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ABSTRAK 

Suci Riqsyah Amaliah (2211050146) Analisis Sentimen Pengunjung 

Museum Nasional Indonesia Pada Google Maps Menggunakan Perspektif 

Sense-making dan Teori Ekspektasi. Skripsi. Program Studi Ilmu 

Perpustakaan dan Informasi Islam Fakultas Adab dan Humaniora 

Universitas Islam Negeri Imam Bonjol Padang 

 

Skripsi ini menganalisis sentimen dan pola evaluasi pengunjung Museum 

Nasional Indonesia pada ulasan Google Maps dengan menggunakan perspektif 

sense-making dan expectancy–disconfirmation. Penelitian ini bertujuan 

menganalisis kecenderungan sentimen ulasan pengunjung pada periode satu tahun 

sebelum kebakaran dan satu tahun pasca revitalisasi, serta mengidentifikasi 

perubahan persepsi pengunjung terhadap layanan informasi museum melalui aspek-

aspek layanan yang dominan muncul dalam ulasan yang selanjutnya di analisis 

menggunakan perspektif sense-making dan expectancy-disconfirmation. Penelitian 

menggunakan pendekatan kuantitatif deskriptif berbasis text mining dengan jumlah 

data 18.435 ulasan Google Maps yang dikumpulkan dengan teknik scrapping. 

Analisis sentimen dilakukan dengan metode machine learning menggunakan 

algoritma Support Vector Machine (SVM) untuk mengklasifikasikan ulasan 

menjadi sentimen positif dan negatif. Hasil menunjukkan bahwa sebelum 

kebakaran sentimen positif mendominasi sebesar 80,61% (1.023 ulasan) dan 

sentimen negatif 19,39% (246 ulasan). Pasca revitalisasi, sentimen positif tetap 

dominan namun menurun menjadi 72,38% (1.140 ulasan), sedangkan sentimen 

negatif meningkat menjadi 27,62% (435 ulasan). Evaluasi model menunjukkan 

akurasi SVM sebesar 85% (sebelum kebakaran) dan 80% (pasca revitalisasi).  

Kata kunci: analisis sentimen, Google Maps, sense-making, expectancy-

disconfirmation, Support Vector Machine
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ABSTRACT 

 

Suci Riqsyah Amaliah (2211050146) Sentiment Analysis of Visitors to 

the National Museum of Indonesia on Google Maps Using the Sense-Making 

Perspective and Expectation Theory. Undergraduate Thesis. Islamic Library and 

Information Science Study Program, Faculty of Adab and Humanities, State 

Islamic University Imam Bonjol Padang. 

 

his thesis analyzes the sentiment and evaluation patterns of visitors to the 

National Museum of Indonesia as reflected in Google Maps reviews, using the 

perspectives of sense-making and expectancy–disconfirmation. The study aims to 

examine trends in review sentiment during the one-year period before the fire and 

the one-year period after revitalization, and to identify changes in visitors’ 

perceptions of the museum’s information services through the dominant service 

aspects appearing in reviews, which are then analyzed using the sense-making and 

expectancy–disconfirmation perspectives. The research employs a descriptive 

quantitative approach based on text mining, using 18,435 Google Maps reviews 

collected through web scraping. Sentiment analysis is conducted using a machine 

learning approach, specifically the Support Vector Machine (SVM) algorithm, to 

classify reviews into positive and negative sentiment. The results show that before 

the fire, positive sentiment dominated at 80.61% (1,023 reviews) and negative 

sentiment accounted for 19.39% (246 reviews). After revitalization, positive 

sentiment remained dominant but decreased to 72.38% (1,140 reviews), while 

negative sentiment increased to 27.62% (435 reviews). Model evaluation indicates 

SVM accuracy of 85% (pre-fire) and 80% (post-revitalization). 

 

Keywords: sentiment analysis, Google Maps, sense-making, expectancy-

disconfirmation, Support Vector Machine.
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