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ABSTRAK 

 

Banyaknya ulasan pelanggan digital pada Urbanview Hotel Bundaran Besar 

Palangka Raya menghasilkan volume data tekstual tidak terstruktur yang terus 

meningkat. Kondisi ini menyulitkan pihak manajemen dalam mengevaluasi 

kualitas pelayanan secara manual. Oleh karena itu, penelitian ini bertujuan untuk 

mengimplementasikan pendekatan komputasional analisis sentimen ulasan 

pelanggan secara otomatis. Hasil dari sistem ini ditujukan sebagai instrumen 

evaluasi dan dasar pengambilan keputusan strategis bagi manajemen hotel untuk 

meningkatkan kepuasan konsumen. 

Metode penelitian ini menggunakan pendekatan Text Mining yang diawali 

dengan tahapan preprocessing teks meliputi case folding, cleansing, tokenizing, 

normalisasi, stopword removal, dan stemming. Masalah ketidak seimbangan kelas 

diatasi melalui teknik oversampling, sedangkan transformasi teks menggunakan 

ekstraksi fitur Term Frequency-Inverse Document Frequency (TF-IDF). Proses 

klasifikasi sentimen ulasan ke dalam kategori positif dan negatif dilakukan dengan 

membandingkan tiga algoritma machine learning, yaitu Multinomial Naive Bayes, 

Support Vector Machine (SVM), dan K-Nearest Neighbors (KNN) menggunakan 

data uji. 

Hasil pengujian menunjukkan bahwa algoritma SVM memperoleh akurasi 

keseluruhan tertinggi sebesar 89,91%, diikuti oleh KNN sebesar 81,65%, dan Naive 

Bayes sebesar 80,73%. Kendati demikian, hasil evaluasi mendalam menunjukkan 

adanya metrik akurasi  yang memberikan gambaran menipu pada SVM dan KNN 

karena sangat bias pada kelas mayoritas ulasan positif. Berdasarkan metrik kelas 

minoritas, algoritma Naive Bayes secara resmi dipilih sebagai model terbaik karena 

menghasilkan nilai Recall negatif tertinggi sebesar 0,44 dan F1-Score sebesar 0,28. 

Kesimpulannya, Naive Bayes terbukti paling responsif dalam menjaring keluhan 

pelanggan sehingga direkomendasikan sebagai sistem peringatan dini evaluasi 

layanan hotel. 

 

Kata Kunci: Analisis Sentimen, Ulasan Pelanggan, Urbanview Hotel, Evaluasi 

Layanan. 
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ABSTRACT 

 

The growing volume of digital customer reviews at Urbanview Hotel 

Bundaran Besar Palangka Raya has generated an increasing amount of 

unstructured textual data. This condition poses a challenge for management in 

evaluating service quality manually. Therefore, this study aims to implement a 

computational approach for automated sentiment analysis of customer reviews. The 

output of this system is designed to serve as an evaluation instrument and a strategic 

decision-making baseline for hotel management to enhance customer satisfaction. 

This research method uses a Text Mining approach that begins with text 

preprocessing stages including case folding, cleansing, tokenizing, normalization, 

stopword removal, and stemming. The problem of class imbalance is addressed 

through oversampling techniques, while text transformation uses Term Frequency-

Inverse Document Frequency (TF-IDF) feature extraction. The process of 

classifying review sentiment into positive and negative categories is carried out by 

comparing three machine learning algorithms, namely Multinomial Naive Bayes, 

Support Vector Machine (SVM), and K-Nearest Neighbors (KNN) using test data. 

The test results showed that the SVM algorithm achieved the highest overall 

accuracy of 89.91%, followed by KNN at 81.65%, and Naive Bayes at 80.73%. 

However, in-depth evaluation results showed that the accuracy metrics gave a 

misleading impression of SVM and KNN because they were highly biased towards 

the majority class of positive reviews. Based on the minority class metrics, the Naive 

Bayes algorithm was officially selected as the best model because it produced the 

highest negative Recall value of 0.44 and an F1-Score of 0.28. In conclusion, Naive 

Bayes proved to be the most responsive in capturing customer complaints and 

revealing the truth of positive sentiment. 

Keywords: Sentiment Analysis, Customer Reviews, Urbanview Hotel, Service 

Evaluation.
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