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Abstract:

Background: Employee performance serves as a key determinant of success in modern
retail businesses reliant on rapid customer service and high operational quality, influenced
by individual competence, managerial support, and organizational support.

Purpose: This study aims to examine the simultaneous effects of individual competence,
managerial support, and organizational support on employee performance at XYZ retail
stores in Central Lampung, including their roles in enhancing competence.
Design/methodology/approach: A quantitative explanatory approach was employed via
questionnaires from 170 respondents (proportional Slovin sampling from 294 employees),
analyzed using Structural Equation Modeling-Partial Least Square (SEM-PLS) with
SmartPLS 4.1.

Findings/Result: Individual competence (=0.295, p=0.003), managerial support ($=0.247,
p=0.002), and organizational support (=0.212, p=0.006) positively and significantly
influenced employee performance; managerial ($=0.508, p=0.000) and organizational
support (=0.312, p=0.000) also strengthened competence, with moderate R? (0.339-0.405),
Q?, and high GoF (0.523).

Conclusion: Retail firms should prioritize competence development via training, effective
managerial coordination, and supportive work environments to optimize employee
performance and sustain competitiveness.

Originality/Value (State of the art): This research offers originality through an integrated
model of three predictors using two-stage HOC-SEM-PLS in the Indonesian retail context,
filling empirical gaps from separate non-retail studies, and providing practical implications
for retail HR digital transformation.
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INTRODUCTION

Human resource (HR) performance is a crucial pillar
in the success and growth of an organization because
HR is a valuable asset capable of adding value through
abilities, expertise, and dedication to work, so that
optimal HR performance levels can create a productive,
harmonious, and innovative work environment and
are directly related to achieving organizational goals,
operational efficiency, and competitive advantage
(Simanjuntak, 2019). Performance evaluation on a
regular basis can help companies or organizations
identify employee potential and development
needs as well as provide direction for improving
competence, making investment in HR development
and performance management key to achieving long-
term organizational success (Simanjuntak, 2019). HR
performance is a critical factor in business success,
especially in the retail industry that encompasses
various types of stores, supermarkets, and shopping
centers offering goods and services to end consumers,
where retail business success heavily depends on
the quality of employee performance carrying out
daily operations such as customer service, product
provisioning, and sales, and the presence of employee
performance strongly supports the creation of maximal
service quality (Rizqiawan & Novianto, 2021). There
are many supporting factors that influence employee
performance in modern retail, not only individual
competence of each employee but also supported by
good management and retail organization, as Hikmah
et al. (2020) and Azhmy et al. (2022) stated that
individual competence and management support factors
have a significant influence on employee performance,
while Sitindaon (2021) also stated that competence,
management support, and organizational support
affect employee performance quality. Competence
in this context refers to the abilities and individual
characteristics in carrying out work or tasks based on
knowledge, skills, and behaviors owned effectively
(Tjahyanti & Chairunnisa, 2020), and according to
Hikmah et al. (2020), individual competence should
be understood not as an end goal but as an instrument
to achieve desired objectives namely fast service
delivery, customer satisfaction, and creation of positive
company image. Another supporting factor for retail
employee performance is management support,
which is an essential strategic asset in improving
employee and organizational performance from an
internal perspective (Basri et al. 2023), where Mooy
(2022) stated that management quality in a company
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plays a crucial role in determining the success of
business activity implementation, especially as seen
in the performance of retail business employees, and
to build good and optimal employee performance,
a leader or in this case a manager must have a good
relationship with employees to build comfort and a
good work environment so that motivation will grow
among employees to improve work quality (Hikmah
et al. 2019). In the context of organizational support,
Eisenberger (1986) stated that when employees
feel organizational care, support, and interest, they
will perform better because companies that care
about their employees increase overall perception of
organizational support, and based on the reciprocity
principle in social exchange theory, support provided
by the organization encourages employees to increase
work effort as a form of return to the organization so
that organizational support perceived by employees is
expected to significantly improve their performance
(Chen et al. 2019).

At XYZ Retail Store in Central Lampung Regency, with
294 employees or 63% of the total 463 across branches,
employee performance challenges grow complex
due to dense inter-branch coordination. Internal
data reveals sales achievement index fluctuations
throughout 2024, with some months below 80% like
July-August (76.5%-73.9%), despite seasonal spikes
above 100% in March-April and December (Figure
1). This phenomenon indicates reliance on external
factors rather than sustainable internal HR strengths.
Thus, developing individual competencies becomes an
urgent need to support sales stability.

