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one can build a better world." 
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ABSTRAK 

Dalam era digital dan meningkatnya tren belanja online, kecepatan dan 

ketepatan pengiriman barang menjadi faktor krusial dalam kepuasan pelanggan. 

Namun, J&T Express Cabang Mijen, Kota Semarang, masih menghadapi berbagai 

permasalahan dalam proses pengiriman, seperti keterlambatan, kesalahan data, 

proses sortir yang belum optimal, serta sistem pelacakan yang belum real-

time.Penelitian ini bertujuan untuk mengevaluasi kinerja pengiriman barang di 

J&T Express Cabang Mijen, Kota Semarang, serta mengidentifikasi akar 

penyebab permasalahan yang terjadi dalam proses pengiriman menggunakan 

metode Fishbone (Diagram Tulang Ikan). Permasalahan utama yang diangkat 

meliputi keterlambatan pengiriman, kesalahan data pengiriman, kurang 

optimalnya proses sortir, hingga keterbatasan sistem pelacakan yang tidak real-

time. Penelitian ini menggunakan pendekatan kualitatif deskriptif dengan teknik 

pengumpulan data melalui observasi, dokumentasi, dan wawancara mendalam 

terhadap lima informan yang memiliki peran kunci, yaitu supervisor operasional, 

kurir, staf sortir gudang, customer service, dan pelanggan. Hasil penelitian 

menunjukkan bahwa keterlambatan pengiriman barang seringkali disebabkan oleh 

overload paket, kurangnya armada dan tenaga kerja, serta belum optimalnya 

sistem pelacakan dan koordinasi antar divisi. Selain itu, informasi status 

pengiriman yang tidak diperbarui secara real-time menyebabkan ketidakpuasan 

pelanggan. Melalui metode Fishbone, ditemukan bahwa faktor-faktor penyebab 

masalah berasal dari aspek manusia (man), metode (method), mesin (machine), 

material, lingkungan (environment), dan pengukuran (measurement). 

Kata Kunci: Kinerja Pengiriman , J&T Express, Fishbone, Ekspedisi, Evaluasi 

Operasional 
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  ABSTRACT 

 

In the digital age and the growing trend of online shopping, speed and 

accuracy of delivery are crucial factors in customer satisfaction. However, the 

J&T Express Mijen Branch in Semarang City continues to face various delivery 

issues, such as delays, data errors, suboptimal sorting processes, and a less-than-

real-time tracking system.. This study aims to evaluate the performance of goods 

delivery at J&T Express Mijen Branch, Semarang City, and identify the root 

causes of problems that occur in the delivery process using the Fishbone method 

(Fishbone Diagram). The main problems raised include late delivery, errors in 

delivery data, less than optimal sorting processes, and limitations of non-real-time 

tracking systems. This study uses a descriptive qualitative approach with data 

collection techniques through observation, documentation, and in-depth 

interviews with five informants who have key roles, namely operational 

supervisors, couriers, warehouse sorting staff, customer service, and customers. 

The results of the study indicate that late delivery of goods is often caused by 

package overload, lack of fleet and workforce, and suboptimal tracking and 

coordination systems between divisions. In addition, delivery status information 

that is not updated in real-time causes customer dissatisfaction. Through the 

Fishbone method, it was found that the factors causing the problem came from 

human aspects (man), method (method), machine (machine), material, 

environment (environment), and measurement (measurement). 

 Keywords: Delivery, J&T Express, Fishbone, Express, Operational Evaluation 
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