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ABSTRAK

Proses pada layanan Door fto Door di PT XYZ masih mengalami berbagai
pemborosan yang menyebabkan aktivitas operasional menjadi kurang efisien, seperti
penyimpanan, perpindahan, waktu tunggu, produksi berlebih, proses berlebihan, dan cacat.
Penelitian ini bertujuan untuk mengidentifikasi pemborosan yang terjadi pada proses
layanan serta memberikan usulan perbaikan menggunakan pendekatan 5 whys untuk
meningkatkan efisiensi operasional layanan door to door. Metode yang digunakan meliputi
Big Picture Mapping, Value Stream Analysis Tools (VALSAT), dan Process Activity
Mapping (PAM) untuk mengidentifikasi pemborosan dan akar penyebabnya, kemudian
disusun usulan perbaikan melalui Future Big Picture Mapping berdasarkan prinsip 5 whys.
Hasil penelitian menunjukkan bahwa pemborosan yang paling dominan adalah Waiting
sedangkan usulan perbaikan berupa penepatan waktu tetap dalam menunggu kesiapan
barang di gudang asal, serta penyederhanaan beberapa aktivitas mampu meningkatkan
efisiensi proses layanan door to door. Hal ini ditunjukkan dengan meningkatnya persentase
aktivitas Value Added (VA) dari 19% menjadi 25,5%, menurunnya aktivitas Necessary
Non Value Added (NNVA) dari 39,38% menjadi 37,9%, serta meningkatnya nilai Process
Cycle Efficiency (PCE) dari 19% menjadi 25,5%, sehingga proses menjadi lebih efektif
dan efisien.

Kata Kunci: Lean Service, Big Picture Mapping, Value Stream Mapping, 5 Whys
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ABSTRACT

The door to door service process at PT XYZ still involves various forms of waste
that make operational activities less efficient, such as time spent searching for
transportation, storage, transfers, waiting time, overproduction, excessive processes, and
defects. This study aims to identify the waste occurring in the service process and propose
improvements using the 5 Whys approach to enhance the operational efficiency of the door-
to-door service. The methods used include Big Picture Mapping, Value Stream Analysis
Tools (VALSAT), and Process Activity Mapping (PAM) to identify waste and its root
causes, improvement proposals were then formulated through Future Big Picture Mapping
based on the 5 Whys principle. The results of the study indicate that the most dominant
form of waste is “Waiting,” while improvement proposals—such as establishing fixed
waiting times for goods to be ready at the origin warehouse and streamlining certain
activities can enhance the efficiency of the door-to-door service process. This is evidenced
by an increase in the percentage of Value-Added (VA) activities from 19% to 25.5%, a
decrease in Necessary Non-Value-Added (NNVA) activities from 39,38% to 36.6%, and an
increase in Process Cycle Efficiency (PCE) from 19% to 25%, thereby making the process
more effective and efficient.

Keyword: Lean Service, Big Picture Mapping, Value Stream Mapping, 5 Whys.
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