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Abstract 
The development of the SITOLAUT application was carried out as an effort to improve the effectiveness of the Sitollaut 

application, particularly in managing cargo bookings to maintain cargo monopoly. The changes made in the latest 

version of the application also changed the roles of users in the application, requiring adaptation from various users 

such as shippers, operators, and consignees. This study aims to identify the forms of development in the SITOLAUT 

application and analyse the impact of its use by operators at PT. Djakarta Lloyd's Makassar branch. The research 

method used was a descriptive qualitative approach with data collection techniques through direct observation and 

interviews with operators involved in using the application. The analysis was carried out through the stages of data 

reduction, data presentation, and conclusion drawing. The results of the study indicate that the development of the Sea 

Toll Information System Application (SITOLAUT) has proven to bring significant changes to the work processes of 

operators at PT. Djakarta Lloyd (Persero) Makassar Branch. This development includes the addition of export booking 

features, FCL/LCL search filters, and updates to the interface display to be more systematic and easy to use. Overall, 

the addition and improvement of these features have a positive impact on increasing the effectiveness and efficiency of 

operator work. This is reflected in improvements in aspects of system quality, information quality, service quality, 

system usage, user satisfaction, and additional benefits felt in supporting smooth operations. However, in the initial 

stages of implementation, obstacles were still encountered in the form of booking process failures due to changes in 

the role of the consignee, which requires an adaptation process from users. These findings indicate that the success of 

an information system is not only determined by improvements in technical features, but also by the readiness and 

understanding of users in operating the updated system. 
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INTRODUCTION 

 

The maritime sector plays a crucial role in Indonesia’s economic development, given that the 

country is predominantly composed of territorial waters (Salamah, 2021). Efforts to optimize 

Indonesia’s maritime potential have been further intensified through the implementation of the Sea 

Toll Program, which was designed to enhance interregional connectivity. The government has 

demonstrated greater commitment to this sector through the introduction of the Sea Toll Program in 

2015 (Nainggolan, 2016). The program not only emphasizes the smooth distribution of goods but also 

serves as a key strategy for reducing price disparities of essential commodities across islands. 

Furthermore, the Sea Toll Program represents a strategic solution for regions facing logistical 

accessibility constraints, particularly disadvantaged, outermost, frontier, and border areas (3TP), as 

well as Eastern Indonesia Regions (KTI), which continue to lag behind in the sectors of education, 

healthcare, transportation, and communication (Utomo, 2025). 

In its implementation, the Sea Toll Program requires the support of an integrated system capable 

of reaching all levels of society and delivering effective services. One of the innovations introduced 

to support this initiative is the Sea Toll Information System (SITOLAUT), which has been 

implemented since 2020. The application was redeveloped by the Ministry of Transportation to 

prevent cargo monopolization practices and improve the effectiveness of system utilization, resulting 

in changes to user roles through the addition of new features and interface updates. These changes 

require companies, particularly operators, to adapt to the new system, which may potentially affect 

the performance of operational staff. One of the issues that has emerged is the obstacle faced by 

operators at PT. Djakarta Lloyd in completing the booking process. 
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The urgency of this research arises from the application redevelopment that began to be 

implemented in February 2025. However, to date, there has been no study examining the impact of 

the application’s use following its redevelopment. This research is therefore essential in providing an 

empirical overview of the implementation of the redeveloped SITOLAUT system. The findings are 

expected to serve as a reference for stakeholders in policy formulation and future system development. 

Previous research conducted by Fahmi Faturrahman (2024) indicated that the SITOLAUT 

application, prior to its redevelopment, was sufficiently effective in contributing to the company’s 

operational activities, although several operational challenges remained. In comparison with previous 

studies, the novelty of this research lies in its focus on the impact of application usage after the 

redevelopment process. This study is also supported by the author’s direct experience as a SITOLAUT 

operator from August 2024 to August 2025, thereby providing an objective perspective based on 

firsthand field experience. Based on the explanation above, the author raises the research title: 

“Analysis of the Development of the Sea Toll Information System (SITOLAUT) at PT. Djakarta 

Lloyd (Persero) Makassar Branch.” 

