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Fa inna ma'al 'usri yusrā, inna ma'al 'usri yusrā 

 

"Karena sesungguhnya bersama kesulitan ada kemudahan. Sesungguhnya bersama 

kesulitan ada kemudahan." 

(QS. Al-Insyirah: 5) 

Man salaka tharīqan yaltamisu fīhi 'ilman sahhalallāhu lahu bihi tharīqan ilal 

jannah 

"Barang siapa menempuh jalan untuk mencari ilmu, Allah akan mudahkan 

baginya jalan menuju surga." 

(HR. Muslim 
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ABSTRAK 

 

Persaingan industri logistik yang semakin ketat menuntut perusahaan untuk menjaga 

konsistensi kualitas layanan melalui penjaminan mutu yang efektif. Penelitian ini 

bertujuan untuk: (1) menganalisis implementasi Quality Assurance (QA) dalam 

operasional transportasi logistik di PT Mostrans Global Digilog Jakarta; (2) 

mengidentifikasi kendala yang dihadapi; serta (3) mengkaji upaya peningkatan 

implementasi QA yang telah dilakukan. Metode penelitian yang digunakan adalah 

kualitatif deskriptif. Pengumpulan data dilakukan melalui wawancara semi-terstruktur, 

observasi lapangan, dan studi dokumentasi. Tiga informan—seorang QA Executive dan 

dua QA Staff—dipilih secara purposive sampling. Validitas data diuji melalui triangulasi 

sumber dan teknik, sedangkan analisis data menerapkan model Miles dan Huberman. 

Penelitian ini menggunakan Total Quality Management (TQM) sebagai teori utama, 

Theory of Constraints (TOC) sebagai teori pendukung, dan indikator ISO 9001:2015. 

Hasil penelitian menunjukkan bahwa implementasi QA pada tahap perencanaan, loading, 

distribusi, hingga serah terima barang telah memiliki landasan prosedural yang memadai, 

didukung tiga dokumen SOP serta teknologi GPS tracking dan Transportation 

Management System (TMS). Kendala yang ditemukan mencakup faktor fisik (kerusakan 

kendaraan, keterlambatan, keterbatasan kapasitas) dan non-fisik (ketidakkonsistenan 

checklist, lemahnya pencatatan penyimpangan, serta koordinasi antarbagian yang belum 

optimal). Upaya penanganan yang dilakukan meliputi pembaruan SOP berbasis data 

klaim, peningkatan pemantauan digital, dan pelatihan SDM berkala. Penelitian 

menyimpulkan bahwa kendala utama terletak pada kesenjangan antara ketersediaan SOP 

dan konsistensi penerapannya di lapangan. Perusahaan disarankan memperkuat verifikasi 

berjenjang, menyusun standar respons penyimpangan, serta mengembangkan evaluasi 

transfer of learning pascapelatihan. 

 

Kata Kunci: Quality Assurance, Operasional Transportasi Logistik, Total Quality 

Management, ISO 9001:2015, Theory of Constraints 
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ABSTRACT 

 

The increasingly competitive logistics industry demands that companies maintain service 

quality consistency through the implementation of an effective quality assurance system. This 

study aims to: (1) analyze the implementation of Quality Assurance (QA) in logistics 

transportation operations at PT Mostrans Global Digilog Jakarta; (2) identify the obstacles 

faced; and (3) examine the efforts made to improve QA implementation. The research method 

used is descriptive qualitative. Data collection was conducted through semi-structured 

interviews, field observations, and documentation studies. Three informants—a QA Executive 

and two QA Staff—were selected using purposive sampling. Data validity was tested through 

source and technique triangulation, while data analysis applied the Miles and Huberman 

model. This study utilizes Total Quality Management (TQM) as the grand theory, Theory of 

Constraints (TOC) as the supporting theory, and ISO 9001:2015 indicators. The results 

indicate that QA implementation across the stages of planning, loading, distribution, and hand-

over has an adequate procedural foundation, supported by three SOP documents as well as 

GPS tracking and Transportation Management System (TMS) technology. The identified 

obstacles include physical factors (vehicle damage, distribution delays, capacity limitations) 

and non-physical factors (checklist inconsistency, weak deviation documentation, and sub-

optimal inter-departmental coordination). Improvement efforts include SOP updates based on 

claim data, enhanced digital monitoring, and periodic employee training. The study concludes 

that the main issue lies in the gap between SOP availability and operational consistency in the 

field. The company is advised to strengthen tiered verification mechanisms, establish 

standardized response procedures for deviations, and develop post-training transfer of 

learning evaluation systems. 

 

Keywords: Quality Assurance, Logistics Transportation Operations, Total Quality 

Management, ISO 9001:2015, Theory of Constraints 
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