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ABSTRAK

Nama Mahasiswa / NPM : Muhammad Firza Pahlevi / 22082010094

Judul Skripsi : Analisis Sentimen Multi-Aspek Pada Ulasan
Aplikasi myBCA di  Google Playstore
Menggunakan IndoBERT dan  Kerangka
PACMAD

Dosen Pembimbing 1. Eka Dyar Wahyuni, S.Kom., M.Kom.
2. Nur Cahyo Wibowo, S.Kom., M.Kom.

Perkembangan transformasi digital mendorong meningkatnya permintaan akan
kecepatan dan kemudahan transaksi perbankan digital. Namun, aplikasi myBCA
masih menghadapi tantangan dalam tingkat adopsi pengguna serta keluhan terkait
keandalan sistem yang berpotensi memengaruhi kepercayaan pengguna. Penelitian
ini menerapkan analisis sentimen multi-aspek untuk mengevaluasi kualitas layanan
aplikasi myBCA secara komprehensif menggunakan adaptasi kerangka People At
the Centre of Mobile Application Development (PACMAD). Data ulasan
dikumpulkan dari Google Play Store pada aplikasi myBCA versi 2.6.0 hingga 2.9.0
untuk aspek Effectiveness, Efficiency, Satisfaction, Learnability, Errors, dan
Cognitive Load. Proses pemodelan dilakukan menggunakan IndoBERT melalui
serangkaian  Hyperparameter  Tuning  dan  pengujian  penanganan
ketidakseimbangan data. Hasil penelitian menunjukkan bahwa konfigurasi terbaik
diperoleh pada epoch 4, batch size 16, dan learning rate Se-5 dengan implementasi
Focal Loss yang menghasilkan Macro F1-Score sebesar 0,84. Selain itu, penelitian
ini juga mengimplementasikan sistem analisis sentimen berbasis web untuk
visualisasi hasil prediksi secara interaktif. Hasil penelitian membuktikan bahwa
optimasi model IndoBERT efektif dalam memberikan analisis kualitas layanan
aplikasi perbankan digital secara akurat dan mendalam.

Kata Kunci: Analisis Sentimen Multi-Aspek, myBCA, IndoBERT, PACMAD,
Mobile Banking

X



ABSTRACT

Student Name / NPM :  Muhammad Firza Pahlevi / 22082010094

Thesis Title : Multi-Aspect Sentiment Analysis on Google Play
Store myBCA App Reviews Using IndoBERT
and PACMAD Framework

Advisor : 1. Eka Dyar Wahyuni, S.Kom., M.Kom.

2. Nur Cahyo Wibowo, S.Kom., M.Kom.

ABSTRACT

The rapid growth of digital transformation has increased the demand for fast and
convenient digital banking transactions. However, the myBCA application still
faces challenges in user adoption and system reliability issues that may affect user
trust. This study applies Aspect-Based Sentiment Analysis to comprehensively
evaluate the service quality of the myBCA application using an adapted People At
the Centre of Mobile Application Development (PACMAD) framework. User
reviews were collected from Google Play Store for myBCA versions 2.6.0 to 2.9.0
covering the aspects of Effectiveness, Efficiency, Satisfaction, Learnability, Errors,
and Cognitive Load. The modeling process was carried out using IndoBERT
through a series of Hyperparameter Tuning and Imbalanced Data handling
experiments. The results show that the best model configuration was achieved using
epoch 4, batch size 16, and learning rate 5e-5 with the implementation of Focal
Loss, resulting in a Macro FI-Score of 0.84. In addition, a web-based sentiment
analysis system was developed to provide interactive visualization of prediction
results. The findings demonstrate that optimizing the IndoBERT model with the
Focal Loss approach is effective in providing accurate and in-depth analysis of
digital banking service quality.

Keywords: Multi-Aspect Sentiment Analysis, myBCA, IndoBERT, PACMAD,
Mobile Banking
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