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ABSTRAK

Di dunia industri jasa pengiriman atau logistik sekarang ini semakin kompetitif
dalam persaingan, persaingan ini dipicu karena semakin banyaknya permintaan dari
pelanggan dan faktor berkembangnya industri retail dan online shop yang semakin banyak.
Penelitian ini dilakukan di PT JNE Jakarta khususnya JNE service centre Jakarta Barat.
Berdasarkan dari tujuan penelitian tentang permasalahan di bagian Undel, untuk mengetahui
penyebab terjadinya kegagalan dalam tracing confirm kiriman di unit kerja Undel JNE
service centre Jakarta Barat dan mengetahui program peningkatkan keberhasilan dalam
tracing confirm di unit kerja Undel JNE service centre Jakarta Barat. Unit kerja Undel yang
tugas utamanya adalah menerima, monitoring dan melakukan proses tracing kiriman yang
tidak terkirim. Jumlah personil tim Undel sendiri berjumlah 10 orang terdiri dari 1 orag
koordinator, 1 orang petugas return, 3 orang petugas tracing by reques (email atau dari
customer service dan sms sistem) shift siang dan 5 orang petugas tracing untuk shif pagi.

Dan untuk responden penelitian adalah 5 orang petugas tracing shif pagi.



DAFTAR 1Sl

KATA PENGANTAR ...ttt bbbttt ettt bbb ens [
ABSTRAK et bt ettt et re e reere e neens i
DAFTAR IST ottt bbbttt ettt nbesbenne s ii
DAFTAR TABEL ..ottt sttt e ettt sneanaena e e e nnens v
DAFTAR GAMBAR. ... .ottt bbbttt sttt srenneas Vi
BAB 1 PENDAHULUAN.......cooiiiie e Error! Bookmark not defined.
1.1 Latar Belakang.........cccocvveeiieieiiesiecc e Error! Bookmark not defined.
1.2 Rumusan Masalah ..........cccocovviiiiiiniiene e Error! Bookmark not defined.
1.3 Tujuan Penelitian...........cccooveveiieie e Error! Bookmark not defined.
1.4 Ruang LiNGKUP ...ccoiieiiiieiieese e Error! Bookmark not defined.
1.5 Manfaat Penelitian..........c.ccoovvininiiinne s Error! Bookmark not defined.
1.6 Sistematika Penulisan...........ccccooovvieniiienieene e Error! Bookmark not defined.
BAB 2 TINJAUAN PUSTAKA.....cooieeiene e, Error! Bookmark not defined.
P A T o Fo L= O =T PR Error! Bookmark not defined.
2.1.1 Pengertian Manajemen Kualitas.............cccccoceveiveenenn. Error! Bookmark not defined.
2.1.2 Pengertian Kualitas..........ccccooeveniieninineniseseeens Error! Bookmark not defined.
2.1.3 Pengendalian Kualitas .............ccccoveveevieiienn e, Error! Bookmark not defined.
2.1.4 Langkah-Langkah Program Perbaikan Kualitas......... Error! Bookmark not defined.
2.2 Kualitas Pelayanan Jasa..........ccoeeereneneneninesieeenns Error! Bookmark not defined.
2.3 Identifikasi Jenis-Jenis Pelanggan.............cccccocovevveennen, Error! Bookmark not defined.
2.4 Hasil Penelitian Sebelumnya..........ccocoooviiiiiiiiiecn, Error! Bookmark not defined.
BAB 3 METODOLOGI PENELITIAN ....ccooiiiiiiiininen, Error! Bookmark not defined.
3.1 Tahapan Penelitian ..........ccooviiieiiiiie Error! Bookmark not defined.
3.2 Sumber Data dan Jenis Penelitian ............ccccoevvivnennne. Error! Bookmark not defined.
3.3 Tempat dan Waktu Penelitian...........ccccovvvvenenreiiinnnnnn Error! Bookmark not defined.
3.4 Teknik Analisis Data ..........ccooveveeriereneneiesece s Error! Bookmark not defined.
3.5 Metode Diagram Fishbone ............cccooovinniiiiinicnn Error! Bookmark not defined.
3.5.1 Langkah-Langkak Penerapan Diagram Fishbone ...... Error! Bookmark not defined.
3.5.2 Analisis FIShDONE ..........ccccoevviiieiree e Error! Bookmark not defined.
BAB 4 GAMBARAN UMUM PERUSAHAAN................ Error! Bookmark not defined.
4.1 Gambaran Umum Perusahaan .........cccocevvvvereeriesinnnns Error! Bookmark not defined.

