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INTISARI

Churn atau perpindahan pelanggan merupakan tantangan besar bagi perusahaan di
berbagai industri, karena dapat berdampak signifikan terhadap pendapatan dan
pertumbuhan bisnis. Oleh karena itu, prediksi churn menjadi aspek penting dalam
strategi retensi pelanggan. Penelitian ini bertujuan untuk meningkatkan akurasi
prediksi churn dengan menerapkan teknik feature selection dalam model machine
learning.

Dalam penelitian ini, digunakan beberapa algoritma klasifikasi, yaitu Naive Bayes,
Support Vector Machine (SVM), dan Random Forest. Teknik feature selection
diterapkan untuk mengidentifikasi atribut yang paling berpengaruh dalam
memprediksi churn, sehingga dapat meningkatkan kinerja model. Evaluasi
dilakukan dengan membandingkan akurasi prediksi sebelum dan sesudah
penerapan feature selection pada ketiga algoritma tersebut.

Hasil penelitian menunjukkan bahwa teknik feature selection secara tidak
signifikan meningkatkan akurasi prediksi churn. Model SVM dengan feature
selection memberikan hasil terbaik dengan mendapatkan score 78,8%
dibandingkan dengan Naive Bayes yang mendapatkan score 77% dan Random
Forest dengan score 78,3%. Dengan demikian, penelitian ini memberikan wawasan
bahwa efektivitas teknik feature selection dapat bervariasi tergantung pada
algoritma yang digunakan serta karakteristik data yang dianalisis. Temuan ini dapat
menjadi pertimbangan bagi perusahaan dalam mengoptimalkan model prediksi

churn untuk strategi retensi pelanggan yang lebih efektif.

Kata kunci: Feature Selection, Machine Learning, Churn Prediction, Naive Bayes,

Support Vector Machine, Random Forest
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ABSTRACT

Churn or customer turnover is a significant challenge for companies across various
industries, as it can have a substantial impact on revenue and business growth.
Therefore, churn prediction has become a crucial aspect of customer retention
strategies. This study aims to improve the accuracy of churn prediction by applying

feature selection techniques in machine learning models.

In this research, several classification algorithms were used, namely Naive Bayes,
Support Vector Machine (SVM), and Random Forest. Feature selection techniques
were applied to identify the most influential attributes in predicting churn, thereby
enhancing model performance. Evaluation was conducted by comparing the
prediction accuracy before and after the application of feature selection across the

three algorithms.

The results of the study indicate that feature selection techniques did not
significantly improve churn prediction accuracy. The SVM model with feature
selection yielded the best results compared with score 78,8% to Naive Bayes 77%
and Random Forest 78,3%. Thus, this research provides insights that the
effectiveness of feature selection techniques can vary depending on the algorithm
used and the characteristics of the data analyzed. These findings can serve as a
consideration for companies in optimizing churn prediction models for more

effective customer retention strategies.

Keyword: Feature Selection, Machine Learning, Churn Prediction, Naive Bayes,

Support Vector Machine, Random Forest
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