The retail industry faces fierce competition where
employee service quality determines customer loyalty
and market share. XYZ Retail Store, as a modern
retailer offering diverse products from household
needs to electronics, shows pre-survey results on 30
employees indicating average individual competency
scores of 2.97-3.21 (1-4 scale), with problem-solving
lowest at Bandar Jaya branch (2.7). This aligns
with Hikmah et al. (2020) stating competencies as
instruments for fast service and customer satisfaction.
Weak management support in coordination (score
2.9) worsens performance disparities across branches.
Consequently, retail organizations like XYZ risk
losing competitive edge if HR support factors are not
enhanced integrally.
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Figure 1. Sales achievement index of XYZ retail store in 2024

Investment in HR through individual competencies,
management, and organizational support is key to
transforming retail toward sustainable performance.
This study is relevant as retail success depends on HR
quality, as affirmed by Dewi et al. (2016). In Central
Lampung as XYZ’s operational hub, the parent
Poncowati branch plays a strategic role in network-
wide HR development. However, challenges like
competency gaps and organizational support may
hinder overall operational efficiency. Thus, this study
aims to fill practical HR management gaps in regional
retail for long-term growth.

Prior studies consistently show individual competency
significantly affects retail employee performance, as
Hikmah et al. (2020) and Azhmy et al. (2022) found
positive relationships through effective communication,
problem-solving, and time management dimensions.
However, application in local contexts like Central
Lampung remains suboptimal, with pre-surveys
revealing branch inconsistencies. Sitindaon (2021)
reinforces this by stating that competencies, supported
by management, yield high performance quality.
The research gap lies in the lack of empirical studies
integrating branch-specific data to test competency
effectiveness in regional supermarkets.

Management support is recognized as a strategic asset
by Basri etal. (2023), particularly in building motivation
via leadership and coordination, but XYZ pre-surveys
show low coordination scores (2.9). Mooy (2022)
emphasizes managers’ role in creating comfortable
work environments to boost retail performance.
Previous research like Hikmah et al. (2019) shows

positive links, yet this study’s novelty is testing amid
digitalization and multi-branch challenges. The gap
emerges as global studies rarely adapt to regional
contexts with internal data like XYZ’s sales index.

Organizational support, per Eisenberger’s (1986) social
exchange theory, fosters reciprocal work effort through
perceived care. Chen et al. (2019) confirm significant
performance gains, but at XYZ, reward and fairness
dimensions score only 2.7-2.8. Dirgantara Prakoso and
Suryanto (2022) and Ernawati and Abadi (2024) find
strong influences on retail motivation, yet the gap is
in lacking branch disparity analysis. This research fills
the void by focusing on integrating all three factors in
local retail.

This study adopts a quantitative approach using
Structural Equation Modeling—Partial Least Squares
(SEM-PLS) to test the influence of individual
competence, management support, and organizational
support on employee performance. Data analysis was
conducted using SEM-PLS because this method is
capable of handling complex models involving multiple
latent variables, does not require strict data normality
assumptions, is suitable forrelatively small sample sizes,
and is prediction-oriented. SEM-PLS also enables the
analysis of direct, indirect, and mediating relationships
among variables and is robust against multicollinearity.
Therefore, this method is considered appropriate for
examining the influence of individual competence,
management support, and organizational support on
employee performance within the context of modern
retail. Primary data is gathered via questionnaires and
interviews with XYZ Retail Store employees in Central
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Lampung, complementing secondary data like sales
indices and pre-surveys. Independent variables cover
specific dimensions like effective communication
and rewards, while the dependent focuses on product
knowledge and discipline, limited to performance-
supporting factors.
This research aims to identify demographic
characteristics of XYZ Retail Store employees,
analyze the influence of individual competence,
management support, and organizational support on
employee performance, and formulate improvement
recommendations. These purposes address problem
formulations from sales fluctuations and suboptimal
pre-surveys. Results are expected to provide policy
bases for the institution and academic reference.

METHODS

This research was conducted across all branches of
XYZ Retail Store in Central Lampung Regency. Data
collection was conducted from July 2025 to September
2025. This study was conducted across all branches
of XYZ Retail Store in Central Lampung Regency
using both primary and secondary data. Primary
data were obtained through structured interviews
and questionnaires distributed to employees, while
secondary data were collected from literature (book
and journals) and the company’s portfolio.

