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ABSTRAK

Riska Alifia Putri (15210004), Klasifikasi Sentimen Melalui Perbandingan SVM
dan IndoBERT serta Kategorisasi Pola Keluhan Aplikasi Transportasi Publik

Ulasan pengguna aplikasi TJ: Transjakarta di Google Play Store terus meningkat
sehingga analisis sentimen secara manual menjadi tidak efisien untuk mengolah teks
tidak terstruktur dalam jumlah besar. Selain itu, belum terdapat penelitian yang
membandingkan performa Support Vector Machine (SVM) dan IndoBERT pada ulasan
aplikasi tersebut serta mengkaji pola keluhan pengguna secara mendalam. Penelitian ini
bertujuan membandingkan performa SVM dan IndoBERT dalam mengklasifikasikan
sentimen ulasan serta mengidentifikasi tema keluhan yang dominan pada ulasan negatif.
Penelitian menggunakan kerangka kerja Cross Industry Standard Process for Data
Mining (CRISP-DM) terhadap 2.000 ulasan hasil web scraping yang dilabeli
berdasarkan rating menjadi kelas positif dan negatif. SVM menggunakan representasi
fitur Term Frequency-Inverse Document Frequency (TF-IDF) dengan penanganan
ketidakseimbangan kelas melalui Synthetic Minority Over-sampling Technique
(SMOTE). Sementara itu, IndoBERT dibangun melalui fine-tuning model pralatih
indobert-base-pl dengan pendekatan class weighting. Evaluasi kinerja menggunakan
metrik Accuracy, Precision, Recall, dan FI-Score dengan pendekatan Macro Average.
Identifikasi pola keluhan dilakukan melalui analisis frekuensi kata, bigram, dan rule-
based categorization. Hasil penelitian menunjukkan bahwa IndoBERT memperoleh
Accuracy 96,65%, Recall Macro 96,66%, dan FI-Score Macro 93,96%, lebih tinggi
dibandingkan SVM yang masing-masing memperoleh 96,39%, 95,14%, dan 93,37%.
Namun, Precision Macro IndoBERT sebesar 91,72% sedikit lebih rendah daripada SVM
sebesar 91,80%. Tema Bug & Update Sistem menjadi keluhan paling dominan, yaitu
31,23% dari keseluruhan ulasan negatif. Temuan ini dapat menjadi masukan bagi
pengembang untuk memprioritaskan perbaikan stabilitas aplikasi.

Kata Kunci: Klasifikasi Sentimen, Support Vector Machine, IndoBERT, TF-IDF,
Pola Keluhan Pengguna
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ABSTRACT

Riska Alifia Putri (15210004), Sentiment Classification through SVM and
IndoBERT Comparison, and Complaint Pattern Categorization in a Public
Transportation Application

User reviews of the TJ: Transjakarta application on the Google Play Store continue to
increase, making manual sentiment analysis inefficient for processing large volumes of
unstructured text. In addition, no studies have compared the performance of Support
Vector Machine (SVM) and IndoBERT on reviews of this application while also
examining user complaint patterns in depth. This study aims to compare the
performance of SVM and IndoBERT in classifying review sentiment and to identify the
dominant complaint themes in negative reviews. This study applies the Cross Industry
Standard Process for Data Mining (CRISP-DM) framework to 2,000 reviews collected
through web scraping and labeled as positive or negative based on their ratings. SVM
uses Term Frequency-Inverse Document Frequency (TF-IDF) for feature representation,
with class imbalance addressed using the Synthetic Minority Over-sampling Technique
(SMOTE). Meanwhile, IndoBERT is developed by fine-tuning the pretrained indobert-
base-pl model using class weighting. Model performance is evaluated using Accuracy,
Precision, Recall, and F [-Score with the Macro Average approach. Complaint patterns
are identified through word frequency analysis, bigram analysis, and rule-based
categorization. The results show that IndoBERT achieves an Accuracy of 96.65%, a
Macro Recall of 96.66%, and a Macro FI-Score of 93.96%, outperforming SVM, which
achieves 96.39%, 95.14%, and 93.37%, respectively. However, IndoBERT's Macro
Precision of 91.72% is slightly lower than SVM's 91.80%. The Bug & System Update
theme is the most dominant complaint, accounting for 31.23% of all negative reviews.
These findings can serve as input for developers to prioritize improvements to
application stability.

Keywords: Sentiment Classification, Support Vector Machine, IndoBERT, TF-IDF,
User Complaint Pattern
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