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ABSTRAK 

Dengan meningkatnya penggunaan layanan telemedicine di Indonesia, analisis 

sentimen terhadap ulasan pengguna aplikasi menjadi semakin penting untuk 

memahami persepsi dan kebutuhan pengguna terhadap layanan ini. Dalam konteks 

ini, aplikasi Alodokter dan Halodoc dianalisis menggunakan algoritma Support 

Vector Machine (SVM) dengan kernel linier untuk mengidentifikasi pola sentimen 

yang dominan. Data ulasan dikumpulkan dari Google Play Store selama periode 

Februari hingga Mei 2024, dan diproses melalui beberapa tahap pra-pemrosesan 

teks, termasuk pembersihan data untuk menghilangkan noise, case folding untuk 

menyamakan huruf, normalisasi ejaan untuk mengatasi kesalahan pengetikan, 

tokenisasi untuk memisahkan kata, dan penyaringan untuk memilih kata-kata yang 

relevan. Fitur teks diekstraksi menggunakan metode Term Frequency-Inverse 

Document Frequency (TF-IDF), yang kemudian digunakan sebagai input untuk 

model SVM. Model ini menunjukkan kemampuan yang kuat dalam 

mengklasifikasikan sentimen ulasan pengguna, dengan tingkat akurasi sebesar 96% 

untuk aplikasi Alodokter dan 95% untuk aplikasi Halodoc. Temuan ini memberikan 

wawasan mendalam mengenai persepsi pengguna terhadap layanan telemedicine di 

Indonesia dan dapat membantu penyedia layanan dalam merancang strategi 

peningkatan kualitas layanan yang lebih tepat sasaran di masa mendatang. 

Kata kunci : Analisis Sentimen, Support Vector Machine, Telemedicine, 

pembobotan TF-IDF 
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ABSTRACT 

With the increasing use of telemedicine services in Indonesia, conducting sentiment 

analysis on user reviews becomes increasingly important to understand user 

perceptions and needs regarding these services. In this context, the Alodokter and 

Halodoc applications were analyzed using the Support Vector Machine (SVM) 

algorithm with a linear kernel to identify the dominant sentiment patterns. Review 

data was collected from the Google Play Store during the period from February to 

May 2024 and underwent several text pre-processing stages, including data 

cleaning to remove noise, case folding to standardize letter cases, spelling 

normalization to address typos, tokenization to split words, and filtering to select 

relevant words. Text features were extracted using the Term Frequency-Inverse 

Document Frequency (TF-IDF) method, which were then used as input for the SVM 

model. The model demonstrated strong performance in classifying user sentiments, 

achieving an accuracy rate of 96% for the Alodokter application and 95% for the 

Halodoc application. These findings provide deep insights into user perceptions of 

telemedicine services in Indonesia and can aid service providers in designing more 

targeted strategies for improving service quality in the future. 

Keywords: Sentiment Analysis, Support Vector Machine (SVM), Telemedicine, 

Term Frequency-Inverse Document Frequency (TF-IDF) 

 

 

 

 

 



 
 

DAFTAR ISI 

HALAMAN PERNYATAAN ORISINALITAS ................................................................ ii 

HALAMAN KEASLIAN TUGAS AKHIR ...................................................................... iii 

HALAMAN PENGESAHAN.............................................................................................iv 

HALAMAN PENGESAHAN............................................................................................. v 

LEMBAR PERSETUJUAN TUGAS AKHIR ...................................................................vi 

LEMBAR PERSETUJUAN JUDUL YANG TIDAK ATAU YANG DIREVISI ............ vii 

HALAMAN PERSEMBAHAN ....................................................................................... viii 

KATA PENGANTAR ........................................................................................................ ix 

HALAMAN PERSETUJUAN PUBLIKASI ...................................................................... x 

ABSTRAK .......................................................................................................................... xi 

ABSTRACT ....................................................................................................................... xii 

DAFTAR TABEL ............................................................................................................... 5 

BAB I .................................................................................................................................. 1 

PENDAHULUAN .............................................................................................................. 1 

1.1. Latar Belakang .................................................................................................... 1 

1.2. Identifikasi Masalah ............................................................................................ 5 

1.3. Tujuan Penelitian ................................................................................................ 5 

