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ABSTRAK 

 
Nama : D. Komariah S. Irawan 
NIM : 41821010051 
Program Studi  : Sistem Informasi 
Pembimbing TA : Abdi Wahab, S.Kom, MT 
Judul : Perbandingan Model Machine Learning Untuk Analisis 

Sentimen      Kepuasan Pengguna Aplikasi Agen Pegadaian 
Pembimbing TA : Abdi Wahab, S.Kom, MT 
 
Dalam era transformasi digital, Pegadaian mengembangkan aplikasi Agen 
Pegadaian guna meningkatkan aksesibilitas layanan keuangan bagi masyarakat 
serta memudahkan agen dalam bertransaksi dengan nasabah. Penelitian ini 
bertujuan untuk membandingkan kinerja dua model Machine Learning yaitu 
Support Vector Machine dan Naive Bayes dalam menganalisis sentimen kepuasan 
pengguna aplikasi Agen Pegadaian. Data yang digunakan dalam penelitian 
diperoleh melalui scraping ulasan pengguna  aplikasi Agen Pegadaian di Google 
Play Store dengan jumlah data sebanyak 1200, yang kemudian diproses melalui 
tahapan preprocessing meliputi Cleaning, Case Folding, Normalization, 
Tokenizing, Stopword Removal dan Stemming. Setelah proses preprocessing 
selesai,  dilakukan penghapusan baris kosong sehingga diperoleh sebanyak 922 data 
ulasan yang akan digunakan untuk proses pelabelan, pembagian data dan pengujian 
model. Hasil penelitian menunjukkan bahwa algoritma Naive Bayes menghasilkan 
akurasi yang sama pada pembagian data 90:10 dan 80:20 yaitu 89%. Sedangkan, 
algoritma Support Vector Machine menghasilkan akurasi 88% pada pembagian data 
90:10  dan meningkat menjadi 89% pada pembagian data 80:20. Hasil dari 
penelitian ini diharapkan memberikan wawasan tentang model Machine Learning 
yang paling sesuai untuk menganalisis kepuasan pengguna aplikasi Agen 
Pegadaian, serta membantu pengambilan keputusan dalam pengembangan layanan 
aplikasi ke depannya. 
 
Kata kunci : Analisis Sentimen, Analisa Kepuasan, Agen Pegadaian, Machine 
Learning 
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ABSTRACT 

 
Name : D. Komariah S. Irawan  
Student Number : 41821010051 
Study Program : Information Systems  
Title : Comparison of Machine Learning Models for Sentiment 

Analysis of User Satisfaction of Pegadaian Agent Application 
Counsellor : Abdi Wahab, S. Kom, MT 
 
In the era of digital transformation, Pegadaian developed the Pegadaian Agent 
application to improve the accessibility of financial services for the public and 
facilitate agents in transacting with customers. This study aims to compare the 
performance of two Machine Learning models, namely Support Vector Machine 
and Naive Bayes in analyzing user satisfaction sentiments of the Pegadaian Agent 
application. The data used in the study were obtained by scraping user reviews of 
the Pegadaian Agent application on the Google Play Store with a total of 1200 data, 
which were then processed through preprocessing stages including Cleaning, Case 
Folding, Normalization, Tokenizing, Stopword Removal and Stemming. After the 
preprocessing process was completed, blank lines were removed to obtain 922 
review data that would be used for the labeling process, data division and model 
testing. The results showed that the Naive Bayes algorithm produced the same 
accuracy for both 90:10 and 80:20 data splits, namely 89%. Meanwhile, the Support 
Vector Machine algorithm produced 88% accuracy for the 90:10 data split, 
increasing to 89% for the 80:20 data split.The results of this study are expected to 
provide insight into the most appropriate Machine Learning model for analyzing 
user satisfaction of the Pegadaian Agent application, as well as assisting decision-
making in the development of future application services. 
 
Keywords: Sentiment Analysis, Satisfaction Analysis, Agen Pegadaian, Machine 
Learning 
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