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ABSTRAK

Persaingan ketat layanan Over The Top (OTT) di Indonesia menuntut
pemahaman terkait kepuasan pengguna sebagai kunci retensi pelanggan. Ulasan
Google Play Store menjadi sumber data penting untuk Kklasifikasi sentimen.
Meskipun metode SVM dan Naive Bayes populer untuk klasifikasi, tetapi
perbandingan keduanya untuk klasifikasi sentimen layanan OTT masih terbatas.
Penelitian ini membandingkan kinerja keduanya untuk Kklasifikasi ulasan Aplikasi
OTT berbahasa Indonesia. Selain itu, dilakukan validasi eksternal terhadap rating
Aplikasi untuk mengidentifikasi metode dan rasio data optimal, serta menganalisis
korelasi antara kinerja sentimen positif dengan rating tersebut. Tahapan
perbandingan dilakukan melalui metode KDD meliputi pengumpulan data, text
preprocessing, transformasi data, hingga klasifikasi dengan pengujian pembagian
data training dan testing (70:30, 80:20, dan 90:10) untuk mendapatkan model yang
optimal. Klasifikasi diuji menggunakan berbagai matrik evaluasi yaitu Akurasi,
Presisi, Recall, dan F1-Score . Model optimal kemudian divalidasi menggunakan
koefisien korelasi Pearson antara F1-Score sentimen positif dan rating Aplikasi.
Hasil kesimpulan dari perbandingan kedua metode menunjukkan bahwa SVM
secara konsisten mengungguli Naive Bayes di seluruh skenario pengujian. Model
SVM dengan rasio 90:10 adalah model optimal dengan akurasi rata-rata 75%.
Model ini kuat pada sentimen negatif (F1-Score =0,91) namun menunjukkan
kegagalan kritis pada sentimen netral (F1-Score =0,00). Analisis korelasi Pearson
menghasilkan nilai r = 0,538, mengindikasikan adanya korelasi positif sedang
antara sentimen positif dengan popularitas aplikasi. Implikasi penelitian ini adalah
model optimal ini dapat digunakan sebagai alat Business Intelligence meskipun
perlu pengembangan lanjutan untuk mengatasi imbalance data pada kelas netral.

Kata Kunci: Klasifikasi Sentimen, Korelasi Pearson, Over The Top, Naive Bayes,
Support Vector Machine, Ulasan Pengguna
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ABSTRACT

The intense competition in Over The Top (OTT) services in Indonesia
demands an understanding of user satisfaction as a key to customer retention.
Google Play Store reviews are an important data source for sentiment classification.
Although SVM and Naive Bayes methods are popular for classification, their
comparison for OTT service sentiment classification is still limited. This study
compares the performance of both for classifying Indonesian-language OTT App
reviews. In addition, external validation of App ratings was conducted to identify the
optimal method and data ratio, and to analyze the correlation between positive
sentiment performance and the rating. The comparison stages were carried out
using the KDD method, namely data collection, text preprocessing, data
transformation, and classification, with testing of training and testing data divisions
(70:30, 80:20, and 90:10) to obtain the optimal model. Classification was
tested using various evaluation matrices, namely Accuracy, Precision, Recall,
and F1-Score. The optimal model was validated using the Pearson correlation
coefficient between the F1-Score of positive sentiment and App ratings. The
conclusion from the comparison of the two methods shows that SVM consistently
outperforms Naive Bayes across all test scenarios. The SVM model with a 90:10 ratio
is the optimal model with an average accuracy of 75%. This model is robust to negative
sentiment (F1-Score = 0.91) but shows critical failures in neutral sentiment (F1-
Score = 0.00). Pearson correlation analysis obtains an r value of 0.538, indicating a
moderate positive correlation between positive sentiment and app popularity. The
implication is that this optimal model can be used as a business intelligence tool,
although further development is needed to address data imbalance in the neutral
class.

Keywords: Sentiment Classification, Pearson Correlation, Over the Top, Naive Bayes,
Support Vector Machine, User Reviews
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