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ABSTRACT

This research aims to develop a model for classifying emotions expressed
in user comments related to deposit products. A total of 7,245 comments were
collected from the official Facebook pages of commercial banks and Specialized
Financial Institutions (SFIs) in Thailand. The comments, originally written in Thai,
were translated into English and used to fine-tune the BERT-base-uncased model
for multi-label emotion classification across ten categories: Joy, Anger, Sadness, Fear,
Trust, Disgust, Surprise, Anticipation, Positive, and Negative

After training the model for five epochs, the results demonstrated strong
performance, with a Precision of 0.9194, Recall of 0.8526, F1-score of 0.8847, ROC AUC
of 0.9614, and Accuracy of 0.6796.

These findings suggest that deep learning techniques can be effectively
applied to emotional analysis of customer feedback. The model can be integrated
into real-world applications such as sentiment dashboards, automated alert systems
for negative feedback, or marketing campaigns that respond appropriately to users’

emotional tones.
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