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ABSTRACT

The growth of delivery services in the digital tradeera brings serious challenges related
to consumer protection, especially in cases of lost goods. This research aims to examine
the implementation of the Consumer Protection Law in addressing these issues
through a literature study approach. Analysis is carried out on various relevant
regulations, including Law Number 8 Year 1999 on Consumer Protection and Law
Number 38 Year 2009 on Posts. The results of the research show that there is a
mismatch between legal rules and the practice of delivery services, where the
responsibility of business actors is often ignored through the use of standardized
clauses that harm consumers. The suboptimal consumer dispute resolution system,
such as the less active Consumer Dispute Resolution Body (BPSK), also weakens the
protection of consumer protection. The implications of these conditions are not only
detrimental to individuals, but also have the potential to reduce public trust in the
logistics service system. This research recommends strengthening regulations and
supervisory mechanisms that are more responsive and improving consumer legal
literacy. Firm and integrated law enforcement is key in building a fair and empowered

consumer protection system.

INTRODUCTION

The development of technology and logistics systems
has driven significant growth in the freight
forwarding sector. Amid the rapid dynamics of the
digital economy and online commerce, delivery
services have become the backbone in bridging
consumers with busine. The increasing volume of
transactions involving the distribution of goods
through expedition services leads to an increase in
potential risks in services, including lost or damaged
goods (Saputra et al., 2022).

The increase in the intensity of delivery of goods
is not always accompanied by an increase in the
quality of protection for consumers. One issue that
often occursis the loss of goods, which often causes
material and immaterial losses to consumers. This
conditionrequires the implementation of regulations
that can provide legal protection to consumers who
are harmed, especially regarding the relationship
between consumers and delivery service providers.

Law Number 8 Year 1999 on Consumer
Protection has been passed as the legal basis for the
protection of consumer protection in Indonesia. The

regulation explains that consumers have the right to
a sense of security, comfort, and guarantee for the
goods and/or services they receive. In practice, the
implementation of this law still faces various
problems, especially when dealing with cases of lost
goods in delivery.

The research reviewed in this document reveals
that there is still a gap between the substance of the
law and its application in the field. Many consumers
do not understand their rights or do not know the
legal steps that can be taken when they suffer losses.
Delivery service providers also often do not
transparently provide information regarding their
responsibility for the shipment.

This problem becomes more complex when there
is a tugof war between proof of legal responsibility and
claimlimits applied by the delivery company. Dispute
handling between consumersand serviceproviders has
not fully guaranteed justice and maximum protection
for consumers (Amalia & Suryono, 2019). Reviewing
the implementation of existing regulations is important
in ensuring that the consumer protection system can
run effectively and efficiently (Tampubolon, 2016).
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Based on the literature review, one of the main
problems that arise in the implementation of the
Consumer Protection Law (UUPK) is the low level of
consumer understanding of their respective rights,
especially in the case of lost goods during delivery.
Consumers often do not know the dispute resolution
mechanism or the form of legal responsibility of the
delivery service business actor. This is exacerbated
by the lackof education provided by delivery service
providers and related parties regarding consumer
protection regulations (Wahyuni, 2020).

Problems also arise from weak supervision of
business actors in applying consumer protection
principles. Suboptimal law enforcement means that
many logistics companies do not have an adequate
and transparent claims handling system. As a
result, many cases end without a fair settlement for
the consumer (Prasetyo, 2018). Existing regulations
have not fully covered the diversity of modus
operandi of delivery service providers that avoid
legal responsibility.

The lack of clarity in the application of legal
responsibility for lost goods causes a lack of
consumer trust in the national distribution system.
This has a direct impact on the effectiveness of the
rapidly growing digital trade and national logistics
system. With the increasing volume of digital
transactions, an inadequate consumer protection
system will become a weak point in the trade chain.
Understanding and  supervision of  the
implementation of regulations governing the
obligations and rights of parties is therefore
important to ensure fairness and improve the quality
of the delivery of public services (Alfiyah et al., 2023).

This research aims to examine how the
implementation of the Consumer Protection Law in
handling cases of lost goods in delivery services, by
reviewing aspects of business compliance, consumer
understanding, and the effectiveness of law
enforcement based on relevant literature and
previous studies.

RESEARCH METHOD

This research uses a literature review approachas the
main method to examine the implementation of the
Consumer Protection Law related to lost goods in
delivery services. This approach is carried out by
collecting, examining, and analyzingvarious literature
sources such as scientific journals, law books, laws and
regulations, and court decisions related to consumer
protection and the responsibility of delivery service
companies. The literature study was chosen because
this method is able to provide a comprehensive
understanding of consumer protection concepts,
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regulations, and practices based on previous studies
(Snyder, 2019). The literature selection process was
conducted systematically by considering the
relevance and credibility of the sources.

