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Abstract

This study aims to analyze user sentiment towards the digital identity application launched by
the government. The methodology employed involves collecting user reviews and comments
from various social media platforms and the official application. The data is then analyzed
using Natural Language Processing (NLP) techniques to identify and categorize sentiments as
positive, negative, or neutral. The Naive Bayes method will be implemented using a dataset
containing user reviews about a digital identity application. The analysis results indicate that
the majority of user sentiments towards the application are positive, with many users
appreciating the ease of access and features that simplify administrative processes. However,
there are also a number of negative sentiments indicating technical issues and concerns
regarding data privacy. Neutral sentiments generally relate to suggestions for improvements
and enhancements to the application. The findings of this study are expected to provide
constructive feedback for application developers to improve the quality and security of the
digital identity application, as well as to enhance user satisfaction in the future. The study uses
Google Colab, a cloud-based service provided by Google that allows users to write and execute
Python code directly from the browser. The researcher used the scraping method to collect
review data from IKD applications on the Play Store.
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Abstract
Studi ini bertujuan untuk menganalisis sentimen pengguna terhadap aplikasi identitas digital
yang diluncurkan oleh pemerintah. Metodologi yang digunakan melibatkan pengumpulan
ulasan dan komentar pengguna dari berbagai platform media sosial dan aplikasi resmi. Data
kemudian dianalisis menggunakan teknik Pemrosesan Bahasa Alami (NLP) untuk
mengidentifikasi dan mengkategorikan sentimen sebagai positif, negatif, atau netral. Metode
Naive Bayes akan diimplementasikan menggunakan dataset yang berisi ulasan pengguna
tentang aplikasi identitas digital. Hasil analisis menunjukkan bahwa mayoritas sentimen
pengguna terhadap aplikasi tersebut positif, dengan banyak pengguna menghargai
kemudahan akses dan fitur yang menyederhanakan proses administrasi. Namun, ada juga
sejumlah sentimen negatif yang menunjukkan masalah teknis dan kekhawatiran terkait
privasi data. Sentimen netral umumnya berkaitan dengan saran untuk perbaikan dan
peningkatan aplikasi. Temuan studi ini diharapkan dapat memberikan umpan balik yang
konstruktif bagi pengembang aplikasi untuk meningkatkan kualitas dan keamanan aplikasi
identitas digital, serta meningkatkan kepuasan pengguna di masa mendatang. Studi ini
menggunakan Google Colab, layanan berbasis cloud yang disediakan oleh Google yang
memungkinkan pengguna untuk menulis dan menjalankan kode Python langsung dari
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browser. Peneliti menggunakan metode scraping untuk mengumpulkan data ulasan dari
aplikasi IKD di Play Store.

Kata kunci: Analisis Sentimen Pengguna Aplikasi Identitas Populasi Digital (IKD)

I. INTRODUCTION

In today's digital era, the government is leveraging technology to improve the efficiency
and quality of services provided to the public. One example is the use of digital population
identity applications, which aim to replace physical identity documents such as the National
Identity Card (KTP). "Digital Population Identity (IKD) is one innovation developed to support
the digitization of population documents" (Wahyuningsih, 2023).

These applications allow the public to access and update population data online, with the
aim of simplifying administration and data management processes. However, the use of digital
population identity applications also involves various aspects that need to be evaluated,
including user sentiment towards the application.

In writing this thesis, the author is interested in analyzing the IKD application. The aim
is to determine sentiment towards the application by extracting reviews from the Play Store.
The results can then be utilized by developers.

"Sentiment analysis can be used to assess a person's opinions and emotions about certain
things" (Cendana, 2020).

"Sentiment analysis is a subset of text mining that aims to categorize text documents
based on opinions, thus producing sentiment information that can be either positive or
negative" (Ardianto et al., 2020).

By analyzing user sentiment towards digital identity applications, we can obtain data on
user satisfaction, potential issues, and features that need improvement.

"In this study, text was classified using the naive Bayes method, and the query extension
ranking method was used to reduce the number of features used in the classification process.
The results showed an accuracy of 86.6%" (Fanissa, 2020).

"This method is considered suitable for use in sentiment analysis because it aims to
categorize user opinions or reviews into positive, negative, or neutral" (Arvyantomo, 2023).

It is hoped that the government and application developers can use the results of this
sentiment analysis to improve the quality and user satisfaction and address potential issues.
The Naive Bayes method will be implemented using a dataset containing user reviews of digital

identity applications. investment platform and help companies improve services, then
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researchers want to conduct a study entitled: Sentiment Analysis of the Ajaib Application to
Determine Satisfaction Based on Opinions Using the BERT Algorithm.

Il. RESEARCH METHODS

The research stages involved in sentiment analysis are as follows:

Data Collection: Reviewing digital identity applications and collecting user reviews from
various sources, such as the Google Play Store, App Store, and application websites, is the
method of data collection.

Data Preprocessing: Preprocessing is the first and most crucial stage in the text mining
process. "Preprocessing is carried out to avoid inconsistent or incomplete data" (Muzaki,
2021).

The collected data is then processed to remove noise and convert the text into a format
that can be processed by the Naive Bayes Classifier algorithm. Using the Naive Bayes
Classifier Algorithm: This algorithm is used to predict user reactions to digital identity
applications. The training and testing stages are included in this process.

