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INTISARI 
 

Marketplace GratisOngkir sebagai mitra resmi kanal Bela Pengadaan LKPP 

menghadapi kendala komunikasi karena masih bergantung pada aplikasi pihak 

ketiga seperti WhatsApp yang tidak terdokumentasi. Penelitian ini bertujuan 

mengembangkan fitur realtime chat dan realtime ticketing terintegrasi 

menggunakan framework Laravel dan teknologi Pusher. Hasil implementasi 

menunjukkan bahwa fitur realtime chat lebih efisien dibanding aplikasi pihak 

ketiga, dengan jumlah langkah penggunaan berkurang (5 vs 8), waktu pengiriman 

pesan juga lebih cepat (20–30 detik vs 50–60 detik), serta percakapan 

terdokumentasi dalam basis data. Evaluasi kinerja menunjukkan chat merespon 

cepat (median waktu antar pesan ±45 detik, respon awal <1 jam) meski rata-rata 

respon dipengaruhi percakapan dengan jeda panjang. Fitur realtime ticketing 

memproses 9 tiket dengan rata-rata penyelesaian 23 menit, respon awal 1–3 menit, 

serta tingkat kepuasan tinggi (rating 4,8/5). Hasil kuesioner menegaskan 

penerimaan positif: pengguna menilai chat mempermudah komunikasi (3,83–3,91) 

namun efisiensinya dibanding aplikasi pihak ketiga masih perlu ditingkatkan 

(3,57), sementara admin menilai ticketing sangat bermanfaat, transparan, dan 

mendukung kolaborasi (4,75–5) dengan aspek kecepatan (4,25) sebagai ruang 

perbaikan. Dengan demikian, implementasi sistem ini terbukti meningkatkan 

efisiensi komunikasi, mempercepat penanganan keluhan, serta mendukung 

transparansi dan kualitas layanan. 

 

Kata Kunci: Marketplace Gratisongkir, Realtime chat, Realtime ticketing, Laravel, 

Pusher 
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ABSTRACT 

 

GratisOngkir Marketplace, as an official partner of the Bela Pengadaan 

channel under LKPP, faces communication challenges due to reliance on 

undocumented third-party applications such as WhatsApp. This study aims to 

develop integrated real-time chat and ticketing features using the Laravel 

framework and Pusher technology. Implementation results show that the real-time 

chat feature is more efficient than third-party applications, with fewer usage steps 

(5 vs. 8), faster message delivery (20–30 seconds vs. 50–60 seconds), and 

conversations stored in a database. Performance evaluation indicates prompt chat 

responses (median time between messages ±45 seconds, initial response <1 hour), 

although average response time is affected by long pauses in conversations. The 

real-time ticketing feature processed 9 tickets with an average resolution time of 23 

minutes, initial response within 1–3 minutes, and high satisfaction ratings (4.8/5). 

Questionnaire results confirm positive reception: users found chat helpful for 

communication (scores 3.83–3.91), though its efficiency compared to third-party 

apps still requires improvement (score 3.57). Meanwhile, administrators rated 

ticketing as highly beneficial, transparent, and collaborative (scores 4.75–5), with 

speed (score 4.25) identified as an area for enhancement. Thus, the system 

implementation has proven to improve communication efficiency, accelerate 

complaint handling, and support transparency and service quality. 

 

Keywords: Marketplace Gratisongkir , Realtime chat, Realtime ticketing, Laravel, 

Pusher


