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ABSTRACT 

 

Sentiment analysis and opinion mining is the area of study that analyses people's opinions, sentiments, attitudes, 

and emotions from written language. Sentiment analysis systems are being applied in almost every business and 

social domain which helps them to analyse customer satisfaction of their product because opinions are central to 

almost all human activities and are key influences of our behaviours. The suggested framework for Movie Review 

consists mainly of data collection and pre-processing, and measurement of customer satisfaction. In Data 

collection and pre-processing stage, text mining is utilized to compile customer-review-based dictionaries of 

attributes and sentiment words. Then, using sentiment analysis, sentiment scores for attributes are calculated for 

each Movie Review. An empirical case study will be conducted on customer reviews on movies. We believe that 

the our proposed customer review based approach not only saves time and effort in measuring customer 

satisfaction, but it also captures the real voices of customers. 

Keywords : Customer Satisfaction, NLP, HSWN, Customer Review, Sentiment Analysis, ML. 

 

I. INTRODUCTION 

 

Sentiment analysis is computational study of people’s 

opinions, sentiments, emotions, and attitudes. 

 

Sentiment Analysis finds orientation of a person 

opinion or feelings over an entity. It is a task under 

natural language processing. It deals with analysing 

personal emotions, feelings, attitude and opinion of a 

speaker or a writer over an object. The primary target 

of sentimental analysis is to find the sentiments 

expressed by person over an information or object. 

 

Hindi is the 4th highest speaking language in the 

world. The web compared to previous years is 

currently enriched with non-English languages too. 

There exist very small no of systems which calculate 

sentiment associated with Hindi text as Sentiment 

Analysis is highly difficult for Hindi language due 

different complexity associated with Hindi text. Well 

annotated standard linguistic data are still not available 

for Hindi language. Hindi language lacks availability of 

efficient resources like parser and tagger which are 

essential for extracting sentiment. HindiSentiWordNet 

(HSWN) like well know English SentiWordNet is 

available but consists of limited numbers of adjectives 

and adverbs, which still needs to improvement to 

achieve higher accuracy.  

 

There are many situations where same words may be 

used in multiple contexts. Context dependent word 

mapping is still a difficult task, error prone and it 
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requires manual efforts to find accurate polarity of 

word. 

 

A framework for performing sentiment analysis on 

Reviews of Hindi and English language is presented in 

this paper. Section 2 shows related work done in this 

field. In section 3 shows our proposed system and 

section 4 gives the conclusion about the work. 

 

II. LITERATURE SURVEY 

 

In this section we will see the relevant past literature 

of research work done in the field of sentiment analysis 

for Hindi language.  

 

Opinion Mining System is proposed by authors named 

as “Hindi Sentiment Orientation System” which is 

based on Hindi language. Unsupervised approach 

which based on using dictionary is used to determine 

the polarity of reviews written by users in Hindi 

language. Many challenges like negation associated in 

text which reverse the sentiment are also handled. The 

accuracy of system is evaluated by using 50 sentences 

of movie reviews and their result showed the accuracy 

of 65% in finding sentiment associated with text. 

 

This fascinating problem is increasingly important in 

businesses and society. Sentiment analysis is a kind of 

Natural Language Processing (NLP) for tracing the 

mood of the public about a particular product or topic. 

The application which considers every individual as a 

separate class and predict the next work on the basis of 

previous content available is known as language 

modelling. 

 

For classification applied in machine learning mainly 

two steps are followed. Utilising the training data set 

for learning the model is the first step. In the second 

step the trained model is applied to the test data set. 

From paper[11] presented „Pulse‟ a prototype system 

for mining topics and sentiment orientation from free 

text customer feedback. Blogs, newsgroups, feedback 

email from customers, and web sites that collect 

product reviews these all are source of free text 

customer feedback. The proposed system is designed to 

handle the free form information of the customer 

feedbacks as the sources of information are less 

structured than traditional surveys. A machine learned 

sentiment classifiers and clustering technique were 

used in the proposed method. Sentiment and topic 

detections are not performed at the document level it 

is done at sentence level. The data set used for the 

survey contained almost 900,000 sentences in total. 

Sentiment analysis was performed using 3000 

randomly selected sentences from data set. Each 

sentence is classified as positive, negative and 

others,where other category contained both positive 

and negative sentiment and sentences with no complex 

sentiments. Training of the sentiment classifier was 

done using 2500 sentences and the remaining 500 

sentences were reserved for test set. Results reflect the 

efficiency of the proposed system. 

