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Abstract. In an increasingly competitive business climate, Micro, Small, and
Medium Enterprises (MSMES) play a crucial role in the economy, both locally
and nationally. As such, MSMEs must confront various challenges related to risk
management, customer satisfaction, and operational efficiency. This study aims
to explore the dynamics between risk management, customer satisfaction, and
operational efficiency within the context of MSMEs and how these interactions
influence their success. The research utilizes a literature review method with a
qualitative approach, gathering data from Google Scholar publications between
2004 and 2024. The study confirms that risk management, customer satisfaction,
and operational efficiency are interrelated key factors that significantly impact
the success of MSMEs in a competitive market. Through the analysis of relevant
case studies, it is evident that effective risk management strategies can help
MSMEs navigate market uncertainties and maintain operational stability. High
customer satisfaction, achieved through superior product and service quality,
contributes to growth and customer loyalty. Operational efficiency, attained
through technological innovation and process improvement, allows MSMEs to
reduce costs and enhance competitiveness. The integration of these three factors
enables MSMEs to meet market challenges and achieve sustainable growth.

Keywords: Risk Management, Customer Satisfaction, Operational Efficiency,
MSMEs

Abstrak. Dalam iklim bisnis yang semakin kompetitif, Usaha Mikro, Kecil, dan
Menengah (UMKM) memainkan peran penting dalam ekonomi, baik secara
lokal maupun nasional. Oleh karena itu, UMKM harus menghadapi berbagai
tantangan terkait manajemen risiko, kepuasan pelanggan, dan efisiensi
operasional. Penelitian ini bertujuan untuk mengeksplorasi dinamika antara
manajemen risiko, kepuasan pelanggan, dan efisiensi operasional dalam konteks
UMKM dan bagaimana interaksi ini memengaruhi keberhasilan mereka.
Penelitian ini menggunakan metode tinjauan pustaka dengan pendekatan
kualitatif, mengumpulkan data dari publikasi Google Scholar antara tahun 2004
dan 2024. Studi ini mengonfirmasi bahwa manajemen risiko, kepuasan
pelanggan, dan efisiensi operasional adalah faktor kunci yang saling terkait dan
memiliki dampak signifikan terhadap keberhasilan UMKM di pasar yang
kompetitif. Melalui analisis studi kasus yang relevan, terlihat bahwa strategi
manajemen risiko yang efektif dapat membantu UMKM menghadapi
ketidakpastian pasar dan mempertahankan stabilitas operasional. Kepuasan
pelanggan yang tinggi, dicapai melalui kualitas produk dan layanan yang unggul,
berkontribusi pada pertumbuhan dan loyalitas pelanggan. Efisiensi operasional,
yang dicapai melalui inovasi teknologi dan perbaikan proses, memungkinkan
UMKM untuk mengurangi biaya dan meningkatkan daya saing. Integrasi ketiga
faktor ini memungkinkan UMKM untuk menghadapi tantangan pasar dan
mencapai pertumbuhan yang berkelanjutan.

Kata Kunci: Manajemen Risiko, Kepuasan Pelanggan, Efisiensi Operasional,
UMKM
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INTRODUCTION

In an increasingly competitive business environment, Micro, Small, and Medium
Enterprises (MSMESs) play a crucial role in the economy, both locally and nationally. In
Indonesia, MSMEs contribute approximately 60% of the national Gross Domestic Product
(GDP) and create over 97% of jobs across the country (Yuliani, 2024). As the economic engine,
MSMEs significantly contribute to economic growth and job creation, becoming an integral
part of local communities. MSMEs often serve as sources of innovation, flexibility, and rapid
adaptability to market changes that larger companies may not be able to meet. Therefore,
MSMEs must face various challenges related to risk management, customer satisfaction, and
operational efficiency. The success of MSMES in managing these challenges is instrumental in
determining their competitiveness, as well as their ability to survive and thrive in a dynamic
and competitive market. Given the diverse and complex challenges, effective strategies in these
three aspects are key to ensuring the sustainability and growth of MSMEs.

Risk Management is a fundamental aspect of MSME business continuity that must be
carefully managed. MSMEs often face various risks that can significantly impact their
operations and success. These risks include economic instability, fluctuations in raw material
prices, regulatory changes, as well as operational and market risks that can affect costs and
profit margins (Ausat & Suherlan, 2021). Political uncertainty or currency fluctuations can
cause profound changes in production costs and profitability. MSMEs need to develop
comprehensive and adaptive risk management strategies, including effective risk identification,
analysis, and mitigation. Implementing these strategies requires a deep understanding of the
risks that may be encountered and how they can affect various aspects of the business, enabling
MSMEs to take appropriate actions to mitigate their impact.

