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INTISARI 

 

Peningkatan intensitas interaksi digital antara perusahaan dan konsumen 

menuntut layanan customer service yang cepat, konsisten, dan tersedia setiap 

waktu. PT Sarindo Nusapertiwi menghadapi permasalahan berupa lamanya waktu 

respons, keterbatasan jumlah petugas customer service, serta tingginya volume 

pertanyaan berulang dari konsumen. Kondisi tersebut berdampak pada 

menurunnya efisiensi operasional dan potensi penurunan kepuasan pelanggan, 

khususnya dalam penyampaian informasi terkait perumahan, unit rumah, dan 

promo yang tersedia. 

Penelitian ini bertujuan untuk menganalisis efektivitas sistem otomatisasi 

tanya jawab customer service berbasis kecerdasan buatan (Artificial 

Intelligence/AI) yang dibangun menggunakan workflow automation n8n. Metode 

penelitian yang digunakan meliputi studi literatur, observasi sistem, implementasi 

sistem otomatisasi, serta analisis perbandingan kinerja layanan customer service 

sebelum dan sesudah penerapan sistem berbasis AI. Indikator efektivitas yang 

dianalisis mencakup waktu respons, kemampuan sistem dalam menjawab 

pertanyaan konsumen secara otomatis, pemfilteran konsumen, serta pengurangan 

beban kerja customer service. 

Hasil penelitian menunjukkan bahwa penerapan sistem otomatisasi 

customer service berbasis AI mampu meningkatkan kecepatan respons layanan, 

mengurangi beban kerja petugas, serta menekan biaya operasional dibandingkan 

dengan layanan customer service manual. Hasil penelitian ini dapat dimanfaatkan 

oleh perusahaan sektor properti dan organisasi lain sebagai referensi dalam 

penerapan sistem customer service berbasis AI untuk meningkatkan efisiensi dan 

kualitas layanan. Penelitian selanjutnya disarankan untuk mengkaji aspek 

keamanan dan kepuasan pengguna secara lebih mendalam. 

 

Kata kunci: customer service, kecerdasan buatan, otomatisasi, n8n, efektivitas 

sistem. 
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ABSTRACT 

 

The increasing intensity of digital interactions between companies and 

consumers requires customer service that is fast, consistent, and continuously 

available. PT Sarindo Nusapertiwi faces several challenges, including slow 

response times, limited numbers of customer service personnel, and a high volume 

of repetitive customer inquiries. These conditions negatively impact operational 

efficiency and may reduce customer satisfaction, particularly in delivering 

information related to housing projects, housing units, and promotional 

programs. 

This study aims to analyze the effectiveness of an artificial intelligence 

(AI)-based customer service question-and-answer automation system developed 

using n8n workflow automation. The research method includes a literature study, 

system observation, system implementation, and a comparative analysis of 

customer service performance before and after the implementation of the AI-

based system. The effectiveness indicators analyzed include response time, the 

system’s ability to automatically answer customer inquiries, customer filtering 

capability, and the reduction of customer service workload. 

The results show that the implementation of the AI-based customer service 

automation system significantly improves service response time, reduces the 

workload of customer service personnel, and lowers operational costs compared 

to manual customer service. The findings of this study can be utilized by property 

companies and other organizations as a reference for implementing AI-based 

customer service systems to improve service efficiency and quality. Future 

research is recommended to further examine data security aspects and user 

satisfaction. 

 

Keyword: customer service, artificial intelligence, automation, n8n, system 

effectiveness.


