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INTISARI

Di era digital, media sosial menjadi platform utama masyarakat untuk
menyampaikan pendapat, termasuk mengenai aplikasi seperti KAI Access. Aplikasi
ini merupakan layanan resmi PT Kereta Api Indonesia untuk mempermudah
pengguna dalam membeli tiket dan mendapatkan informasi terkait perjalanan
kereta. Penelitian ini bertujuan untuk menganalisis sentimen opini masyarakat
terhadap aplikasi KAl Access yang disampaikan melalui platform X (Twitter).
Model BERT (Bidirectional Encoder Representations from Transformers)
digunakan untuk klasifikasi sentimen karena kemampuannya memahami konteks
bahasa secara dua arah.

Penelitian dilakukan dengan mengumpulkan 12.477 tweet selama November 2023
hingga April 2024 menggunakan teknik crawling data. Setelah melalui proses pre-
processing, termasuk case folding, cleaning, normalisasi, dan tokenisasi, data
dibagi menjadi 8.511 data berbahasa Indonesia dan dianalisis menggunakan model
Multilingual BERT yang dioptimasi. Model ini dilatih dengan hyperparameter
learning rate 2e-5, batch size 16, dan 5 epoch, serta dievaluasi menggunakan metrik
seperti akurasi, precision, recall, dan F1-score.

Hasil penelitian menunjukkan akurasi model mencapai 90% pada set validasi dan
pengujian. Analisis sentimen mengungkapkan bahwa sebagian besar opini
pengguna terhadap aplikasi KAl Access bersifat positif (51,6%) dibandingkan
negatif (48,4%). Studi ini membuktikan efektivitas Multilingual BERT dalam
memahami dan mengklasifikasikan sentimen berbahasa Indonesia, termasuk variasi
informal dan slang. Temuan ini memberikan wawasan berharga bagi pengembang

untuk meningkatkan kualitas layanan aplikasi KAl Access.

Kata kunci: Analisis sentimen, KAI Access, Twitter, BERT, Multilingual BERT
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ABSTRACT

In the digital era, social media serves as a primary platform for expressing
opinions, including those about applications such as KAI Access. This application,
developed by PT Kereta Api Indonesia, facilitates users in purchasing tickets and
accessing travel-related information. This study aims to analyze public sentiment
toward the KAI Access application as expressed through the X (Twitter) platform.
The BERT (Bidirectional Encoder Representations from Transformers) model was
employed for sentiment classification due to its ability to comprehend language
context bidirectionally.

The research involved collecting 12,477 tweets from November 2023 to April 2024
using data crawling techniques. After pre-processing, which included case folding,
cleaning, normalization, and tokenization, 8,511 Indonesian-language tweets were
analyzed using the optimized Multilingual BERT model. The model was trained
using hyperparameters of a 2e-5 learning rate, a batch size of 16, and 5 epochs,
and evaluated with metrics such as accuracy, precision, recall, and F1-score.

The results showed that the model achieved 90% accuracy on validation and test
sets. Sentiment analysis revealed that the majority of user opinions about the KAI
Access application were positive (51.6%) compared to negative (48.4%). This study
demonstrates the effectiveness of Multilingual BERT in understanding and
classifying Indonesian-language sentiments, including informal language and
slang. These findings provide valuable insights for developers to enhance the

quality of the KAI Access application.

Keywords: sentiment analysis, KAl Access, Twitter, BERT, Multilingual BERT
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