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MOTTO

bl

Sesungguhnya bersama kesulitan ada kemudahan.’

(QS. Al-Insyirah: 6)

Confidence is key to everything in life. With confidence, you can do
anything and no one will question you. The things you probably need
to hear are, "Why not give it a try? There's no harm in trying." I don't

care if I fail.

-Phuwin Tangsakyuen-
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ABSTRAK

Penelitian ini menganalisis human error pada proses pembuatan dokumen ekspor
di PT Anugerah Mulia Kargo Jaya Semarang sebagai perusahaan Ekspedisi Muatan
Kapal Laut (EMKL). Selama Juli-Desember 2025, terdapat 46 penolakan dari 471
dokumen yang diproses melalui sistem CEISA, seluruhnya disebabkan oleh
kesalahan manusia. Penelitian ini bertujuan mendeskripsikan alur pembuatan
dokumen ekspor, mengidentifikasi potensi human error beserta tingkat risikonya,
serta menganalisis faktor penyebabnya. Metode yang digunakan adalah deskriptif
kualitatif dengan teknik pengumpulan data berupa observasi partisipasi aktif,
wawancara semi-terstruktur terhadap empat informan, dan dokumentasi. Analisis
dilakukan menggunakan metode Systematic Human Error Reduction and
Prediction Approach (SHERPA) berbasis Hierarchical Task Analysis (HTA). Hasil
penelitian menunjukkan terdapat 13 potensi human error, terdiri atas action error
(46,2%), checking error (23,1%), selection error (15,4%), retrieval error (7,7%),
dan communication error (7,7%), dengan enam kesalahan berkategori kritis. Faktor
penyebab meliputi faktor manusia, sistem dan prosedur, serta lingkungan kerja.
Rekomendasi penelitian meliputi penerapan checklist verifikasi sebelum submit ke
CEISA, penguatan SOP dan mekanisme double verification, standarisasi referensi
teknis disertai pelatihan berkala, serta standarisasi komunikasi antar divisi.

Kata Kunci: human error, dokumen ekspor, SHERPA, CEISA, EMKL.

vi



ABSTRACT

This study analyzes human error in the export document preparation process at PT
Anugerah Mulia Kargo Jaya Semarang, a Sea Freight Forwarding (EMKL)
company. From July to December 2025, 46 out of 471 documents submitted through
the CEISA system were rejected due to human error, with no technical system
failures identified. This study aims to describe the export document preparation
process, identify potential human errors and their risk levels, and analyze the
factors contributing to human error. A qualitative descriptive method was
employed, with data collected through active participant observation, semi-
structured interviews with four informants, and company documentation. Data
were analyzed using the Systematic Human Error Reduction and Prediction
Approach (SHERPA) based on Hierarchical Task Analysis (HTA). The findings
identified 13 potential human errors, consisting of action errors (46.2%), checking
errors (23.1%), selection errors (15.4%), retrieval errors (7.7%), and
communication errors (7.7%), with six categorized as critical. The contributing
factors were classified into human factors, system and procedural factors, and work
environment factors. The study recommends implementing a mandatory verification
checklist before CEISA submission, strengthening standard operating procedures
(SOPs) and double-verification mechanisms, standardizing technical references
through periodic training, and improving communication procedures across
departments.

Keywords: human error, export documents, SHERPA, CEISA, EMKL.
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