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ANALISA PENGARUH RETAIL OPERATION COMPETENCE
TOKO SWALAYAN TERHADAP CUSTOMER EXPERIENCE

DI JAKARTA

Nicholas Ray

ABSTRAK

Retail Operation Competence merupakan kesiapan, keterampilan atau kemampuan toko ritel
dalam mengoperasikan strategi bisnis mereka. Bisnis ritel merupakan kegiatan usaha yang
melibatkan penjualan barang dan jasa secara langsung kepada konsumen akhir. Bisnis ritel
di Indonesia terus berkembang pusat mulai dari toko ritel merek luar dan local sudah mulai
menguasai pasar. Dengan berubahnya prilaku konsumen semenjak datangnya COVID-19,
para pelaku ritel mulai mengadaptasi strategi baru yang dapat memenuhi kebutuhan
pelanggan. Dengan industri digital yang semakin berkembang pesat banyak pelaku ritel yang
mulai masuk ke industri digital. Penelitian ini secara khusus bertujuan untuk mengevaluasi
pengaruh Retail Operation Competence terhadap Customer Experience di toko ritel swalayan
Jakarta. Metode penelitian yang digunakan dalam penelitian ini adalah metode kuantitatif
dengan metode survei. Data dikumpulkan melalui distribusi kuesioner kepada karyawan di
berbagai toko ritel swalayan Jakarta. Analisis data dilakukan untuk mengevaluasi bagaimana
pengalaman belanja pelanggan dapat dipengaruhi oleh kompetensi operasional ritel. Hasil
dari penelitian ini menunjukan bahwa penerapan kompetensi operasional ritel yang baik
dapat mempengaruhi pengalaman belanja pelanggan di toko. Hal ini mengindikasikan bahwa
penerapan kompetensi operasional ritel yang baik dapat berkontribusi dalam pengalaman
belanja pelanggan

Kata kunci: Retail Operation Competence, Ritel Swalayan, Customer Experience

IX
Analisa Pengaruh Retail, Nicholas Ray, Universitas Multimedia Nusantara



ANALYSIS THE IMPACT OF RETAIL OPERATION

COMPETENCE ON CUSTOMER EXPERIENCE IN RETAIL

SELF SERVICE STORES IN JAKARTA

Nicholas Ray

ABSTRACT (English)

Retail Operation Competence refers to the readiness, skills, or abilities of retail stores to
implement their business strategies effectively. Retail business involves activities that directly
sell goods and services to end consumers. In Indonesia, the retail business continues to grow,
with both international and local retail brands dominating the market. Since the shift in
consumer behavior brought about by the COVID-19 pandemic, retailers have started
adapting new strategies to meet customer needs. With the rapid growth of the digital industry,
many retailers have begun entering digital space. This study specifically aims to evaluate the
impact of Retail Operation Competence on Customer Experience in supermarket retail stores
in Jakarta. The research method used in this study is a quantitative approach, employing
surveys as the primary data collection method. Data was gathered through the distribution
of questionnaires to employees at various supermarket retail stores in Jakarta. Data analysis
was conducted to evaluate how customer shopping experiences can be influenced by retail
operational competence. The results of this study indicate that the implementation of good
retail operational competence can significantly influence customers' shopping experience in
stores. This suggests that applying effective retail operational competence can contribute

positively to customer shopping experiences.