The research population consisted of 294 employees,
with samples drawn using Proportionate Random
Sampling based on the Slovin formula at a 5% margin
of error, yielding 170 respondents proportionally
distributed across branches: Poncowati (59), Bandar
Jaya (52), Merapi (30), and Punggur (29). The
measurement instrument operationalized variables
individual ~ competence, = managerial  support,
organizational support, and employee performance
into indicator items measured on a 4-point Likert scale
(1=Strongly Disagree to 4=Strongly Agree) to minimize
neutral responses. Instrument quality was tested via
validity (item-total correlation with Sig.<0.05) and
reliability (Cronbach’s Alpha >0.60).

Data analysis employed Structural Equation Modeling-
Partial Least Square (SEM-PLS) following Sarstedt et
al. (2019), using a high-order construct configuration
with repeated indicators and an embedded two-stage
approach: Stage 1 evaluated the measurement model

Jurnal Aplikasi Bisnis dan Manajemen (JABM),
Vol. 12 No. 3, September 2026

at the dimension level and saved latent variable scores;
Stage 2 used these scores to assess higher construct-
level measurement and structural relationships.
Outer model evaluation included convergent validity
(Loading Factors, AVE), reliability (Cronbach’s Alpha,
Composite Reliability); inner model assessment
covered R?, effect size (f?), predictive relevance (Q?),
and path significance (T-Statistics, P-Values).

Five hypotheses were formulated based on prior

empirical literature and theoretical foundations:

1. HI1: Individual competence positively affects
employee performance (supported by Zaim et al.
2013; Mooy, 2022);

2. H2:Managerial support positively affects employee
performance (Akinseye & Mugri, 2022; Sitindaon
etal. 2021);

3. H3: Organizational support positively affects

employee performance (Chen et al. 2020;
Eisenberger et al. 1986);
4. H4: Managerial support positively affects

individual competence (Sitindaon et al. 2021;
Derwik & Hellstrom, 2023);

5. HS5: Organizational support positively affects
individual competence (Rhoades & Eisenberger,
2003; Wiedemann et al. 2025).

Figure 2 illustrates the conceptual framework for
evaluating the influence of individual competence,
managerial support, and organizational support on
employee performance in XYZ Retail Stores.

RESULTS
Demographic Characteristic

Most respondents were in the productive age group
of 21-30 years (55,3%), followed by those aged 31-
40 years (31,8%), while respondents aged <20 years
and 41-50 years were relatively fewer. The gender
composition was dominated by female employees
(64,1%) compared to males (35,9%), indicating that the
workforce at XYZ Retail Stores is largely comprised of
women. In terms of eduactional attainment, the majority
of respondents held a senior high school or equivalent
qualification (32,9%) and a diploma degree (23,5%),
while a substantial proportion had a bachelor’s degree
(44,1%), seggesting that the overall educational level
of employees is moderately high. Length of service
was dominated by respondents with 1-3 years of tenure
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(51,2%), followed by <1 year (27,1%) and >3 years
(21,8%), indicating that relatively newer employees
outnumber those with longer tenure. Employment
status data show that most respondents were contract
employees (67,6%), whereas permanent employees
accounted for 32,4%. Furthermire, the majority
of employees lived within a reasonably accessible
distance from the workplace, with 40% residing 1-3
km and 32,9% residing 3-5 km from the store, while
only 17,6% lived <1 km and 9,4% lived >5 km away.
A detailed description of the respindents’ demographic
characteristics is presented in Tabel 1.
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Measurement Model

In a high-order construct (HOC) model evaluated
using PLS-SEM with the repeated-indicators technique
and the embedded two-stage approach, the first stage
(Stage 1) involves developing the repeated-indicator
model and assessing the measurement model at the
dimensional level (Sarstedt et al. 2019).

Empirical:
performance quality.
high dependence on seasonal shopping peaks.

organizational support.

1. The rapid development of modern retail and digitalization in Indonesia demands continuous enhancement of retail employee
2. XYZ Supermarket sales data for 2024 revealed sales achievement index fluctuations ranging from 73.9% to 104.8%, exhibiting

3. Pre-survey findings indicated suboptimal employee competence levels alongside inadequate perceptions of managerial and

v

Theory:
planning, organizing, leadership, and control functions.

management support, and organizational support.

