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Abstract. Services through social media are in great demand because they are di-

rect, convenient and effective besides that social media allows pharmacists to reach 

consumers quickly and more easily. Destination making WhatsApp Bot to make it 

easier for users and service providers to communicate, consult and obtain infor-

mation quickly by utilizing the quick reply feature. The data collection method 

used for this research was conducted Literature Review. With the search strategy 

used for get source relevant information in order to question on the research could 

answer and get relevant references. Process in search conducted use machine 

Google Chrome search with site address https://scholar.google.co.id/. With key-

words used in search that is “Chatbot AND WhatsApp AND Health service”. Se-

lected articles have criteria inclusion that is article national and international with 

range 10years time lastly, a website-based application, and load design about 

WhatsApp Bots.  WhatsApp Bot was created for the benefit of consumers and also 

to assist health workers in carrying out health services as content health Applica-

tion is a health service application that contains and presents information about 

health. 
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1 Introduction 

There are 4.8 billion internet users where 53.2% of users use social media as the main 

source of information. As many as 64% of people stated that people now prefer sending 

messages to calling [1]. In 2022, there will be a significant increase in new users on 

WhatsApp social media, namely as much as 47% [1]. Consultation with WhatsApp so-

cial media can foster a sense of equality when consultations with pharmacists take place, 

even though there are many limitations in interacting [2] . Services through social media 

are in great demand because they are direct, convenient, and effective besides that social 

media allows pharmacists to reach consumers quickly and more easily [3]. 

Chatbots is a form of virtual assistant in the field of information and communication 

in the form of a chat system which is often used by someone to facilitate their work in 

the field of information services [4]. Several things must be considered in service devel-

opment Chatbot based WhatsApp is providing clear and easy-to-understand information, 

giving patients the opportunity to submit complaints and medical history and not limiting 

patient consultation [3]. 
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WhatsApp Bot as a medium for disseminating nutrition and health information aims 

to develop the WhatsApp Bot application as a medium for spreading news, information 

and news about health and nutrition [5]. The WhatsApp Bot with an automatic message 

reply feature is expected to make it easier for its users to reply to messages or answer 

questions from the public and can also make it easier for the public to obtain the infor-

mation they need independently [5]. 

The use of WhatsApp in pharmacy services aims to explore the experience of phar-

macists using WhatsApp to support the delivery of pharmacy services outside of working 

hours [6]. Requests or questions that do not require an urgent or prompt response are 

largely delayed or not responded to by practitioners [6]. Expansion and improvement of 

e-health services and applications can improve the quality of health service work pro-

cesses [7]. E-health applications can be classified based on the types of services offered 

aimed at consumers, government, industry and health workers. WhatsApp Bot was cre-

ated for the benefit of consumers and also to assist health workers in carrying out health 

services as content health Application is a health service application that contains and 

presents information about health [7]. WhatsApp Bot can provide access to health ser-

vices which can make it easier for patients to find needed drug information services and 

get other options from specialists (pharmacists) remotely [7]. 

The purpose of this study to making WhatsApp Bot is to make it easier for users and 

service providers to communicate, consult and obtain information quickly by utilizing 

the quick reply feature. 

2 Methods 

The data collection method used for this research was conducted Literature Review. With 

the search strategy used for get source relevant information in order to question on the 

research could answer and get relevant references. Process in search conducted use ma-

chine Google Chrome search with site address https://scholar.google.co.id/. With key-

words used in search that is “Chatbot AND WhatsApp AND Health service”. Selected 

articles have criteria inclusion that is article national and international with range 10years 

time lastly, a website-based application, and load design about WhatsApp Bots. Based 

on from established criteria, and obtained 10 articles that were used as reference for make 

design from system information. Then for planning system information implemented 

with making flowchart diagrams using device draw.io software and development design 

user interface using Microsoft Office PowerPoint 2019 [8]. 

