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INTISARI 

Kemajuan zaman seperti ini, internet menjadi kebutuhan setiap insan untuk 

mencari berbagai hal. Banyak pengguna internet di zaman ini terus berkembang 

pesat. Internet sendiri memiliki berbagai macam manfaat seperti mencari informasi, 

menonton video, bermain game online dan masih banyak hal lainnya. Indonesia 

mempunyai jasa penyedia internet salah satunya Indihome. Indihome merupakan 

layanan intenet yang diresmikan oleh PT. Telkom Indonesia pada tahun 2015. 

Biasanya pengguna internet mencari informasi melalui media sosial salah satunya 

Twitter. Twitter merupakan media sosial yang dapat memuat informasi secara real-

time yang dimana informasi tersebut berasal dari pengguna Twitter itu sendiri. 

Indihome mempunyai akun media sosial Twitter yang bertujuan untuk 

mempromosikan produk Indihome dan menerima keluhan pengguna Indihome itu 

sendiri. Tujuan penelitian ini dilakukan yaitu menganalisis sentiment keluhan 

pelanggan Indihome menggunakan metode Support Vector Machine (SVM) 

melalui media sosial Twitter. Data keluhan para pelanggan Indihome diambil mulai 

dari 29 September 2022 sampai 27 Oktober 2022 dan dapat dikumpulkan sebanyak 

1513 data. Kemudian data tersebut dibagi menjadi tiga akelas diantaranya negatif 

sebanyak 537 data, netral sebanyak 520 data, dan positif sebanyak 456 data. 

Selanjutnya data dibagi menjadi dua bagian yaitu data latih sebanyak 1210 data dan 

data uji 303 data. Setelah dilakukan perhitungan didapatkan rata-rata nilai akurasi 

sebesar 80,52%. Selanjutnya hasil pengujian perhitungan dengan metode SVM 

diperoleh rata-rata precission 80,66%, recall 80,33%, dan f1-score 80,66%. 

Kata kunci : Analisis Sentimen, Support Vector Machine (SVM), 

Indihome,Twitter  
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ABSTRACT 

The progress of the times like this, the internet is a need for every human 

being to find various things. Many internet users in this era continue to grow 

rapidly. The internet itself has various benefits such as finding information, 

watching videos, playing online games and many other things. Indonesia has 

internet provider services, one of which is Indihome. Indihome is an internet service 

inaugurated by PT. Telkom Indonesia in 2015. Usually, internet users look for 

information through social media, one of which is Twitter. Twitter is a social media 

that can contain information in real-time where the information comes from Twitter 

users themselves. Indihome has a Twitter social media account that aims to promote 

Indihome products and receive complaints from Indihome users themselves. The 

purpose of this study was to analyze the sentiment of Indihome customer 

complaints using the Support Vector Machine (SVM) method through Twitter 

social media. Data on complaints of Indihome customers was taken from September 

29, 2022 to October 27, 2022 and can be collected as many as 1513 data. Then the 

data was divided into three classes including negative as many as 537 data, neutral 

as many as 520 data, and positive as many as 456 data. Furthermore, the data was 

divided into two parts, namely 1210 training data and 303 test data. After 

calculation, an average accuracy value of 80.52% was obtained. Furthermore, the 

results of calculation testing using the SVM method obtained an average precission 

of 80.66%, recall 80.33%, and f1-score of 80.66%. 

Keywords : Sentiment Analysis, Support Vector Machine (SVM), Indihome, 

Twitter 


