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INTISARI 

Inhilcargo merupakan usaha jasa pengangkutan barang yang melayani 

pelanggan melalui WhatsApp secara manual, sehingga menimbulkan 

keterlambatan respon, pertanyaan yang berulang, dan ketergantungan pada admin. 

Penelitian ini bertujuan mengimplementasikan CSPintar sebagai platform chatbot 

customer service berbasis WhatsApp dan kecerdasan buatan pada Inhilcargo. 

CSPintar merupakan aplikasi Software as a Service (SaaS) berbasis web multi-

tenant yang dikembangkan oleh penulis, menyediakan fitur manajemen device 

WhatsApp, konfigurasi AI, prompt, knowledge base, chatbot otomatis, dan riwayat 

percakapan. Sistem dikembangkan menggunakan metode Waterfall yang meliputi 

analisis kebutuhan, perancangan, implementasi, dan pengujian. Chatbot 

memanfaatkan knowledge base dan prompt melalui pendekatan Retrieval-

Augmented Generation (RAG) agar jawaban sesuai dengan informasi resmi 

Inhilcargo. Hasil pengujian menunjukkan bahwa seluruh fungsi berjalan valid 

(black-box), kualitas jawaban chatbot tergolong sangat baik berdasarkan evaluasi 

peneliti terhadap kesesuaiannya dengan knowledge base, dan waktu respon chatbot 

jauh lebih cepat dibandingkan layanan manual. Dengan demikian, implementasi 

CSPintar dapat meningkatkan kecepatan, konsistensi, dan efisiensi layanan 

pelanggan Inhilcargo. 

 

Kata Kunci: chatbot, customer service, WhatsApp, kecerdasan buatan, knowledge 

base, CSPintar, Inhilcargo.
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ABSTRACT 

Inhilcargo is a goods transportation service that serves customers through 

WhatsApp manually, resulting in delayed responses, repetitive questions, and 

dependence on the admin. This research aims to implement CSPintar as a 

WhatsApp- and artificial-intelligence-based customer service chatbot platform for 

Inhilcargo. CSPintar is a multi-tenant web-based Software as a Service (SaaS) 

application developed by the author, providing WhatsApp device management, AI 

configuration, prompt, knowledge base, automatic chatbot, and conversation 

history features. The system was developed using the Waterfall method, covering 

requirements analysis, design, implementation, and testing. The chatbot utilizes the 

knowledge base and prompt through a Retrieval-Augmented Generation (RAG) 

approach so that answers align with Inhilcargo's official information. Testing 

results show that all functions are valid (black-box), the chatbot's answer quality is 

very good based on the researcher's evaluation of its conformity with the knowledge 

base, and the chatbot response time is much faster than manual service. Therefore, 

the implementation of CSPintar can improve the speed, consistency, and efficiency 

of Inhilcargo's customer service. 

 

Keywords: chatbot, customer service, WhatsApp, artificial intelligence, knowledge 

base, CSPintar, Inhilcargo. 
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