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ANALISIS SEGMENTASI PELANGGAN CHURN PAY TV PADA
PERUSAHAAN XYZ MENGGUNAKAN METODE K-MEANS
CLUSTERING

JEFFRY KURNIAWAN

ABSTRAK

Tingginya tingkat churn akibat pergeseran perilaku konsumen beralih ke layanan
Over-the-Top (OTT) menjadi ancaman serius bagi keberlanjutan bisnis Pay TV
Perusahaan XYZ. Penelitian ini bertujuan untuk melakukan segmentasi pelanggan
churn untuk merumuskan strategi retensi yang dipersonalisasi melalui pendekatan
unsupervised learning. Penelitian ini menggunakan pendekatan kuantitatif dengan
algoritma K-Means Clustering untuk mengidentifikasi pola perilaku dari 3.650 data
pelanggan sekunder. Analisis ini memetakan lima klaster pelanggan dengan
karakteristik unik. Temuan utama menunjukkan Cluster 2 (The Basic Explorer
Youth) sebagai populasi terbesar (38,25%) dengan sensitivitas harga tinggi,
sementara Cluster 3 (The Premium High-Value Elite) merupakan segmen VIP
(3,34%) dengan kontribusi ARPU tertinggi namun memiliki tingkat keluhan teknis
signifikan (13,9%). Berdasarkan kerangka STP (Segmenting, Targeting,
Positioning), penelitian ini merekomendasikan strategi Value Realignment melalui
integrasi OTT bagi segmen muda dan strategi VIP Priority Care dengan SLA
perbaikan maksimal 4 jam untuk segmen premium. Implementasi strategi retensi
berbasis profil klaster ini secara strategis diharapkan dapat memitigasi risiko
kehilangan pendapatan dan memperkuat loyalitas pelanggan di tengah persiangan
industri media yang kompetitif.

Kata kunci: Churn Rate, K-Means Clustering, Segmentasi Pelanggan, Strategi Retensi, Pay TV.
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CUSTOMER CHURN SEGMENTATION ANALYSIS OF PAY TV
SUBSCRIBERS AT XYZ COMPANY USING THE K-MEANS CLUSTERING
METHOD

JEFFRY KURNIAWAN

ABSTRACT

The high rate of churn caused by the shift in consumer behavior toward Over-the-
Top (OTT) services poses a serious threat to the business sustainability of Company
XYZ's Pay TV services. This study aims to segment churning customers to formulate
personalized retention strategies through an unsupervised learning approach.
Using a quantitative method with the K-Means Clustering algorithm, this research
analyzes 3,650 secondary customer data points. The analysis successfully mapped
five unique customer clusters, with key findings identifying Cluster 2 (The Explorer
Youth) as the largest population (38.25%) with high price sensitivity, while Cluster
3 (The High-Value Elite) represents the VIP segment (3.34%) which contributes the
highest ARPU despite having a significant technical complaint rate of 13.9%.
Based on the STP (Segmenting, Targeting, Positioning) framework, this study
recommends a Value Realignment strategy through OTT integration for the younger
segment and a VIP Priority Care strategy with a maximum 4-hour repair SLA for
the premium segment. Strategically, the implementation of these cluster-based
retention strategies is expected to mitigate the risk of revenue loss and strengthen
customer loyalty amidst the competitive media industry landscape.

Keywords: Churn Rate, K-Means Clustering, Customer Segmentation, Retention Strategy, Pay TV.
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