According to Ridley (2012), a literature study is
not just summarizing the content of the reading, but
also evaluating and synthesizing the thoughts that
have developed in a particular field. The literature
study was used to identify the extent to which the
Consumer Protection Law has been applied in
practice by delivery service companies and how the
legal response to consumer complaints. The data
analyzed includes the results of previous research,
official regulations such as Law Number 8 Year 1999,
and relevant court decisions, in order to obtain an
empirical picture of legal implementation. This
research is expected to find gaps between rules and
practices that are still a problem in the protection of
consumer protection rights for lost delivery goods.

RESULT AND DISCUSSION

In the era of growing e-commerce, the use of goods
delivery services has increased significantly. This is
in line with the increasing need for consumers to get
goods quickly and efficiently (Dewi et al., 2022).
Behind this convenience, it is not uncommon for
consumers to experience losses due to lost goods
sent. This situationraises concerns and uncertainties,
so legal protection for consumers is very important.

In the dynamic growth of the digital economy and
increasingly online trade flows, delivery services have
become a vital sector in the goods distribution chain.
The development of e-commerce and therise of online
transactions havecreated a heavy reliance on logistics
services. However, at the same time, the potential for
problems in the distribution process has also increased,
especially the lost goods (Kusaimah, 2021). This
incident disrupts distributionand causes tangible harm
to consumers. The existence and implementation of
UUPK is a legal umbrella that guarantees consumer
protection rights (Siregar et al., 2021).

Law Number 8 Year 1999 on Consumer
Protection is a normative foundation that guarantees
consumers' rights to a sense of security and certainty
over the goods or services they buy and use. In
Article 4 letters a and c, it is emphasized that
consumers are entitled to comfort, security, and
safety in consuming goods and/or services and to
obtain correct, clear, and honest information about
the condition of the goods and/or services. When
consumers hand over goods to delivery services,
there is a legal expectation that the goods will reach
the recipient in one piece. Lost goods is a form of
service failure that requires legal responsibility.
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Delivery service providers as business actors. In
UUPK Article 19 paragraph (1), it is emphasized that
business actors are responsible for providing
compensation for damage, pollution, and/or
consumer losses due to consuming traded goods
and/orservices. This also applies to delivery services
thatremoveconsumer goods. The implementation of
these responsibilities in the field is not always ideal.
Many service providers stipulate unilateral
provisions in the form of standard clauses that limit
or even negate their responsibilities, which is
actually contrary to Article 18 of UUPK.

There are still many cases where expedition
companies write a clause “not responsible for lost
goods” in the terms and conditions of service. Such
clausesare legally voidable because they contradict the
principles of consumer protection. Article 18 paragraph
(1) letter a of the UUPK expressly states that business
actors are prohibited from making unilateral
statements stating that goods that have been purchased
cannot be returned or replaced. This reflects that the
law does not provide room for business actors to avoid
responsibility by relying on unilateral contracts.

In the case of lost goods, consumers have rights that
need to be understood. One of them is the right to obtain
compensation for the losses suffered, which canbe in the
form of arefund or replacement of lost goods (Ma'ruf &
Sushanty, 2022). Consumers have the right to obtain
clear and correct information regarding the delivery
status of their goods, as well as the right to submit
complaints to delivery service providers or consumer
protection institution. The responsibility of the delivery
service provider is very important because they are
responsible for the safety of the goods entrusted to them.
In the event of lost goods, the delivery service
provider is deemed to have made a default and is
obliged to provide compensation to consumers.

To claim compensation, consumers can take
several systematic steps. The first step is to submit a
written complaint to the delivery service provider,
followed by the collection of all evidence related to the
delivery of goods, such as delivery receipts, proof of
payment, and correspondence. If thereisnoagreement,
consumers can apply for mediation through a
consumer protection agency. If mediation fails, the last
stepis to file a civil lawsuit with the court. With these
steps, it is hoped that consumers can obtain adequate
legal protection for the lost goods experienced during
the delivery process, so that they feel safer and more
protected in transacting in this digital era.

