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Abstract

The longevity of any company’s sustainability is largely dependent on its’
capability to satisfy customers’ needs. Hence, many industrial analysts and
researchers have acknowledged the impact of customers’ reviews, which is
the most common approach and tool used to ascertain the level of satisfaction
or dissatisfaction of. To determine the sentiment polarity and classification of
product reviews, several authors have employed different tools with varying
degrees of accuracy when compared to other models. In this study, a
hybridized CNN-SVM algorithm model was developed for sentence-level
sentiment analysis on musical products reviews on Amazon. A total of 44,463
training samples and 19,056 samples were used for testing and validating the
model. Based on the performance metric of the hybrid models, CNN had an
accuracy of 85.38%, a precision of 90.56%, a recall of 95.14%, and an AUC of
0.836, whereas, SVM had an accuracy of 85.74%, a precision of 85.62%, a
recall of 100%, and an AUC of 0.5. It was observed that there are more
positive sentiments and satisfaction obtained from these products as against
the negative sentiments. Hence, the level of satisfaction on these products
reflected on the analyzed sentiments.
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