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INTISARI 
 

Penelitian ini bertujuan untuk menganalisis sentimen ulasan pengguna terhadap aplikasi 
McDonald’s sebagai salah satu bentuk evaluasi kualitas layanan aplikasi di industri restoran. Analisis 
sentimen dilakukan untuk mengklasifikasikan ulasan pengguna ke dalam dua kelas, yaitu sentimen positif 
dan negatif. Metode yang digunakan dalam penelitian ini adalah Support Vector Machine (SVM) dengan 
ekstraksi fitur menggunakan Term Frequency–Inverse Document Frequency (TF-IDF). Data penelitian 
diolah dalam dua kondisi, yaitu data asli (natural) dan data hasil penyeimbangan menggunakan metode 
Synthetic Minority Over-Sampling Technique (SMOTE). Kernel utama yang digunakan dalam proses 
klasifikasi adalah kernel Linear, serta dilakukan perbandingan performa dengan kernel Radial Basis 
Function (RBF), Polynomial, dan Sigmoid. Hasil penelitian menunjukkan bahwa penerapan SMOTE mampu 
meningkatkan performa model dibandingkan data natural. Selain itu, kernel Linear memberikan hasil 
kinerja yang paling optimal dibandingkan kernel lainnya berdasarkan nilai akurasi dan metrik evaluasi 
yang digunakan. Dengan demikian, metode SVM dengan kernel Linear dan penerapan SMOTE efektif 
digunakan untuk analisis sentimen ulasan pengguna aplikasi McDonald’s. 
 
Kata kunci: Analisis Sentimen, Support Vector Machine, Kernel Linear, TF-IDF, SMOTE 
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ABSTRACT 
 

This study aims to analyze user sentiment toward the McDonald’s application as a form of 
evaluating application service quality in the restaurant industry. Sentiment analysis is conducted to classify 
user reviews into two classes, namely positive and negative sentiments. The method used in this study is 
Support Vector Machine (SVM) with feature extraction using Term Frequency–Inverse Document 
Frequency (TF-IDF). The research data are processed under two conditions, namely natural data and data 
balanced using the Synthetic Minority Over-Sampling Technique (SMOTE). The primary kernel used in the 
classification process is the Linear kernel, and performance comparisons are conducted with Radial Basis 
Function (RBF), Polynomial, and Sigmoid kernels. The results show that the application of SMOTE improves 
model performance compared to natural data. Furthermore, the Linear kernel provides the most optimal 
performance among other kernels based on accuracy and evaluation metrics. Therefore, SVM with a Linear 
kernel combined with SMOTE is effective for sentiment analysis of user reviews of the McDonald’s 
application. 
 
Keywords: Sentiment Analysis, Support Vector Machine, Linear Kernel, TF-IDF, SMOTE 

  



 

 

7 
 

DAFTAR ISI 

 
BAB I PENDAHULUAN .................................................................................................... 10 

1.1 Latar Belakang ........................................................................................ 10 
1.2 Rumusan Masalah .................................................................................. 11 
1.3 Pertanyaan Penelitian ............................................................................ 11 
1.4 Tujuan Penelitian .................................................................................... 12 
1.5 Batasan Masalah .................................................................................... 12 
1.6 Manfaat Penelitian ................................................................................. 12 
1.7 Bagan Keterkaitan .................................................................................. 12 
BAB II  TINJAUAN PUSTAKA ........................................................................................... 20 

2.1 Studi Sebelumnya ................................................................................... 20 
2.2 Dasar Teori ............................................................................................. 20 
BAB III METODOLOGI PENELITIAN ................................................................................. 24 

3.1 Tahapan Penelitian ................................................................................. 24 
3.1.1 Studi Literatur ......................................................................................... 25 
3.1.2 Pengumpulan Data Ulasan ..................................................................... 25 
3.1.3 Pre-processing text ................................................................................. 25 
3.1.4 Klasifikasi Model ..................................................................................... 26 
3.1.5 Evaluasi model ........................................................................................ 27 
BAB IV HASIL DAN PEMBAHASAN ................................................................................. 28 

4.1 Pengumpulan Data ................................................................................. 28 
4.2 Pre-processing Text ................................................................................ 30 
4.3 Klasifikasi Model ..................................................................................... 39 
4.4 Evaluasi Model ....................................................................................... 42 
4.5 Perbandingan Kernel .............................................................................. 49 
4.6 Pembahasan ........................................................................................... 58 
BAB V  KESIMPULAN DAN SARAN .................................................................................. 62 

5.1  Kesimpulan ............................................................................................. 62 
5.2 Saran ...................................................................................................... 63 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

8 
 

 

 

DAFTAR GAMBAR 
Gambar 1. 1 Flowchart Bagan Keterkaitan .................................................................... 12 

 
Gambar 3. 1 Flowchart Tahapan Penelitian .................................................................. 24 

 
Gambar 4. 1 Hasil Pengumpulan Data ........................................................................... 29 
Gambar 4. 2 Hasil Data Setelah Disortir ........................................................................ 29 
Gambar 4. 3 Hasil Data Pada Proses Cleaning ............................................................... 30 
Gambar 4. 4 Hasil Data Stop Removal ........................................................................... 32 
Gambar 4. 5 Hasil Data Stemming ................................................................................. 32 
Gambar 4. 6 Hasil Data Tokenisasi ................................................................................ 32 
Gambar 4. 7 Kata Kunci Positif ...................................................................................... 33 
Gambar 4. 8 Kata Kunci Negatif .................................................................................... 34 
Gambar 4. 9 Hasil Labeling ............................................................................................ 35 
Gambar 4. 10 Hasil Distribusi Sentimen ........................................................................ 36 
Gambar 4. 11 Wordcloud Sentimen Positif ................................................................... 37 
Gambar 4. 12 Worlcloud Sentimen Negatif ................................................................... 38 
Gambar 4. 13 Wordcloud Sentimen Netral ................................................................... 39 
Gambar 4. 14 20 Kata Tertinggi Nilai TF-IDF .................................................................. 40 
Gambar 4. 15 Confusion Matrix .................................................................................... 42 
Gambar 4. 16 Grafik Perbadingan Kernel ...................................................................... 50 
Gambar 4. 17 Confusion Matrix Kernel Linear .............................................................. 51 
Gambar 4. 18 Evaluasi Kernel Linear ............................................................................. 52 
Gambar 4. 19 Confusion Matrix Kernel RBF .................................................................. 53 
Gambar 4. 20 Evaluasi Kernel RBF ................................................................................. 54 
Gambar 4. 21 Confusion Matrix Kernel Polynomial ...................................................... 55 
Gambar 4. 22 Evaluasi Kernel Polynomial ..................................................................... 56 
Gambar 4. 23 Confusion Matrix Kernel Sigmoid ........................................................... 57 
Gambar 4. 24 Evaluasi Kernel Sigmoid .......................................................................... 58 

 
  



 

 

9 
 

DAFTAR TABEL 
 

Tabel 2. 1 Studi Sebelumnya ......................................................................................... 20 

 
Tabel 3. 1 Confusion Matrix .......................................................................................... 27 

 
Tabel 4. 1 Hasil Data Case Folding ................................................................................. 31 
Tabel 4. 2 Hasil Data Normalisasi .................................................................................. 31 
Tabel 4. 3 Confuision Matrix ......................................................................................... 43 
Tabel 4. 4 Confusion Matrix Smote ............................................................................... 45 
  