Customer Satisfaction is one of the key indicators that influence the competitiveness of
MSMEs in the market. In a market full of choices, customers have high expectations and tend
to switch to competitors if they are not satisfied with the products or services received (Rane
et al., 2023). Customer satisfaction is closely related to various aspects, including product
quality, after-sales service, and the overall customer experience during interactions with
MSMEs. Efforts to improve customer satisfaction often involve improving product and service

quality as well as developing responsive and personalized customer service. MSMEs can
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implement customer feedback systems and train staff to provide better service to ensure high
customer satisfaction. Improving customer satisfaction helps retain existing customers and
attract new ones, ultimately contributing to the growth and success of MSME businesses.

Operational Efficiency is another important factor that influences MSME performance. In
a tight business environment, MSMEs must manage resources efficiently to maintain
competitiveness and improve their operational outcomes. Efficient operational processes can
reduce costs, accelerate response times, and increase productivity (Auramo et al., 2004).
Strategies such as the adoption of appropriate technology, process improvement, and effective
supply chain management are some methods that can be used to achieve operational efficiency.
Automation technology can help speed up production processes and reduce labor costs, while
good supply chain management can ensure a consistent and quality supply of raw materials.
With high operational efficiency, MSMEs can offer more competitive prices and improve the
quality and speed of service, which ultimately contributes to customer satisfaction and
competitiveness.

These three factors—risk management, customer satisfaction, and operational
efficiency—are not standalone but are interconnected and mutually influential. Good risk
management can help reduce disruptions in business operations, which in turn can affect
customer satisfaction. Conversely, efficient operational processes enable MSMEs to better
meet customer expectations and handle risks more effectively (Martinez-Pelaez et al., 2023).
The interaction between these three aspects is very complex and requires an integrated
approach to manage them synergistically. An effective risk management strategy can help
minimize operational disruptions that may affect customer satisfaction, while high operational
efficiency ensures that MSMEs can provide high-quality products and services at controlled
costs.

However, in literature and business practice, these three aspects are often discussed
separately without considering how they are interrelated and affect the overall performance of
MSMEs. This separation can lead to a lack of understanding of how the integration of these
three aspects can be simultaneously applied to enhance the competitiveness and success of
MSMEs. Therefore, it is important to explore the relationships between these factors and how
they influence each other in order to design more effective and holistic strategies for MSMEs.

Moreover, contextual factors such as the size of MSMEs, industry sectors, and market
conditions also influence the implementation of these strategies. Variations in contextual
factors can affect how risk management, customer satisfaction, and operational efficiency
strategies are applied and adapted to the specific needs of MSMEs. For example, MSMEs in
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the technology sector may face different risks and challenges compared to MSMEs in the retail
or manufacturing sectors. A deep understanding of the local context is essential for designing
strategies that are relevant and effective for MSMEs in various environments and market
conditions.

With this background, it is important to conduct an in-depth exploration of how these three
factors interact and influence the performance of MSMEs in a competitive market. This
research aims to explore the dynamics between risk management, customer satisfaction, and
operational efficiency in the context of MSMEs and how these interactions affect their success.
The primary goal of this research is to identify and analyze the relationships between these
three factors and provide recommendations that can help MSMEs improve their

competitiveness and business success.

METHOD

This research employs a literature review method with a qualitative approach to explore
risk management strategies, customer satisfaction, and operational efficiency in the context of
Micro, Small, and Medium Enterprises (MSMES) in competitive markets. The qualitative
approach allows for an in-depth understanding of the phenomena being studied by gathering
information from relevant sources and analyzing it descriptively. In conducting this research,
descriptive analysis is used to outline and describe the results of the literature review. Data
were obtained through a search on Google Scholar within the publication range from 2004 to
2024. Initially, 34 relevant articles were identified and collected as preliminary data. These
articles then underwent a rigorous selection process based on relevance, quality, and
contribution to the research topic. After the selection process, 20 articles meeting the criteria
were chosen for further analysis. This literature review aims to provide a comprehensive
overview of how the three aspects—risk management, customer satisfaction, and operational
efficiency—interact and influence the success of MSMEs in competitive markets. Through a
qualitative approach and descriptive analysis, this research focuses on gaining a deep
understanding of existing literature to identify relevant patterns, trends, and insights related to

the research topic.