 

RESEARCH METHODS 

 

This study employed a descriptive qualitative approach to analyze the implementation and 

impact of the latest version of the Sea Toll Information System (SITOLAUT) at PT. Djakarta Lloyd 

(Persero) Makassar Branch. The research focused on changes in features, interface design, and 

booking mechanisms, as well as their impacts on operators, including system quality, information 

quality, service quality, system usage, user satisfaction, and additional operational benefits. Data were 

collected through participatory observation conducted by the author as a SITOLAUT operator from 

February to July 2025, as well as interviews with operational staff serving as the main informant. Data 

analysis was carried out through stages of data collection, data reduction, qualitative data presentation, 

and conclusion drawing in order to obtain a comprehensive understanding of the effectiveness of the 

system redevelopment after implementation. 

 

RESULTS AND DISCUSSION  

 

Results 

The results of the research conducted by the author based on the research problem formulation 

are as follows: 

What are the forms of changes/developments in the Sea Toll Information System (SITOLAUT) 

application? 

Based on the author’s findings, the development of the SITOLAUT application involved the 

addition and modification of features as well as changes in user roles within the system. The changes 

in the SITOLAUT application after its redevelopment were identified through observations supported 

by documentation. The results of the observations comparing the old and new versions of SITOLAUT 

are presented in the following table: 
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Table 1. Observation Results of Application Changes 

No. Old Version of SITOLAUT New Version of SITOLAUT 

1 
Booking data had to be created manually for 

operational purposes. 

A feature was added to export or download booking data 

directly from the application. 

2 
Search filters were limited to consignee and 

shipper names only. 

Additional filters were introduced, including booking 

code filters and FCL/LCL search filters. 

3 

The interface only displayed consignee names, 

shipper names, and origin and destination 

information. 

A new interface design was introduced to facilitate 

tracking of booking progress information. 

4 
There was no information regarding the active 

status of the consignee’s integrity pact. 

A new interface feature was added to facilitate 

monitoring of the consignee’s integrity pact status. 

5 
Shippers were not limited by payment deadlines 

after completing the booking process. 

Payment deadlines for booking transactions were 

introduced for consignees. 

6 
There was no limitation on the number of 

containers that could be booked per consignee. 

The number of containers per booking was limited to a 

maximum of five containers for each consignee. 

7 
Booking payments and vessel bookings were 

handled by the shipper. 

Changes in user roles were implemented, whereby 

booking payments and vessel bookings are now carried 

out directly by the consignee. 

Source: Personal Documentation 

Booking Data Export/Download Feature 

The new version of SITOLAUT has been equipped with a feature that enables users to export 

or download booking data directly from the system. In the previous version, operators were required 

to manually record and recap booking data, which demanded greater time and accuracy. The display 

of the old version prior to the redevelopment can be seen in Figure 1, SITOLAUT Booking Page. 

The following documentation presents the booking data export feature: 

 

 
Figure 1. Booking Page After Redevelopment 

Source: SITOLAUT Official Website 

 

Addition of Booking Search Filters 

The development of SITOLAUT was also marked by the addition of more comprehensive and 

specific search filter features, namely filters based on booking codes and cargo types, including FCL 

(Full Container Load) and LCL (Less than Container Load). The addition of these features aims to 

facilitate users in locating the required data more quickly and accurately, particularly as the volume 

and complexity of booking data continue to increase. In the previous version, data searches were 

limited to consignee and shipper names only, which often made it difficult for operators to trace data 

efficiently. With this enhancement, the search process has become more flexible and targeted, thereby 

improving the effectiveness of operators’ work in managing booking data. The display of the previous 

version before the redevelopment can be seen in Figure 2, SITOLAUT Booking Page. 

