evaluation. analyzi
opinions info  positive,
approaches [1]. Recent studies emphasize that sentiment analysis has become an
essential analytical tool in conversational systems for monitoring user satisfaction
and improving service quality [5]. This research focuses on the application of a
Deep Learning method, specifically Long Short-Term Memory (LSTM).

The LST™M method was chosen for its superior architecture in handling sequential
data, such as text, where the context of preceding words significantly impacts the



overall meaning, LSTM is capable of leaming long-term dependencies and
understancing the nuances present in chat conversations and customer feedback
[3]. Therefore, this study aims to design and build a sentiment analysis model
using the LSTM method to classify user sentiment towards the Amikom chatbot.
The findings are expected to provide automated, real-time insights to the service
: serving as o dota-driven
pn-making processes [ 1][3].

atsapp Caller Center. This

study will not analyze other chatbots,

The data source is an anomymized dataser of conversation logs

obtained from the Whatsapp Caller Center service.

3 The primary method used for sentiment classification is Long
Short-Term Memory (LSTM).

Fa



4 This study focuses on text-based sentiment classification (positive,
negative, neutral) and does not measure the broader psychological
construct of user sativfaction.

5 This research does not conduct a formal comparative analysis
between the LSTM miethod and other machine learning or deep
learning algorithms,

4  Toadd to the body of research concerning the application of Deep
Learming, particularly LSTM, for sentiment analysis of
Indonesian-language text within an academic service context.

5 To serve as a reference and benchmark for other researchers
conducting similar studies in the field of Natwral Lamguage



Processing (NLP) and sentiment analysis,
1.6 Thesis Organization
This research is structured into five chapters, as follows:
Chapter I: Introduction This chapter outlines the context of the study,

including the background. research questions, scope. objectives. contributions,
and the overall thesis organization.

Chapter 1 are Revl

mmnnm.- evaluation based on the defined metrics. and

. m- g m e e resu ts of

the conc ;.I.-.Hi drawn
ides suggestions {or
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