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SATGAS CHATBOT CUSTOMER SUPPORT DEVELOPMENT  

 (Matthew Sebastian Kusnandar) 

ABSTRAK 

 

Laporan kerja magang ini membahas proses perancangan dan pengembangan 

sistem chatbot customer support untuk Satuan Tugas Pencegahan dan 

Penanganan Kekerasan Seksual (SATGAS PPKS) Universitas Multimedia 

Nusantara. Pengembangan chatbot dilatarbelakangi oleh kebutuhan akan 

media layanan informasi yang mudah diakses, cepat, dan konsisten untuk 

membantu sivitas akademika memperoleh informasi terkait pencegahan, 

penanganan, dan prosedur pelaporan kekerasan seksual. Pada tahap awal, 

sistem dirancang menggunakan platform Voiceflow dengan pendekatan 

berbasis alur percakapan visual dan konten yang disusun berdasarkan 

dokumen resmi SATGAS PPKS. Namun, keterbatasan jumlah kredit 

interaksi pada layanan gratis Voiceflow menjadi kendala dalam proses 

pengujian dan pengembangan lanjutan. Oleh karena itu, dilakukan transisi ke 

platform Botpress yang menyediakan batas penggunaan yang lebih fleksibel 

dan transparan. Proses pengembangan meliputi perancangan workflow 

percakapan, penyusunan konten berbasis kebijakan institusi, serta integrasi 

chatbot ke dalam website SATGAS PPKS. Hasil kerja magang ini berupa 

chatbot berbasis teks yang mampu menyajikan informasi secara terstruktur, 

konsisten, dan sesuai dengan etika penanganan topik sensitif. Sistem ini 

diharapkan dapat meningkatkan aksesibilitas informasi dan mendukung 

upaya pencegahan serta penanganan kekerasan seksual di lingkungan 

kampus. 

Kata kunci: chatbot, SATGAS PPKS, layanan informasi, Voiceflow, 

Botpress 
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 Customer Support Chatbot Development for UMN SATGAS 

PPKS  

(Matthew Sebastian Kusnandar) 

 

ABSTRACT 

 

This internship report discusses the design and development of a customer 

support chatbot for the Sexual Violence Prevention and Handling Task Force 

(SATGAS PPKS) at Universitas Multimedia Nusantara. The chatbot was 

developed to provide an accessible, fast, and consistent information service 

to support the academic community in obtaining guidance related to sexual 

violence prevention, handling, and reporting procedures. Initially, the 

chatbot was designed using the Voiceflow platform with a visual conversation 

flow approach and content based on official SATGAS PPKS documentation. 

However, the limited interaction credits available in Voiceflow’s free plan 

restricted the testing and iterative development process. Consequently, the 

system was migrated to Botpress, which offers more flexible and transparent 

usage limits. The development process included designing structured 

conversation workflows, preparing institutionally grounded content, and 

integrating the chatbot into the SATGAS PPKS website. The resulting system 

is a text-based chatbot capable of delivering structured, consistent, and 

ethically appropriate information in accordance with institutional guidelines. 

The chatbot is expected to improve information accessibility and support the 

university’s efforts in preventing and addressing sexual violence within the 

campus environment. 

 

Keywords: chatbot, SATGAS PPKS, information service, Voiceflow, Botpress 

 

 

 

 

 



 

 

xi 
PENGEMBANGAN CHATBOT CUSTOMER SUPPORT UNTUK SATGAS PPKS UMN, 

Matthew Sebastian Kusnandar, Universitas Multimedia Nusantara 
 

DAFTAR ISI 

 

HALAMAN PERNYATAAN TIDAK PLAGIAT …………………………….ii 
HALAMAN PERNYATAAN TIDAK PLAGIAT ............................................. ii 

HALAMAN PERNYATAAN PENGGUNAAN BANTUAN KECERDASAN 

ARTIFISIAL (AI) ................................................................................................ iii 

HALAMAN PERNYATAAN KEABSAHAN PERUSAHAAN ...................... iv 

HALAMAN PENGESAHAN ............................................................................... v 

HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH ............. Error! 