The Civil Code of Indonesia (KUHPerdata) also
regulatesthe agreement between the senders and the
delivery service providers. Based on Article 1457 of
the Civil Code of Indonesia on sale and purchaseand
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Article 1365 on tort, the service provideris obliged to
ensure that the goods delivered arein accordance with
the agreement. If the goods are lost due to negligence,
the service provider can be held liable to compensate
for the losses suffered by consumers. The Civil Code
of Indonesia (KUHPerdata), specifically Article 1243,
regulates compensation for default, which can be
applied in cases of lost goods. The provisions in the
agreement between the consumer and the delivery
service provider are also an importantlegal basis, as
there are often clauses that regulate the responsibility
of the service provider for the goods deposited.

Another relevant regulation is the Minister
Indonesia of Transportation Regulation Number PM 74
Year 2021 on the Implementation of Custody Services.
This regulation stipulates the obligation of delivery
service providers to provide a safe service guarantee and
ensure that the goods reach the recipient in good
condition. This regulation also requires service providers
to have a replacement or insurance scheme for goods
that are lost or damaged in transit (Jaya et al, 2020).

Although regulations are in place, implementation
on the ground is often not optimal. Many delivery
service providers have internal policies that limit their
liability in cases of lost goods, making it difficult for
consumers to obtain full compensation. Some companies
only replace afraction of the value of the goods or refund
the delivery costs without providing compensation
commensurate with the losses experienced by
consumers (Rieza & Kadriah, 2020). Although juridically
consumers have legal protection in the case of lost goods,
its effectiveness still depends on the implementation
carried out by delivery service providers and
supervision from the government. Further efforts are still
needed so that consumers' rights are truly protected and
they can obtain justice in every transaction made through
delivery services (Husna & Yustitianingtyas, 2022).

There is also Law Number 38 Year 2009 on Posts,
which provides a legal framework for delivery service
activities. Article 47 states that postal operators are
obliged to provide accountability for lost, damaged, or
late postal deliveries in accordance with applicable
laws and regulations. Delivery service providers are
subject to both the UUPK and sectoral regulations on
postal and logistics services.

The dispute resolution mechanisms between
consumers and delivery companies should be
facilitated by BPSK, as stipulated in Article 52 of
UUPK. In practice, not all regions have an active or
effective BPSK. Many consumers end up choosing
not to pursue legal action because they find the
process complicated and laborious. Business actors
often use this structural weakness as a loophole to
avoid responsibility (Lestari & Nugroho, 2019).
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Dispute resolution in cases of lost goods due to
negligence of delivery service providers canbe carried
out through two main channels, namely out-of-court
dispute resolution (non-litigation) and through legal
process in court (litigation). This mechanism aims to
providelegal certainty for consumers who are harmed
in order to obtain their rights in accordance with
applicable laws and regulations.

One of the non-litigation channels that can be
taken is through the BPSK which is regulated in the
UUPK. BPSK plays a role in resolving consumer
disputes using mediation, conciliation, or arbitration
methods. The effectiveness of BPSK to handle cases
of lost goods is still limited because the decisions
issued cannot always be executed directly, especially
if the delivery service provider is not cooperative.

Consumers can also file complaints with the
Non-Governmental Consumer Protection Agency
(LPKSM) or the Transportation Services Authority,
which is authorized to supervise delivery service
providers. Some delivery companies also have
internal complaint services, but these mechanisms
are often ineffective due to the lack of transparency
and slow response to consumer claims.

If non-litigation resolution doesnot yield results,
consumers can pursue litigation by filing a lawsuit
with the civil court under Article 1365 of the Civil
Code of Indonesia on unlawful acts. This lawsuit
aims to claim compensation in accordance with the
losses suffered due to the lost goods. Although the
litigation route is more legally binding, the process is
often lengthy and costly, so many consumers are
reluctanttotakethisroute (Prasada & Fauziah,2022).

In general, although there are various dispute
resolution mechanisms that can be used by
consumers, their effectiveness still depends on the
willingness of service providers to comply with
regulations and the assertiveness of the government
to oversee their implementation. Further efforts are
needed to improve dispute resolution mechanisms to
make them more efficient, fast, and provide legal
certainty for consumers.

The implementation of regulations is also
inseparable from the issue of supervision and law
enforcement. The Ministry of Trade Indonesia as a
technical agency has a supervision function, but
limited resources and a large area of coverage make
the implementation of this supervision uneven. In
this case, better coordination between institutions is
needed, including with the Ministry of
Communication and Information Technology
Indonesia which has the responsibility of regulating
digital platform operators who intermediate the
delivery of goods.
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One of the fundamental challenges is the
imbalance of information between consumers and
companies. Consumers often do not understand their
rights, including the right to compensation.
Socialization and legal education to the public is an
important part of the implementation of consumer
protection, but these effortshavenot beencarried out
systematically. Low legal literacy means that
consumers remain in a weak position vis-a-vis large
business entities that have more established legal and
administrative tools.