The following documentation presents the booking data search filter feature: 
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Figure 2. Booking Data Search Filter 

Source: SITOLAUT Official Website 

Interface Changes for Booking Progress Tracking 

In the new version of SITOLAUT, the application interface has been redesigned to make it 

easier for operators to monitor booking progress. Previously, the system only displayed basic 

information such as consignee name, shipper name, and origin and destination details. In the updated 

version, booking progress information can now be viewed more clearly and comprehensively. 

The following documentation presents the booking progress tracking interface: 

 
Figure 3. Interface Changes for Booking Progress Tracking 

Source: SITOLAUT Official Website 

Information on the Active Status of the Consignee Integrity Pact 

Another development introduced in the new SITOLAUT system is the availability of 

information regarding the active status of the consignee’s integrity pact directly within the application. 

This feature enables operators to determine whether the integrity pact is still active or has expired 

without the need for additional checks outside the system. In the previous version, this information 

was unavailable, requiring operators to conduct separate verifications, particularly when booking 

failures occurred due to expired integrity pacts. With this enhancement, the validation process has 

become faster and helps reduce the potential for errors in decision-making. The display of the old 
version prior to redevelopment can be seen in Figure 4, SITOLAUT Validation Page. 

The following documentation presents the integrity pact status information: 
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Figure 4. Information on the Active Status of the Integrity Pact 

Source: SITOLAUT Official Website 

 

Implementation of Payment Time Limits 

The new version of SITOLAUT implements a payment deadline policy requiring booking 

payments to be completed within three hours after the booking process is finalized. Unlike the previous 

version, which did not impose any payment time restrictions, this policy aims to improve the 

orderliness and efficiency of the booking process. 

Limitation on the Number of Containers per Booking 

In the latest version, the number of containers that may be booked is limited to a maximum of 

five containers per booking for each consignee. In the previous version, there was no restriction on 

the number of containers that could be booked. 

The following documentation presents the booking results showing the five-container limitation: 
 

 
Figure 5. Container Quantity Limitation 

Source: Operational Data of PT. Djakarta Lloyd Makassar Branch 

Changes in Payment and Vessel Booking Roles 

Another significant change introduced in the new version of SITOLAUT is the shift in payment 
and vessel booking responsibilities. In the updated system, booking payments are made directly by 

the consignee, whereas in the previous version, both payment processing and vessel booking were 

handled by the shipper. 
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What are the impacts of using the SITOLAUT application for operators at PT. Djakarta Lloyd 

Makassar Branch after the redevelopment? 

The impacts of using the SITOLAUT application for operators at PT. Djakarta Lloyd Makassar 

Branch after the redevelopment were identified through participatory observation and interviews 

conducted by the author. The findings are presented in the following table: 
Table 2. Impacts of Using the New Version of the Application 

No. 
Use of the New 

SITOLAUT Version 
Impact 

1 System Quality 
The redevelopment of the SITOLAUT application improved the orderliness and 

ease of application use for operators, although changes in user roles required 

adjustments during the initial implementation stage. 

2 Information Quality 
The quality of information became more comprehensive and clearer, thereby 

assisting operators in monitoring the booking process more effectively. 

3 Service Quality 
The implementation of a five-container booking limit and changes in booking 

management roles encouraged more orderly and controlled services. 

4 Users (Operators) 
The frequency of application usage increased after the redevelopment due to the 

addition of new features that facilitated the completion of operational tasks. 

5 User Satisfaction 

In general, the redevelopment of the SITOLAUT application increased user 

satisfaction through improved usability and clearer information. Although 

adjustments to changes in payment and vessel booking roles still required an 

adaptation period, these changes did not reduce the primary benefits of the 

application redevelopment. 

6 Additional Benefits 
The limitation on the number of containers per booking improved service 

integrity and increased work effectiveness. 
                                 Source: Personal Documentation 

In analyzing these findings, the author referred to the six dimensions of the Information System 

Success Model proposed by William H. DeLone and Ephraim R. McLean as the analytical framework 

to identify the impacts of SITOLAUT usage on operators after the application redevelopment at PT. 