Sabubhari et al., 2020; Echdar, 2014).

1. Human Resource Management (Griffin, 2016): Organizational success is determined by the effectiveness of human resource
2. Individual Performance (Simanjuntak, 2019; Herningsih, 2016): Individual performance is influenced by competence,

3. Previous Research: Competence, management support, and organizational support positively affect employee performance
across various sectors (Eisenberger et al., 1986; Hikmah et al., 2020; Rhoades & Eisenberger, 2002; Wibowo et al., 2020;

__________________________________________________________________________________________________________________________________

Individual Competence
- Effective Comunication >
- Problem solving

- Time Management

- Leadership
- Coordination

Support

Management Support

- Technological and Digital

Organizational Support

- Fairness and Transparency
= - Rewards

- Work Environment

- Discipline

= =

Employee Performance
- Product Knowledge
- Customer Service

- Target Orientation

&

=i

SEM-PLS Analysis

v

Analysis Results of the Influence of Individual Competence, Managerial Support, and Organizational Support on Employee
Performance

v

Recommendations for Enhancing Employee Performance

Figure 2. Research framework
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Table 1. Demographic Characteristic of XYZ Retail Stores Employees

Demographic Category Frequency Percentage
Age <20 Years 17 10
21-30 Years 94 55.3
31-40 Years 54 31.8
41-50 Years 5 2.9
Gender Male 61 359
Female 109 64.1
Highest education Senior High School 75 324
Diploma 55 235
Bachelor’s degree (S-1) 40 44.1
Tenure <1 Year 46 27.1
1-3 Years 87 51.2
>3 Years 37 21.8
Employment status Contract employee 115 67.6
Permanent employee 55 324
Distance from residence to workpalce <1Km 30 17.6
1-3 Km 68 40
3-5Km 56 32.9
>5Km 16 9.4

Stage 1

Convergent validity was assessed using outer loadings
and the Average Variance Extracted (AVE) as presented
in Figure 3, where indicators are considered valid
when their loading values are > 0.70 and AVE values
are > 0.50. SmartPLS 4.1 estimation results showed
all constructs with outer loading values ranging from
0.70 to 0.90 across measurement indicators, indicating
strong representation for each construct. Additionally,
all constructs recorded AVE values above 0.50,
confirming convergent validity fulfillment. Construct
reliability was evaluated through Composite Reliability
(CR) > 0.70 and Cronbach’s Alpha > 0.60 thresholds.
The model exhibited strong reliability with CR and
Alpha values between 0.80 and 0.90, supported by
high loading values and stable indicator relationships,
making all constructs suitable for structural model
analysis.

Stage 2

The outer model evaluation in Stage 2 was performed
using the latent variable scores obtained from Stage
1 as indicators at the variable level, as illustrated in
Figure 4, applying the same validity and reliability
criteria as in the preceding stage.The SmartPLS 4.1

results indicate that all indicators for the constructs
of Employee Performance, Individual Competence,
Management Support, and Organizational Support
exhibit high outer loading values ranging from 0.77
to 0.90. These values satisfy the requirements for
convergent validity and demonstrate strong indicator
representation of their respective constructs. The
consistently high loading values further indicate that the
Average Variance Extracted (AVE) for each construct
exceeds the threshold of 0.50. Additionally, this robust
loading pattern suggests that the Composite Reliability
(CR) and Cronbach’s Alpha values for all constructs
fall within the high reliability range of approximately
0.80 to 0.90, confirming strong internal consistency.
Therefore, all constructs in Stage 2 are considered valid
and reliable and are appropriate for further analysis in
the structural (inner) model

Structural Model

Testing of the structural model aims to analyze the
relationships among constructs within the structural
framework, including assessing the strength and
significance of the effects of the independent variables
on the dependent variable. This evaluation encompasses
the assessment of R?, predictive relevance (Q?), and
effect size (f*).
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Table 2 reprts the coefficients of determination used
to assess prediction accuracy. In general, an R? value
of 0,75 is regarded as indicating substantial predictive
accuracy, an R? of 0,50 as moderate, and an R? of 0,25
as week (Hair et al. 2021). The R? value for Individual
Competence (X1) is 0,405, meaning that Managerial
Support (X2) and Organizational Support (X3)
jointly explain 40,5% of the variance in Individual
Competence, while the remaining 59,5% is influenced
by ither factors outside the model. Meanwhile,
the R? value for Employee Performance (Y1) is
0,339, indicating that Individual Competence (X1),
Managerial Support (X2), and Organizational Support
(X3) together account for 33,9% of the variance in
Employee Performance, with the remaining 66,1%
explained by variables not included in the research
model. For researchers, this medium R? value indicates
that the model is sufficiently informative yet still open
to further refinement, for example by incorporating
mediating or moderating variables to obtain a more
comprehensive understanding of the determinants of
employee performance.