RESULTS

Risk management is a systematic process designed to identify, analyze, and control risks
that may affect the achievement of organizational objectives (Amraoui et al., 2019). This
process involves assessing the likelihood and impact of various risks, both internal and
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external, and developing strategies to mitigate or manage the negative effects of these risks.
The primary goal of risk management is to minimize potential losses, ensure operational
continuity, and enhance the organization's ability to respond to emerging challenges and
opportunities, thereby achieving business objectives more effectively (Torabi et al., 2016).

Customer satisfaction is a measure of how well a company's products or services meet or
exceed customer expectations (Noor et al., 2023). It encompasses aspects such as product
quality, service effectiveness, customer experience, and responsiveness to customer needs and
complaints. Customer satisfaction is often gauged through surveys or direct feedback and is
closely linked to customer loyalty, willingness to recommend the company to others, and the
likelihood of continued use of the product or service. High levels of satisfaction reflect the
company's success in meeting customer expectations and can enhance its reputation and
competitive edge in the market (Hadi & Indradewa, 2019).

Operational efficiency is an organization's ability to utilize resources—such as time, labor,
and raw materials—optimally to produce goods or deliver services at the lowest possible cost
without sacrificing quality (De Weger et al., 2022). This concept includes effectively managing
business processes, reducing waste, and increasing productivity through various strategies,
such as automation, process improvement, and supply chain management. The main goal of
operational efficiency is to maximize output and profitability while minimizing costs and risks,
enabling the company to operate more competitively and be responsive to market changes
(Judijanto et al., 2024).

MSMEs, or Micro, Small, and Medium Enterprises, are business categories grouped based
on size, scale of operations, and the number of employees or annual revenue. Micro enterprises
typically have fewer than 10 employees and very limited annual revenue, while small
enterprises have between 10 and 50 employees with larger, yet still relatively small, annual
revenues compared to large companies. Medium enterprises have between 50 and 250
employees and higher annual revenues. MSMEs play a crucial role in the economy,
contributing to job creation, innovation, and local economic development, and often serve as

the driving force in small community economies (Ausat et al., 2022; Ausat & Peirisal, 2021).

DISCUSSION

Risk management is a crucial aspect of ensuring the sustainability of MSMEs, especially
amid increasingly complex market uncertainties (Ulupui et al., 2024). MSMEs often face
various risks that can affect their stability and growth, such as financial, operational, and market
risks. For example, Eiger Adventure, which operates in the outdoor apparel sector, encountered
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significant challenges when the prices of their raw materials fluctuated sharply. These price
fluctuations can directly impact profit margins, especially since raw materials are a key
component in the production process. To address this risk and maintain operational stability,
Eiger implemented a risk management strategy involving supplier diversification and fixed-
price agreements. This strategy allows Eiger to mitigate the negative impact of raw material
price fluctuations, ensuring cost stability and smooth operations. This approach enables Eiger
to remain competitive in the market and protect their profits from unpredictable price
fluctuations while maintaining customer satisfaction by ensuring consistent product
availability.

Customer satisfaction is a key indicator in assessing the success of MSMEs and can be a
determining factor in their market success (Fianto, 2018). Kopi Kenangan, for instance, has
successfully increased customer satisfaction by focusing on product quality and customer
experience. This coffee industry MSME implemented a customer feedback system that allows
them to actively adjust products and services according to customer needs and preferences.
Loyalty programs, such as exclusive discounts and special offers for loyal customers, along
with responsive customer service, also significantly contribute to increasing customer
satisfaction. Through this approach, Kopi Kenangan has strengthened relationships with its
customers and supported its growth and expansion in a competitive market. Consistent product
quality, quick service, and attention to customer feedback have enabled Kopi Kenangan to
build a loyal customer base and minimize customer churn, which is crucial in an industry
heavily dependent on reputation and customer experience.

Operational efficiency is a critical key in reducing costs and increasing productivity, which
directly impacts MSMEs' competitiveness (Triwahyono et al., 2023). For example, Merek
Dagang, an MSME in the manufacturing sector, has successfully implemented automation
systems in their production process. The use of this automation technology allows them to
reduce downtime and increase machine efficiency, which in turn lowers production costs and
increases profit margins. Merek Dagang can offer more competitive product prices, enhancing
their market competitiveness and ensuring consistent product quality by adopting this
technology. Automation also helps in reducing human error and increasing product
consistency, which is crucial in maintaining the quality standards expected by consumers.
Improved operational efficiency contributes to cost reduction and allows Merek Dagang to
scale production and meet growing market demand more effectively.

