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INTISARI

Ulasan pelanggan menjadi sumber informasi bagi Perusahaan untuk mengetahui
tingkat kepuasan pelanggan terhadap kualitas pelayanan yang diberikan. Namun,
banyaknya jumlah ulasan membuat proses analisis manual menjadi kurang efektif
dan membutuhkan waktu yang cukup lama. Selain itu, isi ulasan yang beragam
menyebabkan Perusahaan kesulitan dalam memahami kecenderungan sentimen
pelanggan secara cepat dan tepat. Permasalahan tersebut juga ditemukan pada toko
retail Super Dazzle yang memiliki banyak ulasan pelanggan dengan berbagai opini
terkait pelayanan dan kualitas toko. Penelitian ini bertujuan untuk melakukan
analisis sentimen ulasan pelanggan Super Dazzle menggunakan algoritma
Multinomial Naive Bayes untuk peningkatan kualitas layanan. Data penelitian ini
diperoleh melalui proses web scraping Google Maps menggunakan Playwright.
Tahapan penelitian meliputi preprocessing data, handling negation, pelabelan data
berdasarkan rating, ekstraksi fitur menggunakan 7TF-IDF, penanganan imbalanced
data menggunakan SMOTE dan ADASYN, serta hyperparameter Tuning untuk
meningkatkan performa model. Evaluasi model dilakukan menggunakan accuracy,
precision, recall, dan FI-Score. Penelitian ini berhasil menunjukan bahwa
algoritma Multinomial Naive Bayes mampu mengklasifikasi sentiment ulasan
pelanggan dengan baik. Berdasarkan Hasil pengujian, metode SMOTE
menghasilkan performa terbaik dibandingkan ADASYN dengan Tingkat akurasi
81%. Hyperparameter tuning juga dilakukan pada metode SMOTE yang dipilih dan
berhasil mendapatkan akurasi 94,8% pada alpha 0.01. Hasil akhir Evaluasi dari
metode SMOTE yang telah di tuning mendapatkan accuracy 81%, precision 81%,
recall 81%, dan FI-Score 81%. Model yang telah dibangun kemudian
diimplementasikan ke dalam aplikasi berbasis web menggunakan sstreamlit untuk
mempermudah proses klasifikasi sentimen secara otomatis.

Kata kunci: analisis sentimen, Naive Bayes, TF-IDF, SMOTE, Google Maps.
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ABSTRACT

Customer reviews are a source of information for companies to determine the level
of customer satisfaction with the quality of service provided. However, the large
number of reviews makes the manual analysis process less effective and requires a
considerable amount of time. In addition, the diverse content of reviews makes it
difficult for companies to quickly and accurately understand customer sentiment
trends. This problem was also found in the Super Dazzle retail store, which has
many customer reviews with various opinions regarding service and store quality.
This study aims to conduct a sentiment analysis of Super Dazzle customer reviews
using the Multinomial Naive Bayes algorithm to improve service quality. This
research data was obtained through the Google Maps web scraping process using
Playwright. The research stages include data preprocessing, handling negation,
data labeling based on ratings, feature extraction using TF-IDF, handling
imbalanced data using SMOTE and ADASYN, and hyperparameter tuning to
improve model performance. Model evaluation was carried out using accuracy,
precision, recall, and FI-Score. This study successfully demonstrated that the
Multinomial Naive Bayes algorithm is able to classify customer review sentiment
well. Based on the test results, the SMOTE method produced the best performance
compared to ADASYN with an accuracy level of 81%. Hyperparameter tuning was
also performed on the selected SMOTE method, achieving 94.8% accuracy at an
alpha of 0.01. The final evaluation results of the tuned SMOTE method yielded 81%
accuracy, 81% precision, 81% recall, and an Fl-score of 81%. The developed
model was then implemented into a web-based application using sstreamlit to
simplify the automatic sentiment classification process.

Keywords: sentiment analysis, Naive Bayes, TF-IDF, SMOTE, Google Maps.
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