CHAPTER 1 INTRODUCTION

1.1 Research Background
Skincare products are increasingly popular, especially among the younger
generation who prioritize the convenience of shopping through e-commerce
platforms such as Shopee’. Based on the Indonesian e-Commerce map according to
iPrice, Shopee is the second marketplace with the highest number of visitors per
month reaching 131.296 million visitors per month with the second quarter in 2022.

Shopee provides daily necessities, one of which is beauty or skincare products.

Skincare is a series of skincare products used regularly with various
purposes to care for or protect our skin. Skincare also plays a very important role,
especially for women, as they pay great attention to their appearance. All skincare
products available in Indonesia are of good quality, including Skintific, Avoskin,

Wardah, Emina, Daviena, and others.

One skincare brand that has recently gained public attention is Daviena
Skincare. This local skincare brand has been accused of using fake buyers to
purchase its products. Fake buyers are often used by businesses that are still in their
early stages to attract potential customers. Due to these allegations, there have been
many comments and reviews about Daviena products, both on social media and in

purchase reviews on e-commerce platforms.

However, the large volume of reviews in an unstructured format and the
presence of various sentiments (positive, negative, neutral) make manual analysis
challenging?. Text mining techniques on consumer reviews enable clustering and
feature extraction from review text, thereby generating information of business
value. This helps merchants and e-commerce platforms to design relevant service

improvement strategies, drive business growth, and increase customer satisfaction.
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Sentiment analysis is a sub-field of natural language processing (NLP) that
aims to automatically classify sentiment from free text, and has been widely applied
to understand consumer opinions on e-commerce platforms and social media®.
Frequently used machine learning methods include Naive Bayes, Support Vector
Machine (SVM), and deep learning methods such as Long Short-Term Memory
(LSTM) and Convolutional Neural Networks (CNN)*. Naive Bayes is known for
its simplicity and efficiency, while SVM is often chosen for its ability to handle
imbalanced data and provide high accuracy. On the other hand, deep learning
methods are gaining popularity due to their ability to capture complex relationships

in text data and produce more accurate predictions in some cases.

However, sentiment analysis still faces challenges, especially in handling
unstructured and informal text such as product reviews and comments on social
media. The lack of a corpus and domain-specific lexicon often degrades model
accuracy’. Grammatical errors and the use of unfamiliar terms also affect the
analysis results. To address these issues, future research is expected to utilize more
advanced data preprocessing techniques, the use of more complex deep learning
models, as well as the application of semi-supervised or unsupervised learning

methods to improve sentiment analysis performance.

In line with this, Allah explains about differences of opinion written in the

Qur'an, namely:
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It means “O you who believe, be you upholders (of the truth) for the sake of

Allah (and) witnesses (who act) fairly. Do not let your hatred of a people encourage
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you to be unjust. Be just, for that is closer to piety. Fear Allah. Verily, Allah is
mindful of what you do.” (QS. Al-Maidah Verse 8).

Research by Lestari et al. (2024) also confirmed the superiority of SVM,
recording an accuracy of more than 80% in analysing sentiment towards skincare
products®. Meanwhile, M. Fauzi (2019) explored the use of Word2Vec as a feature
in sentiment analysis with SVM, although the results were still lower than other
methods’. In another study, Elik Hari (2020) conducted an NLP approach to
sentiment analysis, resulting in an accuracy of 76.92%°2 Several studies have
compared SVM with Naive Bayes in the context of e-commerce, such as on
earphone products on Tokopedia®, and on Shopee application reviews that achieved
84.71% accuracy'®. The SMOTE technique was also used in combination with

SVM, which increased the accuracy to 92%.

From these studies, it can be seen that although many studies have been
conducted using SVM methods in the context of sentiment analysis, there is still a
lack in terms of specific application to certain product categories such as Daviena
skincare and local e-commerce platforms such as Shopee. This research aims to
close that gap by providing an in-depth analysis of consumer sentiment towards

Daviena skincare products through a focused approach.
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The main objective of this research is to apply the Support Vector Machine
(SVM) method in analysing the sentiment of Daviena skincare product reviews on
the Shopee e-commerce platform. It is hoped that the results of this study can
provide useful insights for manufacturers and marketers in understanding consumer
views and improving the quality of their products and services based on the

feedback obtained from these reviews.

1.2 Research Problem

Based on the background, the problem formulation is as follows:
The presence of various positive, negative, and neutral comments, as well

as the lack of sentiment analysis on reviews of Daviena products.

1.3 Research Objectives

Based on the problem formulation, the research objectives are as follows:
Classification of customer review sentiments for Daviena Skincare products
on Shopee using the Support Vector Machine (SVM) method to determine positive,

negative, and neutral sentiments.

1.4 Research Limitation
For a more specific problem formulation, the limitations of this research are
as follows:
1. This research only uses data to be classified from Daviena products
within Daviena Skincare on Shopee.
2. The method used for this analysis is the Support Vector Machine method

to analyze positive, negative, or neutral reviews.

1.5 Research Benefits
The benefits of this research are as follows:
1. For Students
This research is useful for expanding knowledge and deepening the
understanding of sentiment analysis, especially using the Support Vector
Machine method, and for drawing conclusions from sentiment classification

results.



2. For the University

It serves as an evaluation material for students in applying the knowledge
and competencies they have learned.

3. For Society

By understanding the positive and negative responses to reviews of Daviena
Skincare products, it is hoped that society will become more prudent in
using social media.
4. For Future Research
It provides a reference for subsequent research, taking into consideration

further studies on related topics.

1.6 Systematics of Discussion
This section outlines the structure of the thesis, from the introduction to the
conclusion, along with a brief explanation for each chapter. This explanation is
expected to help readers understand the flow of the discussion in this thesis.
This research will follow the writing systematics as outlined below:
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