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ABSTRAK

Pengelolaan dokumen Bill of Lading (B/L) merupakan salah satu aspek krusial
dalam kegiatan ekspor yang rentan terhadap kesalahan dan keterlambatan, terutama
apabila masih dilakukan secara manual. PT. M+R Forwarding Indonesia Cabang
Semarang telah menerapkan sistem digitalisasi melalui Shipping Information
System (SIS) sebagai upaya mengurangi permasalahan tersebut, namun
penerapannya masih menghadapi berbagai kendala sehingga belum berjalan secara
optimal. Permasalahan pada penelitian ini yaitu terkait kesalahan dan keterlambatan
pengelolaan dokumen Bill of Lading masih belum dapat di atasi dan dikelolah
dengan baik. Penelitian ini bertujuan untuk menganalisis proses pengelolaan B/L
secara digital, faktor-faktor penyebab kesalahan dan keterlambatan dokumen,
pengaruh digitalisasi terhadap pengurangan kesalahan dan keterlambatan, serta
kendala dan upaya yang dilakukan perusahaan dalam penerapan digitalisasi
pengelolaan B/L dalam kegiatan ekspor. Penelitian ini menggunakan metode
penelitian kualitatif dengan pendekatan deskriptif. Pengumpulan data dilakukan
melalui wawancara mendalam dengan tiga informan, yaitu Branch Manager dan
dua Staff Operasional PT. M+R Forwarding Indonesia Cabang Semarang, serta
observasi dan studi dokumentasi. Analisis data dilakukan menggunakan teknik
analisis data kualitatif model Miles dan Huberman yang meliputi reduksi data,
penyajian data, dan penarikan simpulan.

Hasil penelitian menunjukkan bahwa sistem SIS telah mampu mengintegrasikan
data secara otomatis sehingga mempercepat proses penerbitan B/L dan
meningkatkan akurasi data dibandingkan sistem manual. Faktor penyebab
kesalahan dan keterlambatan mencakup keterbatasan SDM, human eror gangguan
sistem, adanya ketidak patuhan shipper dalam menggunakan sistem, serta
perubahan jadwal kapal. Penerapan digitalisasi terbukti optimal terhadap
pengurangan kesalahan, efisiensi waktu kerja, dan peningkatan koordinasi antar
pihak. Kendala utama yang masih dihadapi meliputi infrastruktur sistem, kesiapan
SDM, resistensi shipper, serta belum adanya SOP penanganan insiden keamanan
data di tingkat cabang. Simpulan dari penelitiaan ini didapati bahwa penerapan
sistem digitalisasi dalam pengelolaan bill of lading membantu terhadap kinerja
karyawan menjadi lebih optimal dan efisien, namun dalam penerapannya masih
terdapat kendala yang menjadi tantangan bagi perusahaan untuk mengatasi hal
tersebut.

Kata Kunci: Bill of Lading, Digitalisasi, Dokumen, Ekspor, Freight Forwarding

Vi



ABSTRACT

The management of Bill of Lading (B/L) documents is a crucial aspect of export
activities that is highly vulnerable to errors and delays, particularly when it is still
conducted manually. PT. M+R Forwarding Indonesia Semarang Branch has
implemented a digitalization system through the Shipping Information System (SIS)
as an effort to minimize these problems,; however, its implementation still faces
various obstacles and has not yet operated optimally. The main issue addressed in
this research concerns the errors and delays in the management of Bill of Lading
documents, which have not been effectively handled and managed. This study aims
to analyze the process of digital B/L management, identify the factors causing
document errors and delays, examine the impact of digitalization on reducing such
errors and delays, and explore the obstacles and efforts undertaken by the company
in implementing the digitalization of B/L management in export activities. This
research employs a qualitative method with a descriptive approach. Data collection
was conducted through in-depth interviews with three informants, namely the
Branch Manager and two Operational Staff members of PT. M+R Forwarding
Indonesia Semarang Branch, as well as through observation and documentation
studies. Data analysis was carried out using the qualitative data analysis technique
of the Miles and Huberman model, which includes data reduction, data
presentation, and conclusion drawing. The results of the study indicate that the SIS
system has been able to automatically integrate data, thereby accelerating the B/L
issuance process and improving data accuracy compared to the manual system.
The factors causing errors and delays include limited human resources, human
error, system disruptions, shippers’ non-compliance in using the system, and
changes in shipping schedules. The implementation of digitalization has proven to
be effective in reducing errors, improving work time efficiency, and enhancing
coordination among related parties. The main obstacles still faced include system
infrastructure limitations, the readiness of human resources, resistance from
shippers, and the absence of a Standard Operating Procedure (SOP) for handling
data security incidents at the branch level. The conclusion of this study is that the
implementation of a digitalization system in Bill of Lading management contributes
to more optimal and efficient employee performance. However, its implementation
still encounters challenges that the company must address in order to optimize the
system further.

Keywords: Bill of Lading, Digitalization, Document, Export, Freight Forwarding
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