Keywords: Retail Operation Competence, Retail Self-Serive, Customer Experience

X
Analisa Pengaruh Retail, Nicholas Ray, Universitas Multimedia Nusantara



DAFTAR ISI

HALAMAN PERNYATAAN TIDAK PLAGIAT ..o I
HALAMAN PERSETUJIUAN ....ootiiiieeese et iii
HALAMAN PENGESAHAN ... .ooi st iv
HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH ............c........ v
KATA PENGANTAR ..ottt Vi
A B ST R AK e e e e e rae e IX
ABSTRACT (ENQGIISN).....oiiiiiiiiiieeiiiisie e X
D e A G 1 OSSPSR Xi
DAFTAR TABEL .ttt e e e e Xiv
DAFTAR GAMBAR ...ttt e e e snaeesnneeeens XV
DAFTAR LAMPIRAN ..ottt Xvii
BAB | PENDAHULUAN ...ttt sae e 1
1.1 Latar Belakang Penelitian............ccocoieiiiniiiiineec e 1
1.2 Rumusan Masalah dan Pertanyaan Penelitian .............cccccococninene. 7
1.3 TUuJuaN Penelitian .......oovoiiiiiiieiieee e 8
1.4 Manfaat Penelitian ............ccooveiiiiiiee e 8
1.5 Ruang Lingkup Penelitian...........c.cccooeiiiiiiiiiicc e 9
1.6 Sistematika PenuliSan ............cocooiiiiiiiii e 9
BAB Il LANDASAN TEORI .....coiiiiieiet ettt 11
2.1 TINJAUAN TRON . .ueivitiiiieiieiesie ettt ene e 11
2.1.1 Operations Management...........ccccvueieeieieeieeresiese e see e 11
2.1.1.1  Operations Management CONCEPL.........cccvevvvrvieviereiieieeie e 12
2.1.2  CUStOMEr EXPEIIENCE ...cvviiiveeiie ettt 15
2.1.2.1  Customer Experience CONCEPL........ccviiivreiieiiiieiie e 18
2.1.3  RELAI ..o s 22
2.1.4  Retail Swalayan ..o 23
2.1.5 Retail Management ..........cooviiiieiiiiese e 24
2.1.7 Customer experience - a sustainable competitive advantage from
RBYV PEISPECLIVE ...ttt bbb 28
2.1.8  Retailers’ efforts in extending customer convenience.................... 29

2.1.9 Retailers’ capability to achieve efficiency in retailers’ operations. 31

Xi
Analisa Pengaruh Retail, Nicholas Ray, Universitas Multimedia Nusantara



2.2 Model PENEIITIAN ... 33

2.3 Pengembangan HIPOTESIS........ccceiiiiiiieiiiie e 34
24 Penelitian Terdahulu ... 35
BAB 11l METODOLOGI PENELITIAN ....cccoiiiiiieice e 37
3.1  Gambaran Umum Objek Penelitian............c.cccovviiiiiininncienen 37
3.1.1 SUMBEE DALA......cciieiiiieiieiiecie et 37
3.2 Desain PeneltIan .......ccoiveiiiiiiiiiiisieiee e 38
3.3 Populasi dan Sampel Penelitian............ccccoeiieiiiiciiccc e 39
IO 00 I =0T o 10| - ) OSSP 39
IR S Y- 11 1] -] OSSP 39
3.4  Teknik Pengumpulan Data ..........ccccceveeiiiieiicie e 39
3.4.1 Periode Penelitian .........cccooveieiieieiie e 39
3.4.2 Pengumpulan Data ...........cccooviiiiiiiiiieeee e 40
3.4.3 Proses Pengumpulan Data ..........cccceiereninininiiniieieeeese e 40
35 Operasionalisasi Variabel...........ccocoieiiiiiiiiieee s 41
3.6 Teknik Analisis Data..........cccoceiiiiiiniieieie i 43
3.6.1 Uji Validitas dan Reliabilitas..........c...ccccoooveiiiiiiciic e, 43
3.6.2 Analisis Data Penelitian ...........cccceveviieieieiisceeeee e 44
3.6.3 UjJi HIPOLESIS ...ttt 46
BAB IV ANALISIS DAN PEMBAHASAN ..o 48
4.1 Karakteristik ReSPONAEN ..........cccccovieiiiieiecie e 48
4.1.1 Karakteristik Responden Berdasarkan Usia ...........c.cccccoeevevveenene, 48
4.1.2 Karakteristik Responden Berdasarkan Pendidikan Terakhir ....... 49
4.1.3 Karakteristik Responden berdasarkan Posisi Pekerjaan............... 50
4.2  ANalisiSis DeSKIIPIT ........cooiiiiiiiicee e 50
4.2.1 Retail Operation COMPELENCE ........ccooervireiiriseririeiee e 51
4.2.2 Retail Operation EffiCIENCY .......ccoviiiiiiiiiiieceee s 55
4.2.3  EXPEIIENCE ..ocviiiie ettt 59
4.2.4  CusStomer EXPEIrIENCE .......ccivi e 63
4.25 Tabel Deskriptif........ccccooieiiiiiiiic e 66
4.3 Hasil Pengolahan Data Structural Equation Modelling (SEM) ....... 72
4.3.1 Pengembangan Model TeOoritiS.........ccccveveriierriieiiese e 72
Xii

