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PENGELOLAAN DATA DAN PENGEMBANGAN APLIKASI
INTERNAL CHATBOT HELPDESK UNTUK MENDUKUNG
LAYANAN IT DI PT SAMPOERNA AGRO TBK

Chyntia Priseillia

ABSTRAK

Program kerja magang ini dilaksanakan di PT Sampoerna Agro Tbhk pada
divisi IT Application, khususnya tim IT Business Application, yang berperan
dalam pengelolaan data dan dukungan sistem SAP sebagai sistem Enterprise
Resource Planning (ERP) utama perusahaan. Kompleksitas penggunaan SAP
serta tingginya kebutuhan akan data yang akurat dan mudah diakses
menimbulkan tantangan berupa pertanyaan berulang dari pengguna dan
keterbatasan pemanfaatan data untuk analisis pendukung operasional.

Untuk mengatasi permasalahan tersebut, metode yang diterapkan selama
kerja magang meliputi pengenalan dan pemahaman database perusahaan
menggunakan Microsoft SQL Server, analisis dan visualisasi data produksi
kelapa sawit melalui dashboard Tableau, serta pembelajaran alur ETL data
mart menggunakan Talend Data Studio. Selain itu, dilakukan eksplorasi
analisis data melalui pembuatan prediksi produksi kelapa sawit berbasis time
series. Solusi utama yang dikembangkan adalah chatbot helpdesk sebagai
aplikasi pendukung layanan IT internal, dengan memanfaatkan data FAQ dan
dokumentasi user guide SAP, serta dikembangkan lebih lanjut untuk
kebutuhan layanan IT Infrastruktur.

Hasil dari kerja magang ini menunjukkan bahwa chatbot helpdesk
mampu menjadi solusi alternatif dalam menyediakan informasi secara
mandiri bagi pengguna dan berpotensi mengurangi beban kerja tim IT.
Meskipun hasil forecasting belum dapat diimplementasikan secara
operasional, kegiatan ini memberikan insight penting mengenai karakteristik
data produksi dan tantangan analisis prediktif di lingkungan perusahaan.

Kata kunci: Chatbot Helpdesk, Data Management, Data Quality, IT
Business Application, SAP
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DATA MANAGEMENT AND DEVELOPMENT OF INTERNAL
HELPDESK CHATBOT APPLICATIONS TO SUPPORT IT

SERVICES AT PT SAMPOERNA AGRO TBK
Chyntia Priseillia

ABSTRACT (English)

This internship program was conducted at PT Sampoerna Agro Tbk
within the IT Application Division, specifically under the IT Business
Application team, which is responsible for data management and SAP system
support as the company’s main Enterprise Resource Planning (ERP)
platform. The complexity of SAP usage and the increasing demand for
accurate and accessible data created challenges such as repetitive user
inquiries and limited utilization of data for supporting operational analysis.

To address these challenges, several methods were implemented during
the internship, including exploring the company’s production database using
Microsoft SQL Server, analyzing and visualizing palm oil production data
through Tableau dashboards, and learning the data mart ETL workflow using
Talend Data Studio. In addition, an exploratory time series forecasting of
palm oil production was conducted. The main solution developed during the
internship was a helpdesk chatbot as an internal supporting application,
utilizing SAP FAQ data and user guide documentation, which was later
extended to support IT Infrastructure services.

The results indicate that the helpdesk chatbot has the potential to provide
self-service information for users and reduce repetitive inquiries handled by
the IT team. Although the forecasting results were not suitable for operational
implementation, the activity provided valuable insights into production data
characteristics and the challenges of predictive analysis in a real-world
corporate environment.

Keywords: Chatbot Helpdesk, Data Management, Data Quality, IT Business
Application, SAP
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