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Review is the result of an assessment related to a product given by 

customers and consumers. Generally, review is used as a measure of how good the 

product is. Review usually contain user or consumer opinion based on customer 

experience and satisfaction after using a product. So that the level of customer 

satisfaction can be measured and can be used as evaluation material for product 

or service provider, one of which is a hotel. Recently, we found many online 

reservation platforms that provide review features, one of them is TripAdvisor. To 

determine the level of customer satisfaction, a sentiment analysis system is applied. 

This research carried out the process of collecting review data on TripAdvisor 

(crawling), preprocessing text data classification text and evaluating the model. 

The method of text classification used a lexicon-based approach, which was using 

a Dictionary-based approach (VADER), and the evaluation process using 

evaluating model classification (accuracy, precision, and recall) was carried out 

randomly and produced 79% . 
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Ulasan merupakan hasil penilaian terkait suatu produk yang diberikan oleh 

para pelanggan dan komsumen. Umumnya, ulasan dijadikan tolak ukur seberapa 

baik produk tersebut. Ulasan biasanya berisi opini pengguna atau konsumen 

berdasarkan pengalaman dan kepuasan pelanggan setelah menggunakan suatu 

produk. Sehingga dapat diukur tingkat kepuasan pelanggan dan dapat dijadikan 

bahan evaluasi bagi penyedia produk atau jasa, salah satunya hotel. Sekarang ini, 

banyak kita jumpai platform reservasi online yang menyediakan fitur ulasan, salah 

satunya TripAdvisor. Untuk mengetahui tingkat kepuasan pelanggan tersebut 

diterapkannya sebuah sistem analisis sentimen. Penelitian ini dilakukan proses 

pengambilan data ulasan pada TripAdvisor (crawling), preprocessing data teks 

klasifikasi teks dan Evaluasi model. Untuk metode dalam klasifikasi teks 

menggunakan pendekatan berbasis Leksikon yaitu menggunakan pendekatan 

berbasis Dictionary (VADER), serta proses evaluasi menggunakan evaluating 

model classification (akurasi, presisi, dan recall) dilakukan secara random dan 

menghasilkan 79% . 
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