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1. INTRODUCTION

Technological developments have changed the movement of customer behavior from purchasing
goods directly to purchasing goods online or through e-commerce. This change affects the buyer's
decision to buy a product, this is greatly influenced by consumer views on price, product, promotion,
place (marketing mix) that has been implemented by the company. The more e-commerce that is
developed, many users provide reviews of the e-commerce applications they have and from the analysis
that has been done, most users who install e-commerce applications will provide reviews of the
applications used. Reviews or ratings are important for new users who want to install e-commerce
applications and determine which e-commerce applications will be used for transactions.

Rating is a part of the review that uses star symbol rather than text form in expressing the opinion of
the user, rating can mean as an assessment of the user on the preference of an application to their

Journal homepage: www.ijecom.org


mailto:jimmywiranatasiregar@gmail.com1
mailto:andiesiahaan@gmail.com2
mailto:darmelinasution@gmail.com4
mailto:rianfartawijaya@dosen.pancabudi.ac.id5
https://creativecommons.org/licenses/by-sa/4.0/

38
E-ISSN 2962-4274

experience refers to the psychological and emotional state they go through when interacting with the
application.

2. RESEARCH METHOD

Data collection in this study uses web scraping techniques from Shopee e-commerce reviews. The
research diagram illustrates the process from the initial level to the final level of research completion.
In the early stages, researchers collect research materials from various library sources, including books,
journals (both print and online), proceedings, articles, and other sources of information that are in line
with the field of science. The proposed research diagram can be seen in Figure 3.1 below :
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Gambar 1. research framework

2.1. Sentiment Analysis

Sentiment analysis is a technique for extracting information about opinions, sentiments and
emotions from text, which can be documents, product reviews, tweets and so on. Sentiment and
opinion are usually used interchangeably, they have a fundamental difference. Sentiment is a feeling
or emotion expressed by someone towards something, such as positive, negative and neutral. Opinion
is a view expressed by someone about something, which can be positive or negative.

2.2. Preprocessing using Neural Languange Processing (NLP) method
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Gambar 2. Pre-processing stage using NLP approach
2.3. Support Vector Machine

Support Vector Machine (SVM) is one of the algorithms used to establish optimal boundaries
between data classes, SVM is used to find the best hyperplane by optimizing the distance between data
groups. hyperline equations are :

f(x) =w-x+ b, with :
w = weight parameter,
x = vektor input,

b = bias.

3.  RESULTS AND DISCUSSIONS

From research with a total of 5000 taken from shopee application reviews, consisting of five variables
namely username, score, at, content, label. The compound score calculation process is carried out to
display labels with positive, negative, neutral reviews, The compound score value with a limitation of
< -0.05 shows the results of negative reviews with a value of 2.26% by 113 responses. For the calculation
of compound score> 0.05 shows the results of positive reviews with a value of 15.02% by 751 responses,
and for neutral reviews shows the results of 82.72% by 4136 responses.
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Fig. 3 Review label

For score assessment based on the results of label data processing shows the highest data with a score
of 5 and neutral reviews of 3040 responses by 61%, for the least review results with a score of 2 and 3
on negative reviews
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Figure 4. graph of review label and score

In the process of testing from 5000 data sets against the Support Vector Machine (SVM) model,
randomly obtained accuracy results of 91.6%. with the amount of data classification from 1250 data sets
showing the results of positive reviews of 15.84%, neutral reviews of 82.08% and negative reviews of
2.08%.

4. CONCLUSION
The use of Neural Languange Processing (NLP) helps the review normalization process. From the
classification results using the SVM model with a total of 1250 test data resulting in 26 negative
reviews, 1026 neutral reviews, and 198 positive reviews. With an accuracy value of 91.6%
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