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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   
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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 
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