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ABSTRAK

Judul: Analisis Sentimen Ulasan Pengguna Aplikasi Perbankan Menggunakan Algoritma Support

Vector Machine dan Naive Bayes

Perkembangan teknologi dalam sektor perbankan telah mendorong transformasi digital, termasuk
layanan pinjaman berbasis aplikasi seperti Ceria by BRI. Meskipun menawarkan kemudahan akses
dan kecepatan transaksi, pengalaman pengguna terhadap aplikasi ini beragam, mencakup sentimen
positif, netral, dan negatif. Oleh karena itu, penelitian ini bertujuan untuk menganalisis sentimen
ulasan pengguna terhadap aplikasi Ceria dengan menggunakan algoritma Support Vector Machine
dan Naive Bayes. Metode penelitian mencakup pengumpulan data ulasan dari Google Play Store
menggunakan teknik web scraping, diikuti dengan tahap preprocessing seperti normalisasi,
tokenisasi, dan stemming. Data yang telah diproses diklasifikasikan menggunakan SVM dan Naive
Bayes untuk mengidentifikasi sentimen positif, netral, dan negatif, dengan evaluasi model
berdasarkan akurasi, precision, recall, dan fl-score. Hasil penelitian menunjukkan bahwa SVM
memiliki akurasi lebih tinggi (88%) dibandingkan Naive Bayes (84%), dengan sentimen yang
didominasi kategori netral dan positif, terutama terkait kemudahan penggunaan dan kecepatan
transaksi. Namun, ulasan negatif masih ditemukan, khususnya mengenai kendala teknis,
keterbatasan fitur, serta keamanan data pengguna. Penelitian ini memberikan wawasan bagi
pengelola aplikasi dalam meningkatkan kualitas layanan melalui perbaikan aspek teknis,
optimalisasi keamanan data, serta pengembangan antarmuka pengguna yang lebih intuitif. Selain
itu, analisis sentimen berbasis machine learning dapat menjadi pendekatan yang berkelanjutan
dalam mengevaluasi kepuasan pengguna dan meningkatkan pengalaman mereka terhadap layanan

perbankan digital.

Kata Kunci: Analisis Sentimen, Support Vector Machine, Naive Bayes, Ulasan Pengguna,

Perbankan Digital, Machine Learning



ABSTRACT

Tittle: Sentiment Analysis of User Reviews on Banking Applications Using Support Vector
Machine and Naive Bayes Algorithm

The advancement of technology in the banking sector has driven digital transformation, including
loan services through applications such as Ceria by BRI. While offering easy access and fast
transactions, user experiences with this application vary, encompassing positive, neutral, and
negative sentiments. Therefore, this study aims to analyze user sentiment toward the Ceria
application using Support Vector Machine and Naive Bayes algorithms. The research method
includes collecting user reviews from Google Play Store through web scraping, followed by text
preprocessing stages such as normalization, tokenization, and stemming. The processed data is
classified using SVM and Naive Bayes to identify positive, neutral, and negative sentiments, with
model evaluation based on accuracy, precision, recall, and fl-score. The results show that SVM
achieves a higher accuracy (88%) than Naive Bayes (84%), with sentiment dominated by neutral
and positive categories, mainly related to ease of use and transaction speed. However, negative
reviews persist, particularly concerning technical issues, feature limitations, and data security
concerns. This study provides insights for application managers to improve service quality by
enhancing technical aspects, optimizing data-security, and developing a more intuitive user
interface. Moreover, machine learning-based sentiment analysis can serve as a sustainable
approach to evaluating user satisfaction and enhancing their experience with digital banking

services.

Keywords: Sentiment Analysis, Support Vector Machine, Naive Bayes, User Reviews, Digital
Banking, Machine Learning
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