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ABSTRAK 

PT Pos Indonesia adalah perusahaan Badan Usaha Milik Negara (BUMN) 

yang bergerak pada bidang jasa kurir, logistik dan transaksi keuangan yang telah 

menjangkau hampir seluruh pelosok Indonesia. Dalam memberikan layanan 

pengiriman paket kepada konsumen, kehandalan menjadi salah satu fokus 

perusahaan dalam memuaskan konsumen. Kehandalan yang diberikan setiap 

perusahaan jasa pengiriman yaitu berupa ketepatan waktu pengiriman dan kondisi 

paket tanpa kerusakan. Tapi pada kenyataannya Kantor Pos Cabang Erlangga 

masih banyak kesalahan (defect) atau penyimpangan. Oleh karena itu, terdapat 

konsumen yang masih kurang puas dan persepsi calon konsumen menjadi kurang 

berminat menggunakan jasa pengiriman pos. Upaya mengurangi variasi defect 

pada proses pengiriman paket pos maka dilakukan pengendalian kualitas dengan 

metode six sigma menggunakan tahapan DMAIC (Define, Measure, Analyze, 

Improve, Control). Hasil penelitian menunjukkan pada tahap define ditemukan 13 

defect pengiriman paket pos. kemudian Pengukuran Defect Per Million 

Opportunity (DPMO) sebesar 12088 dari 1.000.000 kali kesempatan sedangkan 

level sigma diperoleh 3,754 memiliki arti bahwa perusahaan memiliki level 3σ. 

Sehingga masih perlu adanya perbaikan dalam mengurangi defect. Ditemukan 

lima masalah utama pada diagram pareto yaitu belum diterima barang, salah serah 

penyerahan barang, salah salur penyaluran barang, kiriman rusak dan 

keterlambatan pengiriman. Penyebab utama adalah human error dan fasilitas 

kurang memadai. Usulan perbaikan yang dapat diberikan kepada manager per 

bagian Kantor Pos Cabang Erlangga dengan memberikan teguran dan evaluasi 

langsung ketika terjadi kesalahan kepada karyawan, membuat intruksi kerja kurir 

Kantor Pos Cabang Erlangga, memberi label nama kota pada setiap rak 

penyortiran, rak beroda, serta pembaharuan peralatan kerja yang sudah tua dan 

tidak layak pakai. 

Kata Kunci : Pengendalian Kualitas, Pengiriman Paket, Defect, Six Sigma 
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ABSTRACT 

PT Pos Indonesia is a State-Owned Enterprise (BUMN) company engaged 

in courier services, logistics and financial transactions that have reached almost 

all corners of Indonesia. In providing package delivery services to consumers, 

reliability is one of the company's focuses in satisfying consumers. The reliability 

provided by every shipping service company is in the form of punctuality of 

delivery and package conditions without damage. But in reality the Erlangga 

Branch Post Office still has many errors (defects) or irregularities. Therefore, 

there are consumers who are still dissatisfied and the perception of potential 

customers becomes less interested in using postal delivery services. In an effort to 

reduce the variation of defects in the postal package delivery process, quality 

control is carried out with the six sigma method using DMAIC stages (Define, 

Measure, Analyze, Improve, Control). The results showed that at the define stage, 

13 defects were found in the delivery of postal packages. then the Defect Per 

Million Opportunity (DPMO) measurement of 12088 from 1,000,000 times the 

opportunity while the sigma level obtained 3.754 means that the company has a 

level of 3σ. So there is still a need for improvement in reducing defects. Five main 

problems were found on the pareto diagram, namely not received goods, wrong 

delivery of goods, wrong distribution of goods, damaged shipments and late 

delivery. The main cause is human error and inadequate facilities. Improvement 

proposals that can be given to managers per section of the Erlangga Branch Post 

Office by giving direct reprimands and evaluations when something goes wrong to 

employees, making work instructions for Erlangga Branch Post Office couriers, 

labeling city names on each sorting rack, wheeled racks, and updating work 

equipment that is old and not suitable for use. 

Keywords: Quality Control, Package Delivery, Defect, Six Sigma 
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