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ABSTRAK

Judul skripsi ini adalah “Analisis Sentimen pada Produk Halal Fashion
melalui Online Customer Review di Shopee ”, disusun oleh Annisa Fitrah, NIM
2116030092, Program Studi Manajemen Bisnis Syariah, Fakultas Ekonomi dan
Bisnis Islam, Universitas Islam Negeri Imam Bonjol Padang. Pertumbuhan
industri halal fashion di Indonesia semakin meningkat seiring dengan pesatnya
perkembangan e-commerce, khususnya Shopee sebagai salah satu platform
belanja daring yang paling diminati. Ulasan pelanggan (online customer review)
menjadi sumber informasi yang memengaruhi persepsi konsumen terhadap
kualitas produk dan layanan, yang pada akhirnya berdampak pada keputusan
pembelian. Penelitian ini bertujuan untuk menganalisis sentimen pelanggan
terhadap produk halal fashion melalui online customer review dengan fokus pada
empat tema utama: kualitas produk, layanan pelanggan, pengalaman berbelanja
online, dan keputusan pembelian. Penelitian ini menggunakan pendekatan
kualitatif dengan analisis tematik berbantuan perangkat lunak NVivo 14. Data
penelitian diperoleh dari 900 ulasan konsumen pada tiga toko halal fashion
terlaris di Shopee periode Januari—Februari 2025, melalui tahapan pengumpulan,
pengkodean, analisis hubungan tema, dan interpretasi data. Hasil penelitian
menunjukkan bahwa kualitas produk menjadi faktor yang paling berpengaruh
terhadap keputusan pembelian, diikuti oleh layanan pelanggan dan pengalaman
berbelanja online. Sentimen positif didominasi oleh ulasan terkait desain modern,
kenyamanan bahan, dan kesesuaian harga, sedangkan sentimen negatif banyak
berkaitan dengan ketidaksesuaian ukuran dan keterlambatan pengiriman. Ulasan
positif meningkatkan minat beli, sementara ulasan negatif mendorong konsumen
mencari alternatif lain. Penelitian ini merekomendasikan peningkatan kualitas
produk, kecepatan pengiriman, dan responsivitas layanan pelanggan sebagai
strategi untuk memperkuat kepercayaan serta loyalitas konsumen terhadap produk
halal fashion di Shopee.

Kata kunci: analisis sentimen, customer experience, halal fashion, keputusan
pembelian, ulasan konsumen.
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ABSTRACT

The title of this thesis is "Sentiment Analysis on Halal Fashion Products
through Online Customer Review on Shopee', authored by Annisa Fitrah, NIM
2116030092, from the Business Management Sharia Program, Faculty of
Economics and Islamic Business, Imam Bonjol State Islamic University Padang.
The growth of the halal fashion industry in Indonesia has significantly increased
alongside the rapid development of e-commerce, especially Shopee, one of the
most popular online shopping platforms. Customer reviews (online customer
reviews) serve as an important source of information that influence consumers'
perceptions of product quality and services, ultimately impacting purchasing
decisions. This study aims to analyze customer sentiment towards halal fashion
products through online customer reviews, focusing on four main themes: product
quality, customer service, online shopping experience, and purchase decisions.
The research uses a qualitative approach with thematic analysis assisted by NVivo
14 software. Data were collected from 900 consumer reviews from the top three
best-selling halal fashion stores on Shopee during January—February 2025,
through stages of data collection, coding, theme relationship analysis, and
interpretation. The results reveal that product quality is the most influential factor
affecting purchase decisions, followed by customer service and online shopping
experience. Positive sentiments dominate reviews related to modern design,
material comfort, and price suitability, while negative sentiments mostly concern
size mismatches and delivery delays. Positive reviews increase purchase interest,
whereas negative reviews encourage consumers to seek alternatives. This study
recommends improving product quality, delivery speed, and customer service
responsiveness as strategies to strengthen consumer trust and loyalty towards
halal fashion products on Shopee.

Keywords: sentiment analysis, customer experience, halal fashion, purchasing
decisions, customer reviews.
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