"Due to its ease of use and fast processing, Naive Bayes is one of the most widely used
algorithms for data mining purposes. It is easy to use, has a simple structure, and is highly
effective" (Khotimah, 2022).

Results Evaluation: The sentiment analysis results were examined using evaluation
methods such as accuracy, precision, recall, and F-measure to determine how well the Naive
Bayes Classifier algorithm analyzed user sentiment.

Results Analysis: Then, it was studied how digital population identity applications can
improve user satisfaction through sentiment analysis. "In sentiment analysis, the dataset
domain is defined, preprocessing is performed, promoted options are labeled, classified, and
evaluated" (Suryani, 2019).

I1l. RESEARCH RESULTS
1. Research Results

In this discussion, the researcher will explain the results of data processing using the
naive Bayes method. The following are several steps in data processing:
Source: Research (2024)

&)

Ulasan aplikasi ldentitas gov.dukcapil. mobile__id
Kependudukan Digital (link aplikasi), NEWEST, Export kedalam file CSV
pada Play Store banyvak ulasan 1000

Figure IV.1 Illustration of data collection
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2. Data Scraping

In this research phase, the researcher will extract IKD app review data from the Google
Play Store. This will be done using the google play_scraper library, extracting review data
from the IKD app using the code gov.dukcapil.mobile_id, and using the Sort. NEWEST code
to retrieve the most recent comment column data. This research obtained 1,000 data points for

processing in the next phase. The results obtained from the data scraping method are as follows:

Figure IV.2 Google Scrapper script code and package. Source: Google Collab data
processing.

The following are the results of the data scraping code above:

Figure 1V.3 Data Scraping Results

Source: Google Collab data processing

The extraction process begins by retrieving reviews from the Play Store using the
application code "gov.dukcapil.mobile_id." This process selects the 1,000 most recent reviews
(NEWEST) and exports them as a CSV file.
3. Data Repair

Data repair is the process of repairing damaged or incomplete data so that it can be used
effectively in analysis. This process is crucial in data management, as low-quality data can lead

to inaccurate analysis.

The following is the coding for data repair:

Figure I1VV.4 Data Preparation

Source: Google Colab data processing
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After performing the coding above, here are the results:

content scCcore

Sekarang tidak bisa di buka selalu kesalahan K S

Aplikasi nya "terjadi kesalahan koneksi™ _suda
Apilikasi tidak responsif, berjaian ambat, res
Apasin gunanya E-KTPF tapi gak bisa cetak KTP-n

Aku kKasih bintang 3 kKarma mau masuk aja harus

Figure 1V.5 Results of Data Repair
Source: Google Collab data processing
4. Data Visualization
Next, the "WordList to Data" operator is connected to the "Process Documents from
Data" operator. This is used to calculate the weighted values and the number of words
appearing in the preprocessed dataset.

dankie.

bisa di

LINT

mau

Figure 1V.6 Wordcloud
Source: Google Collab data processing

The following is the wordcloud coding:

all_text - -join(data

wordcloud - WordCloud(width- . heigh

sd, interpolation-

Figure 1V.7 Script code from Wordcloud
Source: Google Collab data processing
5. Sentiment Analysis Results
The sentiment analysis results can provide a general overview of how the application is
received by the public, whether there are more positive or negative reviews, and specific
aspects frequently mentioned in reviews.

The following are sentiment labels from user reviews of the IKD application:
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ulasan sentiment_ label

Sekarang tidak bisa di buka, . selalu kesalahan kK netral

Aplikasi nya "terjadi kesalahan koneksi™ . suda negaur
Aplikasi tidak responsif, berjalan lambat, res netral
Apasin gunanya E-KTPFP tapi gak bisa cetak KT P-n netral
Aku kasih bintang 3 karma mau masuk aja harus netral
Sangat.... sangat,... sangat jelek & buruk,... u netral
Sebenarnya ini untuk Mmempenmudah apa gimana si netral
Aplikasi apa ini, tidak membantu sama sekal. ., netral

tujuan dari aplikasi ini mungkin sudah baik netral

OO NO O hMONSO

Yang seharusnya memudahkan, jadinya bikin tamb netral

Figure 1V.8 Sentiment Label of IKD user reviews Source: Google Collab data processing

netral

sentiment label

negatif

o 2 < (=] 8

Figure 1V.9 Graph of Label Sentiment Results

Source: Google Collab Data Processing

IV. CONCLUSION

1. In the study, entitled "Sentiment Analysis of the Ajaib App to Determine Satisfaction
Based on Opinions Using the BERT Algorithm," 1,393 data sets were used, with 696
positive reviews and 697 negative reviews. This study concluded that Ajaib app users had
more negative reviews. The results showed an accuracy of 85%, an F1 Score of 85%, a
recall of 85%, and a precision of 87%.

2. This study demonstrated a relationship between information and user satisfaction, enabling
the company to understand user needs and evaluate them in the future.

3. This study found a significant number of negative reviews, which could impact user trust
in the Ajaib app. Therefore, the Ajaib app must improve its system in the future to garner

more positive reviews and increase user trust.
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