Bookmark not defined. 

KATA PENGANTAR ......................................................................................... vii 

ABSTRAK ............................................................................................................ ix 

ABSTRACT ............................................................................................................ x 

DAFTAR ISI ......................................................................................................... xi 

DAFTAR TABEL .............................................................................................. xiii 

DAFTAR GAMBAR .......................................................................................... xiv 

BAB I  PENDAHULUAN ..................................................................................... 1 

1.1. Latar Belakang ....................................................................................... 1 

1.2. Maksud dan Tujuan Kerja Magang ..................................................... 3 

1.3. Waktu dan Prosedur Pelaksanaan Kerja Magang ............................. 4 

BAB II  GAMBARAN UMUM PERUSAHAAN ............................................... 6 

2.1 Sejarah Universitas Multimedia Nusantara ........................................ 6 

2.1.1 Visi dan Misi Universitas Multimedia Nusantara ........................ 7 

2.2 Struktur Organisasi Perusahaan .......................................................... 7 

2.2.1 Satuan Tugas Pencegahan dan Penanganan Kekerasan Seksual 

(SATGAS PPKS) ............................................................................................... 8 

2.2.2 Lingkup Kerja Magang ........................................................................... 9 

Gambar 2.1 Struktur Organisasi dan Posisi Magang......................................... 10 

BAB III  PELAKSANAAN KERJA MAGANG .............................................. 11 

3.1 Kedudukan dan Koordinasi ................................................................ 11 

Gambar 3.1 Struktur Kedudukan dalam Perusahaan ......................................... 12 

3.2 Tugas dan Uraian Kerja Magang ....................................................... 12 



 

 

xii 
PENGEMBANGAN CHATBOT CUSTOMER SUPPORT UNTUK SATGAS PPKS UMN, 

Matthew Sebastian Kusnandar, Universitas Multimedia Nusantara 
 

Tabel 3.2 Timeline Kerja Magang .................................................................... 12 

3.2.1 Alur Pengembangan Chatbot SATGAS PPKS .............................. 15 

Gambar 3.2 Alur Pengembangan Chatbot ......................................................... 15 

3.2.2 Proses Workflow Chatbot Customer Support SATGAS PPKS 

UMN 17 

Gambar 3.3 Workflow dari Chatbot Voiceflow ................................................ 18 

3.2.2.1 Node Pembuka dan Penyapa (Bubu pembuka dan penyapa) ... 20 

3.2.2.2 Node Informasi Umum (Bubu informasi umum) ....................... 22 

3.2.2.3 Node Pencegahan Kekerasan Seksual (Bubu pencegahan 

kekerasan seksual) ........................................................................................... 25 

3.2.2.4 Alur Pelaporan dan Dukungan Korban/Saksi ........................... 26 

3.2.2.5 Node Informasi Pelaporan ........................................................... 29 

3.2.2.6 Node Detail Pelaporan dan Privasi .............................................. 32 

3.2.2.7 Node Klarifikasi dan Pilihan Lanjutan ....................................... 33 

3.2.2.9 Node Penutup Empatik ................................................................ 35 

3.2.3 Implementasi dan Konfigurasi Sistem Chatbot ............................. 36 

3.2.3.1 Integrasi Knowledge Base pada Voiceflow ....................................... 37 

3.2.3.2 Konfigurasi AI Agent dan Respons Sistem ....................................... 39 

3.2.3.3 Instalasi Chatbot pada Website SATGAS PPKS UMN ................... 40 

3.2.3.4 Pengaturan Tampilan dan Antarmuka Chatbot– Modality & 

Interface ........................................................................................................... 42 

