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ANALISIS SENTIMEN PADA ULASAN
PENGGUNA APLIKASI MYTELKOMSEL DI
GOOGLE PLAY STORE MENGGUNAKAN
ALGORITMA SVM

AUZAN NAUFAL ZACHRI

ABSTRAK

Penelitian ini bertujuan untuk menganalisis sentimen ulasan pengguna aplikasi
MyTelkomsel di Google Play Store menggunakan algoritma Support Vector
Machine (SVM). Data diperoleh melalui web scraping terhadap 19.989 ulasan
pengguna pada periode 2021 hingga 2025. Ulasan yang dikumpulkan kemudian
diproses melalui tahapan preprocessing teks sebelum diklasifikasikan ke dalam
tiga kategori sentimen, yaitu positif, negatif, dan netral. Hasil penelitian
menunjukkan bahwa sentimen negatif mendominasi ulasan pengguna dengan
jumlah 10.886 ulasan, diikuti sentimen netral sebanyak 4.756 ulasan dan
sentimen positif sebanyak 4.367 ulasan. Hasil evaluasi menunjukkan bahwa
algoritma SVM mampu mengklasifikasikan sentimen ulasan pengguna dengan
performa yang baik. Temuan ini dapat digunakan sebagai dasar evaluasi bagi
pengembang aplikasi dalam meningkatkan kualitas layanan dan pengalaman

pengguna.

Kata Kunci : Analisis Sentimen, MyTelkomsel, Support Vector Machine
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SENTIMENT ANALYSIS OF USER REVIEWS OF
THE MYTELKOMSEL APPLICATION ON
GOOGLE PLAY STORE USING THE SVM

ALGORITHM

ABSTRACT

This study aims to analyze the sentiment of MyTelkomsel app users' reviews on
the Google Play Store using the Support Vector Machine (SVM) algorithm. Data
were obtained through web scraping of 19,989 user reviews from 2021 to 2025.
The collected reviews were then processed through text preprocessing before
being classified into three sentiment categories: positive, negative, and neutral.
The results showed that negative sentiment dominated user reviews with 10,886
reviews, followed by neutral sentiment with 4,756 reviews and positive
sentiment with 4,367 reviews. The evaluation results showed that the SVM
algorithm was able to classify user review sentiment with good performance.
These findings can be used as a basis for evaluation for app developers in

improving service quality and user experience.

Keywords: Analyze Sentiment, MyTelkomsel, Support Vector Machine

viil

https://lib.mercubuana.ac.id



DAFTAR ISI

HALAMAN SAMPUL. ...ttt 0
HALAMAN JUDUL .ottt e e i
HALAMAN PERNYATAAN KARYA SENDIRI ..., i
HALAMAN SURAT KETERANGAN UJI TURNITIN ..o, iii
HALAMAN PENGESAHAN ... e e et e e e aeten e e s ananaesanes iv
KATA PENGANT AR ... ettt \Y
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI .........ccccccoeei.. Vi
ABSTRAK . ..ottt e ettt e e e et e e e ee e e e aa e eeeaeteeeeeaeeeeeseareeeeeas vii
A B ST R A T ..ottt e et e e e et e e aeeteteeseeteeeeeaateeesaateeeesaatreeesaaseeeeaas viii
DAFTAR ISH oottt et e e e e e iX
DAFTAR TABEL ..ottt ettt X
DAFTAR GAMBAR ...ttt ettt Xi
DAFTAR LAMPIRAN ...ttt ettt et et e e s st e e e st e e s nnaeeenannaenes xii
BAB | PENDAHULUAN ...ttt ettt e e e e e e e 1
1.1 Latar Belakang ...........ccooiiiiiiiiiiiiiiiiecc e e 1
1.2 Perumusan Masalah ........ooeenieieeeeee e 3
1.3 Tujuan Penelitian ............cooooeiiiiiiiiieiieeiee e e 3
1.4 Manfaat PeNELItIAN ... couneeeen et e e 3
1.5 Batasan Masalah .......oooeiiiniie s 3
BAB I TINJAUAN PUST AK A .ttt e 4
2.1 TEOTT ULAIMIA ..o et e e e e e e e e e e e e eaeeeaanaens 4
2.1.1 ANALISIS SENLIMIEIL ... eeuneeee e e e e e e e e e e e eeeeaaeaeanns 4
2.1.2 TEKS MINING .....vrvuiuriiriiarieiriieieiei ettt ettt st sassesessasans 4
2.1.3 PrePIOCESSING . ...eeeieeiiiiieeeiiieeeeeiiete e ettt e e e ettt e e e et eeeeenebeeeeeseaeeeeennes 5
2.1.4 Algoritma SVM ...cocuiiiiiiiiiiiicicee e 5
2.2 Penelitian TerdalUlU..........oviiimeeiiiie e 5
2.3 ANaliSiS LIETAtUIE REVIEW ...ttt seeseeveetesteseeseenessesseneenesseseeneenens 22
BAB Il METODE PENELITIAN ..ot 23
3.1 Deskripsi Sumber Data...........coooiiiiiiiiiiiiieeiee e 23
3.2 Teknik Pengumpulan Data ..........ccooceiiiiiiiiiiiiiniiiinicciccicccecceeee 23
3.3 INStrumen PenelItIan.......coovueniiiiie e 23
3.4  Diagram Alir Penelitian....... ....coccciiiiiiiiiiiiiiiiine e 25
X

