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ABSTRAK 

BRILink, layanan perbankan online Bank BRI bekerja sama dengan nasabah 

BRI sebagai agen, menawarkan Aplikasi Brilink Mobile untuk transaksi. Penelitian 

ini menganalisis sentimen terhadap aplikasi ini menggunakan metode Naïve Bayes 

dan Support Vector Machine (SVM). Mayoritas masyarakat Indonesia 

menunjukkan sentimen negatif terhadap Aplikasi Brilink Mobile, dengan label 

negatif 66,6%. Penelitian ini membantu Bank BRI tingkatkan kepuasan pelanggan 

dan kepercayaan melalui layanan perbankan digital. Metode machine learning 

Naïve Bayes dan SVM diaplikasikan dalam model ini. Data diambil dari studi 

literatur perbandingan kedua metode dan ulasan pengguna di Google Play Store. 

Hasilnya menunjukkan SVM memiliki hasil lebih baik: Akurasi 76,43%, Recall 

62,71%, Precision 63,18%, F1 Score 62,44%, sementara Naïve Bayes: Akurasi 

61,50%, Recall 47,08%, Precision 46,37%, F1 Score 45,90%. Kesimpulannya, 

SVM memberikan klasifikasi lebih baik dengan Akurasi 76,43%. 

 

 

Kata kunci: Analisis Sentiment, Brilink Mobile, metode Naïve Bayes, Support 

Vector Machine (SVM). 

ABSTRACT 

BRILink, an online banking service by Bank BRI in collaboration with BRI 

customers as agents, offers the Brilink Mobile App for transactions. This study 

analyses sentiment towards this app using the Naïve Bayes and Support Vector 

Machine (SVM) methods. The majority of Indonesian society expresses a negative 

sentiment towards the Brilink Mobile App, with a negative label reaching 66.6%. 

This research aids Bank BRI in enhancing customer satisfaction and trust through 

digital banking services. The machine learning methods Naïve Bayes and SVM are 

applied in this model. Data is sourced from a literature study comparing the two 

methods and user reviews on the Google Play Store. The findings reveal that SVM 

produces superior results: Accuracy 76.43%, Recall 62.71%, Precision 63.18%, 

F1 Score 62.44%, whereas Naïve Bayes yields: Accuracy 61.50%, Recall 47.08%, 

Precision 46.37%, F1 Score 45.90%. In conclusion, SVM offers better classification 

with an accuracy of 76.43%. 

 

 

Keywords: Sentiment Analysis, Brilink Mobile, Naïve Bayes method, Support 

Vector Machine (SVM). 
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