The integration of risk management and customer satisfaction is vital in maintaining the

stability and growth of MSMEs (Lima et al., 2020). Bukalapak, a leading e-commerce
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platform, for example, faced issues related to delivery delays that impacted customer
satisfaction. These delays can lead to a decline in customer trust and potentially reduce
transaction volumes. To address this issue, Bukalapak implemented a risk management system
involving supply chain evaluation and logistics improvements. These enhancements included
optimizing delivery routes and improving coordination with logistics partners. Better tracking
systems were also implemented to provide transparency to customers regarding the status of
their orders. This approach significantly reduced delays and increased customer satisfaction
through more timely deliveries and better service. The integration of risk management and
customer satisfaction demonstrates how improvements in logistics and supply chain can
directly enhance the customer experience and support the success of e-commerce platforms in
a competitive market.

The relationship between operational efficiency and customer satisfaction is also highly
significant (Carl, 2004). J.CO Donuts & Coffee, which operates in the food and beverage retail
sector, is a good example in this regard. They have successfully improved operational
efficiency through better inventory management and checkout process optimization. J.CO has
increased customer satisfaction and encouraged repeat purchases by reducing customer wait
times and ensuring consistent product availability. Efficient inventory management allows
J.CO to reduce waste and ensure that popular products are always available to customers. High
operational efficiency enables J.CO to provide faster service and respond more effectively to
customer needs, which in turn enhances customer loyalty and contributes to sustainable
business growth in a highly competitive sector.

Good risk management can also affect operational efficiency by reducing disruptions in
business processes (Virglerova et al., 2022). BCA (Bank Central Asia) is a relevant example
in this context. BCA faces significant cyber risks in their banking operations, but by
implementing strict IT security policies and providing employee training, they have
successfully reduced cyber risks and maintained smooth IT operations. These security
measures include the use of intrusion detection systems, data encryption, and regular security
audits. This approach shows that effective risk management can help reduce operational
disruptions and improve long-term efficiency by ensuring that banking systems remain secure
and reliably accessible to customers. Good security also increases customer trust, which is
essential for retaining and attracting new customers in the banking industry.

The integration of risk management, customer satisfaction, and operational efficiency can
be observed in the case study of Gojek, an MSME in the transportation and logistics services
sector. Gojek faces significant challenges in managing operational risks, improving customer
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satisfaction, and achieving efficiency. Gojek has successfully mitigated operational risks,
enhanced service quality through continuous driver training, and improved internal processes
to achieve better efficiency by adopting a data-driven management system. The use of data
analytics to monitor driver performance and demand patterns helps in more efficient route
planning and better resource management. The result of this approach is increased customer
satisfaction and better operational efficiency, demonstrating the importance of integrating these
three aspects to support the success of MSMEs in the services sector.

Technology plays a crucial role in enhancing risk management, customer satisfaction, and
operational efficiency (Iskandar, 2023). Telkom Indonesia is a relevant example in this regard.
Telkom Indonesia has implemented cloud-based management systems and analytical tools by
using analytics technology to predict operational risks and manage communication networks.
The implementation of this technology improves operational efficiency and enhances their
ability to respond to issues quickly, which in turn contributes to increased customer satisfaction
through more reliable services. Analytical technology helps in monitoring and analyzing
network performance in real-time, enabling problem detection and resolution before they
impact customers. With this innovation, Telkom Indonesia can maintain a high level of service
and better meet customer expectations.

However, strategy implementation often faces challenges. Unilever Indonesia, for
example, struggled to align risk management strategies with customer satisfaction and
operational efficiency. This issue arose due to resource limitations and the complexity of
processes that needed to be managed. Unilever faced challenges in ensuring that all parts of the
organization could work together to address risks while maintaining quality standards and
customer satisfaction. For MSMEs, it is essential to address these challenges with appropriate
solutions, such as clear responsibility allocation, the use of suitable technology, and adequate
employee training, to ensure that implemented strategies are well integrated and effective in
achieving their business goals.

The size of MSMEs affects how they implement risk management strategies, customer
satisfaction, and operational efficiency. Small MSMEs, such as Tahu Pong, often face resource
limitations that affect their ability to implement comprehensive strategies. Tahu Pong, as a
small MSME, may not have a large budget for advanced technology investments or intensive
employee training. On the other hand, medium-sized MSMEs like Sido Muncul have more
resources to invest in technology and training, enabling them to manage risks, improve
customer satisfaction, and achieve operational efficiency more effectively. This difference
highlights how the size and capacity of MSMEs influence the strategies they implement, with
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larger MSMEs having advantages in terms of economies of scale and the ability to implement
more complex solutions.