https://lib.mercubuana.ac.id



3.4.1 Scraping Data ........cccuviieiiiiiiieeeiiiiee et 25

3.4.2 Pelabelan LeXiCOMm .......ccccuuiieiiiiiiieeeiiiee et 26

3.4.3 Preprocessing TeKS ........coocviiiiiiiiiiiieiiiiie e 26

3.4.4 Penerapan Algoritma SVM .......cccciiiiiiiiiiiiiiiiiee et 26

3. 4.5 EVAIUASI...ceiiiiiiiiii et 27
BAB IV PEMBAHASAN......ooiiie ittt snneeeanes 28
4.1 Persiapan Data .........cc.eeviiiiiiiiiiiiiieeeeee e e 28
4.2 Pelabelan Lexicon Based..........cccuvviiiiiiiiiiiiiiiiiiieee e 29
4.3 Preprocessing Data..........ooeviiiiiiiiiiiiiiiieee e 31
4.4 Ekstrasi Fitur TF-IDF .........coooiiiiiiieie e 32
4.5 Penerapan Algoritma Klasifikasi ..........ccoeevveiiiiiiiieieiiiiiiiiieeee e 32
4.6 Evaluasi Model Klasifikasi..........c..uvviiieeiiiniiiiiiiiiieeeeeeeiieeeee e 33
4.7 Pembahasan ..........cccuviiiiiiiiiie e 35
BAB V KESIMPULAN DAN SARAN ...ttt 37
5.1 Kesmpulan ..o 37
5.2 SATAN..cciiiiiiiie e 37
DAFTAR PUSTAKA . et 39
LAMPIRAN ...ttt 41

X

https://lib.mercubuana.ac.id



DAFTAR TABEL

Tabel 2.1 Penelitian Terdahulu..............ccooiiiiiiiiiiiii e 6

Tabel 3.1 Instrumen Penelitian Pra-pemrosesan Data (Preprocessing).................. 23

Tabel 4.1 Distribusi Rating terhadap Pengguna Aplikasi MyTelkomsel ............. 28

Tabel 4.2 Data Pelabelan LeXiComn ........ccceiiiiiiriiieniiiieiiiieiieeeeee e 30

Tabel 4.3 Preprocessing Data...........c..evvviiiieiiiiiiiiiiiiiiiee e 31

Tabel 4.4 Confusion Matrix SVM ... 33
Xi

https://lib.mercubuana.ac.id



DAFTAR GAMBAR

Gambar 1.1 Distribusi Rating MyTelkomsel ............cccccveeeviiiieiiiiiiieeeiieeeee, 1
Gambar 3.1 Flowchart Tahapan Penelitian.............ccocccvveieiiiiiieieniiiieeeieeeeee, 25
Gambar 4.1 Chart Ulasan Rating Pengguna Aplikasi MyTelkomsel................... 29
Gambar 4.2 Visualisasi Distribusi Labeling Dengan Lexicon..............ccccvveeeennns 31
Gambar 4.3 Classification Report Data Test.........cceevveeeeieiiiiiiiiiiiieeeeeeeiieeeen. 33
Gambar 4.4 Confusion Matrix SVM ... 35
Gambar 4.5 Grafik Hasil Klasifikasi Sentimen SVM...........cccooiiiieiiiiiniiinnnn. 35
Xii

https://lib.mercubuana.ac.id



DAFTAR LAMPIRAN

Lampiran 1 Kartu Asistensi TA ......cccceiiiiiiiiiiiiiiieeeeiiee e 41
Lampiran 2 Curriculum VItae .........cccueeiiiiiiiieeiiiiiiee e esineeeeeeveee e seiaee e 42
Lampiran 3 Surat Pernyataan HAKI............ccoooiiiiiiiiiiiiiiieeee e, 43
Lampiran 4 Surat Pengalihan Hak Cipta............ccccoiiiiiiiiiiiiiiiiiiiieeeeeeee, 44
Lampiran 5 Sertifikat BNSP .......oooiiiiiiieeeee e 45
Lampiran 6 Hasil Cek Turnitin...........cccceveeeieeiiiiiiiiiiiiieeee e 46
Lampiran 7 Lembar Revisi DOSEN............coviiiiiiiiiiiiiiiiieeeeeeeiiieeee e 47
Xiil

https://lib.mercubuana.ac.id



	Diajukan sebagai salah satu syarat untuk memperoleh gelar sarjana
	HALAMAN SURAT KETERANGAN UJI TURNITIN
	KATA PENGANTAR
	ANALISIS SENTIMEN PADA ULASAN PENGGUNA APLIKASI MYTELKOMSEL DI GOOGLE PLAY STORE MENGGUNAKAN ALGORITMA SVM
	AUZAN NAUFAL ZACHRI
	SENTIMENT ANALYSIS OF USER REVIEWS OF THE MYTELKOMSEL APPLICATION ON GOOGLE PLAY STORE USING THE SVM ALGORITHM
	DAFTAR ISI
	DAFTAR TABEL
	DAFTAR GAMBAR



