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ABSTRAK

Pertumbuhan layanan dompet digital di Indonesia menghasilkan volume
ulasan pengguna yang besar pada Google Play Store, sehingga diperlukan metode
analisis otomatis untuk memahami tingkat kepuasan pengguna. Penelitian ini
bertujuan menilai persepsi pengguna terhadap tiga e-wallet populer yaitu DANA,
GoPay, dan ShopeePay menggunakan analisis sentimen berbasis IndoBERT dan
pemodelan topik BERTopic. Sebanyak 42.306 ulasan dikumpulkan melalui web
scraping selama periode Mei 2025. Setelah melalui tahap pra-pemrosesan, data
diberi label berdasarkan skor rating dan dibagi menjadi data latih 80% dan data uji
20%. Model IndoBERT-base-p2 di-fine-tuning dan menghasilkan akurasi 90,3%,
dengan F'I-score tertinggi pada kelas negatif (0,948), positif (0,836), dan netral
(0,751). Hasil analisis menunjukkan bahwa ShopeePay memiliki sentimen positif
tertinggi (87,82%), diikuti DANA (75,91%) dan GoPay (69,73%). Sentimen negatif
GoPay paling tinggi (28,22%), terutama terkait saldo tidak masuk dan kendala fitur
pinjaman. Pemodelan topik mengungkap bahwa ulasan positif didominasi tema
kemudahan dan kecepatan transaksi, sedangkan ulasan negatif berkaitan dengan
masalah saldo, verifikasi akun, dan gangguan sistem. Penelitian ini menunjukkan
bahwa IndoBERT efektif untuk analisis sentimen berbahasa Indonesia dan
BERTopic mampu mengidentifikasi topik utama secara akurat.

Kata Kunci: Analisis Sentimen, BERTopic, E-Wallet, IndoBERT, Kepuasan
Pelanggan.
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ABSTRACT

The growth of digital wallet services in Indonesia has generated a large
volume of user reviews on Google Play Store, thus requiring an automated analysis
method to understand user satisfaction levels. This study aims to assess user
perceptions of three popular e-wallets, namely DANA, GoPay, and ShopeePay,
using sentiment analysis based onIndoBERT and BERTopic topic modeling. A total
of 42,306 reviews were collected through web scraping during the period of May
2025. After going through the pre-processing stage, the data was labeled based on
rating scores and divided into 80% training data and 20% test data. The IndoBERT-
base-p2 model was fine-tunedand produced an accuracy of 90.3%, with the highest
Fl-score in the negative(0.948), positive (0.836), and neutral (0.751) classes. The
results of the analysis show that ShopeePay has the highest positive sentiment
(87.82%),followed by DANA (75.91%) and GoPay (69.73%). GoPay has the
highest negative sentiment (28.22%), mainly related to balances not being credited
and loan feature issues. Topic modeling revealed that positive reviews were
dominated by themes of ease and speed of transactions, while negative reviews were
related to balance issues, account verification, and system disruptions. This study
shows that IndoBERT is effective for Indonesian sentiment analysis and that
BERTopic is capable of accurately identifying main topics.

Keywords: Sentiment Analysis, BERTopic, E-Wallet, IndoBERT, Customer
Satisfaction.
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