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ABSTRAK

Cv Klinik Utama Palapa Dentists merupakan bidang usaha klinik gigi yang
terletak di Jakarta Selatan. Agar mendapatkan pasien lebih banyak dan kepuasan
pelayanan terhadap pasien, maka perusahaan harus mempunyai strategi. Cv Klinik
Utama Palapa Dentists belum mengadopsi strategi CRM (Customer Relationship
Management) masih memperlakukan semua pasien dengan pendekatan yang sama.
Berdasarkan permasalahan tersebut maka diperlukan data mining menggunakan
teknik cluster untuk mengetahui Kkarakteristik setiap pasien saat melakukan
kunjungan perawatan gigi. Penelitian ini menggunakan metode RFM (Recency
Frequency Monetary) dan K-Means Clustering dengan tujuan menentukan
segmentasi pasien. Penentuan jumlah cluster menggunakan elbow method yang
menghasilkan jumlah cluster terbaik adalah 2. Optimasi jumlah cluster
menggunakan silhouette analysis dengan score terbaik pada jumlah 2 cluster
dengan score 0.6014345457538962. Sedangkan hasil davies-bouldin score
menunjukan cluster optimal dengan 3 cluster tapi skornya 0.7500785223208264
masih jauh dari 0. Cluster 1 memiliki 17.413 anggota dan cluster 2 memiliki 2068
anggota. Cluster 1 memiliki nilai rata-rata recency 641,63, frequency 3,21, dan
monetary Rp. 2.424.251,98. Sedangkan cluster 2 memiliki nilai rata-rata recency
286,87, frequency 19,32, dan monetary Rp. 20.087.467,49.

Kata Kunci: Customer Relationship Management, Segmentasi, Recency
Frequency Monetary, K-Means Clustering, Cluster



ABSTRACT

Cv Klinik Utama Palapa Dentists is a dental clinic business sector located
in South Jakarta. To get more patients and service satisfaction to patients, the
company must have a strategy. Cv Klinik Utama Palapa Dentists has not yet
adopted a CRM (Customer Relationship Management) strategy and still treats all
patients with the same approach. Based on these problems, it is necessary to use
data mining using cluster techniques to determine the characteristics of each
patient during dental visits. This study used the RFM (Recency Frequency
Monetary) method and K-Means Clustering with the aim of determining patient
segmentation. Determination of the number of clusters using the elbow method
which produces the best number of clusters is 2. Optimization of the number of
clusters using silhouette analysis with the best score on the number of 2 clusters
with a score of 0.6014345457538962. While the results of the davies-bouldin score
show the optimal cluster with 3 clusters but the score is 0.7500785223208264 still
far from 0. Cluster 1 has 17.413 members and cluster 2 has 2.068 members. Cluster
1 has an average recency value of 641,63, frequency of 3,21, and monetary Rp.
2.424.251.98. While cluster 2 has an average recency value of 286,87, frequency
of 19,32, and monetary Rp. 20.087.467,49.

Keywords: Customer Relationship Management, Segmentation, Recency
Frequency Monetary, K-Means Clustering, Cluster
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