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ABSTRACT

This research proposes a loyalty measurement model for individual
customers for the benefit of creating a marketing campaign and activities, as well as
suitable products and services for customers and the establishment of good customer
relationship. This study adapted the concept of the RFM (Recency- Frequency-
Monetary) model and applied it to a database of customer purchases and the customer
type. The business type of the selected organization is a commercial business. To
apply the RFM concept to find customer loyalty according the type of customer,
customer loyalty is partitioned into 5 classes using a k-means clustering algorithm and
is heuristically to assigned customer types: Platinum, Gold, and Silver. The type of
customer is then brought into consideration by extending the RFM Model with
customer analytics to make even better customer classification performance. Finally,
the classification system generates decision rules to find out the loyalty of new future
customers using a C4.5 decision tree algorithm. After creating rules to find the loyalty

measurement, the Extended RFM Model has more detail than Traditional RFM Model.
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