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ABSTRAK

Oki Akbar Ramadhan. 201910225020. Analisis Sentimen Ulasan Aplikasi SP4N
LAPOR! di Google Play Store menggunakan Algortima Support Vector Machine.

2023.

Salah satu upaya yang dilakukan oleh pemerintah dalam menyediakan
sarana pengaduan masyarakat terhadap pelayanan publik, pemerintah Indonesia
meluncurkan aplikasi SP4N LAPOR! yang digunakan untuk menerima pengaduan
dan aspirasi masyarakat Indonesia terhadap pelayanan publik melalui aplikasi p/ay
store. Namun Semenjak perilisannya, beberapa pengguna mengeluh ketidakpuasan
terhadap penggunaan aplikasi tersebut. Beberapa jenis keluhan pengguna SP4N
LAPOR! diantaranya server yang error, respon yang lambat dalam menanggapi
aduan, dan sebagainya. Berdasarkan masalah tersebut, peneliti melakukan analisis
sentimen pada Aplikasi SP4N LAPOR! melalui ulasan pengguna menggunakan
metode Support Vector Machine (SVM). Data yang diperoleh setelah dilakukan
pemilahan dan pelabelan adalah 1189 data ulasan dengan ulasan negatif sebanyak
632 data dan ulasan positif sebanyak 557 data. Data yang sudah diperoleh
dilanjutkan dengan tahapan fext processing, kemudian data diberikan bobot dengan
Term Frequency—Inverse Document Frequency (TF-IDF). Tahapan selanjutnya
dilakukan 4 skenario spliting data yang dikombinasikan dengan 10-fold validation
yaitu 60%:40%, 70%:30%, 80%:20%, 90%:10%, kemudian diklasifikasikan
dengan algoritma SVM. Hasil evaluasi kinerja algoritma Support Vector Machine
diperoleh hasil terbaik pada skenario pertama dengan rasio perbandingan data
training 60% dan data festing 40% yang menghasilkan accuracy sebesar 85,55%,
precision 78,02%, recall 92,0%, dan f1-score 84,46%. Hasil analisis menunjukkan
bahwa sentimen masyarakat terhadap aplikasi SP4N LAPOR! cenderung negatif.

Kata kunci: Text Mining, Analisis Sentimen, Klasifikasi Teks, Support Vector
Machine, SP4N LAPOR!
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ABSTRACT

Oki Akbar Ramadhan. 201910225020. Sentiment Analysis of SP4N LAPOR!
Application Reviews on Google Play Store using Support Vector Machine

Algorithm. 2023.

One of the efforts made by the government to provide a means for public
complaints regarding public services, the Indonesian government launched the
SP4N LAPOR! application, which is used to receive complaints and aspirations
from the Indonesian public regarding public services through the Play Store
application. However, since its release, some users have expressed dissatisfaction
with the application. Some of the complaints from SP4N LAPOR! users include
server errors, slow response in addressing complaints, and so on. Based on these
issues, the researcher conducted sentiment analysis on the SP4N LAPOR!
application through user reviews using the Support Vector Machine (SVM) method.
The data obtained after sorting and labeling consisted of 1189 review data, with
632 data labeled as negative reviews and 557 data labeled as positive reviews. The
obtained data then underwent text processing, and the data was weighted using the
Term Frequency-Inverse Document Frequency (TF-IDF) method. The next step
involved performing 4 data splitting scenarios combined with 10-fold validation,
namely 60%:40%, 70%:30%, 80%:20%, and 90%:10%, and classified using the
SVM algorithm. The evaluation of the Support Vector Machine algorithm's
performance revealed the best results in the first scenario, with a data training to
testing ratio of 60% to 40%, resulting in an accuracy of 85.55%, precision of
78.02%, recall of 92.0%, and an F1-score of 84.46%. The analysis results indicate
that public sentiment towards the SP4N LAPOR! application tends to be negative.

Keywords: Text Mining, Sentiment Analysis, Text Classification, Support Vector
Machine, SP4N LAPOR!
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