Miniqing Hu et al., [12] performed mining and 

summarization process to all the customer reviews of a 

product. The proposed process was carried out in three 

steps: 1. The features of product commented by the 

customer in the review are mined. Natural language 

processing(NLP) and Data mining techniques are used 

for mining. 2. The opinions in the review are identified 

and the opinions are classified as +ve or -ve. Set of 

adjectives words are identified and semantic 

orientation of the opinion words is determined. 

SentiWordNet can be used to identify the semantic 

orientation and the opinion orientation of each 

sentence. 3. Summarize the results. The objective of the 

study is to perform summary of a large number of 

customer reviews of a product sold online. 

 

 Qui et al., [13] analyzed the problems related to 

opinion mining such as opinion lexicon expansion and 

opinion target extraction. Opinion targets are entities 

and there attributes on which opinions have been 

expressed. The list of opinion words such as good, bad, 

lovely, poor used to indicate positive, negative 

sentiments is Opinion lexicon. The link between the 

opinion words and targets Syntactic relations are 
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identified using dependency parser which is based on 

bootstrapping. The process uses supervised methods, 

opinion word seeds are used in the initial opinion 

lexicon. Bootstrapping process is started using the 

initial opinion lexicon. Double propagation method is 

used as information are propagated back and forth 

between opinion words and target. 

 

Lie Zhang et al., [14] identified domain dependent 

opinion words. Noun,noun phrases that indicate the 

product feature which implies opinions are found using 

a feature based opinion mining model. Two steps are 

used for identifing the noun product feature which 

means the positive or negative opinion. In the 

Candidate identification step sentiment context of each 

noun feature is determined. And also a list of candidate 

features with positive opinions and list of candidate 

features with negative opinions is produced. In pruning 

step noun product feature is directly modified into 

positive and negative opinion words. Opinion lexicon 

complied by Ding et al. It was used to identify the 

opinion polarity on each product feature in a sentence. 

For a sentence s which contains a product feature f, 

opinion words in the sentence are first identified by 

matching with the words in the opinion lexicon. An 

orientation score for f is computed and the orientation 

of the positive word is assigned the score of +1, and a 

negative word is assigned the score of -1. On summing 

up of all the scores, if the final score is positive(+ve), 

then the opinion on the feature in s is positive(+ve). If 

the score is negative(-ve), then the opinion on the 

feature in s is negative(-ve). 

 

Xiaowen Ding et al., [15] proposed a holistic lexicon-

based approach which uses external indications and 

linguistic conventions of natural language expressions 

to determine the semantic orientations of opinions. 

Opinion words which are context dependent are easily 

handled which is an advantage. The algorithm used 

linguistic patterns to deal with special words, phrases. 

Based on this technique researchers built a system 

called Opinion Observer. Experiments using product 

review dataset was highly effective. Multiple 

conflicting opinion words in sentence were also dealt 

with efficiently. 

Table 1 

Sr. 

No. 
Paper Name 

Method 

Proposed 
Limitations 

1. 

 

 

Sentiment 

analysis of 

mobile 

network [6] 

Supervised 

learning, 

naïve Bayes, 

bag of words 

Execution 

time is more 

2. 

Sentiment 

Analysis for 

twitter data 

[2] 

Lexicon 

approach 
Less accuracy 

3. 

Sentiment 

analysis 

experiment 

[3] 

Natural 

language 

processing 

Large data set 

not accepted. 

4. 

Sentiment 

analysis for 

movie review 

[10] 

OPEN NLP 

library 

No hindi 

reviews are 

considered 

5. 

Pulse: Mining 

Customer 

Opinions 

from Free 

Text Natural 

Language 

Processing 

[11] 

Component 

based 

mining 

Limited to 

certain 

products only 

6. 

Mining and 

Summarizing 

Customer 

Reviews [12] 

NLP and 

search 

methodology 

Based on only 

English 

reviews 

 

 

III. CONCLUSION 

 

Based on above study and survey on sentiment analysis 

about different languages and using different 
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methodologies we proposed a system in which the 

system allows finding sentiment associated with review 

where overall polarity of the review is classified as 

positive, negative or neutral using HindiSentiWordNet 

and RNN. It also includes Hindi reviews. 
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