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ABSTRAK 

 

Ririn Afifah (2217020031), Analisis Sentimen Pengguna Shopee Paylater Pada 

Google Play Store Menggunakan Algoritma Naïve Bayes Dan Support Vector 

Machine (Studi Kasus: Data Mining) 

Perkembangan layanan keuangan digital, khususnya fitur Buy Now Pay 

Later (BNPL) seperti Shopee PayLater, menghasilkan berbagai persepsi pengguna 

yang disampaikan melalui ulasan pada Google Play Store. Namun, penilaian 

berbasis rating bintang belum cukup untuk merepresentasikan pengalaman dan 

opini pengguna secara keseluruhan. Oleh karena itu, diperlukan analisis sentimen 

berbasis teks untuk memahami serta mengklasifikasikan opini pengguna secara 

lebih mendalam. Penelitian ini bertujuan untuk menganalisis sentimen pengguna 

terhadap fitur Shopee PayLater, mengklasifikasikan ulasan ke dalam tiga kategori 

sentimen yaitu positif, negatif, dan netral, serta membandingkan performa 

algoritma Multinomial Naïve Bayes dan Support Vector Machine (SVM). Dataset 

yang digunakan dalam penelitian ini terdiri dari 4.971 ulasan pengguna yang 

diperoleh dari Google Play Store. Data tersebut melalui beberapa tahapan 

preprocessing teks yang meliputi cleaning, normalization, tokenization, stopword 

removal, stemming, dan negation handling untuk meningkatkan kualitas data teks. 

Proses pelabelan sentimen dilakukan menggunakan metode lexicon labeling yang 

kemudian divalidasi secara manual untuk meningkatkan kualitas hasil pelabelan. 

Selanjutnya, proses ekstraksi fitur dilakukan menggunakan metode Term 

Frequency-Inverse Document Frequency (TF-IDF) dengan pendekatan unigram 

dan bigram. Tahap klasifikasi dilakukan dengan membandingkan performa 

algoritma Multinomial Naïve Bayes dan Support Vector Machine (SVM) 

berdasarkan metrik evaluasi berupa accuracy, precision, recall, dan F1-score. Hasil 

penelitian menunjukkan bahwa kedua algoritma mampu melakukan klasifikasi 

ulasan pengguna Shopee PayLater ke dalam tiga kategori sentimen. Model Support 

Vector Machine (SVM) menghasilkan performa yang lebih baik dengan akurasi 

sebesar 86,35%, sedangkan algoritma Multinomial Naïve Bayes memperoleh 

akurasi sebesar 68,88%. Selain itu, hasil distribusi sentimen menunjukkan bahwa 

kategori sentimen negatif menjadi kategori yang paling dominan, yang 

menunjukkan bahwa sebagian besar ulasan dalam dataset penelitian mengandung 

keluhan atau pengalaman kurang baik terkait penggunaan Shopee PayLater. 

Berdasarkan hasil tersebut, algoritma SVM memiliki kemampuan klasifikasi yang 

lebih baik dibandingkan Naïve Bayes dan lebih sesuai diterapkan pada data ulasan 

berbentuk teks dengan jumlah fitur yang besar. 

 

Kata Kunci: Analisis Sentimen, Shopee PayLater, TF-IDF, Multinomial Naïve 

Bayes, Support Vector Machine (SVM) 
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ABSTRACT 

 

Ririn Afifah (2217020031), Analysis Of Shopee Paylater User Sentiment On 

Google Play Store Using The Naïve Bayes Algorithm And Support Vector 

Machine (Case Study: Data Mining) 

The growth of digital financial services, particularly Buy Now Pay Later 

(BNPL) features such as Shopee PayLater, has generated various user opinions 

expressed through reviews on the Google Play Store. However, numerical ratings 

alone are not sufficient to represent the actual experiences and perceptions 

conveyed in user reviews. Therefore, sentiment analysis is needed to identify and 

classify user opinions based on textual data. This study aims to analyze user 

sentiment toward the Shopee PayLater feature, classify reviews into positive, 

negative, and neutral categories, and compare the performance of the Multinomial 

Naïve Bayes and Support Vector Machine (SVM) algorithms. The dataset used in 

this study consisted of 4,971 user reviews collected from the Google Play Store. 

The data underwent several text preprocessing stages, including cleaning, 

normalization, tokenization, stopword removal, stemming, and negation handling 

to improve text quality. Sentiment labeling was performed using the lexicon 

labeling method and further validated manually to improve the quality of sentiment 

classification. Furthermore, feature extraction was conducted using the Term 

Frequency-Inverse Document Frequency (TF-IDF) method with unigram and 

bigram approaches. The classification process was carried out by comparing the 

performance of Multinomial Naïve Bayes and Support Vector Machine (SVM) 

based on evaluation metrics including accuracy, precision, recall, and F1-score. 

The results showed that both algorithms were able to classify Shopee PayLater user 

reviews into three sentiment categories: positive, negative, and neutral. The Support 

Vector Machine (SVM) model achieved better performance with an accuracy of 

86.35%, while the Multinomial Naïve Bayes model obtained an accuracy of 

68.88%. The sentiment distribution was dominated by negative sentiment, 

indicating that most users in the dataset expressed complaints or negative 

experiences related to the use of Shopee PayLater. Based on these results, the SVM 

algorithm demonstrated better classification performance than Naïve Bayes and 

was more suitable for handling high-dimensional text data from user reviews. 

 

Keywords: Sentiment Analysis, Shopee PayLater, TF-IDF, Multinomial Naïve 

Bayes, Support Vector Machine (SVM) 
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