The Q? values in Table 3 indicate that the proposed
model exhibits adequate predictive relevance for
both endogenous variables. The construct Individual
Competence (X1) records a Q? value of 0,272, and

Table 2. Coefficient of determination (R?)
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Employee Performance (Y1) records a Q* value of
0,208, both of which fall into the medium predictive
relevance category according to Hair et al. (2021). This
implies that the combination of Individual Competence
(X1), Managerial Support (X2), and Organizational
Support (X3) not only exerts statistically significant
effects but also provides a reasonable level of predictive
power for employees’ competence and performance,
although there remains scope to enhance the model’s
predictive capability by
relevant variables.

incorporating additional

The effect size () results in Table 4 indicate that the
impact of Managerial Support (X2) on Individual
Competence (X1) falls into the large -category,
while the effect of Organizational Support (X3) on
Individual Competence (X1) is medium, suggesting
that both are the primary contributors to employees’
competence development. In contrast, the effects of
Individual Competence (X1), Managerial Support
(X2), and Organizational Support (X3) on Employee
Performance (Y1) each exhibit small f> values, which
indicates that the direct effects of these three variables
on performance are relatively limited and are likely
to become more substantial when mediated through
enhanced competence.

Latent Variable R? Adjusted R? Interpretation
Individual Competence (X1) 0.405 0.398 Moderate
Employee Performance (Y1) 0.339 0.327 Moderate
Table 3. Predictive relevance (Q?)
Latent Variable SSO SSE Q? (=1-SSE/SSO) Interpretation
Individual Competence (X1) 510 371.354 0.272 Moderate
Managerial Support (X2) 510 510 0.000 None
Organizational Support (X3) 510 510 0.000 None
Employee Performance (Y1) 680 538.365 0.208 Moderate
Table 4. Effect size (f?)
Structural Path 2 Interpretation
Individual Competence (X1) — Employee Performance (Y1) 0.078 Small
Managerial Support (X2) — Individual Competence (X1) 0.423 Large
Managerial Support (X2) — Employee Performance (Y1) 0.063 Small
Organizational Support (X3) — Individual Competence (X1) 0.159 Moderate
Organizational Support (X3) — Employee Performance (Y1) 0.057 Small
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The Goodness of Fit (GoF) index (Table 5) was
employed to assess the overall adequacy of the PLS-
SEM structural model by computing the geometric
mean of the average AVE and the average R2, with
thresholds for small, medium, and large GoF set at 0.10,
0.25, and 0.36, respectively, as suggested by Cohen
(1988). Using an average AVE of 0.735 and an average
R? of 0.372, the GoF value for this study is 0.523
(52.3%), which falls into the high category. This result
indicates that the combined quality of the measurement
model and the explanatory power of the structural
model is highly satisfactory, thereby confirming that
the proposed model is appropriate for further analysis
and for deriving theoretical and practical implications.

Hypothesis Testing

Hypothesis testing was conducted using a one-tailed
significance approach with a confidence level of 95%
(o = 0.05). A hypothesis is accepted if the t-statistic
value is equal to or greater than 1.64 and p-value <0.05,
following the guidelines of Kock (2016) and Kock
and Hadaya (2018). The results of the bootstrapping
procedure are presented in Table 6.

