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Abstrak       This study aims to map research trends regarding sentiment analysis and public 
opinion within the immigration ecosystem. A Systematic Literature Review (SLR) methodology 
was employed, adhering to the PRISMA 2020 protocol guidelines. Digital transformation through 
the implementation of Electronic Government (E-Government) has brought about fundamental 
changes in immigration administration and services. Amidst this modernization, public opinion 
and sentiment captured on digital platforms serve as crucial indicators for evaluating service 
quality and the effectiveness of state regulations. Following processes of searching, screening, 
and eligibility assessment, 19 key studies published within the last five years were selected for 
synthesis. Data extraction results indicate that the application of sentiment analysis in the 
immigration sector can be classified into four primary dimensions: (1) evaluation of public 
service innovations and E-Government, (2) law enforcement and border security, (3) social 
dynamics and international humanitarian issues, and (4) socio-economic and tourism impacts. 
The study concludes that public sentiment-based evaluation serves not only to measure the 
performance of digital applications but also acts as an objective instrument for the government. 
This is essential for reconstructing adaptive immigration policies that balance service 
convenience (prosperity approach) with the preservation of state sovereignty (security 
approach). 
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1. INTRODUCTION 
 

The era of digital transformation has encoura 
ged government agencies worldwide to adopt 
the concept of Electronic Government (E-
Government) to create a more efficient, 
transparent, and accountable bureaucracy. 
In Indonesia, one sector experiencing 
fundamental changes through digitalization is 
immigration services. The implementation of 
digital platforms such as the M-Passport 

application and the Electronic Visa on Arrival 
(E-VoA) system is concrete evidence of the 
government's efforts to modernize travel 
document and residence permit procedures. 
However, this technological integration 
requires not only infrastructure readiness but 
also continuous evaluation of the perceptions 
and responses of the public who use these 
services. Public sentiment recorded on 
various digital platforms is now a crucial 
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indicator in measuring the quality of public 
services. Through sentiment analysis, 
immigration agencies can capture aspira 
tions, complaints, and levels of public satisfac 
tion in real time. This evaluation is crucial 
because immigration services have a broad 
multidimensional scope, ranging from the 
technical aspects of application operations, 
law enforcement against foreign nationals 
(WNA), to the sociological impact of border 
policies. The dynamics of public opinion often 
reflect the extent to which government 
policies successfully balance service 
convenience (prosperity approach) with 
safeguarding state sovereignty (security 
approach). This study aims to map research 
trends related to sentiment analysis and 
public opinion in the immigration ecosystem 
through the Systematic Literature Review 
(SLR) method with the PRISMA 2020 
protocol. This systematic review was 
conducted on 19 selected literatures 
published in the last five years. The selection 
of these 19 literatures was based on the 
diversity of perspectives offered, which 
include: (1) evaluation of digital services and 
application user satisfaction, (2) legal and 
security analysis related to border control and 
cyber data, (3) socio-humanitarian dynamics 
in handling international refugees, and (4) the 
economic impact of visa policies on the 
tourism sector. Through a synthesis of these 
19 journals, this study seeks to address the 
challenge of how sentiment data can be 
transformed into an instrument for objective 
policy evaluation. The results of this review 
are expected to provide theoretical 
contributions to the development of digital 
public administration and provide strategic 
recommendations for the Directorate General 
of Immigration in reconstructing regulations 
that are more responsive to community 
needs and national security demands. 
 

2. RESEARCH METHODOLOGY 

2.1. Systematic Literature Review (SLR) 
Method 
This research employed the Systematic 
Literature Review (SLR) method, following 
the Preferred Reporting Items for Systematic 
Reviews and Meta-Analyses (PRISMA) 2020 

protocol. This protocol ensures a transparent 
literature identification, selection, and 
synthesis process and minimizes the risk of 
subjective researcher bias in data collection. 
Establishing eligibility criteria is crucial to 
ensure the reviewed literature has technical 
relevance to immigration service sentiment. 
These criteria include: 

• Inclusion Criteria: (a) Original peer-
reviewed journal articles; (b) Focus on 
sentiment analysis or public perception of 
immigration services; (c) Use computa 
tional methodologies (such as Natural 
Language Processing) or descriptive 
qualitative methods; (d) Published bet 
ween 2021 and 2026; (e) Published in 
Indonesian or English. 

 

• Exclusion Criteria: Articles without full-text 
access; (b) Publications in the form of 
editorials, opinion pieces, or other litera 
ture reviews; (c) Studies discussing public 
services in general without specific focus 
on the immigration sector. 

 
2.2.PRISMA Flow Method. 
A comprehensive literature search was 
conducted in three major databases: Scopus, 
Web of Science (WoS), and Google Scholar. 
The search strategy used keywords with 
Boolean operators to optimize the acquisition 
of relevant articles: ("Immigration Service" 
OR "Immigration Office") AND ("Sentiment 
Analysis" OR "Public Perception") And 
("Machine Learning" OR "Natural Language 
Processing"). The selection process was 
carried out through four systematic stages 
visualized in the PRISMA flow diagram, 
including: 

• Identification: Collection of all articles from 
databases and removal of duplicate 
documents using Zotero reference mana 
gement software. 

• Screening: Evaluation of titles and 
abstracts to ensure articles are relevant to 
the public service immigration sentiment. 

