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ABSTRACT   

The PLN Mobile app was launched by PLN as a superior digital platform to meet all customer 

needs, provide convenience, and provide a different electricity service experience. With a 

Google PlayStore rating of 4.8 out of 5, the PLN Mobile app provides ease and speed of service 

to PLN customers, with approximately 24.8 million users and over 35 million registered 

customer IDs (https:/web.pln.co.id/media/press-release/2022/07, July 2, 2022).User reviews 

on the Google Play Store app have a rating scale from 1 to 5. Sometimes users provide ratings 

that don't match their reviews, thus failing to adequately describe the quality of the app. The 

number of reviews on the PLN Mobile app is so huge that reading them all will take time. The 

ranking is used to determine public opinion. The sentiment analysis makes use of 1,000 review 

sample data from the PLN Mobile app collected between January and June 2022.The initial 

stages of the research consisted of collecting review data using web scraping, machine 

translation, data tagging, text preprocessing (TF-IDF), text classification, and model 

evaluation techniques. For the Lexicon-based text classification approach, with the Vader 

Lexicon dictionary-based approach, the tagging results were 489 positive opinions, 145 

negative opinions, and 366 neutral opinions. Based on the results of a comparison of the 

positive, neutral, and negative classes of sample data with reviews based on user 

inappropriateness ratings, the positive class received a 67% rating, the neutral class received 

a 6% rating, and the negative class received a 27% rating. In addition, the Naive Bayes method 

is used in the classification process. The author uses a 90:10 split data ratio for the distribution 

of test and training data. The confusion matrix evaluation process produces an accuracy of 

70%.  
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ABSTRAK   

Aplikasi PLN Mobile diluncurkan PLN sebagai platform digital unggulan untuk memenuhi 

semua kebutuhan pelanggan, memberikan kemudahan serta pengalaman layanan listrik yang 

berbeda. Aplikasi PLN Mobile membawa kemudahan dan kecepatan layanan kepada 

pelanggan PLN dengan rating di Google PlayStore 4,8 dari skala 5, dengan sekitar 24,8 juta 

pengguna dan lebih dari 35 juta ID Pelanggan terdaftar (https://web.pln.co.id/media/siaran-

pers/2022/07, 2 Juli 2022). Ulasan pengguna pada aplikasi Google Play Store memiliki 

peringkat skala 1 hingga skala 5. Terkadang pengguna sering memberikan peringkat yang 

tidak sesuai dengan ulasan mereka, sehingga tidak cukup menggambarkan kualitas aplikasi. 

Jumlah ulasan pada aplikasi PLN Mobile sangat banyak sehingga membaca semuanya akan 

memakan waktu. Pengklasifikasian digunakan untuk menentukan opini publik. Analisis 

Sentimen menggunakan 1000 data sampel ulasan yang dikumpulkan pada aplikasi PLN Mobile 

antara Januari hingga Juni 2022. Tahapan awal penelitian dengan pengumpulan data ulasan 

menggunakan teknik web scraping, machine translation, pelabelan data, preprocessing teks, 

TF-IDF, klasifikasi teks, dan evaluasi model. Untuk pendekatan klasifikasi teks berbasis 

Lexicon, dengan pendekatan berbasis kamus Vader Lexicon, hasil pelabelan adalah 489 

sentimen positif, 145 sentimen negatif, dan 366 netral. Berdasarkan hasil perbandingan kelas 

positif, netral, dan negatif terhadap sampel data dengan ulasan berdasarkan rating 
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