3 RESULTS 

3.1 Program Design 

WhatsApp system flowchart the bot starts by entering the WhatsApp application then 

entering the WhatsApp page Bot by scanning the barcode or via the number used as 

WhatsApp Bots. Then the user can send a random message to start a conversation which 

the system will respond to with an automated message. Users can choose the main menu 
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available on the Chatbot, namely drug information, consultation and drug purchases. If 

the user selects the drug information menu the user will be directed to select three cate-

gories in it, namely drug indications, drug side effects and how to use the drug. After 

selecting the drug category, the user can enter keywords related to the drug which the 

system will respond with information according to the selected category. If the user se-

lects the drug consultation menu, the user can start a direct conversation with the phar-

macist to submit his complaint. If the user gets drug recommendations to overcome his 

complaints, the user can choose the drug purchase menu. If the user selects the drug 

purchase menu, the user needs to enter keywords related to the drug he wants to buy or 

has been recommended by the pharmacist, which the system will respond with infor-

mation related to the drug he is buying. After selecting the drug, the user can select a 

payment category which has three options, namely cash, debit and e-money payments 

[9].  

 

 

Fig. 1. Flowcharts Chatbots WhatsApp 
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Users interface on drug consultation prototype based whatsapp bot is presented in Fig 

2-6. 

 

  

a b 

 
 

c d 

Fig. 2. User Interface: (a) Barcode to Start Chatbot, (b) WhatsApp Page Bots, (c) Main Course, 

(d) Category Selection 

a. Barcode to start Chatbot. The QR code is used to enter the main menu of WhatsApp 

the bot is done by the user scanning the WhatsApp QR code Available bots.  
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b. WhatsApp page Bots. User starts the conversation with a random message which the 

system will respond with a preset auto response message. The user is directed to se-

lect an available menu. 

c. Main course. Displays the menu options available in WhatsApp Bot your solution. 

Drug information displays information related to drug indications, drug side effects 

and how to use drugs. Consultation provides a space for discussion between the pa-

tient and the pharmacist. Purchase of drugs to carry out drug purchase transactions. 

d. Category selection. In the select category menu section, the user selects the category 

of drug information needed. Then the system will display a menu of options. For 

example, selecting a category of drug indication menu. 

 

  
a b 

  
c d 

Fig. 3. User Interface: (a) Drug information categories (b) Drug selection, (c) Selection menu, (d) 

Medication selection menu 

a. Drug information categories. In the drug information category menu, the user selects 

the required drug category. 

b. Drug selection. In this menu, the user selects the types of drugs available in the data-

base. Then the system will respond with the data in the database. 
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c. Selection menu. In this menu, the user selects the types of drugs available in the data 

base. For example, the user chooses the indication of paracetamol. 

d. Medication selection menu. User selects the type of drug available in the data base. 

Then the system will respond with the data in the database. 

 

  
a b 

  

c d 

Fig. 4. User Interface: (a) Consultation menu, b) Display Menu Second consultation, (c) 

Purchase Drug Menu, (d) Drug selection 

a. Consultation menu. Displays the menu options available in WhatsApp Bot your so-

lution. Complaint consultation that displays related complaints that the user wants to 

complain to the pharmacist. 

b. Display Menu Second consultation. After selecting the consultation menu, the user 

is free to complain about any diseases or complaints that the user feels, which will be 
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recapitulated by the admin and given input by the pharmacist regarding the user 's 

complaint. 

c. Purchase Drug Menu. Displays the menu options available in WhatsApp Bot your 

solution. Purchase of drugs which will display information related to available drugs, 

and drug prices. 

d. Drug selection. The next display is that the user can freely choose what is needed and 

can automatically choose drugs that are cheap and according to their needs. 

 

  

a b 

 

c 

Fig. 5. User Interface: (a) Consultation menu, b) Payment, (c) Transaction completed 

1. System response. Information regarding the drug to be purchased. If the user is 

going to buy medicine, then choose a payment category with one click. 

2. Payment. Users can choose the type of payment they want. For example cash pay-

ment. 

