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ABSTRAK

Proses ekspor membutuhkan adanya dokumen konosemen atau Bill of
Lading (B/L) sebagai tanda hak milik sah barang dan syarat mutlak kargo dapat
dirilis. Tujuan penelitian ini untuk menganalisis proses pelayanan penerbitan
dokumen bill of lading, untuk mengetahui kendala pada proses penerbitan
dokumen bill of lading, dan untuk menganalisis strategi yang dilakukan oleh
perusahaan MSC Semarang dalam upaya meminimalisir terjadinya discrepancy
bill of lading agar tidak menghambat proses ekspor.

Penelitian ini menggunakan metode deskriptif kualitatif dimana metode
penelitian yang digunakan adalah pemaparan hasil dari semua studi dan
penelitian. Data yang digunakan dikumpulkan melalui wawancara, observasi,
studi pustaka,dan dokumentasi. Hasil penelitian menunjukkan bahwa proses
penerbitan dokumen Bill of Lading dalam proses ekspor di MSC Semarang
berjalan sesuai dengan terms and conditions atau SOP yang telah ditetapkan oleh
perusahaan. Kendala yang sering dihadapi yaitu terkait ketelitian penulisan data
yang tercantum pada dokumen B/L. Strategi yang dilakukan PT.MSC Semarang
dalam menangani kendala agar dapat meminimalisir terjadinya discrepancy bill of
lading adalah pengadaaan software yang dapat terintegrasi dengan website MSC
serta penambahan tenaga kerja yang memadai agar penanganan layanan
pengaduan dapat berjalan lebih efektif dan efisien.

Kata kunci : Bill of Lading (B/L), Pelayanan, Proses Ekspor, Shipping Line.
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ABSTRACT

The export process requires the document known as Bill of Lading (B/L)
as proof of ownership of goods and a mandatory condition for cargo release. The
purpose of this research is to analyze the process of issuing the bill of lading
document, identify the challenges in the process of issuing the bill of lading
document, and determine the specific strategies employed by MSC Semarang
company to minimize the occurrence of bill of lading discrepancies that could
hinder the export process.

This research uses a qualitative descriptive method, where the research
approach involves presenting the findings from all studies and research
conducted. The data used in the study were collected through interviews,
observations, literature review, and documentation. The research findings
indicate that the process of issuing the Bill of Lading document in the export
process at MSC Semarang is carried out in accordance with the terms and
conditions or standard operating procedures (SOP) established by the company.
The common challenge faced is related to the accuracy of data written on the B/L
document. The strategy employed by PT. MSC Semarang to address challenges
and minimize the occurrence of bill of lading discrepancies includes acquiring
software that can be integrated with the MSC website, as well as increasing the
workforce to ensure that complaint handling services can be more effective and
efficient.

Keywords : Bill of Lading (B/L), Export process, Service, Shipping Line.
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