Djakarta Lloyd (Persero). 

System Quality 

The redevelopment of SITOLAUT demonstrates improvements in system quality, particularly 

in terms of usability and adaptability. The addition of booking data export features, search filters, and 

interface redesigns has made it easier for operators to carry out their daily tasks, thereby increasing 

work speed and efficiency. In general, the informants considered the latest version of the application 

to be more supportive than the previous version, both in terms of its clearer interface and the 

completeness of features that facilitate operational activities. 

On the other hand, the implementation of payment time limits, changes in payment 

responsibilities, and the transfer of vessel booking responsibilities to consignees indicate that the 

system has adapted operational workflows, particularly in efforts to reduce cargo monopolization. 

Informants generally stated that the addition of features such as booking data export and search filters 

greatly assisted in accommodating operational needs in the field and made operational processes more 

controlled. 

Nevertheless, during the initial implementation stage, users required a substantial adaptation 

process. This was reflected in the increase in booking failures during the initial voyages after the 

redevelopment, which was caused by the lack of readiness and understanding among consignees 

regarding their new roles within the system. However, over time, as communication and user 

understanding improved, these obstacles gradually decreased. In subsequent voyages, the rate of 

booking failures declined, indicating that the system was progressively accepted and utilized more 

optimally. Overall, the redevelopment was considered to have a positive impact on system quality and 

operational work effectiveness. 

The obstacles encountered were mainly caused by changes in user roles within the application, 

where consignees assumed responsibilities previously handled by shippers, such as payment 

processing and vessel booking. These changes required adaptation and readiness from consignees in 
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carrying out their new roles, which initially became one of the main causes of booking failures within 

the application. Informants also emphasized that user adaptation was a dominant factor influencing 

the smoothness of the booking process after the system redevelopment. 

Efforts undertaken by operators to overcome these obstacles included maintaining active 

communication with consignees to assist in resolving unsuccessful bookings. Informants explained 

that direct assistance and communication became the most effective approaches in helping users 

understand the new workflow within the application. In addition, for failures caused by application 

errors or bugs, operators utilized the complaint-handling facility provided by the application 

developer, known as the HELPDESK. Informants stated that this feature was highly helpful in 

addressing technical issues, allowing problems to be resolved promptly and preventing prolonged 

disruptions. 

Thus, based on the informants’ explanations, it can be understood that the obstacles 

encountered originated not only from the system itself but also from user readiness. However, through 

intensive communication, guidance, and support facilities such as the HELPDESK, these barriers were 

gradually overcome, enabling operational processes to continue running effectively. 

Information Quality 

From the perspective of information quality after the SITOLAUT redevelopment, the author 

observed improvements in the completeness and relevance of the information presented. Information 

such as booking progress and the active status of consignee integrity pacts, which are now displayed 

directly within the system, provide convenience for operators in monitoring operational conditions in 

real time. Informants also considered the information available in the latest version to be more 

comprehensive than before, enabling data requirements to be fulfilled within a single system without 

the need for additional verification. 

Furthermore, the information presented has become more structured and easier to understand, 

which has contributed to improved timeliness in the completion of booking processes. Informants 

explained that the clarity of displayed data, such as payment status and the validity period of integrity 

pacts, greatly assists in ensuring that every process complies with applicable regulations. With the 

availability of more comprehensive information, operators are able to work more efficiently and with 

fewer errors. 

Moreover, informants stated that the availability of clear and integrated information within the 

system greatly facilitates operational decision-making. Operators no longer need to search for or 

confirm data from external sources, as all essential information is already available within the 

application. This has made decision-making processes faster, more accurate, and more responsive to 

operational conditions in the field. 

Service Quality 

The author found that changes in booking roles and the implementation of a maximum limit 

of five containers per booking affected service quality, particularly in terms of reliability and 

assurance. The implementation of these policies contributed to creating a more orderly, controlled, 

and equitable service process in cargo distribution. Informants also considered that the application 

changes supported improvements in operator performance through the introduction of new features, 

although an adjustment process was still required during the early implementation stage. 