1.4. Manfaat Penelitian .............................................................................................. 6 

1.5. Batasan Masalah ................................................................................................. 6 

1.6. Mata Kuliah Yang Mendasari Penelitian ............................................................ 6 

BAB II ................................................................................................................................. 7 

TINJAUAN PUSTAKA ..................................................................................................... 7 

2.1. Analisis Sentimen (Sentiment Analysis).............................................................. 7 

2.2. Web Scraping ...................................................................................................... 8 

2.3. Telemedik (Telemedicine) .................................................................................. 8 

2.3.1. Alodokter .................................................................................................... 9 

2.3.2. Halodoc ..................................................................................................... 10 

2.4. Text Mining ...................................................................................................... 11 

2.5. Text Preprocessing ............................................................................................ 11 

2.5.1. Data Cleaning ........................................................................................... 12 



 
 

2.5.2. Case Folding ............................................................................................. 12 

2.5.3. Spelling Normalization ............................................................................. 12 

2.5.4. Tokenizing ................................................................................................. 13 

2.5.5. Filtering .................................................................................................... 13 

2.6. Pembobotan Kata .............................................................................................. 13 

2.7. Klasifikasi ......................................................................................................... 15 

2.8. Klasifikasi SVM ................................................................................................ 15 

1.  .......................................................................................................................... 16 

2.8.1. Support Vector Machine (SVM) Linier .................................................... 16 

2.8.2. Klasifikasi SVM Linier Untuk Klasifikasi Multi-Kelas ........................... 18 

2.9. Evaluasi ............................................................................................................. 19 

2.10. Penelitian Terdahulu ..................................................................................... 20 

BAB III ............................................................................................................................. 24 

METODE PENELITIAN .................................................................................................. 24 

3.1. Objek Penelitian ................................................................................................ 24 

3.2. Peralatan Penelitiaan ......................................................................................... 24 

3.3. Waktu dan Tempat Penelitian ........................................................................... 25 

3.3.1. Waktu Penelitian ....................................................................................... 25 

3.3.2. Tempat penelitian ...................................................................................... 26 

3.4. Populasi dan sampel Penelitian ......................................................................... 26 

3.5. Metode Pengumpulan Data ............................................................................... 26 

3.6. Tahapan Preprocessing Data ............................................................................. 27 

3.7. Ekstraksi Fitur ................................................................................................... 28 

3.7.1. TF-IDF (Term Frequency-Inverse Document Frequency) ........................ 28 

3.7.2. Penerapan TF-IDF pada Dataset ............................................................... 29 

3.7.3. Pengembangan Model ............................................................................... 30 

3.8. Diagram Alur Penelitian ................................................................................... 33 

BAB IV ............................................................................................................................. 33 

HASIL DAN PEMBAHASAN ......................................................................................... 33 

4.1. Proses Pengumpulan Data ................................................................................. 34 

4.1.1. Proses Pengumpulan Data Scraping ......................................................... 34 

Gambar 4.1 kode scraping data ulasan Alodokter dan Halodoc ....................................... 34 

Gambar 4. 3 Hasil proses pengumpulan data dari proses Scraping data Halodoc ........... 36 



 
 

4.1.2. Proses Cleansing Data .............................................................................. 36 

4.1.3. Proses Case Folding .................................................................................. 37 

4.1.4. Proses Spelling Normalization .................................................................. 38 

4.1.5. Proses Tokenizing ..................................................................................... 38 

4.1.6. Proses Filtering ......................................................................................... 39 

4.1.7. Proses pelabelan data ................................................................................ 40 

Gambar 4.6 grafik pelabelan data Halodoc ....................................................................... 43 

4.2. Pembagian Data ................................................................................................ 44 

4.3. Ekstraksi Fitur ................................................................................................... 45 

4.3.1. Perhitungan Term Frequency .................................................................... 45 

4.3.2. Perhitungan Inverse Document (IDF) ....................................................... 45 

4.3.3. Perhitungan TF-IDF Manual ..................................................................... 46 

4.3.4. Perhitungan TF-IDF Otomatis .................................................................. 47 

4.4. Pelatihan dan Evaluasi Model SVM ................................................................. 48 

4.4.1. Pelatihan Model SVM ............................................................................... 48 

4.4.2. Evaluasi Model SVM ................................................................................ 48 

4.5. Visualisasi Data ................................................................................................ 50 

