CHAPTER 1. INTRODUCTION

Introduction is the first part of a writing, report, or research that aims to introduce
the topic to be discussed to the reader. This section serves to provide an overview
of the context, purpose, and scope of the paper. The introduction can also convey
relevant background information, the research problem, and the approach to be
used. The topic studied was J-BOT: Chatbot Application Development for

Information Services at Jember Regency Government.

1.1. Background of The Project

The Government Service Information System on the Jember Regency
Government Website was created to support and facilitate government
activities in Jember Regency, especially related to the dissemination of
government information. (Hasugian, Maret 2018) Both the community and
the administration of the Jember Regency Government can be assisted in
sending and receiving information more effectively and efficiently. This
also happens in the Jember Regency Government which utilizes Website
technology as a government service information system. (Masyhur, 25 April
2014)

On the government service information system website in Jember Regency,
there is administrative and service information about Jember information,
Jember news, and Jember services. However, the information provided still
makes some people not understand about the procedures for the information
services provided on the website, so that questions will arise from the public
that need to be asked further.

The information service available on the Jember Regency Government
website is still less interactive. People who want to find certain information
must carefully explore the pages of the website. This of course requires extra
energy and a lot of time, so that in the end many people feel lazy to do this

and prefer to ask other people about information on government services.



1.2.

Of course, information obtained from fellow citizens may have lower
validity than information from the Jember Regency Government service
department.

This problem can be solved by utilizing advances in technology, in the form
of chatbot services that can answer or provide information automatically to
the public. The use of chatbots is also more interactive than the website.
Usually, several people often ask the same thing, so with this chatbot, these
questions can be answered automatically for 24 hours straight. (Harahap,
2020) This chatbot was developed using the NLP (Natural Language
Processing) approach, a branch of Al (Artificial Intelligence) focusing on
natural language processing. (Chandra A. Y., Januari 2020)

Currently, there are many tools that can be used to develop chatbot
applications. These tools implement NLP which has been designed to create
chatbots that are tailored to the needs or business targets of the developer.
One of them is the DialogFlow framework from Google which will be used
by researchers to develop chatbots for government information services in
Jember Regency. Of course, this development will be preceded by research
on the community regarding frequently asked questions on information
services in the Jember Regency Government. This chatbot will also be
tested by the community, to find out whether this chatbot has met the
community's needs regarding government service information, how capable
the chatbot is in understanding questions or input from the community, and

whether the conversation with the chatbot feels natural.

Problem Statement

The problem statement of the project "J-BOT: Chatbot Application

Development for Information Services at Jember Regency Government" are

as follows:

1. Inefficient Communication Channels: The current communication
channels employed by the Jember Regency Government may not be

optimized for prompt and convenient information delivery. Residents



may face difficulties in accessing the required information or services
due to limited operating hours, long response times, or complex
processes.

2. Lack of Accessibility: Some residents may face challenges in accessing
information through traditional means, such as physical visits to
government offices or phone calls during limited hours. This can hinder
their ability to obtain necessary information, resulting in frustration and
potential delays in decision-making or availing public services.

3. Resource Dependency: The reliance on human resources to address
inquiries and provide information can strain government resources,
leading to delays in responses, errors in information dissemination, and
limitations in handling a high volume of inquiries efficiently.

4. Inconsistent and Outdated Information: Residents may encounter
difficulties in obtaining accurate and up-to-date information about
government policies, public services, events, or news. This can create
confusion and hinder the decision-making process for both residents and

government officials.

1.3. Scope of The Project

System Coverage

The System Coverage within the scope of the project "J-BOT: Chatbot

Application Development for Information Services at Jember Regency

Government™ includes the following aspects:

1. User Interface : The system will encompass the design and development
of a user-friendly interface for the chatbot application. The user interface
will enable users to interact with the chatbot, input queries, and receive
responses in a clear and intuitive manner.

2. Natural Language Processing : The system will employ natural language
processing techniques to enable the chatbot to understand and interpret

user queries accurately. It will include the development of algorithms



and models for processing and analyzing user input to generate
appropriate responses.

Knowledge base : The system will incorporate a comprehensive
knowledge base containing relevant information about government
policies, public services, events, local news, and other related topics.
The knowledge base will be continually updated and maintained to
ensure the accuracy and currency of the information provided by the
chatbot.

Backend Infrastructure : The system will include the development of a
robust backend infrastructure to support the chatbot application. This
infrastructure will handle user requests, process queries, retrieve
information from databases or external sources, and generate responses
in real-time.

Integration with Existing System : The system will be integrated with
existing government systems and databases to access relevant
information and provide seamless services to users. Integration may
involve establishing connections, APIs, or data exchange protocols to
retrieve and update information from various sources. sources, and
generate responses in real-time.