In addition, the active role of operators in providing guidance and assistance to consignees reflects the 

presence of empathy in service delivery. Informants explained that after the redevelopment of the 

application, operators more frequently provided assistance, particularly regarding payment and 

booking procedures, in order to ensure that service users did not encounter errors in using the system. 

This indicates that improvements in service quality originated not only from the system itself but also 

from the active involvement of operators in supporting users. 

Regarding the limitation of a maximum of five containers per booking, informants stated that 

this policy did not become a significant obstacle, especially in regions with a large number of 

consignees. However, in areas where the number of consignees was limited and container demand 

was high, users were required to make repeated bookings to fulfill their needs. Despite this condition, 
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it did not significantly affect operators’ workloads. Informants emphasized that this limitation was 

part of an effort to improve fairness in the distribution of sea toll subsidy quotas, and compared to the 

adjustments required for new features and interface changes, the policy did not substantially increase 

workloads. 

System Use 

The redevelopment of SITOLAUT influenced the pattern of application usage among 

operators. With the addition of new features and a more informative interface, both the frequency and 

intensity of system usage increased, as operators became increasingly dependent on the application in 

completing operational tasks. Informants stated that SITOLAUT is used almost every day, considering 

that all booking processes are carried out through the application. 

Moreover, the application has become a highly important component of operational work. Informants 

emphasized that all data and processes are now integrated within SITOLAUT, resulting in a higher 

level of dependence on the system. The enhanced features available in the application were also 

considered highly beneficial in accelerating the completion of operational staff tasks, allowing work 

processes to become more efficient and well-organized. 

User Satisfaction 

The redevelopment of SITOLAUT increased operator satisfaction, particularly in terms of work 

effectiveness and efficiency. Processes that were previously performed manually can now be 

completed more quickly due to the availability of new features within the system. Informants stated 

that, overall, operators were satisfied with the application redevelopment because work processes 

became lighter, more structured, and more efficient in implementation. 

Nevertheless, during the initial implementation stage, several challenges were encountered, such as 

booking cancellations caused by delayed payments related to changes in the consignee’s role in 

payment and vessel booking processes, as well as the introduction of payment deadlines. Informants 

explained that these obstacles were a normal part of the adjustment process commonly experienced 

when a new system is first implemented. 

Furthermore, informants emphasized that the obstacles encountered did not reduce the overall 

benefits of the system. Compared to the initial barriers, the benefits obtained were considered 

significantly greater. Over time, service users gradually understood the workflow and applicable 

regulations, resulting in a decline in operational issues. Ultimately, the redevelopment of SITOLAUT 

had a positive impact in improving work efficiency and creating more orderly and controlled 

operational processes. 

Net Benefits 

The redevelopment of SITOLAUT provided additional benefits for the company, particularly 

in improving service effectiveness and integrity. The implementation of a maximum limit of five 

containers per consignee, along with changes in booking responsibilities, contributed to a fairer and 

more equitable distribution of quotas. This policy also helped reduce the potential for monopolization 

by certain parties, thereby making cargo distribution processes more transparent and controlled. 

Informants stated that these changes positively affected the orderliness of service processes, which 

became more organized and structured. 

In addition, the introduction of new features within the application improved the effectiveness 

of operational staff work. Informants explained that several tasks previously performed manually have 

now been accommodated within the system, enabling them to be completed more quickly and 

efficiently. This directly contributed to improvements in overall operational performance, as work 

processes became simpler, more integrated, and less prone to errors. 