4.5.1. Visualisasi Distribusi Sentimen ................................................................ 50 

Gambar 4.7 Hasil Analisa pada bulan april ....................................................................... 50 

4.5.2. Visualisasi Frekuensi Data ........................................................................ 51 

Gambar 4.8 Visualisasi WordCloud pada ulasan Alodokter dan Halodoc ........................ 51 

Gambar 4.8 Visualisasi WordCloud pada ulasan Alodokter dan Halodoc ....................... 51 

4.5.3. Visualisasi Perbandingan Sentimen Antar Platform ................................. 52 

Gambar 4.9 Visualisasi  Perbandingan Sentimen pada Alodokter ................................... 52 

BAB V .............................................................................................................................. 54 

PENUTUP ........................................................................................................................ 54 

5.1. Kesimpulan ....................................................................................................... 54 

5.2. Saran ................................................................................................................. 55 

DAFTAR PUSTAKA ....................................................................................................... 56 

LAMPIRAN ...................................................................................................................... 59 

 

 

 



 
 

DAFTAR GAMBAR 

Gambar 2.1 Tampilan Alodokter ............................................................................ 9 

Gambar 2.2 Tampilan Alodokter ............................................................................ 9 

Gambar 3.2 Tampilan Halodoc ............................................................................. 10 

Gambar 4.2 Tampilan Halodoc ............................................................................. 10 

Gambar 2.5 Konsep SVM Linier .......................................................................... 16 

Gambar 3.1 Diagram Alur Penelitian.................................................................... 33 

Gambar 4.1  kode scraping data ulasan Alodokter dan Halodoc .......................... 34 

Gambar 4.2 Hasil Scraping data ulasan Alodokter dan Halodoc .......................... 35 

Gambar 4.3 Hasil proses pengumpulan data dari proses Scraping data Halodoc . 36 

Gambar 4.4 Hasil proses pengumpulan data dari proses Scraping data Alodokter

 ............................................................................................................................... 36 

Gambar 4.5 grafik pelabelan data Alodokter ........................................................ 43 

Gambar 4.6 grafik pelabelan data Halodoc ........................................................... 43 

Gambar 4.7 Hasil Analisa pada bulan april .......................................................... 50 

Gambar 4.8 Visualisasi WordCloud pada ulasan Alodokter dan Halodoc ........... 51 

Gambar 4.9  Visualisasi  Perbandingan Sentimen pada Alodokter ...................... 52 

 

 

 

 

 

 

 

 



 
 

DAFTAR TABEL 

Table 2.1 Tahapan text Preprocessing .............................................................................. 12 

Tabel 2.2 Confution Matriks Prediksi ................................................................................ 19 

Tabel 3.1 Waktu Pelaksanaan Penelitian .......................................................................... 26 

Tabel 4.1 Menunjukkan hasil pembersihan data ............................................................... 37 

Tabel 4.2 contoh proses case holding ............................................................................... 37 

Tabel 4.3 contoh proses spelling normallization .............................................................. 38 

Tabel 4.4 contoh Hasil Tokenizing .................................................................................... 39 

Tabel 4.5 contoh Hasil proses Filtering ............................................................................. 40 

Tabel 4.6 Hasil pelabelan data berdasarkan rating pada Alodokter .................................. 41 

Tabel 4.7 Hasil pelabelan data berdasarkan rating pada Halodoc ..................................... 42 

Tabel 4.8 Pembagian data ulasan Alodokter ..................................................................... 44 

Tabel 4.9 Pembagian data ulasan Halodoc ....................................................................... 44 

Table 4.10 Hasil perhitungan TF ...................................................................................... 45 

Tabel 4.11 Hasil perhitungan IDF ..................................................................................... 46 

Tabel 4.12 10 Hasil perhitungan TF-IDF secara manual .................................................. 46 

Tabel 4.13 Hasil perhitungan TF-IDF Otomatis ............................................................... 47 

Tabel 4.14 Confusion Matrix klasifikasi SVM pada data Alodokter ................................ 49 

Tabel 4.15 Confusion Matrix klasifikasi SVM pada data Halodoc .................................. 49 

 

 

 

 

 

 

 


