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Analisis Sentimen Pelanggan Fore Coffee di Twitter dengan 

IndoBERTweet: Perbandingan Kinerja dengan Model Klasik 

Ezra Mathian Lomar 

ABSTRAK 

Perkembangan media sosial seperti Twitter telah memberikan wadah bagi 
pelanggan untuk menyampaikan opini dan pengalaman mereka terhadap suatu 
produk atau layanan secara terbuka. Informasi tersebut dapat dimanfaatkan oleh 
perusahaan untuk mengetahui persepsi pelanggan terhadap mereknya melalui 
analisis sentimen. Fore Coffee sebagai salah satu merek kopi lokal Indonesia juga 
banyak menerima ulasan dari pengguna Twitter, namun data yang bersifat tidak 
terstruktur dan menggunakan bahasa informal memerlukan pendekatan analisis 
berbasis machine learning dan deep learning. Oleh karena itu, penelitian ini 
bertujuan untuk membandingkan kinerja beberapa algoritma dalam melakukan 
analisis sentimen terhadap ulasan pelanggan Fore Coffee di Twitter. Data 
dikumpulkan menggunakan tweet-harvest sebanyak 10.426 tweet dan melalui 
tahapan preprocessing seperti case folding, cleansing, stopword removal, 
dan stemming. Pelabelan sentimen dilakukan secara otomatis menggunakan 
metode keyword-based lexicon. Penelitian ini menggunakan metode CRISP-
DM hingga tahap evaluation dengan menerapkan empat algoritma, yaitu Naïve 
Bayes, Logistic Regression, Support Vector Machine (SVM), dan IndoBERTweet. 
Hasil penelitian menunjukkan bahwa IndoBERTweet memberikan hasil terbaik 
dengan akurasi 91,46% dan F1-macro 0,88, melampaui model klasik seperti SVM 
(87,58%), Logistic Regression (86,05%), dan Naïve Bayes (80,68%). Analisis 
sentimen menunjukkan bahwa ulasan pelanggan Fore Coffee di Twitter didominasi 
oleh sentimen positif sebesar 58,24%, diikuti netral 24,93%, dan negatif 16,83%. 
Dengan demikian, IndoBERTweet terbukti paling efektif untuk analisis sentimen 
berbahasa Indonesia di Twitter dan menunjukkan citra positif pelanggan terhadap 
Fore Coffee di media sosial. 

 
Kata Kunci: Analisis Sentimen, Machine Learning, IndoBERTweet, Fore Coffee, 
Twitter  
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Fore Coffee Customer Sentiment Analysis on Twitter with 

IndoBERTweet: Performance Comparison with Classical Model 
Ezra Mathian Lomar 

 

ABSTRACT (English) 
 
The rapid growth of social media platforms such as Twitter provides a medium for 
customers to express their opinions and experiences regarding products and 
services openly. These opinions can be analyzed to understand customer 
perceptions of a brand through sentiment analysis. Fore Coffee, as one of 
Indonesia’s leading local coffee brands, receives numerous reviews on Twitter; 
however, the unstructured and informal nature of the data requires a computational 
approach using machine learning and deep learning methods. Therefore, this study 
aims to compare the performance of several algorithms in classifying customer 
sentiment toward Fore Coffee on Twitter. Data were collected using Tweet Harvest, 
totaling 10,426 tweets, and processed through several preprocessing stages, 
including case folding, cleansing, stopword removal, and stemming. Sentiment 
labeling was performed automatically using a keyword-based lexicon method. The 
research employed the CRISP-DM methodology up to the evaluation stage, 
applying four algorithms: Naïve Bayes, Logistic Regression, Support Vector 
Machine (SVM), and IndoBERTweet. The results indicate that IndoBERTweet 
achieved the highest performance with 91.46% accuracy and an F1-macro score 
of 0.88, outperforming classical models such as SVM (87.58%), Logistic 
Regression (86.05%), and Naïve Bayes (80.68%). Sentiment distribution analysis 
revealed that customer reviews were dominated by positive sentiments (58.24%), 
followed by neutral (24.93%) and negative (16.83%). Thus, IndoBERTweet is 
proven to be the most effective model for Indonesian-language sentiment analysis, 
indicating that customer perception toward Fore Coffee on Twitter is generally 
positive. 
 
Keywords: Sentiment Analysis, Machine Learning, IndoBERTweet, Fore Coffee, 
Twitter 
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