Testing and Quality Assurance : The system will undergo thorough
testing and quality assurance processes to ensure its functionality,
accuracy, and reliability. This will include testing the chatbot's response
accuracy, performance under different user scenarios, and compatibility
with various platforms.

Deployment and Maintenance : The system will be deployed on the
chosen platforms, such as messaging platforms, websites, or mobile
applications, to make it accessible to users. Additionally, ongoing
maintenance and updates will be performed to address any emerging

issues, incorporate user feedback, and adapt to evolving requirements.



User Scope

The User Scope within the scope of the project "J-BOT: Chatbot

Application Development for Information Services at Jember Regency

Government™ includes the following user groups:

1.

Residence of Jember Regency : The primary user group of the chatbot
application is the residents of Jember Regency. They will utilize the
chatbot to access information and services provided by the Jember
Regency Government. Residents can interact with the chatbot to inquire
about government policies, public services, events, local news, and other
relevant information.

Government Officials and Administrators : Government officials and
administrators of Jember Regency will also have a user scope within the
project. They may have access to the backend system of the chatbot
application to manage and update the knowledge base, configure system
settings, monitor user interactions, and analyze user data for insights and
improvements.

IT Team and System Administrator : The IT team and system
administrators responsible for the maintenance, deployment, and
technical aspects of the chatbot application are part of the user scope.
They will ensure the smooth operation of the system, perform updates,
monitor system performance, and address any technical issues that may
arise.

Content Administrators : Content administrators, appointed by the
Jember Regency Government, will have access to the backend system
to manage and update the content within the knowledge base. They will
ensure that the information provided by the chatbot is accurate, up-to-
date, and relevant to the needs of the residents.

System Users with Special Needs : The chatbot application should also
consider users with special needs, such as those with visual impairments

or hearing impairments. The user scope should include provisions for



accessibility, such as support for screen readers, voice input, or

alternative communication methods.

Admin Scope
The Admin Scope within the project "J-BOT: Chatbot Application

Development for Information Services at Jember Regency Government"

includes the following responsibilities and tasks:

1.

Backend System Management : The administrators will be responsible
for managing the backend system of the chatbot application. This
includes monitoring system performance, ensuring system availability,
and addressing any technical issues that may arise.

Knowledge base management : Admins will have access to the backend
system to manage and update the knowledge base. They will ensure that
the information within the knowledge base is accurate, up-to-date, and
relevant to the needs of the residents. This may involve adding new
information, modifying existing content, and removing outdated or
incorrect information.

Configuration and Settings : Admins will configure and manage the
settings of the chatbot application. This includes defining system
parameters, configuring user permissions, setting up automated
responses, and managing chatbot behavior.

User Management : Admins will manage user accounts and access
permissions within the chatbot application. They may create user
accounts for government officials and content administrators, assign
appropriate roles and access levels, and handle user-related issues such
as password resets or account deactivation.

Analaystics and Reporting : Admins may utilize analytics tools and
generate reports to gain insights into user interactions, system
performance, and user satisfaction. This information can help improve
the chatbot's effectiveness and identify areas for optimization.

System Updates and Maintenance : Admins will oversee system updates

and maintenance tasks. This includes applying patches, implementing



new features or improvements, and ensuring the overall stability and
reliability of the chatbot application.

7. User Support and Training : Admins may provide user support and
training to government officials, content administrators, and other
system users. This includes assisting users in using the chatbot
application effectively, addressing their queries or issues, and providing
training on system functionalities and best practices.

1.4. Significance of The Project

The Significance of The Project "J-BOT: Chatbot Application Development

for Information Services at Jember Regency Government” lies in its

potential to bring numerous benefits to both the government and the
residents of Jember Regency. Some of the key significances of the project
include:

1. Enhanced Access to Information: The project aims to provide residents
with easy and convenient access to accurate and up-to-date information.
By leveraging the chatbot application, residents can obtain information
about government policies, public services, events, and news anytime
and anywhere, reducing the barriers to accessing essential information.

2. Improved Efficiency and Response Times: The implementation of the
chatbot will streamline communication channels and reduce response
times. Residents will receive prompt automated responses, eliminating
the need to wait for human assistance. This improved efficiency will
contribute to faster information delivery and a more efficient
government-citizen interaction.

3. Cost and Resource Savings: By reducing dependency on human
resources for handling routine inquiries, the project will optimize
government resources and reduce costs. The chatbot can handle a high
volume of inquiries simultaneously, freeing up human resources to
focus on more complex tasks. This resource optimization will result in

cost savings and increased productivity.Enhanced User Experience: The



chatbot application aims to provide a user-friendly interface and deliver
accurate and relevant information to users. By offering personalized and
automated responses, the project will enhance the overall user
experience, making it easier and more convenient for residents to obtain
the information they need.

