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ANALISIS EFEKTIVITAS PENGENDALIAN INTERNAL 

DALAM PENGELOLAAN CASH ON DELIVERY BERBASIS 

COSO FRAMEWORK 

(Studi Kasus J&T Express Kaliabang Tengah Bekasi Utara) 

Syifa Maftuhatusoliha1 
 

ABSTRAK 

Pertumbuhan e-commerce di Indonesia yang mencapai 83,11% penggunaan metode 

pembayaran Cash on Delivery (COD) pada tahun 2021 telah menciptakan 

tantangan signifikan dalam pengelolaan dana tunai, khususnya terkait risiko fraud 

dan penggelapan dana oleh kurir. Penelitian ini bertujuan untuk menganalisis 

efektivitas pengendalian internal dalam pengelolaan transaksi COD di J&T Express 

Kaliabang Tengah Bekasi Utara berdasarkan kerangka kerja COSO Framework. 

Penelitian menggunakan metode kualitatif dengan pendekatan studi kasus melalui 

wawancara mendalam dengan Supervisor, Koordinator, dan Admin, serta observasi 

langsung terhadap proses operasional dan dokumentasi. Analisis dilakukan 

berdasarkan lima komponen COSO Framework: Lingkungan Pengendalian, 

Penilaian Risiko, Aktivitas Pengendalian, Informasi dan Komunikasi, serta 

Pemantauan. Teknik analisis data menggunakan model Miles dan Huberman 

dengan tahapan pengumpulan data, reduksi data, penyajian data, dan penarikan 

kesimpulan, serta menerapkan triangulasi sumber untuk memastikan keabsahan 

data. Pengukuran efektivitas menggunakan skala penilaian dengan kriteria sangat 

efektif (76%-100%), efektif (51%-75%), kurang efektif (25%-50%), dan tidak 

efektif (0%-25%). Hasil penelitian menunjukkan bahwa efektivitas pengendalian 

internal secara keseluruhan mencapai 78,9% (sangat efektif), dengan Lingkungan 

Pengendalian (60%), Penilaian Risiko (100%), Informasi dan Komunikasi (100%), 

dan Pemantauan (100%) menunjukkan tingkat keberhasilan tinggi, sementara 

Aktivitas Pengendalian hanya (50%). Penerapan pengendalian internal di J&T 

Express Kaliabang Tengah masih menghadapi kendala praktis yang berasal dari 

faktor manusia seperti kewenangan kurir dan perlindungan dana untuk perjudian 

daring, keterbatasan infrastruktur penyetoran serta tingginya volume transaksi 

COD, serta keterbatasan program pelatihan dan sistem yang diberikan yang masih 

terbatas. Selain itu, perusahaan juga belum memiliki Standar Operasional Prosedur 

(SOP) tertulis yang dapat menjadi pedoman resmi dalam pelaksanaan 

pengendalian. Semua faktor ini memerlukan perhatian dan perbaikan berkelanjutan 

untuk meningkatkan efektivitas pengendalian internal secara menyeluruh. 

 

Kata Kunci: Cash On Delivery, COSO Framework, dan Efektivitas Pengendalian 

Internal 
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ANALYSIS OF INTERNAL CONTROL EFFECTIVENESS IN 

CASH ON DELIVERY MANAGEMENT BASED ON COSO 

FRAMEWORK 

(Case Study of J&T Express Kaliabang Tengah Bekasi Utara) 

Syifa Maftuhatusoliha2 
 

ABSTRACT 

 

The growth of e-commerce in Indonesia, which reached 83.11% usage of Cash on 

Delivery (COD) payment method in 2021, has created significant challenges in 

cash fund management, particularly regarding fraud risks and fund embezzlement 

by couriers. This research aims to analyze the effectiveness of internal control in 

managing COD transactions at J&T Express Kaliabang Tengah North Bekasi 

based on the COSO Framework. The research employs a qualitative method with a 

case study approach through in-depth interviews with Supervisors, Coordinators, 

Administrative Staff, as well as direct observation of operational processes and 

documentation. Analysis was conducted based on five components of the COSO 

Framework: Control Environment, Risk Assessment, Control Activities, 

Information and Communication, and Monitoring. Data analysis techniques use the 

Miles and Huberman model with stages of data collection, data reduction, data 

presentation, and conclusion drawing, while applying source triangulation to 

ensure data validity. Effectiveness measurement used a rating scale with criteria of 

highly effective (76%-100%), effective (51%-75%), less effective (25%-50%), and 

ineffective (0%-25%). The research findings indicate that the overall effectiveness 

of internal control reaches 78,9% (highly effective), with Control Environment 

(60%), Risk Assessment (100%), Information and Communication (100%), and 

Monitoring (100%) demonstrating high success rates, while Control Activities only 

achieved (50%). The implementation of internal control still faces practical 

constraints stemming from human factors such as courier authority and fund 

protection for online gambling, infrastructure limitations in deposit processes and 

high volume of COD transactions, as well as limited training programs and systems 

provided that remain restricted. In addition, the company does not yet have a 

written Standard Operating Procedure (SOP) that can serve as an official guideline 

in the implementation of controls. All of these factors require attention and 

continuous improvement to enhance the overall effectiveness of internal control. 

Keywords: Cash On Delivery, COSO Framework, and Internal Control 

Effectiveness 
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