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ABSTRAK 

Nurul Zahra, 202110715022. Analisis Sentimen Publik Terhadap Kualitas 

Layanan PT PLN di X Menggunakan Algoritma Naïve Bayes dan K-Nearest 

Neighbor. Fakultas Ilmu Komputer, Universitas Bhayangkara Jakarta Raya, 2025. 

PT PLN (Persero) sebagai penyedia layanan ketenagalistrikan milik negara 

memiliki tanggung jawab penting dalam memberikan kualitas pelayanan terbaik, 

mengingat listrik merupakan kebutuhan pokok masyarakat. Namun demikian, 

masih banyak keluhan publik yang menyoroti kurangnya responsivitas PLN, 

terutama yang disampaikan melalui platform X (sebelumnya Twitter). Penelitian ini 

bertujuan untuk menganalisis sentimen publik terhadap kualitas layanan PLN yang 

diungkapkan di media sosial X, serta membandingkan performa algoritma Naïve 

Bayes dan K-Nearest Neighbor (KNN) dalam mengklasifikasikan sentimen 

menjadi kategori positif, negatif, dan netral. Penelitian ini menggunakan 

pendekatan Knowledge Discovery in Databases (KDD) yang meliputi tahapan 

pengumpulan data, preprocessing (case folding, tokenizing, filtering, stemming), 

transformasi dengan pembobotan TF-IDF, serta klasifikasi menggunakan algoritma 

Naïve Bayes dan KNN. Evaluasi dilakukan menggunakan confusion matrix untuk 

mengukur nilai akurasi, precision, recall, dan F1-score. Hasil pengujian 

menunjukkan bahwa algoritma Naïve Bayes menghasilkan akurasi sebesar 87%, 

precision 88%, recall 86%, dan F1-score 87%. Sedangkan algoritma KNN 

menghasilkan akurasi sebesar 86%, precision 87%, recall 85%, dan F1-score 86%. 

Nilai-nilai ini menunjukkan bahwa Naïve Bayes sedikit lebih unggul dalam 

mengklasifikasikan sentimen publik terhadap layanan PLN. Hasil analisis ini 

diharapkan tidak hanya memberikan wawasan tentang persepsi publik terhadap 

kinerja layanan PLN, tetapi juga menjadi dasar bagi implementasi nyata, seperti 

peningkatan kecepatan respon terhadap keluhan pelanggan, perbaikan komunikasi 

digital, serta pengambilan kebijakan berbasis data opini masyarakat secara real-

time. Penelitian ini juga dapat menjadi referensi bagi pengembangan lanjutan dalam 

bidang analisis sentimen berbasis machine learning. 

Kata Kunci: Analisis Sentimen, Naïve Bayes, K-Nearest Neighbor, Kualitas 

Layanan PLN 
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ABSTRACT 

Nurul Zahra, 202110715022. Public Sentiment Analysis on the Quality of PT PLN 

Services on X Using Naïve Bayes and K-Nearest Neighbor Algorithms. Faculty of 

Computer Science, Univercity of Bhayangkara Jakarta Raya, 2025. 

PT PLN (Persero), as a state-owned electricity service provider, holds a crucial 

responsibility in delivering high-quality services, considering that electricity is a 

basic necessity for society. However, numerous public complaints have highlighted 

PLN’s lack of responsiveness, particularly voiced through the X platform (formerly 

Twitter). This study aims to analyze public sentiment regarding the quality of PLN's 

services expressed on social media X, and to compare the performance of the Naïve 

Bayes and K-Nearest Neighbor (KNN) algorithms in classifying sentiments into 

positive, negative, and neutral categories. This research adopts the Knowledge 

Discovery in Databases (KDD) approach, consisting of data collection, 

preprocessing (case folding, tokenizing, filtering, stemming), transformation using 

TF-IDF weighting, and classification using Naïve Bayes and KNN algorithms. 

Evaluation is conducted using confusion matrix to measure accuracy, precision, 

recall, and F1-score values. The results show that the Naïve Bayes algorithm 

achieved an accuracy of 87%, precision of 88%, recall of 86%, and F1-score of 

87%. Meanwhile, the KNN algorithm achieved an accuracy of 86%, precision of 

87%, recall of 85%, and F1-score of 86%. These results indicate that Naïve Bayes 

slightly outperforms KNN in classifying public sentiment towards PLN services. 

The findings are expected to not only provide insight into public perceptions of 

PLN’s service performance but also serve as a basis for practical implementation, 

such as improving response speed to customer complaints, enhancing digital 

communication, and supporting data-driven decision-making based on real-time 

public opinion. This research may also serve as a reference for further development 

in sentiment analysis using machine learning techniques. 

Keywords: Sentiment Analysis, Naïve Bayes, K-Nearest Neighbor, PT PLN Service 

Quality 
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