This discussion emphasizes that risk management, customer satisfaction, and operational
efficiency are interrelated elements that influence the success of MSMEs in a competitive
market. The case studies presented illustrate how integrated strategies can help MSMEs
overcome market challenges, enhance competitiveness, and achieve sustainable growth. The
practical implications of this research are the need for MSMEs to develop holistic and adaptive
strategies that encompass these three aspects to ensure their long-term success. With the right
approach, MSMEs can optimize their performance in the market, face challenges more
effectively, and seize opportunities for sustainable growth.

Table 1. Key Findings on Risk Management, Customer Satisfaction, and Operational
Efficiency for MSMEs

Aspect Key Finding Case Example
Risk Effective risk Eiger Adventure mitigated
Management management helps SMEs raw material price fluctuations

handle market uncertainties through supplier diversification.
and maintain operational
stability. Strategies such as
supplier diversification can
mitigate risk impacts.
Customer High customer Kopi Kenangan improved

Satisfaction satisfaction contributes to satisfaction through customer
growth and customer loyalty.  feedback and loyalty programs.
Feedback systems and loyalty
programs can enhance
customer experience.

Operational Operational efficiency Merek Dagang implemented
Efficiency reduces costs and increases automation to reduce production
productivity. Automation costs and improve profit margins.

technology and process
improvements can enhance
operational efficiency and
competitiveness.
Strategy Integrating risk Gojek used data integration to
Integration management, customer manage risks, improve service
satisfaction, and operational quality, and enhance efficiency.
efficiency helps SMEs address
market challenges and achieve
sustainable growth.
Technology Technology plays a Telkom Indonesia used
Impact crucial role in enhancing all analytics to predict risks and
three aspects. Using analytics  improve operational efficiency.
and cloud-based systems can
improve risk management,
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customer satisfaction, and
operational efficiency.

Implementation Implementing strategies Unilever Indonesia faced
Challenges can face challenges such as challenges aligning risk
resource limitations and management strategies with
process complexity. Suitable  customer satisfaction and
solutions are necessary to efficiency.
address these challenges.
SME Size and SME size influences their Tahu Pong faced resource
Strategy ability to implement constraints, while Sido Muncul
strategies. Small SMEs may could invest more in technology
face resource constraints, and training.

while medium-sized SMEs
have more resources for
investment in technology and
training.

CONCLUSION

This research confirms that risk management, customer satisfaction, and operational
efficiency are key interconnected factors that have a significant impact on the success of
MSMEs in competitive markets. Through the analysis of relevant case studies, it has been
demonstrated that effective risk management strategies can help MSMEs navigate market
uncertainties and maintain operational stability. High customer satisfaction, achieved through
superior product and service quality, contributes to customer growth and loyalty. Operational
efficiency, obtained through technological innovation and process improvements, enables
MSMEs to reduce costs and enhance competitiveness. The integration of these three factors
helps MSMEs face market challenges and achieve sustainable growth.

The implications of this research suggest that MSMEs should develop and implement
strategies that integrate risk management, customer satisfaction, and operational efficiency.
Good risk management can protect MSMEs from potential disruptions and unexpected losses,
while high customer satisfaction supports business loyalty and growth. Enhanced operational
efficiency helps MSMEs reduce costs and increase profitability. Therefore, MSMEs need to
invest in technology and training to improve these three aspects, as well as actively monitor

and adjust their strategies to respond to market changes.

RECOMMENDATIONS
Based on the findings of this research, several important recommendations can be
proposed. First, MSMEs should adopt a data-driven risk management approach and leverage

technology to monitor and evaluate risks in real-time. Educating and training employees on
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potential risks is also important to minimize their impact. Additionally, a focus on customer
satisfaction is crucial; MSMEs should continuously gather customer feedback and make
necessary adjustments to products and services to meet their needs. Loyalty programs and
responsive customer service can enhance customer satisfaction and encourage repeat
purchases. To improve operational efficiency, MSMEs should invest in automation technology
and efficient management systems to increase productivity and reduce costs. Operational
efficiency can also be enhanced through continuous internal process improvements. Finally, it
is essential for MSMEs to integrate risk management, customer satisfaction, and operational
efficiency strategies into their planning and operational execution. The use of analytical tools
and data-driven management systems can facilitate this integration and help MSMEs
effectively address market challenges.

This research has several limitations that need to be considered. First, the analysis only
covers case studies available on Google Scholar, which may not encompass the full spectrum
of MSMESs across various sectors. Second, the qualitative approach of the literature review may
limit the generalizability of the findings to all types of MSMEs, given that specific
characteristics and challenges may differ between industry sectors. Third, the data drawn from
the 2020-2024 period reflects market conditions and risks that may change in the future, so
these research findings may need to be updated to reflect recent developments. Finally, this
research relies on the availability and quality of the selected articles, which may affect the
depth and accuracy of the analysis
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