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MOTTO 

 

 

“Finish what you've started” 

 

“Not too fast, not too far, not too soon” 

 

“It’s okay to be slowly, just keep moving” 

 

“Consistency is a key” 
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INTISARI 

 

Analisis sentimen adalah proses menganalisis tulisan menggunakan teknik 
analisis teks untuk menentukan emosi dari penulisnya. Analisis sentimen dapat 
dimanfaatkan untuk melakukan evaluasi dan menunjukan tingkat kepuasan 
pelanggan suatu perusahaan Internet Service Provider terhadap layanan yang ada 
dengan data opini secara langsung ataupun yang diperoleh dari Twitter. 

Salah satu metode analisis sentiment, yaitu Support Vector Machine (SVM) 
yang merupakan salah satu metode dalam supervised learning yang biasanya 
digunakan untuk klasifikasi dan regresi. 

Hasil pengujian model menggunakan metode analisis Support Vector 
Machine (SVM) menggunakan data keluhan pelanggan internet di Twitter 
menghasilkan rata-rata nilai accuracy 93,56%, precission 94,27%, recall 99,20%, 
dan f1-score 96,67%. Model hasil pengujian dapat digunakan untuk melakukan 
analisis teks keluhan pelanggan pada suatu perusahaan Internet Service Provider. 

Kata Kunci: Analisis sentiment, Internet Service Provider, Support Vector 
Machine, supervised learning. 
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ABSTRACT 

 

Sentiment analysis is the process of analyzing writing using text analysis 
techniques to determine the emotions of its author. Sentiment analysis can be used 
to evaluate and show the level of customer satisfaction of an Internet Service 
Provider company with existing services with opinion data directly obtained from 
Twitter. 

One of the sentiment analysis methods is Support Vector Machine (SVM) 
which is one of the methods in supervised learning that is usually used for 
classification and regression. 

The test results of the model using Support Vector Machine (SVM) analysis 
method with internet customer complaint data on Twitter resulted in an average 
accuracy value 93.56%, precission 94.27%, recall 99.20%, and f1-score 96.67%.  
The test result model can be used to analyze the text of customer complaints at an 
Internet Service Provider company. 

Keywords: Sentiment analysis, Internet Service Provider, Support Vector 
Machine, supervised learning. 


