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INTISARI

Perkembangan teknologi kecerdasan buatan (Al), khususnya Large Language Model (LLM), telah
mendorong peningkatan layanan pelanggan dan penjualan. Penelitian ini menganalisis perbandingan
metode Few-Shot (FS) Prompting dan Chain-of-Thought (CoT) Prompting dalam pengembangan chatbot
Al untuk customer service dan sales otomatis. Pengumpulan data dilakukan melalui wawancara dan
dokumentasi, kemudian melalui tahapan data cleaning, training Al, hingga evaluasi performa. Hasil
penelitian menunjukkan bahwa metode Few-Shot Prompting lebih cocok digunakan pada skenario sapaan
awal yang bersifat repetitif dan sederhana. Sementara itu, metode Chain-of-Thought Prompting terbukti
unggul dalam skenario yang membutuhkan penalaran logis, seperti ketentuan jumlah pembelian dan
rekomendasi produk sesuai harga tertentu. Pengujian dilakukan pada lima aspek utama, yaitu akurasi,
konsistensi, robustness, pertanyaan repetitif, dan penalaran, masing-masing dengan empat skenario
percobaan. Hasil penelitian menunjukkan bahwa pada aspek akurasi, kedua metode mencapai tingkat
keberhasilan 100%. Pada aspek konsistensi, Few-Shot Prompting memperoleh 100%, sedangkan Chain-
of-thought prompting mencapai 75% akibat variasi bahasa yang tidak sepenuhnya sesuai standar
komunikasi perusahaan. Pada aspek robustness, pertanyaan repetitif, dan penalaran, kedua metode
sama-sama mencatat hasil sempurna sebesar 100%. Penelitian ini menunjukkan bahwa CoT memberikan
hasil lebih stabil dan adaptif terhadap variasi pertanyaan, sedangkan FS unggul dalam penerapan saat
meberikan reasoning.

Kata Kunci: Artificial Intelligence; Chatbot; Few-Shot Prompting; Chain-of-Thought Prompting; Customer
Service
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ABSTRACT

The rapid advancement of Artificial Intelligence (Al), particularly Large Language Models (LLMs), has
significantly enhanced customer service and sales efficiency. This study compares the effectiveness of
Few-Shot (FS) Prompting and Chain-of-Thought (CoT) Prompting in developing Al chatbots for automated
customer service and sales. Data were collected through interviews and documentation, followed by
stages of data cleaning, Al training, and performance evaluation. The evaluation was conducted on five
main aspects—accuracy, consistency, robustness, repetitive questions, and reasoning—each tested with
four experimental cases. The results show that both methods achieved 100% in accuracy, robustness,
repetitive questions, and reasoning. In consistency, FSP achieved 100% while CoT scored 75% due to
language variations not fully aligned with the company’s communication standards. FSP proved more
effective for repetitive and simple initial greeting scenarios, ensuring high consistency and uniformity in
responses. Meanwhile, CoT excelled in scenarios requiring logical reasoning, such as purchase quantity
rules and product recommendations based on specific price ranges, providing more adaptive and
comprehensive responses. These findings are expected to serve as a reference for companies seeking to
optimize Al chatbots for delivering responsive, accurate, consistent, and adaptive customer service.

Keywords: Artificial Intelligence; Chatbot; Few-shot prompting; Chain-of-thought prompting; Customer
Service
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