4.2 Gambaran Umum JNE Service Centre Jakarta Barat.... Error! Bookmark not defined.
4.3 Struktur Organisasi JNE Service Centre Jakarta Barat . Error! Bookmark not defined.
4.4 Proses Bisnis Unit Kerja Bagian Undel........................ Error! Bookmark not defined.
4.4. 1 UnitKerjauUndel ... Error! Bookmark not defined.
4.4.2 Gambaran Umum Penerapan Sistem Warehouse Undel ShipmentError! Bookmark
not defined.

4.4.3 Struktur Organisasi Unit Kerja Undel JNE Service Centre Jakarta Barat........... Error!
Bookmark not defined.

BAB 5 HASIL PENELITIAN DAN PEMBAHASAN....... Error! Bookmark not defined.
5.1 Hasil Penelitian.........cccccvovviieiiie e Error! Bookmark not defined.
5.1.1 Analisis Sebab ... Error! Bookmark not defined.
5.1.2 Analisis Dengan Metode Diagram Fishbone ............. Error! Bookmark not defined.
5.1.3 Hasil Wawancara Dengan Petugas Tracing ............... Error! Bookmark not defined.

5.2 Langkah-Langkah Program Perbaikan Peningkatan Tracing ConfirmError! Bookmark
not defined.



5.3 Program Perbaikan dan Timeline...........cccoccevveiereennenn, Error! Bookmark not defined.

BAB 6 KESIMPULAN DAN SARAN ......ccccoiiiiiiiieeins Error! Bookmark not defined.
6.1 KeSimpulan..........cccoooveiiiieiiecccc e Error! Bookmark not defined.
6.1.1 Faktor Penyebab Kegagalan Tracing Confirm ........... Error! Bookmark not defined.
6.1.2 Program Peningkatan Tracing Confirm.................... Error! Bookmark not defined.
5.2 SANAN ...t Error! Bookmark not defined.
DAFTAR PUSTAKA ..ot Error! Bookmark not defined.



DAFTAR TABEL

Tabel 1.1 Data kiriman barang yang masuk tim Undel....... Error! Bookmark not defined.
Tabel 1.2 Persentase Confirm, Return dan Unconfirm. ..... Error! Bookmark not defined.
Tabel 2.1 Hasil penelitian sebelumnya.............coooovvieen Error! Bookmark not defined.

Tabel 5.1 . Jumlah tracing confirm, unconfirm dan return.. Error! Bookmark not defined.
Tabel 5.2 Sebab-akibat (kegagalan dalam tracing confirm) Error! Bookmark not defined.
Tabel 5.3 Hasil wawancara dengan petugas tracing............ Error! Bookmark not defined.
Tabel 5.4 Program perbaikan penyelesaian sebab dan akar masalah.Error! Bookmark not
defined.

Tabel 5.5 Program perbaikan dan timeline..............cccc..... Error! Bookmark not defined.



DAFTAR GAMBAR

Gambar 3.1 Kerangka AnaliSis.........cccoevenieiiieneiiesiennn, Error! Bookmark not defined.
Gambar 4.1 Struktur organisasi JNE service center Jakarta Barat (Sumber : SO Perusahaan)
Error! Bookmark not defined.

Gambar 4.2 Siklus antar ulang (Redelivery). .........c.c......... Error! Bookmark not defined.
Gambar 4.3 Siklus undelivery and redelivery ex Undel...... Error! Bookmark not defined.
Gambar 4.4 SiKIUS FetUIM. .....cccviieiiee e Error! Bookmark not defined.
Gambar 4.5 Penerapan sistem Warehouse Undel Shipment (Tracing Confirm).......... Error!

Bookmark not defined.

Gambar 4.6 Penerapan sistem Warehouse Undel Shipment (Tracing Unconfirm)......Error!
Bookmark not defined.

Gambar 4.7 Struktur Organisasi Unit Kerja Undel JNE Service Centre Jakarta Barat.
Error! Bookmark not defined.

Gambar 5.1 Diagram batang dan pie bulan Februari........... Error! Bookmark not defined.
Gambar 5.2 Diagram batang dan pie bulan Maret............... Error! Bookmark not defined.
Gambar 5.3 Diagram batang dan pie bulan April................ Error! Bookmark not defined.
Gambar 5.4 Diagram batang dan pie bulan Mei.................. Error! Bookmark not defined.

Gambar 5.5 Diagram fisfbone (kegagalan dalam tracing confirm).Error! Bookmark not
defined.

Vi