Hypothesis testing results indicate that Individual
Competency positively and significantly influences
Employee Performance (B = 0.295, p = 0.003), thus
accepting H1. Management Support positively and
significantly affects Employee Performance (f =
0.247, p = 0.002), thus accepting H2. Organizational
Support positively and significantly impacts
Employee Performance (B = 0.212, p = 0.006), thus
accepting H3. Management Support positively and
significantly influences Individual Competency (p =
0.508, p = 0.000), thus accepting H4. Organizational
Support positively and significantly affects Individual
Competency (B = 0.312, p = 0.000), thus accepting
H5. The results indicate that all proposed hypotheses
are statistically supported. Individual competence,
managerial support, and organizational support
each demonstrate a positive and significant effect on
employee performance. Furthermore, both managerial
support and organizational support significantly
influence individual competence. These findings
reinforce the theoretical assumption that employee
performance is not only shaped by personal knowledge
and skill sets, but also by contextual workplace factors
such as managerial practices and organizational
systems that provide resources, guidance, recognition,
and fairness. The empirical evidence confirms the

Jurnal Aplikasi Bisnis dan Manajemen (JABM),
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relevance of Human Capital and Organizational
Support Theory in explaining performance variations
within modern organizational settings.

Effect of Individual Competence on Employee
Performance

Individual competencies exert a positive and significant
influence on employee performance at XY Z Retail Store,
as demonstrated by the effective application of skills
in daily operations, such as agile and communicative
cashiers who manage long queues efficiently, and
independent merchandisers who arrange product
displays without direct supervision from superiors.
These behaviors reflect initiative, responsibility, and
independent thinking that collectively enhance overall
retail performance (Ramadhi et al. 2023). In contrast,
low competencies lead to operational bottlenecks, such
as empty shelves resulting from miscommunication,
which negatively affect sales and customer satisfaction,
thereby necessitating targeted training and managerial
support to address competency imbalances (Tallo
& FoEh, 2025). These findings align with prior
research by Sharma et al. (2000), who established
a link between knowledge-based competencies and
retail sales performance; Lucia-Palacios et al. (2020),
who emphasized frontline competencies for superior
service outcomes; and Guridno and Efendi (2020), who
empirically demonstrated the partial and simultaneous
positive effects of competencies on retail employee
performance.

Among the dimensions of individual competencies
(X1), problem-solving ability emerges as the most
dominant factor, enabling employees to engage in
critical and solution-oriented thinking to address
operational challenges, thereby yielding stable, efficient,
and productive performance compared to those with
low adaptability. For instance, warehouse employees
at XYZ Retail Store confronted with inventory system
failures promptly conducted manual physical stock
checks and prioritized restocking, ensuring seamless
operations without disrupting customer
Consequently, this study reinforces the strategic role
of individual competencies as a key performance

service.

driver, recommending that management prioritize
focused training on problem-solving skills to achieve
competitive advantage, convert individual potential
into sustainable performance, and mitigate competency
disparities among employees amid intensifying daily
efficiency demands in the supermarket sector.

8761



Table 5. Goodness of Fit
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Average AVE Average R?

Gof Value Category

0.735 0.372

0.523 High

Table 6. Hypothesis testing results: individual competence, managerial support, and organizational support on

employee performance at XYZ retail store

Hypothesis Relationship Tested Path Coefficient T-Statistic  p-Value Result

H1 Individual competence on employee 0.295 3.015 0.003 Supported
performance

H2 Managerial support on employee performance 0.247 3.049 0.002 Supported

H3 Organizational support on employee 0.212 2.766 0.006 Supported
performance

H4 Managerial support on individual competence 0.508 6.922 0.000 Supported

HS5 Organizational support on individual competence 0.312 4.181 0.000 Supported

Effect of Managerial
Performance

Support on Employee

Management support significantly and positively
influences employee performance at XYZ Retail
Store, as evidenced by clear directives, measured task
assignments, and routine instructions that enhance
employee focus and target comprehension. Conversely,
inadequate support, such as the absence of daily
briefings, leads to unresponsiveness toward customers
and operational instability (Agirre-Aramburu et al.
2023). Forinstance, during distribution issues with fresh
products due to supplier delays, management swiftly
formed a coordination team involving the warehouse
head, procurement, and merchandisers to conduct stock
checks, rearrange shelves, and communicate online
with suppliers, thereby providing customer alternatives
and maintaining stable sales. These findings align with
Almatrooshi et al. (2016), who assert that management
support boosts motivation through
communication, and effective leadership, as well as
Sitindaon et al. (2021), who empirically demonstrate

resources,

its significant impact on employee performance.

