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ABSTRAK

Dalam pengelolaan layanan publik seperti penyediaan air bersih, memahami
persepsi dan kepuasan pelanggan menjadi faktor penting untuk peningkatan
kualitas layanan. Perumda Giri Tirta Gresik merupakan perusahaan daerah yang
menyediakan layanan air bersih kepada masyarakat, dan ulasan pelanggan di
Google Maps dapat menjadi sumber informasi untuk menganalisis sentimen
masyarakat. Penelitian ini melakukan analisis sentimen terhadap 571 ulasan
menggunakan algoritma Naive Bayes. Data diperoleh melalui scraping dari Google
Maps dan diproses melalui tahapan preprocessing, seperti casefolding, cleansing,
tokenizing, normalisasi, stopword, dan stemming. Setelah itu, dilakukan
pembobotan TF-IDF dan penyeimbangan data dengan teknik SMOTE untuk
mengatasi ketidakseimbangan kelas. Sentimen diklasifikasikan ke dalam tiga
kategori, Yyaitu positif, negatif, dan netral. Evaluasi dilakukan dengan
membandingkan performa model sebelum dan sesudah SMOTE menggunakan
akurasi, presisi, recall, dan F1-score. Hasil klasifikasi divisualisasikan dalam
bentuk grafik untuk memudahkan interpretasi opini pelanggan. Berdasarkan hasil
pengujian, metode Naive Bayes mampu mengelompokkan sentimen dengan cukup
baik. Penerapan SMOTE juga terbukti meningkatkan kemampuan model dalam
mempelajari pola sentimen dari kelas minoritas. Penelitian ini menekankan
pentingnya preprocessing yang tepat serta penggunaan teknik penyeimbangan data

dalam pengembangan sistem analisis sentimen yang andal dan informatif.

Kata Kunci : Analisi Sentimen, Google Maps, SMOTE, Klasifikasi
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ABSTRACT

In the management of public services such as the provision of clean water,
understanding customer perception and satisfaction is an important factor for
improving service quality. Perumda Giri Tirta Gresik is a regional company that
provides clean water services to the community, and customer reviews on Google
Maps can be a source of information to analyze community sentiment. This study
conducted a sentiment analysis of 571 reviews using the Naive Bayes algorithm.
Data is obtained through scraping from Google Maps and processed through
preprocessing stages, such as casefolding, cleansing, tokenizing, normalization,
stopwording, and stemming. After that, TF-IDF weighting and data balancing were
carried out with the SMOTE technique to overcome class imbalances. Sentiment is
classified into three categories, which are positive, negative, and neutral.
Evaluation was carried out by comparing the performance of the model before and
after SMOTE using accuracy, precision, recall, and F1-score. The results of the
classification are visualized in the form of a graph to facilitate the interpretation of
customer opinions. Based on the test results, the Naive Bayes method is able to
group sentiment quite well. The application of SMOTE has also been shown to
improve the model's ability to study sentiment patterns from minority classes. This
study emphasizes the importance of proper preprocessing as well as the use of data
balancing techniques in the development of a reliable and informative sentiment

analysis system.

Keywords : Sentiment Analysis, Google Maps, SMOTE, Classification
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