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ANALISIS SENTIMEN ULASAN GOOGLE MAPS HOTEL GRAND
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ABSTRAK

Perkembangan platform digital seperti Google Maps membuat ulasan pelanggan
menjadi sumber informasi penting bagi industri perhotelan dalam mengevaluasi
kualitas layanan. Namun, tingginya volume ulasan yang tidak terstruktur serta
adanya ketidakseimbangan kelas sentimen (imbalanced data) menyebabkan pihak
manajemen kesulitan untuk mengidentifikasi masalah dan mengevaluasi kepuasan
pelanggan secara cepat, akurat, dan objektif. Oleh karena itu, penelitian ini
bertujuan untuk menerapkan algoritma Convolutional Neural Network (CNN-1D)
dalam klasifikasi sentimen ulasan Google Maps Hotel Grand Mansion Blitar,
membandingkan performa model sebelum dan sesudah optimasi hyperparameter
menggunakan Grid Search berdasarkan evaluasi Confusion Matrix (akurasi, presisi,
recall, Fl-score), serta memetakan prioritas layanan menggunakan Importance-
Performance Analysis (IPA). Data diperoleh melalui teknik web scraping
menggunakan Webscraper.io dengan jumlah awal sebanyak 1.580 ulasan mentah.
Setelah melalui proses validasi, preprocessing, pelabelan otomatis, tokenisasi,
padding, dan seleksi tambahan, sebanyak 723 ulasan digunakan pada tahap
modelling. Representasi teks dilakukan menggunakan Word2Vec. Hasil penelitian
menunjukkan bahwa berdasarkan evaluasi Confusion Matrix, model baseline
memperoleh accuracy sebesar 66,21%, precision 76,77%, recall 66,21%, dan F1-
score 70,45%. Setelah optimasi, model terbaik diperoleh dengan kombinasi filters
= 32, kernel size = 3, dropout rate = 0,3, dan learning rate = 0,001, dengan accuracy
meningkat menjadi 81,38%, precision 84,80%, recall 81,38%, dan Fl-score
82,92%. Hasil IPA menunjukkan bahwa atribut kondisi kamar (interior) berada
pada Kuadran I sebagai prioritas utama perbaikan. Dengan demikian, optimasi
hyperparameter terbukti meningkatkan performa klasifikasi sentimen secara
signifikan, sedangkan IPA membantu menghasilkan rekomendasi evaluasi layanan
yang lebih terarah bagi manajemen hotel.

Kata Kunci: Analisis Sentimen, CNN, Optimasi Hyperparameter, Grid Search,
IPA, Google Maps Review
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SENTIMENT ANALYSIS OF GOOGLE MAPS REVIEWS OF HOTEL
GRAND MANSION BLITAR USING CONVOLUTIONAL NEURAL
NETWORK ALGORITHM WITH HYPERPARAMETER OPTIMIZATION

By
FATIKHATULTRISNA ARDIANSYAH 22104410085
ftardiansyah.net@gmail.com

ABSTRACT

The development of digital platforms such as Google Maps has made customer
reviews an important source of information for the hotel industry in evaluating
service quality. However, the high volume of unstructured reviews and the presence
of imbalanced sentiment classes make it difficult for management to identify
problems and evaluate customer satisfaction quickly, accurately, and objectively.
Therefore, this study aims to apply the Convolutional Neural Network (CNN-1D)
algorithm to classify sentiments in Google Maps reviews of Hotel Grand Mansion
Blitar, compare model performance before and after hyperparameter optimization
using Grid Search based on Confusion Matrix evaluation (accuracy, precision,
recall, Fl-score), and map service priorities using Importance-Performance
Analysis (IPA). The data were collected through web scraping using
Webscraper.io, resulting in 1,580 raw reviews. After validation, text preprocessing,
automatic sentiment labeling, tokenization, padding, and additional selection, 723
reviews were used in the modelling stage. Text representation was performed using
Word2Vec. The results show that based on the Confusion Matrix evaluation, the
baseline model achieved an accuracy of 66.21%, precision of 76.77%, recall of
66.21%, and F1-score of 70.45%. After optimization, the best model was obtained
with 32 filters, kernel size of 3, dropout rate of 0.3, and learning rate of 0.001,
achieving an increased accuracy of 81.38%, precision of 84.80%, recall of 81.38%,
and Fl-score of 82.92%. The IPA results indicate that the room condition (interior)
attribute falls into Quadrant I, making it the main priority for improvement.
Therefore, hyperparameter optimization significantly improved the sentiment
classification performance, while IPA provided more focused service evaluation
recommendations for hotel management.

Keywords: Sentiment Analysis, CNN, Hyperparameter Optimization, Grid Search,
IPA, Google Maps Review
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MOTTO

)

“Belajarlah, karena ilmu akan menjaga kamu.’

(Ali bin Abi Thalib)

“Artificial intelligence is not a substitute for human intelligence; it is a tool to
amplify human creativity and ingenuity.”

— Fei-Fei

"...ning jobo banter tenan angine Soyo dewasa ra ngenteni badai terang Nanging
sinau nari ning tengah udan...”

— Denny Caknan, Sinarengan
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