DAFTAR ISI

BAB | PENDAHULUAN. ...ttt nbe e 1
1.1 Gambaran Umum ODBjek PeNEIITIAN .........cccveiieiiiiiieese e 1
1.2 Latar Belakang PenelItian ...........cccoiviiiiiiiiiec ettt 2
1.3 RUMUSAN MASAIAN ..o 3
LA TUJUAN PENEIITIAN ...ttt 4
1.5 MaNTaat PENEIITIAN .......oouiiiiieiiie e 5

TN N 1] (o L SRR 5
1.5.2 ASPEK PIaKLIS .....eeiiiiieiieee sttt 5
1.5.3 Aspek Manajemen PEMASAIAN ........c.ccveieeieeiieeieseeseeieseesteeseseesteessessaesseessessaesseensens 5
1.5.4 Sistematika Penulisan Tugas AKNIT ..o 6

BAB I TINJAUAN PUSTAKA ettt 7
2.1 Teori dan penelitian terdanUIU ... 7
2.1.1 MaN@JEMEN OPEIASH .vveveerreirieiteeiese e et este st e et e st e ste et e s e e ste e s e sbe e te et e sasesteessesreesteaneesnne e 7

2.1.1.1 Total Quality Management (TQM) ..o 8
2.1.1.2 Dimensi Kualitas Produk (Product Quality) .........cccccevvveieiiieiicieciece e 10
2.1 2 BIZ DALA ...ttt 15
2. 1.3 TEXEMINING .ottt ettt et e s b e et e e e e s be e beesbesreesteeasesraesreenee e 15
2. 1.4 PIEPIOCESSING ...veteeueeutetesieste st steettesteste s ste st b e bt beese e s s e e e b e abesbe bt e b e e seese et e nbenbeabenbeebeene e 15
2.1.5 ANALISIS SENTIMEN ..ottt nre s 15
2.1.5.1 Aspect-Based Sentiment ANAIYSIS .......c.coiiiiiiiiieie e 16
2.1.6 Metode INAODEIT........oeiie e 16
2.1.7 Indonesian ROBERTa (INAOROBERTA) ......ccvviiiieiiieiieii et 17



2.1.8 PENEIITIAN TIUANUIU ... et e e e e e 19

2.1.9 Kerangka PENEITIAN ........ccoiiiiiiiiee et 35
BAB 11 METODE PENELITIAN ..o 37
3.1 JENIS PENEITIAN ...t 37
3.2 Variabel OPerasional ...........c.ccveiiiiiiicie e 39
3.3 Tahapan PeNelitian ...........cccooviiiiie e 40
3.4 Populasi dan SAMPEN ..o 41
KBt oo TU ] - ] PSSR 41
B2 SAMPEL <. 42
3.5 Pengumpulan Data dan SUMber Data ...........cccveveiieiieiiec e 43
3.6 TeKNiK ANALSIS DALA ........coveiiiiiiiieieiesiee e 43
3.6.1 DAta COMIECLION ..ottt 43
3.6.2 TEXE Pre-PrOCESSING ..veeveiveeiiereesteesteetesteesteeee s e esteaaestaesseeseesteesteaseesseessesssesreeneeaneesseas 44
3.6.3 Klasifikasi Berdasarkan DIMENSI ..........cocoiiiriiiiiiieiesese s 45
3.6.4 Klasifikasi Berdasarkan Sentiment ANalysis ..o 45
3B.5 INAOBERT ...ttt bbbttt e ettt snenre s 46
3.6.6 INA0 ROBERTA ..ottt bbbt 47
3.6.7 Evaluasi Performa Algoritma untuk Klasifikasi Berdasarkan Dimensi dan Sentiment
AANBIYSIS ..ottt et e et et et et a e te e e e ate e teenteaaeenreennenre e e 48
B A D [V bbb e b e e e na e 50
HASIL PENELITIAN DAN PEMBAHASAN .....oooii et 50
4.1 HASH PENEIITIAN ... 50

vii



4.2 PEIMDANASAN ...t e ettt e e e —— et e e e e e e e —————aaaeaaan e ——
B A B B e e e e e ——————aaaaaaaaa 60
KESIMPULAN DAN SARAN ..ottt ettt e e e e e et e e e e e e e e e 60

5.1 KESTMPUIAN ...ttt bbbt 60

D2 S AN e e e —eeeeeeeeee————aeeeeeetee——aaeeeeterean i —aaaaaeaereanna 61

viii