Some cases of lost goods never even make it to
the formal settlement stage. Service providers only
offer unequal compensation, or simply provide an
apology without any concrete responsibility. This
shows the weak legal position of consumers when
there is no transparent reporting and monitoring
mechanism. In some reports, such as those reviewed
in Supreme Court (MA) decisions, it appears that the
compensation provided is often disproportionate to
the value of the goods lost, and sometimes does not
even reflect a sense of justice.

One noteworthy aspect is the development of
digital services. Major marketplace platforms now
have internal systems toresolve consumer complaints
about deliveries. While this provides an alternative,
the system is not within the formal framework of the
judiciary or BPSK, so consumer rights are still
determined by internal company policies, not by
national legal norms. This becomes a problem when
the platform's unilateral decision is considered final
without allowing access to formal legal institutions.

Harmonization between UUPK, Postal Law, and
other sectoral regulations is necessary to create a
holistic = consumer protection system. The
involvement of regulatory authorities such as the
Financial Services Authority (OJK) when it comes to
delivery insurance should also be explained so that
consumers understand the entire net of protection
available. Transparency on insurance claim rights,
coverage values, and procedures should be part of
the delivery service (Nababan et al., 2021).

To encourage effective implementation of
regulations, the role of local governments through
relevant agencies must also be strengthened.
Consumer education, supervision of local business
actor, and facilitation of dispute resolution at the
local level must be prioritized in bringing legal
protection closer to the community. Good
regulations will lose their meaning if they are not
implemented in real life.

In the rapid development of the digital era,
consumers play a crucial role as legal subjects who
must receive full and comprehensive protection.
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The existence of regulations alone will not be
sufficient if it is not accompanied by effective
implementation and oriented towards protecting the
basic rights of consumers. Goods delivery services,
which are now a vital part of modern trade activities,
demand legal certainty, fairness in service, and
guarantees for the goods delivered. A legal system
that isnot only normative but also implementative is
an important element in building an equitable
delivery service ecosystem.

The main problem that arises is not the legal
vacuum, but the lack of effectiveness in implementing
regulations and weak supervision at the operational
level. This points to the need to strengthensupervision
institutions, improve the competence of law
enforcement officers, and modernize technology-
based consumer protection mechanisms. Data
integration, information transparency,and a reporting
system that is responsive to public complaints will
strengthen the accountability of business actors in
carrying out their responsibilities. If supervision is
carried out in a sustainable manner and based on
objective evaluation, consumer protection will be
more guaranteed in practice.

Guaranteeing protection against lost goods in
delivery services, therefore, cannot be seen as the sole
responsibility of government institutions. This
requires the active involvement of all stakeholders,
from regulators, business actors, and supervision
officials, to consumers as service users. Alignment
between regulation, implementation, and supervision
will form a strong legal foundation that is adaptive to
the times. The implementation of transparent,
accountable, and legal protection-based delivery
services is not only a normative ideal, but is realized
in a reality that is felt directly by the community.

CONCLUSION

The implementation of the UUPK in handling lost
goods in delivery services shows a gap between
normative legal provisions and the reality of practice
in the field. Although the UUPK has explicitly
regulated consumer rights and given legal
responsibility to business actors, in its
implementation there is still a lack of protection
received by consumers, especially when goods are
lost. Many business actors utilize consumer
ignorance, theuse of unilateral standard clauses,and
the weak dispute resolution system as reasons to
avoid responsibility. This is exacerbated by weak
supervision, the lack of effectiveness of institutions
such as BPSK, and the lack of regulatory integration
between the UUPK and other sectoral regulations
such as the Postal Law.
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Ineffective implementation of consumer
protection in delivery services can have a direct
impact on public trust in the legal system and
logistics service mechanisms as a whole. When
consumersfeel they do nothaveadequate protection,
participation in the digital economy ecosystem may
decline. Business actors that donot comply withlegal
obligations may create low service standards and
systemically harm consumers. The successful
implementation of UUPK in the delivery sector is
therefore not just a matter of individual protection,
but concerns the stability and integrity of the digital
commerce ecosystem at large.

There needs to be a more assertive and coordinated
effort between the central and local governments to
strengthen supervision, clarify sanctions, and encourage
information disclosure for consumers regarding the
rights and procedures for claiming lost goods. The
government needs to activate the role of BPSK more
functionally and expand its reach, especially in areas
with high levels of logistics transactions. Delivery
service companies are obliged to implement
standardized standards for delivery services.
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