Analisa Pengaruh Retail, Nicholas Ray, Universitas Multimedia Nusantara



4.3.2 Pengembangan Model SEM .......ccccocoiiiiiiiiiiiieniee e 72

4.3.3 Hasil Analisa Outer Model............ccooveiiiiiiiieniieee e 72
4.4 UJI HIPOTESIS. ...t 77
4.5 Intepretasi Hasil ... 78
45.1 Intepretasi Analisa DesKriptif..........ccccooviiiiiiiiciicce e 78
4.5.2 Intepretasi Uji Structural Equation Modelling (SEM) ................. 81
4.5.3 Intepretasi Uji HIPOESIS.......cceiviiieiieieiieieece e 83
4.6 Implikasi Manajerial ............ccocoieiiiiiiiiiee s 86
4.6.1 Retail Operation Competence terhadap Customer Experience..... 86
4.6.2 Retail Efficiency terhadap Customer EXperience.............cc.coeveene 87
4.6.3 Customer Convenience terhadap Customer Experience............... 88
4.6.4 Retail Operation Competence, Retail Efficiency, Customer
Convenience terhadap Customer EXPerience.........cccccevevvevesieeseesesnennn. 89
BAB V' SIMPULAN DAN SARAN .......ccocoitiiiiiaiieiiee e 91
5.1 SIMPUIAN. ...t 91
SIS Y- | - o USSP 93
5.2.1 Saran Untuk Perusahaan Ritel ...............ccoooviiniiieniiein e 93
5.2.2 Saran Untuk Penelitian Selanjutnya............ccccoccoovevviiieciececnenn. 95
DAFTAR PUSTAKA ...ttt 97
LAMPIRAN ...ttt et e e e e b e e e e snare e e e ennbaeeeessneneeans 102
Xiii

Analisa Pengaruh Retail, Nicholas Ray, Universitas Multimedia Nusantara



DAFTAR TABEL

Tabel 2.1
Tabel 2.2
Tabel 3.1
Tabel 3.2
Tabel 4.1
Tabel 4.2
Tabel 4.3
Tabel 4.4
Tabel 4.5
Tabel 4.6
Tabel 4.7
Tabel 4.8

Karakteristik store-based format retail ............cc.coeiniiiiiiiiineee, 25
Penelitian Terdahulu ... 35
Operasional Variabel ...........cccooveiiiiiiiee e 41
NHAT R-SQUAIE ...ttt 46
Kategori Penilaian Interval ... 51
Tabel DeSKIPLIT ...c..ooieece e 66
OULEr LOAAING ..ot 73
Uji ValiditaS AVE .....cc.oooueiiiieeie ettt 74
CroSS LOAMING ....vvoveiiieiiecie ittt 75
Hasil Hasil Uji Cronbach’s Alpha dan Composite Reliability ........... 76
Hasil Uji Nilal R-SQUAIE .........cceeiieiiiiieeseere e 77
HaSH UjJi HIPOTESIS .....voviiiiiiiiiiiieiee et 78

Xiv
Analisa Pengaruh Retail, Nicholas Ray, Universitas Multimedia Nusantara



DAFTAR GAMBAR
Gambar 1.1. Retail Growth Indonesia 2014 — 2023 Sumber : Ceicdata.com ........ 3

