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ABSTRAK

Nama : Joy Lawa Rizky

NIM : 14220035

Program Studi : llImu Komputer

Fakultas : Teknologi Informasi

Jenjang : Strata Dua (S2)

Peminatan : Data Mining

Judul Tesis : Analisis Skor Kepuasan Pelanggan Menggunakan

Bidirectional Long Short-Term Memory Pada PT.
Rajawali Berdikari Indonesia

Penelitian ini bertujuan untuk menganalisis skor kepuasan pelanggan di PT. Rajawali
Berdikari Indonesia menggunakan algoritma Bidirectional Long Short-Term Memory
(BiLSTM) pada project BX. Dataset yang digunakan mencakup data historis interaksi
pelanggan, seperti durasi percakapan, jumlah pemesanan, dan performa agent layanan
pelanggan. Proses penelitian meliputi preprocessing, pemodelan, evaluasi, dan
implementasi. Hasil menunjukkan bahwa model BiLSTM memiliki akurasi tertinggi
mencapai 94%, dibandingkan algoritma lainnya seperti C4.5 dan Random Forest.
Model ini efektif dalam menangkap pola temporal dan memberikan prediksi yang
akurat, mendukung peningkatan strategi layanan pelanggan secara proaktif.
Implementasi model diintegrasikan ke dalam sistem layanan pelanggan perusahaan
untuk memantau kepuasan pelanggan secara real-time. Penelitian ini memberikan
solusi inovatif untuk meningkatkan kualitas layanan pelanggan.

Kata Kunci : Skor Kepuasan Pelanggan, C4.5, Random Forest, BiLSTM, Data Mining
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ABSTRACT

Name : Joy Lawa Rizky

NIM : 14220035

Study of Program : Computer Science

Faculty . Information Technology

Levels : Master Degree (S2)

Concentration : Data Mining

Title . Analysis of Customer Satisfaction Scores Using

Bidirectional Long Short-Term Memory at PT.
Rajawali Berdikari Indonesia

This study aims to analyze customer satisfaction scores at PT. Rajawali Berdikari
Indonesia using the Bidirectional Long Short-Term Memory (BiLSTM) algorithm in
the BX project. The dataset used includes historical customer interaction data, such
as conversation duration, order volume, and customer service agent performance. The
research process includes preprocessing, modeling, evaluation, and implementation.
The results show that the BILSTM model has the highest accuracy, reaching 94%,
compared to other algorithms such as C4.5 and Random Forest. This model is effective
in capturing temporal patterns and providing accurate predictions, supporting the
proactive enhancement of customer service strategies. The model's implementation is
integrated into the company’s customer service system to monitor customer
satisfaction in real-time. This research provides an innovative solution to improve the
quality of customer service.

Keywords : Customer Satisfaction Score, C4.5, Random Forest, BiLSTM, Data Mining
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