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ABSTRACT 

 

 

The facts in the field are still found delays in delivery or damage to goods when 

they arrive at their destination. This study aims to analyze the implementation of the 

management (handling and prevention) of consumer loss risk, analyze the effectiveness of 

the risk management of consumer loss risk, and analyze the internal and external factors 

that support the effectiveness of the management of consumer loss risk in logistics 

services implemented by PT. RPS Logistic Semarang. This research uses a qualitative 

method with a Case Study approach, which is examined from the perspective of logistics 

service provider companies. Through this approach, data collection is carried out with 

in-depth interviews, observations and literature studies. Data analysis uses the Miles and 

Huberman framework, which includes data collection, data reduction, data display, and 

conclusion drawing/verification. The results of the study show that the handling and 

prevention of consumer loss risk has been carried out well through intensive 

communication, but has not been supported by adequate Standard Operating Procedures 

(SOPs). From the results of the study, information was obtained that the management of 

consumer loss risk has been running effectively. Customers again use the services 

provided by PT. RPS Logistic Semarang. The results of the study also strengthen that the 

quality of human resources, information system and n technology, management support, 

customer characteristics, and  relationships with partners, are internal and external 

factors that support the effectiveness of managing the consumer loss risk. 

 

Keywords: Logistics services, risk of loss, management effectiveness, SOPs 
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ABSTRAK 

 

Fakta di lapangan masih ditemukan keterlambatan pengiriman atau kerusakaan 

barang ketika sampai di tujuan. Penelitian ini bertujuan untuk menganalisis pengelolaan 

(penanganan dan upaya pencegahan) risiko kerugian konsumen, menganalisis efektifitas 

pengelolaan risiko kerugian konsumen, serta menganalisis faktor internal dan eksternal 

yang mendukung efektifitas pengelolaan risiko kerugian konsumen dalam layanan 

logistik yang diterapkan PT. RPS Logistic Semarang. Penelitian ini menggunakan metode 

kualitatif dengan pendekatan Studi Kasus, yang dikaji dari perspektif perusahaan 

penyedia layanan logistik. Melalui pendekatan ini maka pengumpulan data dilaksanakan 

dengan wawancara mendalam, observasi dan studi kepustakaan. Analisis data 

meggunakan kerangka Miles dan Huberman, yang meliputi pengumpulan data, reduksi 

data, penyajian data, dan penarikan kesimpulan/verifikasi. Hasil penelitian menunjukkan 

bahwa penanganan dan upaya pencegahan risiko kerugian konsumen telah dilakukan 

dengan baik melalui jalinan komunuikasi yang intensif, namun belum didukung dengan 

Standard Operating Procedure (SOP) yang memadai. Dari hasil kajian diperoleh 

informasi bahwa pengelolaan risiko kerugian barang konsumen telah berjalan dengan 

efektif. Pelanggan kembali menggunakan jasa layanan yang diberikan PT. RPS Logistic 

Semarang. Hasil penelitian juga memberikan penguatan bahwa kualitas sumberdaya 

manusia, tehnologi dan sistem informasi, dukungan manajemen, karakteristik pelanggan, 

dan hubungan dengan mitra merupakan faktor internal dan eksternal yang mendukung 

efektifitas pengelolaan risiko kerugian konsumen. 

 

Kata Kunci: Layanan logistik, risiko kerugian, efektiftas pengelolaan, SOP 
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