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ABSTRAK

Krisna Novianto, 202110715003. Analisis Sentimen Ulasan Produk iPhone
Second Pada Tokopedia Menggunakan Metode Naive Bayes dan Support Vector
Machine. Bekasi: Fakultas [lmu Komputer. Universitas Bhayangkara Jakarta Raya.

Tingginya harga iPhone baru mendorong sebagian masyarakat, khususnya dari
kalangan menengah ke bawah, untuk beralih ke produk iPhone second. Tokopedia
menjadi salah satu marketplace yang banyak dipilih karena reputasinya yang
dianggap terpercaya. Berdasarkan survei terhadap 30 responden, sebanyak 91%
menyatakan pernah membeli iPhone second di Tokopedia, dan 58,1% memilih
platform ini karena alasan kepercayaan. Meski demikian, konsumen masih
menghadapi sejumlah risiko, seperti ketidaksesuaian kondisi produk, kerusakan
pada komponen penting (seperti baterai dan sinyal), hingga masalah legalitas
seperti IMEI yang tidak tercatat resmi di bea cukai. Mayoritas informasi ini baru
diketahui setelah membaca ulasan dari pengguna sebelumnya. Penelitian ini
bertujuan untuk menganalisis sentimen dari 1.863 ulasan terhadap produk iPhone
second di Tokopedia guna memberikan wawasan mengenai pengalaman konsumen.
Dua algoritma klasifikasi Naive Bayes dan Support Vector Machine (SVM)—
digunakan untuk memproses data tersebut. Hasil evaluasi menunjukkan bahwa
SVM memperoleh performa tertinggi dengan akurasi mencapai 96%, sedangkan
Naive Bayes hanya mencapai 93%. Analisis lanjutan menunjukkan bahwa ulasan
positif umumnya menyoroti kualitas fisik dan kecepatan pengiriman, sementara
ulasan negatif lebih sering menyinggung persoalan teknis dan keaslian perangkat.
Model terbaik diintegrasikan ke dalam aplikasi berbasis web yang dilengkapi fitur
prediksi manual dan visualisasi word cloud. Berdasarkan hasil uji pengguna,
aplikasi ini dinilai mampu membantu calon pembeli dalam memahami kualitas
produk secara lebih cepat dan efisien. Penelitian ini membuktikan bahwa
pendekatan analisis sentimen berbasis machine learning dapat menjadi alat
pendukung dalam pengambilan keputusan pembelian produk bekas secara daring.

Kata Kunci : iPhone Second, Tokopedia, Sentimen, Naive Bayes, SVM
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ABSTRACT

Krisna Novianto, 202110715003. Sentiment Analysis of Second-Hand iPhone
Reviews on Tokopedia Using Naive Bayes and Support Vector Machine. Bekasi:
Faculty of Computer Science. University of Bhayangkara Jakarta Raya

The high price of new iPhones has driven a portion of society, particularly those
from the middle to lower economic classes, to turn to second-hand iPhones.
Tokopedia is one of the most frequently chosen marketplaces due to its reputation
for trustworthiness. Based on a survey of 30 respondents, 91% stated that they had
purchased a second-hand iPhone on Tokopedia, and 58.1% cited trust as the main
reason for choosing the platform. However, consumers still face several risks, such
as discrepancies in product condition, damage to essential components (such as
batteries and signal reception), and legal issues like IMEI numbers not being
officially registered with customs. Most of this information is only discovered after
reading reviews from previous users. This study aims to analyze the sentiment of
1,863 product reviews of second-hand iPhones on Tokopedia to gain insights into
consumer experiences. Two classification algorithms Naive Bayes and Support
Vector Machine (SVM)—were used to process the data. Evaluation results show
that SVM achieved the highest performance with an accuracy of 96%, while Naive
Bayes reached only 93%. Further analysis reveals that positive reviews typically
highlight physical condition and fast delivery, while negative reviews often mention
technical issues and concerns about product authenticity. The best-performing
model was integrated into a web-based application equipped with manual
prediction and word cloud visualization features. Based on user testing, the
application is considered helpful for prospective buyers in assessing product
quality more quickly and efficiently. This research demonstrates that sentiment
analysis using machine learning can be a supportive tool in online second-hand
product purchasing decisions.

Keywords: Second-hand iPhone, Tokopedia, Sentiment, Naive Bayes, SVM
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