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KATEGORISASI FEEDBACK NET PROMOTOR SCORE
MENGGUNAKAN MACHINE LEARNING UNTUK MENDUKUNG

PENGEMBANGAN BISNIS DI PT PERMATA BANK TBK

Andrew Thomas Agustinus

ABSTRAK

PT Bank Permata Tbk menggunakan Net Promoter Score (NPS) untuk
mengevaluasi kepuasan dan loyalitas nasabah melalui feedback teks bebas pada
aplikasi Permata Me. Tantangan dalam mengelola volume feedback yang besar
dan beragam memerlukan solusi efisien, karena proses manual dianggap tidak
memadai. Pendekatan machine learning diterapkan untuk mengotomasi proses
kategorisasi feedback ke dalam tema relevan dan membuat visualisasi Word
Cloud guna memahami area perbaikan. Tujuan magang adalah mendukung tim
pengembangan bisnis dalam pengelolaan data serta meningkatkan efisiensi analisis
melalui penerapan machine learning untuk kategorisasi feedback nasabah. Selain
itu, magang ini bertujuan menghasilkan visualisasi data yang informatif untuk
mendukung pengambilan keputusan strategis. Hasil dari proses kerja magang
di PT Bank Permata Tbk mencakup membuat summary data NPS dan labeling
sebagai Business Development dan melakukan data training dengan teknik machine
learning untuk menghasilkan model prediktif dan membangun visualisasi data
seperti word cloud untuk memahami top-of-mind yang perlu ditingkatkan dari
setiap kategori. Kesimpulannya, magang di PT Bank Permata Tbk memberikan
pengalaman berharga dalam memahami dinamika industri perbankan, khususnya
di bidang business development dan data science. Selama program ini, berbagai
keterampilan teknis dikembangkan, termasuk penerapan machine learning untuk
mengkategorikan feedback pelanggan, pembuatan word cloud untuk visualisasi
strategis, dan analisis kinerja algoritma yang menunjukkan bahwa Random
Forest memiliki akurasi terbaik. Pengalaman ini juga memperdalam pemahaman
tentang pengelolaan data, mendukung pengambilan keputusan berbasis data, serta
meningkatkan soft skills seperti komunikasi, kerja sama tim, dan adaptabilitas.

Kata kunci: Net Promoter Score (NPS), Machine Learning, Kategorisasi Feedback,
Visualisasi Data
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CATEGORIZING NET PROMOTER SCORE FEEDBACK USING MACHINE
LEARNING TO SUPPORT BUSINESS DEVELOPMENT AT PT PERMATA

BANK TBK

Andrew Thomas Agustinus

ABSTRACT

PT Bank Permata Tbk uses the Net Promoter Score (NPS) to evaluate customer
satisfaction and loyalty through free-text feedback on the Permata Me application.
The challenge of managing the large and diverse volume of feedback requires
efficient solutions, as manual processes are deemed inadequate. A machine learning
approach is implemented to automate the categorization of feedback into relevant
themes and create Word Cloud visualizations to identify areas for improvement. The
internship aimed to support the business development team in data management
and enhance analysis efficiency through the application of machine learning for
customer feedback categorization. Additionally, this internship aimed to produce
informative data visualizations to support strategic decision-making. The outcomes
of the internship at PT Bank Permata Tbk included creating NPS data summaries
and labeling as part of the Business Development role and conducting data
training using machine learning techniques to generate predictive models and
build data visualizations such as word clouds to understand top-of-mind areas
for improvement in each category. In conclusion, the internship at PT Bank
Permata Tbk provided valuable experience in understanding the dynamics of the
banking industry, particularly in the fields of business development and data
science. During this program, various technical skills were developed, including
applying machine learning to categorize customer feedback, creating word clouds
for strategic visualizations, and analyzing algorithm performance, which showed
that Random Forest achieved the best accuracy. This experience also deepened the
understanding of data management, supported data-driven decision-making, and
enhanced soft skills such as communication, teamwork, and adaptability.

Keywords: Net Promotor Score (NPS), Machine Leaning, Feeback Categorization,
Data Visualization
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