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Abstract

The voice of customer analysis is that an E-commerce industry should listen and improve to make
customer satisfaction and continue using the platform. This research aimed to study Topics based on Sentiment
Analysis of Customers on Twitter by separating each topic. The topics have 5 issues: (1) Company (2) Logistics
(3) Promotion (4) Store and, (5) System. Two main models were used in this research, one model that was made
for Topics Classification is Random Forest which is the best performance for this research and another one brought
model from the developer for Sentiment Classification is WangchanBERTa which is the best performance for this
research in Thai language. From overall result of Topics based on Sentiment Analysis of Customer found topics
for Shopee about customer insight should focus on first priority about development and improvement about Logistics

and System to make customers has satisfactions and be a leader of E-Commerce.
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