3. Transaction completed 
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The Drug purchasing matrix is presented in Fig. 6 

 

 

(a) 

 
(b) 

 
(c) 

Fig. 6. (a) (b) (c) Drug purchasing matrix 

3.2 Discussion 

Chatbots are made with the aim of providing information quickly and easily. There are 

several systems that have a similar concept on WhatsApp Bots, namely the Telegram 
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Bot as a media for socializing driving safety and the Facebook Massanger Chatbot for 

restaurant reservations. The Telegram bot is a system created to provide education to the 

public in an effective and easy way [10]. The advantages of the Telegram Bot are that 

this application is a messaging service application that is quite widely used, easy to use, 

flexible and has the lowest data usage [10]. However, the Telegram Bot has to be reset 

several times to avoid errors and many people have not used or are familiar with Tele-

gram bots [10]. In 2022, there will be a significant increase in new users on WhatsApp 

social media, namely as much as 47% [1]. WhatsApp Bot was chosen because the ma-

jority of Indonesian people use the application as a daily communication tool. This  

proven with there is a significant increase in new users on WhatsApp social media in 

2022 that is as much as 47% [1]. In addition, services through social media are in great 

demand because they are direct, convenient, and effective. In addition, social media al-

lows pharmacists to reach consumers quickly and more easily [3]. 

Facebook is an application that is very familiar in all circles of society which also has 

a Chatbot feature. Masangger's Facebook chatbot is made to make it easier to carry out 

promotions, services and orders. The Masangger Facebook chatbot has limitations be-

cause it can only reply to consumer messages if the answers have been prearranged [11]. 

The instant messaging service on WhatsApp Bot utilizes keywords to make it easier for 

both users and pharmacists. Reitz (2012) states that keywords are made in matrix form 

to estimate the probability of keywords entered by users. Making keywords can use syn-

onyms, acronyms, other languages, general terms, spelling variations and Latin (Reitz, 

2012). 

Other considerations in making WhatsApp Bot are functional requirements including 

the system being able to work 24 hours, fast service that will make it easier for users to 

get information, the system reaches a wider range of users, the system is able to make 

users save on expenses and the system does not need to be installed because it is already 

integrated into WhatsApp [4]. However, the WhatsApp Bot service requires an internet 

network that must always be connected and the WhatsApp used must be online so that 

the system can run properly. [4]. The benefit of the WhatsApp Bot for patients is reliable 

information because it provides pharmacists who have an active license. WhatsApp Bot 

got make it easy Pharmacist for knowing condition patient in a manner distance far. Be-

sides that, WhatsApp Bot can store patient data and can recap with easy. 

In feature WhatsApp this bot provides feature counseling medicine that can accessed 

by users with the way it has been provided the tutorial. According to one study say that 

counseling online can be one Street for somebody To do counseling without known by 

his family and with possible costs say without there is costs incurred [12]. 

4 Conclusion 

Many service innovations and information technology-based drug consultations have 

been created in accordance with the information society era that are tailored to the needs 

of today's society. From the results of this study, it can be concluded that WhatsApp bots 

can help services in pharmacies and patients benefit from using WhatsApp as a media 

for consultation and services in pharmacies can simplify and also speed up the service of 
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community needs. The applications provide fast replies are not only WhatsApp, for ex-

ample Instagram and Facebook, but still very few people familiar with the application 

WhatsApp as a daily social media. 
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Open Access This chapter is licensed under the terms of the Creative Commons Attribution-
NonCommercial 4.0 International License (http://creativecommons.org/licenses/by-nc/4.0/),
which permits any noncommercial use, sharing, adaptation, distribution and reproduction in any
medium or format, as long as you give appropriate credit to the original author(s) and the source,
provide a link to the Creative Commons license and indicate if changes were made.
        The images or other third party material in this chapter are included in the chapter's Creative
Commons license, unless indicated otherwise in a credit line to the material. If material is not
included in the chapter's Creative Commons license and your intended use is not permitted by
statutory regulation or exceeds the permitted use, you will need to obtain permission directly
from the copyright holder.
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