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ABSTRAK

Tingginya volume pengiriman logistik menuntut proses serah terima (handover) 
barang berjalan tertib di setiap titik peralihan tanggung jawab, namun data 
KALOG Express Stasiun Semarang Tawang bulan Agustus 2026 mencatat 65 
kasus kesalahan pengiriman dari sekitar 2.500 pengiriman, atau 2,6 persen, yang 
menunjukkan indikasi proses tersebut belum sepenuhnya efektif. Penelitian ini 
bertujuan menganalisis proses serah terima barang, efektivitasnya berdasarkan 
empat indikator, yaitu ketepatan sasaran, waktu, keakuratan informasi, dan 
kepatuhan SOP, serta akar masalah penyebab ketidakefektifan tersebut. Penelitian 
menggunakan pendekatan kualitatif deskriptif dengan empat informan yang 
dipilih secara purposive sampling, yaitu Supervisor Layanan Pelanggan, Petugas 
Administrasi, Koordinator Lapangan, dan Junior Specialist Operasional, dengan 
data dikumpulkan melalui wawancara, observasi nonpartisipatif, dan 
dokumentasi, yang dianalisis menggunakan model interaktif Miles dan Huberman 
serta Root Cause Analysis dengan Fishbone Diagram 6M. Hasil penelitian 
menunjukkan proses serah terima berlangsung melalui empat titik peralihan 
tanggung jawab dengan efektivitas yang beragam antarindikator, kepatuhan SOP 
diperkirakan sekitar 80 persen, dan penandatanganan Daftar Muat secara 
berjenjang menjadi celah paling nyata, sementara akar masalahnya adalah faktor 
manusia yang paling krusial karena keterbatasan petugas yang berulang di 
berbagai titik handover. Berdasarkan temuan tersebut, penelitian menghasilkan 
usulan revisi SOP sebagai output penelitian terapan, mencakup verifikasi ulang 
sebelum pemuatan dan kewajiban tanda tangan berjenjang pada Daftar Muat, guna 
meningkatkan efektivitas proses serah terima barang KALOG Express Stasiun 
Semarang Tawang.

Kata Kunci: efektivitas, serah terima (handover) barang, Root Cause Analysis, 
Fishbone Diagram, KALOG Express
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ABSTRACT

The growing volume of logistics deliveries requires the goods handover process to 
run in an orderly manner at every point of responsibility transfer, yet KALOG 
Express Semarang Tawang Station's internal data for August 2026 recorded 65 
delivery error cases out of approximately 2,500 shipments, or 2.6 percent, 
indicating the process has not been fully effective. This study analyzes the goods 
handover process, its effectiveness based on four indicators, namely target 
accuracy, timeliness, information accuracy, and SOP compliance, and the root 
causes underlying this ineffectiveness. The study employs a descriptive qualitative 
approach with four informants selected through purposive sampling, namely the 
Customer Service Supervisor, Administration Officer, Field Coordinator, and 
Junior Operational Specialist, with data collected through interviews, non-
participant observation, and documentation, analyzed using the Miles and 
Huberman interactive model along with Root Cause Analysis using a 6M 
Fishbone Diagram. Results show the handover process occurs through four points 
of responsibility transfer with varying effectiveness across indicators, SOP 
compliance is estimated at around 80 percent, and tiered signing of the Delivery 
List is the most evident compliance gap, while the human factor is identified as 
the most critical root cause due to recurring staff limitations across multiple 
handover points. Based on these findings, the study produces a proposed revision 
to SOP as an applied research output, including a re-verification step before 
loading and mandatory tiered signing of the Delivery List, to improve the 
effectiveness of the goods handover process at KALOG Express Semarang 
Tawang Station.

Keywords: effectiveness, goods handover, Root Cause Analysis, Fishbone 
Diagram, KALOG Express
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