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PADA APLIKASI TANGERANG LIVE DI DINAS 

KOMUNIKASI DAN INFORMATIKA KOTA TANGERANG 

Maura Davita Erzanda 

 

ABSTRAK 

 

 Program magang PRO-Step Career Acceleration ini dilaksanakan di Dinas 

Komunikasi dan Informatika (Diskominfo) Kota Tangerang dengan fokus pada 

analisis sentimen laporan pengaduan masyarakat yang masuk melalui fitur LAKSA 

pada aplikasi Tangerang LIVE. Penelitian ini bertujuan membuktikan secara 

empiris asumsi internal Diskominfo yang menyatakan bahwa sebagian besar 

pengaduan masyarakat yang diterima cenderung bersentimen negatif, mengingat 

tingginya volume laporan yang masuk tanpa adanya analisis kuantitatif 

sebelumnya. Dataset yang digunakan bersifat unlabeled, sehingga dilakukan 

serangkaian tahapan text preprocessing yang meliputi pembersihan teks, case 

folding, tokenization, stopword removal, lemmatization, dan stemming. Proses 

pelabelan data dilakukan menggunakan pendekatan pseudo-labeling berbasis 

leksikon sentimen yang disesuaikan dengan konteks pengaduan layanan publik. 

Selanjutnya, data dianalisis menggunakan tiga algoritma klasifikasi machine 

learning, yaitu Support Vector Machine (SVM), Random Forest, dan Naïve Bayes. 

Hasil evaluasi menunjukkan bahwa SVM menghasilkan performa terbaik dengan 

tingkat akurasi sebesar 87,37%, diikuti oleh Random Forest sebesar 83,71%, dan 

Naïve Bayes sebesar 65,26%. Distribusi sentimen hasil klasifikasi menunjukkan 

bahwa laporan dengan sentimen negatif mendominasi dibandingkan sentimen 

positif dan netral, sehingga asumsi internal Diskominfo dapat divalidasi secara 

berbasis data. Selain menghasilkan model klasifikasi sentimen, penelitian ini juga 

menyediakan visualisasi dan dashboard analisis yang dapat dimanfaatkan sebagai 

dasar pengambilan keputusan strategis dalam evaluasi dan peningkatan kualitas 

layanan publik. 

 

Kata kunci: Aplikasi Tangerang LIVE, Klasifikasi Sentimen, SVM, Random 

Forest, Naïve Bayes 
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IMPLEMENTATION OF SENTIMENT CLASSIFICATION ON 

LAKSA FEATURE IN TANGERANG LIVE APPLICATION AT 

TANGERANG CITY OFFICE OF COMMUNICATION AND 

INFORMATICS  

Maura Davita Erzanda 

 

ABSTRACT 

 

This internship program under the PRO-Step Career Acceleration scheme was 

conducted at the Department of Communication and Informatics (Diskominfo) of 

Tangerang City, focusing on sentiment analysis of public complaint reports 

submitted through the LAKSA feature in the Tangerang LIVE application. This 

study aims to empirically validate Diskominfo’s internal assumption that the 

majority of incoming public complaints carry negative sentiment, as the high 

volume of reports had previously not been supported by quantitative evidence. The 

dataset used in this study was unlabeled, requiring a comprehensive text 

preprocessing pipeline, including text cleaning, case folding, tokenization, 

stopword removal, lemmatization, and stemming. Data labeling was performed 

using a domain-specific lexicon-based pseudo-labeling approach tailored to public 

service complaint contexts. The labeled data were then analyzed using three 

machine learning classification algorithms: Support Vector Machine (SVM), 

Random Forest, and Naïve Bayes. The evaluation results indicate that SVM 

achieved the highest classification performance with an accuracy of 87.37%, 

followed by Random Forest at 83.71% and Naïve Bayes at 65.26%. The resulting 

sentiment distribution shows that negative sentiment dominates over positive and 

neutral categories, thereby providing data-driven validation of Diskominfo’s 

internal assumption. This research also delivers analytical visualizations and 

dashboards that can be utilized as a strategic decision-support tool for evaluating 

and improving public service quality. 

 

Keywords: Sentiment classification, Tangerang LIVE app, Naïve Bayes, Random 

Forest, SVM 
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