The most dominant dimension of management support
is coordination, which ensures synchronization across
departments such as warchousing, cashiering, and
merchandising, thereby preventing task overlaps and
clarifying role understanding to achieve sales targets
and service quality (Zalogo et al. 2019). For example,
during weekend customer surges, the manager arranged
cashier and merchandiser schedule rotations, rapid
warehouse restocking, and real-time communication
via internal groups, resulting in smooth service without
long queues or stock shortages and reinforcing the store’s

professional image. Ismail et al. (2021) emphasize
that such support enhances employee engagement
in improvement suggestions, while Hussain and Das
(2015) view it as systematic performance evaluation;
in retail contexts, its effectiveness is optimized when
integrated with adaptive leadership, team coordination,
and digital technology support to improve productivity
and market responsiveness (Al Issa & Omar, 2024; Li
et al. 2024; Qiao et al. 2024).

Effect of Organizational Support on Employee
Performance

Organizational support significantly and positively
influences employee performance at XYZ Retail
Store, as evidenced by the quarterly and annual reward
policies that provide additional incentives for high-
performing employees. Initially, these policies sparked
dissatisfaction due to opaque evaluation criteria
perceived as favoring those close to supervisors,
which subsequently diminished work motivation
until management revised the system to ensure
fairness acceptable to all employees, thereby restoring
productivity. Higher levels of support through facilities,
policies, and welfare attention correlate with enhanced
performance; this finding aligns with Eisenberger et al.
(2001), who assert that organizational support fosters
affective commitment and positive performance,
Eisenberger and Stinglhamber (2011), who emphasize
that feeling valued boosts motivation, and Alniagik et
al. (2013), who demonstrate its significant impact on
work behaviors and performance in the retail sector.
Interviews at the Merapi branch revealed complaints
about cramped warehouse facilities impairing work
focus, but following reports to management and
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planned improvements, a positive work environment is
anticipated to elevate customer service and sales.

Among the dimensions of organizational support,
the reward dimension exhibits the highest outer
loading compared to fairness/transparency and work
environment, positioning it as the most dominant factor
shaping employee perceptions. Concrete rewards, such
as bonuses for high discipline, are perceived as the
most tangible, directly enhancing motivation, loyalty,
and performance at XYZ Retail Store. The acceptance
of this hypothesis underscores organizational support
as a critical driver of retail performance, with practical
implications for XYZ Retail Store to strengthen
systems like adequate facilities and employee-centric
policies, thereby boosting productivity, loyalty, and
competitiveness in the dynamic retail industry.

Effect of Managerial Support on Individual
Competence

Management support positively and significantly
influences individual competencies among employees
at XYZ Retail Store, evident from the provision of
constructive feedback and two-way communication
through end-of-month evaluation meetings. During
these meetings, employees voice their challenges
and receive direct guidance on solutions, thereby
enhancing technical competencies, self-confidence,
sense of company ownership, and customer service
quality. This finding aligns with Sitindaon et al.
(2021), who assert that management support boosts
employee competencies through leadership guidance
and motivation for optimal performance, as well as
Kurtessis et al. (2017), who explain that organizational
and management support strengthens work abilities
and skills.

The coordination dimension emerges as the most
influential aspect of management support, particularly
in the logistics section of XYZ Retail Store, where
a digital coordination system based on an internal
application significantly improves restocking speed.
This system enables real-time monitoring by warehouse
staff, cashiers, and merchandisers, with supervisors
orchestrating task responsibilities and role clarity,
thus reducing display rack delays, stock errors, and
elevating employees’ digital operational competencies,
although the program is still being rolled out across all
branches. Consequently, management support tangibly
enhances individual competencies; stronger supportive

Jurnal Aplikasi Bisnis dan Manajemen (JABM),
Vol. 12 No. 3, September 2026

leadership, effective coordination, and digital
technology investments lead to higher individual work
effectiveness, underscoring the need for reinforced
rewards, fair communication, and digitalization to
foster employee competency development.

Effect of Organizational Support on Individual
Competence

Organizational support positively and significantly
influences individual competencies of employees at
XYZ Retail Store, with dimensions of fairness and
transparency, reward provision, and a conducive work
environment strengthening competencies through
enhanced self-confidence, loyalty, skill development
motivation, as well as a learning and innovation
climate. For instance, routine training and mentoring
programs for new employees involve supervision by
senior staff under store leadership oversight, which
not only improves technical abilities but also fosters
self-confidence and adaptability to retail job dynamics.
This aligns with findings by Wahdiniawati et al. (2024),
who demonstrated that compensation, organizational
culture, and rewards positively affect retail employee
productivity in Indonesia through motivation and
competency formation, as well as Wahyudi et al. (2024),
who affirmed that HR competencies and organizational
culture, supported by technology, enhance individual
capabilities and performance.