4. Increased Transparency and Accountability: The project will contribute
to increased transparency in government information and services. The
chatbot can provide residents with information about government
policies, procedures, and decision-making processes, fostering
transparency and accountability. This transparency builds trust and
promotes a sense of inclusivity and engagement among residents.

5. Community Engagement and Participation: The chatbot application can
be utilized to engage residents by providing updates on local news,
events, and community initiatives. By keeping residents informed and
involved, the project promotes community engagement and
participation in government activities, leading to a stronger sense of
belonging and collaboration.

6. Scalability and Adaptability: The chatbot application can be easily
scaled and adapted to accommodate future information needs and
technological advancements. As the needs of Jember Regency evolve,
the chatbot can be updated and expanded to include new services and

information, ensuring its long-term relevance and usefulness.

1.5. Assumption and Limitation
Assumption
Based on the given project title "J-BOT: Chatbot Application Development
for Information Services at Jember Regency Government,” the following
Assumptions can be made:
1. Need for Information Services : The assumption is that there is a
recognized need within the Jember Regency Government to improve

information services provided to residents. This assumption suggests



that the existing channels or methods of accessing information may not
be efficient or effective enough to meet the residents' needs.
Technological Infrastrure : It is assumed that the Jember Regency
Government has the necessary technological infrastructure or the
willingness to invest in it to support the development and deployment
of the chatbot application. This includes access to reliable internet
connectivity, servers, databases, and other required resources.
Avaibality of Data Sources : It is assumed that relevant data sources,
such as government policies, public service information, event
announcements, and local news, are available and accessible. The
assumption is that these data sources can be integrated into the chatbot’s
knowledge base to provide accurate and up-to-date information to the
users.

User Adoption and Engagement : The assumption is that the residents
of Jember Regency will adopt and actively engage with the chatbot
application. It assumes that the residents will find value in using the
chatbot as a convenient and accessible channel to access information
and services provided by the Jember Regency Government.

Support and Collaboration from Government Stakeholders : It is
assumed that there is support and collaboration from relevant
government stakeholders, such as government officials, IT teams, and
content administrators. This assumption suggests that these stakeholders
will actively participate in the project and provide the necessary
resources, expertise, and cooperation for the successful development
and implementation of the chatbot application.

Privacy and Security Compliance : The assumption is that the chatbot
application will adhere to privacy and security regulations to protect
user data and ensure compliance with applicable laws. It assumes that
measures will be implemented to secure user interactions and data

within the chatbot system.
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Limitation

While the project "J-BOT: Chatbot Application Development for

Information Services at Jember Regency Government" offers several

benefits and opportunities, it is important to consider its limitations. Some

potential Limitations of the project include:

1.

Language Limitations : The chatbot may be limited to understanding
and responding in a specific language or languages. If the chatbot is
designed to cater to a specific target audience, language diversity within
the user population may pose a challenge. This limitation could exclude
residents who are not proficient in the supported language(s).

Complex Queries : The chatbot's ability to handle complex queries or
requests may be limited. Ifa user asks a question or requests information
that goes beyond the capabilities of the chatbot's knowledge base or
natural language processing algorithms, the chatbot may struggle to
provide an appropriate response. In such cases, users may need to be
redirected to human support or alternative channels.

Accuracy and Reliability : The accuracy and reliability of the chatbot's
responses may be limited, especially when it comes to providing real-
time and up-to-date information. The chatbot's knowledge base may not
always reflect the most recent changes or developments in government
policies, services, or events. Regular updates and maintenance of the
knowledge base will be necessary to mitigate this limitation.

Technical Issues : The chatbot application may encounter technical
issues, such as server downtime, software bugs, or connectivity
problems. These issues could result in service disruptions or degraded
performance, affecting the user experience. Robust monitoring, testing,
and maintenance procedures should be implemented to minimize
technical limitations and ensure optimal system performance.

User Adoption and Acceptance : The success of the project relies on
user adoption and acceptance of the chatbot application. Some residents

may be unfamiliar with or hesitant to use chatbots, preferring traditional
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methods of information access. Overcoming resistance to change and
encouraging users to embrace the chatbot may require effective
communication, education, and promotion efforts.

Contextual Understanding : The chatbot's ability to understand user
queries within specific contexts or nuances may be limited. The chatbot
might struggle with understanding ambiguous or context-dependent
queries, potentially leading to incorrect or irrelevant responses. Ongoing
training and refinement of the chatbot's natural language processing
models can help improve contextual understanding.

Limited Scope of Information Services : The project's scope may focus
on specific information services related to government policies, public
services, events, and local news. It may not cover a wide range of other
information needs that residents may have. The limitations in the scope

should be communicated clearly to users to manage their expectations.
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