• Eligibility: Full-text review to ensure 
complete methodological data (such as 
algorithms or social media data sources) 
are available. 
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• Inclusion: Determination of final articles 
that meet all criteria for data extraction. 

 
Data were extracted into a synthesis table 
that included author identities, sentiment 
analysis methodology (e.g., lexicon-based or 
support vector machine), and key findings 
related to user satisfaction factors. Data 
synthesis was conducted qualitatively 
through thematic analysis to identify global 
trends in digital immigration research. The 
results from the selected journals are 
presented in Table 1 as follows: 
 

 
Table 1 Data Collection 

 
 

3. RESEARCH RESULTS AND DISCUSSION 

 
This article aims to explore the methods, 
algorithms, and data sources used in 
sentiment analysis. It also aims to determine 
the accuracy of several algorithms that can 
be used for sentiment analysis. A list of 
selected journals is presented in Table 2 
below: 
 

 
Table 2 List of Selected Journals 

 

Various algorithms, accuracy, amount of data 
involved, media/platforms used as data 
sources, methods used, and results from 
selected journals are presented in Table 3 as 

follows: 
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In this study, the reviewed journals were 
grouped into several main areas according to 
their respective topics. This grouping was 
done to provide a more structured overview 
of the direction of sentiment analysis 
research in various contexts. The field 
classification provides a more systematic 
discussion and facilitates the understanding 
of emerging research focuses and trends in 
the 2021–2026 period. 
 

 
 

A review of recent literature shows that the 
Naïve Bayes Classifier (NBC) algorithm 
remains the most popular method used by 
researchers due to its ease of implementation 
on text data. However, there are several 
trends in the use of more complex algorithms 
to improve accuracy: Support Vector 
Machine (SVM): Proven to provide more 
stable performance in classifying documents 
with high feature dimensions. 
 

• Hybrid Methods: Several studies have 
begun combining lexicon-based appro 
aches with machine learning to address 

the challenges of slang or sarcasm in 
public commentaries. 

• Based on a synthesis of the reviewed 
literature, public sentiment patterns toward 
several immigration services can be grou 
ped into several key themes, including: 
o Satisfaction with Digital Service 

Outcomes: Positive sentiment was 
largely found regarding the E-Visa 
feature and the ease of paying immi 
gration fees online. 

o Infrastructure Barriers to Technology: 
The main complaints that can trigger 
negative sentiment include instability 
in the application system, difficulty 
obtaining queue quotas, and technical 
issues during the document upload 
process. 

o Officer Responsiveness: Public per 
ception is also significantly influenced 
by the speed and friendliness of 
officers in handling technical issues 
encountered by service applicants. 

 
The results of this algorithm system grouping 
are presented in Figure 1 as follows: 
 

 
 
 

4. CONCLUSION AND RECOMMEN DATIONS 

4.1. Conglusion 
• Based on a systematic literature review 

using the PRISMA protocol of 30 selected 
studies, this study concludes that public 
opinion and public sentiment are crucial 
instruments in evaluating the effectiveness 
of public administration and immigration 
law in Indonesia. The dynamics of this 
sentiment can be mapped into three main, 
interrelated dimensions: 
 

• First, in the digital public service 
dimension, innovations such as the M-
Passport application and the Electronic 
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Visa on Arrival (E-VoA) service are not yet 
completely free from negative sentiment. 
Public satisfaction is highly dependent on 
the stability of the technological 
infrastructure (server) and a transparent 
user interface. Public feedback in the 
digital space effectively functions as an 
early warning system, demanding that the 
bureaucracy be more responsive in 
improving technical services at the field 
level. 

 

• Second, in the law enforcement and 
border security dimension, public opinion 
highlights the dilemma between a 
prosperity approach and a security 
approach. Relaxed policies, such as the 
Visit Visa Exemption (BVK), often trigger 
social unrest due to the misuse of stay 
permits by foreign nationals, leading the 
public to urge stricter law enforcement to 
maintain national resilience. 

 

• Third, in the international humanitarian 
crisis dimension, local public sentiment 
shows sharp polarization, particularly in 
response to the mass influx of refugees. 
The conflict between the obligation to 
comply with international humanitarian 
law and the socio-economic resistance 
that occurs at the local level proves that 
immigration policies cannot be 
implemented without thorough social 
conflict mitigation. 

 

• Overall, this study confirms that the 
Directorate General of Immigration can no 
longer view public opinion merely as a 
rating, but rather as an evidence-based 
foundation for reconstructing regulations 
and improving the quality of excellent 
service. 

 
4.2. Recommendations 
Although this research has comprehensively 
mapped the immigration literature trend 
system, this systematic review is still limited 
to literature published within the last five 
years and focuses solely on the dynamics 
occurring in Indonesia. Therefore, several 
recommendations for further research are as 

follows: 

• For Academics: It is recommended to 
conduct quantitative empirical research 
that will combine Aspect-Based Senti 
ment Analysis (ABSA) methods and must 
utilize advanced language modeling to 
analyze the latest immigration laws and 
policies in real time. 
 

• For Policymakers (Government): It is 
hoped that government institutions will 
begin planning and establishing big data 
analytics centers that are automatically 
integrated with public complaint portals 
and social media reviews, so that 
immigration law and service evaluations 
can be conducted proactively before 
public opinion escalates. 
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