Thus, organizational support proves to be a strategic
pillar in bolstering individual competencies among
XYZ Retail Store employees, not only elevating daily
operational adaptability and self-confidence but also
maximizing sustainable productivity. Management
is therefore recommended to institutionalize these
practices as permanent policies to sustain competitive
advantage in the retail sector.

Managerial Implications

The managerial implications of this research indicate
that enhancing employee performance at XYZ Retail
Store requires integrated strengthening of individual
competencies, managerial support, and organizational
support. Management should design structured training
programs focusing on effective communication,
problem-solving, and time management, accompanied
by continuous mentoring and a minimum frequency
of twice annually to enable employees to adapt to
dynamic work demands. The role of store managers
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and direct supervisors must be optimized through
capacity building, monitoring, and routine feedback
provision, supported by cross-functional coordination
via regular meetings and digitalization utilization to
accelerate workflows and reduce human errors. On
the organizational side, creating a fair, transparent,
and supportive work environment should be realized
through objective performance-based evaluation and
reward systems, timely wage and incentive payments,
adequate work facilities provision, and internal
communication channels that allow employees to
directly convey ideas or complaints.

Operationally, performance
achieved through practical

improvement can be

product knowledge
training in sales areas, customer service training
followed by customer feedback-based evaluations, and
discipline reinforcement via clear work rules, digital
attendance systems, and consistent shift management.
Management also needs to establish realistic sales and
service targets, allocate tasks proportionally according
to employee capacity, and conduct brief weekly
meetings at the start of the week to align understanding
of targets and transparently monitor achievements. The
combination of ongoing training programs, technology-
based leadership and coordination strengthening,
and consistent reward and work discipline systems is
expected to build a strong work ethic, boost employee
confidence and loyalty, and ultimately enhance XYZ
Retail Store’s competitiveness in the modern retail
market.

CONCLUSIONS AND RECOMMENDATIONS
Conclusions

The research findings indicate that employees of XYZ
Retail Store in Central Lampung are predominantly
aged 18-25 years, male, high school graduates, with
tenure less than one year, holding contract status,
and residing less than 5 km from their workplace.
This profile characterizes a young and high-potential
workforce. However, it necessitates retention strategies
to mitigate turnover among new employees. Such
demographic patterns highlight the importance of
targeted development programs to sustain workforce
stability. Consequently, organizations must prioritize
onboarding and engagement initiatives tailored to
early-career workers.
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SEM-PLS analysis confirms thatindividual competency,
management support, and organizational support
exert positive and significant effects on employee
performance, with path coefficients 0f 0.295, 0.247, and
0.212, respectively, and an R? value for performance
of 0.339. Additionally, management support and
organizational support demonstrate strong positive
influences on individual competency (path coefficients
0f'0.508 and 0.312; R? for competency of 0.405). These
results elucidate that the sales achievement fluctuations
observed in 2024 stem from suboptimal reinforcement
of internal human resource factors. The explained
variance underscores the integrated role of these
predictors in driving consistent performance outcomes.
Thus, empirical validation supports theoretical models
linking support mechanisms to competency and
performance in retail settings.

Strategic recommendations emphasize the
implementation of periodic training programs focusing
on effective communication, problem-solving, and
time management; enhancement of inter-branch
coordination through digital platforms; adoption of
transparent performance-based reward systems; and
improvements in workplace facilities. These measures
aim to stabilize key performance indicators such as
product knowledge and customer service. Ultimately,
such interventions will enable consistent sales target
achievement beyond seasonal peaks. Targeted actions
address identified gaps from pre-surveys and modeling
results. Long-term application promises enhanced
operational resilience in modern retail contexts.

Recommendations

Academically, future research is recommended to
expand the model by incorporating mediating variables
such as work motivation or conducting longitudinal
studies across other modern retail settings to test the
generalizability of findings. Practically, for XYZ
Supermarket, management should prioritize biannual
intensive training for new employees, implement real-
time inter-branch coordination applications, revise
reward schemes with concrete targets such as 20% up-
selling, and conduct monthly performance evaluations
based on two-way feedback to ensure sustainable
improvements.
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