3.3 Kendala Penggunaan Voiceflow dan Alasan Transisi ke Botpress ...... 44 

3.3.1 Kendala Teknis dan Keterbatasan Voiceflow .................................. 45 

3.3.2 Pertimbangan Pemilihan Botpress .................................................... 46 

3.3.3 Pengembangan Chatbot Menggunakan Botpress ............................ 49 

3.4  Kendala yang Ditemukan ........................................................................ 51 

3.5 Solusi atas Kendala yang Ditemukan ................................................. 52 

BAB IV  SIMPULAN DAN SARAN ................................................................. 54 

4.1 Simpulan ................................................................................................ 54 

4.2 Saran ...................................................................................................... 55 

DAFTAR PUSTAKA .......................................................................................... 56 

LAMPIRAN ......................................................................................................... 57 



 

 

xiii 
PENGEMBANGAN CHATBOT CUSTOMER SUPPORT UNTUK SATGAS PPKS UMN, 

Matthew Sebastian Kusnandar, Universitas Multimedia Nusantara 
 

A. Surat Pengantar PRO-STEP 01 .................................................................. 58 

B. Kartu PRO-STEP 02 .................................................................................. 59 

C. Daily Task PRO-STEP 03 .......................................................................... 60 

D. Verifikasi Laporan PRO-STEP 04 ............................................................. 73 

F. Lampiran Pengecekan Hasil Similarity Turnitin ........................................... 76 

 

DAFTAR TABEL 
Tabel 3.2 Timeline Kerja Magang 12 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

xiv 
PENGEMBANGAN CHATBOT CUSTOMER SUPPORT UNTUK SATGAS PPKS UMN, 

Matthew Sebastian Kusnandar, Universitas Multimedia Nusantara 
 

 

DAFTAR GAMBAR 

Gambar 2.1 Struktur Organisasi dan Posisi Magang ......................................... 24  

Gambar 3.1 Struktur Kedudukan dalam Perusahaan ......................................... 26  

Gambar 3.2 Alur Pengembangan Chatbot ......................................................... 29  

Gambar 3.3 Workflow dari Chatbot Voiceflow ................................................ 32  

Gambar 3.4 Node Pembuka dan Penyapa ......................................................... 34  

Gambar 3.5 Hasil Output Node Pembuka ......................................................... 35  

Gambar 3.6 Node Informasi Umum .................................................................. 36  

Gambar 3.7 Hasil Output Node Informasi Umum ............................................ 38  

Gambar 3.8 Node Pencegahan Kekerasan Seksual .......................................... 39  

Gambar 3.9 Hasil Output Node Pencegahan Kekerasan Seksual ……………. 40  

Gambar 3.10 Node Dukungan Korban/Saksi ................................................... 41  

Gambar 3.11 Hasil Output Node Dukungan Korban/Saksi ............................. 42  

Gambar 3.12 Node Informasi Pelaporan ......................................................... 43  

Gambar 3.13 Hasil Output Node Informasi Pelaporan ................................... 45  

Gambar 3.14 Node Detail Pelaporan dan Privasi ........................................... 46  

Gambar 3.15 Node Klarifikasi dan Pilihan Lanjutan ..................................... 47  

Gambar 3.16 Hasil Output Node Klarifikasi ................................................. 48  

Gambar 3.17 Node Penutup Empatik ............................................................ 49  

Gambar 3.18 Hasil Output Node Penutup ..................................................... 50  

Gambar 3.19 Flow Knowledge Base ............................................................. 51  

Gambar 3.20 Halaman Knowledge Base ....................................................... 52  

Gambar 3.21 Contoh Opsi Knowledge Base ................................................. 53  

Gambar 3.22 Code Snippet Integrasi ke Website .......................................... 54  

Gambar 3.23 Halaman Modifikasi Modality & Interface ............................. 56  

Gambar 3.24 Halaman Modifikasi Appearance & Style ............................... 57  

Gambar 3.25 Limit Penggunaan Voiceflow .................................................. 59  

Gambar 3.26 Dashboard Botpress ................................................................. 60  

Gambar 3.27 Limit Penggunaan Botpress ..................................................... 61  

Gambar 3.28 Workflow Botpress .................................................................. 63  