Therefore, based on the informants’ statements, the redevelopment of SITOLAUT not only 

improved system and service quality but also provided tangible benefits in supporting work 

effectiveness and maintaining integrity within operational processes. 
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Discussion 

Based on the findings of this study, which were formulated around the questions of what forms 

of changes or developments were introduced in the Sea Toll Information System (SITOLAUT) 

application and how the use of the SITOLAUT application affected operators at PT. Djakarta Lloyd 

Makassar Branch after the redevelopment, the results indicate that the SITOLAUT application 

development brought significant changes that affected operators’ work processes. Overall, the 

modifications to the application, including the addition of export booking features, FCL/LCL data 

search filters, and the new interface design, contributed positively to operational activities. These 

findings are supported by previous research conducted by Faturrahman (2024), which stated that the 

previous version of the SITOLAUT application was already sufficiently effective in supporting 

operational activities, as well as by Salva et al. (2023), who found that the implementation of the 

SITOLAUT application at PT. Pelayaran Pelangi Tunggal Ika was successfully carried out. These 

studies reinforce the argument that the redevelopment and enhancement of the application have 

improved the effectiveness of operators’ work at PT. Djakarta Lloyd Makassar Branch through the 

addition of new features. 

However, during the initial stage of implementation, several obstacles were encountered due to 

changes in the consignee role within the application. The consignee role was assigned broader 

responsibilities, which resulted in numerous booking failures during the early phase of application 

usage. This finding differs from the previous study conducted by Faturrahman (2024), which identified 

booking failures in the pre-development version of the application as being caused primarily by 

delayed payment confirmations from shippers. 

In contrast, the findings of this study indicate that the obstacles experienced after the 

redevelopment were mainly caused by consignees requiring adaptation to the vessel booking process 

and the process of uploading payment proof, which consequently led to booking failures within the 

application. 

Although the causes of the obstacles differ from those identified in previous studies, this research 

still shares similarities in terms of problem-solving approaches. While Faturrahman (2024) 

emphasized active communication in overcoming operational constraints, this study highlights the 

importance of assistance, effective communication, and coordination with the helpdesk in resolving 

issues. Therefore, this research expands the perspective of previous studies by demonstrating that post-

development obstacles in the SITOLAUT application are no longer limited to delayed payment 

confirmations by shippers, but also stem from changes in the consignee’s role. Furthermore, this study 

emphasizes that problem resolution can be achieved not only through effective communication but 

also through coordination with the helpdesk support system. 

Overall, this study provides both theoretical and practical contributions. Theoretically, it 

enriches the discussion on information system development dynamics, particularly during the post-

implementation and post-development phases. The findings indicate that system effectiveness is 

dynamic in nature and may fluctuate during the early stages of change before eventually reaching 

operational stability. Practically, this study implies that every system development process should be 

accompanied by adequate socialization strategies, training, and technical support to ensure that the 

transition process does not disrupt the company’s operational activities. 

Thus, this study not only complements previous research that focused on conditions prior to 

system redevelopment, but also presents new findings regarding the impact of changes in user roles 

within digital systems. The study confirms that the development of the SITOLAUT application 

represents a progressive step toward improving operational quality and preventing cargo 

monopolization practices. Nevertheless, its long-term success depends heavily on the organization’s 

ability to manage user adaptation and provide sustainable support mechanisms. 
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CONCLUSION 

 

Based on the research findings, the development of the Sea Toll Information System 

(SITOLAUT) application has proven to bring significant changes to the operators’ work processes at 

PT. Djakarta Lloyd (Persero) Makassar Branch. The development included the addition of export 

booking features, FCL/LCL search filters, and interface updates that are more systematic and user-

friendly. Overall, these feature enhancements and improvements have had a positive impact on 

increasing the effectiveness and efficiency of operators’ work. This is reflected in improvements in 

system quality, information quality, service quality, system usage, user satisfaction, and the additional 

benefits perceived in supporting operational activities. Nevertheless, during the initial stage of 

implementation, obstacles were still encountered, particularly booking process failures caused by 

changes in the consignee role, which required users to undergo an adaptation process. These findings 

indicate that the success of an information system is determined not only by technical feature 

improvements, but also by the readiness and understanding of users in operating the updated system. 
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