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ABSTRAK 

Dinamika pertumbuhan perdagangan lintas batas menempatkan angkutan 

kargo udara sebagai pilar krusial yang menuntut efisiensi waktu, ketepatan, dan 

keamanan tinggi. PT Garuda Indonesia (Persero) Tbk Terminal Kargo Bandar 

Udara Internasional Soekarno-Hatta (CGK) sebagai hub transit utama menerapkan 

Service Level Agreement (SLA) berbasis enam indikator utama guna menjaga 

konsistensi mutu layanan. Penelitian deskriptif kualitatif ini bertujuan untuk 

menganalisis faktor-faktor determinan yang memengaruhi pencapaian SLA dalam 

proses cargo handling, serta mengevaluasi implikasinya terhadap kinerja 

operasional perusahaan. Data primer dan sekunder dihimpun melalui teknik 

observasi partisipatif, wawancara terstruktur bersama personel operasional, dan 

studi dokumentasi, yang kemudian dianalisis melalui tahapan reduksi, penyajian, 

serta verifikasi data. Hasil penelitian mengungkapkan bahwa realisasi pencapaian 

SLA Cargo Operation Station CGK sepanjang periode 2025 menunjukkan tren yang 

fluktuatif; target standar di atas 97% hanya mampu terpenuhi pada bulan Januari 

(97,2%) dan Oktober (97,5%). Kesenjangan ini dipicu oleh tiga dimensi kendala 

utama di lapangan: (1) Sumber Daya Manusia (pemahaman SOP, ketelitian, 

koordinasi antar-lini); (2) Fasilitas dan Peralatan (kesiapan alat penunjang darat); 

serta (3) Hambatan Operasional. Faktor operasional didominasi oleh fenomena 

kargo offload akibat keterbatasan kapasitas kompartemen pesawat yang 

mengutamakan prioritas bagasi penumpang dan bahan bakar (fuel) saat peak 

season, regulasi cut-off time, kendala cuaca, serta tingginya kasus irregularity 

(overcarried, missing, dan damage). Kegagalan pemenuhan target SLA ini 

berimplikasi langsung pada penurunan reputasi performa layanan di mata agen 

freight forwarder, eskalasi risiko klaim kerugian, serta potensi penyusutan 

pendapatan (revenue loss) korporasi akibat merosotnya kepercayaan pelanggan. 

Kata Kunci : Cargo Handling, Kinerja Operasional, Offload Cargo, Service Level 

Agreement. 



vii  

 

 

ABSTRACT 

The dynamic growth of cross-border trade positions air freight as a 

crucial pillar demanding high time efficiency, accuracy, and security. PT 

Garuda Indonesia (Persero) Tbk Cargo Terminal at Soekarno-Hatta 

International Airport (CGK), as a primary transit hub, implements a Service 

Level Agreement (SLA) based on six core indicators to maintain service quality 

consistency. This descriptive qualitative study aims to analyze the determinant 

factors influencing SLA achievement in the cargo handling process and evaluate 

its implications for the company's operational performance. Primary and 

secondary data were gathered through participant observation, structured 

interviews with operational personnel, and documentation studies, then 

analyzed via data reduction, display, and verification. The research findings 

reveal that the realization of SLA achievement for Cargo Operation Station 

CGK throughout the 2025 period exhibited a fluctuating trend; the standard 

target above 97% was only achieved in January (97.2%) and October (97.5%). 

This performance gap was driven by three main field constraints: (1) Human 

Resources (SOP compliance, work precision, cross-unit coordination); (2) 

Facilities and Equipment (ground support equipment readiness); and (3) 

Operational Obstacles. Operational challenges were dominated by offload 

cargo phenomena due to limited aircraft compartment capacity prioritizing 

passenger baggage and fuel during peak seasons, cut-off time regulations, 

weather anomalies, and high instances of irregularity (overcarried, missing, 

and damage). Failure to hit SLA targets directly implies a degradation of 

service reputation among partner freight forwarders, an escalation of claim 

risks, and a potential corporate revenue loss driven by plummeting customer 

trust. 

Keywords: Cargo Handling, Key Performance, Offload Cargo, Service Level 

Agreement. 
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