri telekomunikasi di Indonesia mengalami perubahan struktural yang pesat sebagai dampak dari
akselerasi digitalisasi. Dalam upaya memperkuat posisinya di pasar layanan internet rumah dan Fixed
Mobile Convergence (FMC), PT XL Axiata Thk pada tahun 2024 melakukan akuisisi terhadap bisnis
Business-to-Consumer (B2C) PT Linknet Tbk. Penelitian ini bertujuan untuk merumuskan strategi
segmentasi pelanggan XL Axiata pasca akuisisi tersebut, dengan menggunakan metode K-Means
Clustering guna mengelompokkan pelanggan berdasarkan karakteristik perilaku dan preferensi
layanan. Penelitian ini menggunakan data sekunder yang mencakup profil pelanggan aktif, data
transaksi perubahan layanan, durasi berlangganan, lokasi geografis, tingkat keluhan pelanggan, serta
rata-rata pendapatan pelanggan, dalam periode Mei hingga Oktober 2024. Populasi data terdiri dari
707.157 data pelanggan aktif, 593.141 data transaksi perubahan layanan, dan 1.382.922 data tiket
keluhan pelanggan. Proses pengolahan data dilakukan melalui teknik data mining dan analisis
klasterisasi menggunakan algoritma K-Means, dengan tujuan mengidentifikasi pola konsumsi layanan
internet, TV kabel, dan OTT. Hasil penelitian menghasilkan lima segmen pelanggan utama yang
mencerminkan perbedaan karakteristik konsumsi, seperti Loyal Senior Users, Digital Families, hingga
Budget Conscious Users. Temuan ini memberikan dasar strategis bagi XL Axiata untuk merancang
produk, layanan, serta program pemasaran yang lebih terpersonalisasi sesuai dengan kebutuhan
masing-masing segmen. Penelitian ini diharapkan dapat menjadi referensi praktis dalam pengelolaan
strategi pemasaran pasca akuisisi dan menjadi acuan bagi industri fixed broadband dalam menghadapi
tantangan transformasi digital.

Kata Kunci: Akuisisi, Segmentasi Pelanggan, K-Means Clustering, XL SATU, Fixed Broadband,
Strategi Pemasaran.
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SEGMENTATION, TARGETING AND VALUE PROPOSITION STRATEGY OF PT XL
AXIATA AFTER ACQUIRING B2C OF PT LINKNET

(A Case Study of XL SATU)
Faisal

ABSTRACT

The telecommunications industry in Indonesia is undergoing significant structural changes driven by
rapid digitalization. As part of its strategic initiative to strengthen its presence in the home internet
and Fixed Mobile Convergence (FMC) markets, PT XL Axiata Tbk acquired the Business-to-
Consumer (B2C) segment of PT Linknet Thk in 2024. This study aims to develop a customer
segmentation strategy for XL Axiata following the acquisition, utilizing the K-Means Clustering
algorithm to categorize customers based on behavioral characteristics and service preferences. This
research employs secondary data, including active customer profiles, service change transactions,
subscription duration, geographical distribution, customer complaint records, and average revenue
per user (ARPU), covering the period from May to October 2024. The dataset consists of 707,157
active customer records, 593,141 service change transactions, and 1,382,922 customer complaint
tickets. Data mining techniques and clustering analysis using the K-Means algorithm were applied to
identify distinct consumption patterns across internet, cable TV, and over-the-top (OTT) services. The
study identifies five primary customer segments, reflecting diverse usage characteristics such as Loyal
Senior Users, Digital Families, and Budget Conscious Users. These findings provide a strategic
foundation for XL Axiata to develop more targeted product offerings, personalized services, and
marketing programs tailored to each segment's needs. Furthermore, this study offers practical insights
for post-acquisition marketing strategies and serves as a reference for the broader fixed broadband
industry in navigating digital transformation challenges.

Keywords: Acquisition, Customer Segmentation, K-Means Clustering, XL SATU, Fixed Broadband,
Marketing Strategy.
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