DAFTAR ISI

HALAMAN PENGESAHAN ......cccccoovieiieeeee e, Error! Bookmark not defined.
HALAMAN PERNYATAAN ....ooiiiiie ettt ii
KATA PENGANTAR ..ottt sttt ne e enes iv
ABSTRAK ..ottt e et e b be e be et e ra e areenreeres vi
ABSTRACT oot et et et e e te e e e re e vii
DAFTAR IS ..ottt te et te et e e nne s viii
DAFTAR GAMBAR ...ttt st st e tesae e sbe et e beenae e X
DAFTAR TABEL ..ottt Xi
BAB | PENDAHULUAN ..ottt 1
1.1.  Gambaran Umum Objek Perusahaan ..........c.ccocoovriiieieiineniseneneeeee, 1
1.1.1.  Profile Perusahaan ............ccccocoviiiiieie i 1
1.1.2.  Visi dan Misi Perusanaan ............ccccceeveeiirieieeiie s o 2
1.2, Latar BelaKang.........ccooieiieiiiiic et 2
1.3, Rumusan Permasalalan...........ccccocueeiiiiieiiiec s 9
1.4, Pertanyaan Penelitian ............ccccooviiiiii i 10
1.5, Tujuan Penelitian......ccccoviieieiieciece e 10
1.6.  Manfaat Penelitian...........cccoeiiiiiiiiic e 10
1.6.1.  ASPEK TEOMILIS .eoveeiiiiiiiiieiieieie e 10
1.6.2.  ASPEK PraktiSi......c.cooviiiieiiiiie s 11
1.7.  Sistematika Penulisan Tugas AKNIr..........cccoveiiiiicieieccece e, 11
BAB Il TINJAUAN PUSTAKA ...ttt 13
2.1.  Teoridan Penelitian Terdahulu ..............ccooviiiiiiiiiie e 13
2.1.1.  Kualitas Pelayanan ............cccccoeiieiiiie i 13
2.1.2.  Pengalaman Pelanggan ..........ccccooveiiiiiiiiie e 13
2.1.3.  Kepuasaan Pelanggan ... 14
2.1.4.  User Generate CONENT........cceeiuiiiiiiieeiiie e 15
2.1.5.  Analisis SENtIMEN.......c.ccoiiiiicie e 15
2.1.6.  TOPIC MOUEIING.....cciiiiiiiiiee e 16

2.1.7.  TeXEMINING....ciiiiiiiie ittt 17



2.1.8.  Naive Bayes Classifier.........cccoeiieiiiiniieiinie e 17

N N B = 1 To [ I - - FO OSSR 18
2.1.10. Latent Dirichlect Allocation (LDA).........cccooeiiieieiie e, 18
2.1.11. Penelitian Terdahulu..........cccooveiieiiiie e 19
2.2.  Kerangka PemiKiran ..........ccccoveieiiieiiiie i se e 28
BAB 111 METODE PENELITIAN ...ttt 30
3.1 JeNiS PENEIITIAN ..o 30
3.2, Operasionalisasi Variabel ..........ccocoieiiiiiiiieiieie e 31
3.3, Tahapan Penelitian .........ccccoiiieiieiiiece e 33
3.4, Populasi dan SAMPEL.........ccoiiiiiie s 35
341, POPUIBST ...t 35
342, SAMPEL ... 35
3.5.  Pengumpulan Data dan Sumber Data.............ccocveeeieieienenincneseeeeee e 36
3.5.1.  Teknik Pengumpulan Data ...........cccooeriiiiinicieiesc e 36
3.6 Teknik ANaliSiS DAt ........cccoiiveiiieiiiieiesie e 36
3.6.1.  Pengumpulan Data.........ccoerierieriiiieniiisicieee e 36
3.6.2.  Preprocessing Data ..........cccoeruerieriniiinisieieie e 39
3.6.3.  ANAliSiS SENIMEN......ciiiiiiiieee s 40
3.6.4.  TOPIC MOAEIING.....cooiiiiiicieee e 41
3.6.5.  Uji Validitas Model ..........cccoooiiriiiiiiiiiice e 41
BAB IV PEMBAHASAN ..ot 43
4.1, Karakteristik Data.........ccccuoveieiieiiieie e 43
4.2, HaSil PENEIITIAN........coi i 43
4.2.1.  ANaAliSIS SENIMEN .......oiiiiiei e 43
4.2.2. Perbandingan Kualitas Pelayanan ............ccooceveriniieniniiniesieennn 47
4.2.3.  TOPIC MOUEING ...ccvveiiiiiicieee et 48
BAB YV PENUTUP ......oooi ettt sttt 59
5.1 KESIMPUIAN ..ot 59
T T 1 - o SRR 59
5.2.1.  SAran PraKtiSi.....cccveuiiiiiieieiie e e 59
5.2.2. Saran AKAGEMIS.....coviiiiiieie ettt 60
DAFTAR PUSTAKA ettt sttt nnesre e nae e 61