Gambar 2.1. Model Penelitian Sumber: (C V & Agrawal, 2024) ........ccccccevvennene 32
Gambar 3.1 Model Inner dan Outer Model Sumber: (Kwong-Kay, 2013) .......... 44
Gambar 4.1 Data Usia RESPONUEN .......ccvviiieiieie e 48
Gambar 4.2 Data Pendidikan ReSPONAEN ........cccevvveiiveiiiiieiieic e 49
Gambar 4.3 Data Posisi Pekerjaan Responden ..........c.ccoceevvivienencnenescseeenns 50

Gambar 4.4 Penilian Responden terhadap suasana toko dan interaksi layanan di
100] (O I 1217 U] SRS RTTPPT 51
Gambar 4.5 Penilaian Responden terhadap penampatan produk di toko ............. 52

Gambar 4.6 Penilaian Responden terhadap infrastruktur teknologi informasi di

Gambar 4.7 Penilaian responden terhadap desain tata letak toko ........................ 53

Gambar 4.8 Penilaian responden terhadap pengelompokan item unggulan di toko

Gambar 4.9 Penilaian responden terhadap manajemen operasi ritel ................... 54

Gambar 4.10 Penilaian responden terhadap pengurangan panjang antrian, waktu

tUNQQU dan TUAS tOKO .......ccvveivieiicccecce e 55
Gambar 4.11 Penilaian responden terhadap penggunaan rak di toko .................. 56
Gambar 4.12 Penilaian responden terhadap penerapan operasional ritel ............ 57
Gambar 4.13 Penilaian responden terhadap standar operasional di toko ............. 57
Gambar 4.14 Penilaian responden terhadap kemudahan menjelajah toko ........... 58

Gambar 4.15 Penilaian responden terhadap kemudahan membandingkan
PENAWATAN ...ttt et r e e e be e s e e re e e nn e e neennn e e neennne s 59
Gambar 4.16 Penilaian responden terhadap pilihan barang yang sudah di
standarisasi .......IN ... A A EALIN LALLM, 60

Gambar 4.17 Penilaian terhadap fasilitas teknologi informasi kepada pelanggan

Gambar 4.18 Penilaian terhadap fasilitas staff yang memandu ..............cc.ccoceeee. 62
Gambar 4.19 Penilaian responden terhadap kemudahan dalam mencari, memilih
dan Membeli DArANG .....o.ovoiiiie e 63

XV
Analisa Pengaruh Retail, Nicholas Ray, Universitas Multimedia Nusantara



Gambar 4.20 Penilaian responden terhadap varian produk dan promosi di toko..64
Gambar 4.21 Penilaian responden terhadap kepuasan pelanggan dalam
pengalaman Delanjanya ...........ccccoveiiiiiiic i 65
Gambar 4.22 Penilaian responden terhadap pengalaman yang ditawarkan toko
dalam pilihan toko ritel utama mereka ..., 65
Gambar 4.23 Penilaian responden terhadap kepuasan pelanggan dengan jarak
tEMPUN DEIANJA ... 66
Gambar 4.24 Model Struktural SEM ..o 72

XVi
Analisa Pengaruh Retail, Nicholas Ray, Universitas Multimedia Nusantara



DAFTAR LAMPIRAN

Lampiran A Jurnal Utama ..........cccceeieiieiecc e 102
Lampiran B TUMITIN ..o 117
Lampiran C Hasil Olah Data ...........cccooiiiiiieieie e 118
Lampiran D Hasil Go0gle FOrmMS ........cccooveiiiiiiiiiic e 119
Lampiran E BUKti DOKUMENTAS ......ccuviveiiiiiieieiieiie e 127
Lampiran F Questionaire Google FOIMS .........cccccveiieieiieiieeie e 130
Lampiran G FOrm KONSEIING .....cc.ooviiiiiiiiiieieee e 135
XVii

Analisa Pengaruh Retail, Nicholas Ray, Universitas Multimedia Nusantara



