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ABSTRAK 
 

Proses last-mile delivery produk farmasi memiliki kompleksitas tinggi karena 

pengiriman tidak hanya menuntut barang sampai ke tujuan, tetapi juga menjaga 

kesesuaian barang, ketepatan dokumen, mutu produk, serta pengendalian apabila 

terjadi kendala. Dalam pelaksanaannya, PT XYZ Jakarta masih menemukan 

pengiriman yang memerlukan tindak lanjut operasional, seperti pengecekan ulang, 

koordinasi, pengiriman ulang, penanganan komplain, hingga penyelesaian klaim. 

Kondisi tersebut menunjukkan adanya titik kritis yang berpotensi menimbulkan 

risiko operasional. Penelitian ini bertujuan mengidentifikasi risiko pada proses last-

mile delivery produk farmasi di PT XYZ Jakarta, menentukan prioritas risiko 

menggunakan metode Failure Mode and Effects Analysis (FMEA), serta menyusun 

usulan mitigasi terhadap risiko prioritas. Penelitian ini menggunakan pendekatan 

kualitatif deskriptif. Hasil penelitian menunjukkan terdapat 12 risiko yang tersebar 

pada tahapan receiving, sorting, loading, delivery, dan handover. Berdasarkan 

perhitungan RPN dan klasifikasi Classical FMEA Risk Class, risiko prioritas 

kategori high adalah R4, yaitu barang kurang atau tidak sesuai faktur saat dimuat 

ke kendaraan dengan RPN 367,94; R5, yaitu barang rusak/penyok/pecah saat proses 

muat dengan RPN 262,50; dan R3, yaitu barang salah dikelompokkan berdasarkan 

rayon atau rute dengan RPN 211,75. Analisis 5 Whys menunjukkan bahwa risiko 

prioritas dipengaruhi oleh belum optimalnya verifikasi pada tahap sorting dan 

loading, ketidakteraturan area kerja, serta penataan barang yang belum 

memperhatikan karakteristik kemasan. Usulan mitigasi berupa SOP Verifikasi 

Sorting dan Loading yang dilengkapi form final check, label status barang, 

pengaturan area sorting dan loading dock, serta panduan penataan barang di 

kendaraan. 

Kata Kunci: Last-Mile Delivery, Produk Farmasi, Manajemen Risiko, FMEA, 5 

Whys 
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ABSTRACT 
 

The last-mile delivery process for pharmaceutical products is highly complex 

because delivery activities do not only require products to reach their destination, 

but also require accuracy of goods, document completeness, product quality, and 

proper control when operational issues occur. In practice, PT XYZ Jakarta still 

encounters deliveries that require operational follow-up, such as rechecking, 

coordination, redelivery, complaint handling, and claim settlement. This condition 

indicates several critical points that may generate operational risks. This study 

aims to identify risks in the last-mile delivery process of pharmaceutical products 

at PT XYZ Jakarta, determine risk priorities using the Failure Mode and Effects 

Analysis (FMEA) method, and propose mitigation actions for priority risks. This 

study applies a descriptive qualitative approach. The results show that 12 risks were 

identified across five stages, namely receiving, sorting, loading, delivery, and 

handover. Based on RPN calculation and Classical FMEA Risk Class classification, 

the priority risks in the high category are R4, namely missing or mismatched goods 

against the invoice during vehicle loading, with an RPN of 367.94; R5, namely 

damaged, dented, or broken goods during loading, with an RPN of 262.50; and R3, 

namely goods incorrectly grouped by rayon or route, with an RPN of 211.75. The 5 

Whys analysis shows that these priority risks are influenced by suboptimal 

verification during sorting and loading, disorganized work areas, and goods 

arrangement that does not fully consider packaging characteristics. The proposed 

mitigation is a Sorting and Loading Verification SOP supported by a final check 

form, goods status labels, sorting and loading dock area arrangements, and 

guidelines for arranging goods in vehicles.  

Keyword: Last-Mile Delivery, Pharmaceutical Product, Risk Management, FMEA, 

5 Whys 
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