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ABSTRAK

Keterlambatan pengiriman barang ekspor merupakan salah satu permasalahan
operasional yang dapat memengaruhi kualitas layanan, kepuasan pelanggan, serta
daya saing perusahaan jasa logistik. PT Link Pasipik Indonusa Semarang sebagai
perusahaan freight forwarding masih mengalami keterlambatan pengiriman barang
ekspor secara konsisten selama tahun 2025 dengan rata-rata persentase
keterlambatan sebesar 28,04% per kuartal. Kondisi tersebut menunjukkan adanya
hambatan operasional yang perlu dianalisis lebih lanjut agar kinerja operasional
perusahaan dapat ditingkatkan. Penelitian ini bertujuan untuk menganalisis faktor-
faktor penyebab keterlambatan pengiriman barang ekspor menggunakan metode
Fishbone Diagram serta menganalisis upaya penanganan yang dilakukan
perusahaan dalam meningkatkan kinerja operasional. Penelitian menggunakan
pendekatan kualitatif deskriptif. Data diperoleh melalui observasi partisipatif,
wawancara mendalam terhadap tiga informan yang dipilih menggunakan teknik
purposive sampling, serta dokumentasi. Analisis Fishbone Diagram digunakan
untuk mengidentifikasi akar penyebab keterlambatan berdasarkan kategori manusia
(man), metode (Method), mesin (Machine), material (material), dan lingkungan
(Environment). Hasil penelitian menunjukkan bahwa faktor manusia menjadi
penyebab utama keterlambatan pengiriman barang ekspor, terutama karena praktik
double job, keterbatasan jumlah personel, serta kurang optimalnya koordinasi kerja.
Faktor metode juga menjadi penyebab yang dominan, ditandai dengan belum
tersedianya Standar Operasional Prosedur (SOP) tertulis sebagai pedoman kerja
operasional. Upaya penanganan yang dilakukan perusahaan meliputi tahap
perencanaan, pelaksanaan, dan evaluasi operasional. Namun, pelaksanaannya
belum berjalan optimal karena belum adanya SOP yang terstandarisasi dan sistem
pengendalian operasional yang konsisten. Penelitian ini menghasilkan rancangan
SOP Manajemen Risiko Keterlambatan Pengiriman Barang Ekspor sebagai solusi
terapan yang diharapkan dapat membantu perusahaan dalam menstandarisasi
proses kerja, meningkatkan koordinasi antarbagian, meminimalkan risiko
keterlambatan, serta meningkatkan kinerja operasional perusahaan secara lebih
efektif dan efisien.

Kata Kunci: Keterlambatan Pengiriman Ekspor, Fishbone Diagram, Kinerja
Operasional, Freight forwarding , Standar Operasional Prosedur



ABSTRACT

Export shipment delays are one of the operational problems that can affect service
quality, customer satisfaction, and the competitiveness of logistics service
companies. PT Link Pasipik Indonusa Semarang, as a freight forwarding company,
consistently experienced export shipment delays throughout 2025, with an average
delay rate of 28.04% per quarter. This condition indicates the existence of
operational obstacles that need to be further analyzed in order to improve the
company’s operational performance. This study aims to analyze the factors causing
export shipment delays using the Fishbone Diagram Method and to examine the
company’s mitigation efforts in improving operational performance. This research
employed a descriptive qualitative approach. Data were collected through
participant observation, in-depth interviews with three informants selected using
purposive sampling techniques, and documentation studies. The Fishbone Diagram
analysis was used to identify the root causes of delays based on the categories of
man, Method, Machine, material, and Environment.The results of the study show
that the human factor was the main cause of export shipment delays, particularly
due to double-job practices, limited personnel, and less effective work coordination.
The Method factor was also identified as a dominant cause, indicated by the
absence of written Standard Operating Procedures (SOPs) as operational
guidelines. The company’s mitigation efforts included Planning, Implementation,
and operational Evaluation stages. However, these efforts have not been fully
optimal due to the absence of standardized SOPs and consistent operational control
systems. As an applied research output, this study produced a draft SOP for Export
Shipment Delay Risk management. The proposed SOP is expected to help the
company standardize operational processes, improve interdepartmental
coordination, minimize delay risks, and enhance operational performance more
effectively and efficiently.

Keywords: Export Shipment Delay, Fishbone Diagram, Operational Performance,
Freight forwarding , Standard Operating Procedure
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