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Abstract

Banten Province, located at the western tip of Java Island, is a major tourist destination with various
natural attractions, cultural heritage sites, and strategic coastal areas. Despite having attractions such
as Ujung Kulon National Park, Tanjung Lesung Beach, and the historic city of Serang, the tourism sector
in Banten faces major challenges related to the ability of human resources. This study examines the
role of human resource capabilities in improving Banten's tourism sector by focusing on existing
research gaps. The findings show significant skills shortages in customer service, digital literacy, and
sustainable tourism practices. Current training programs are not enough to bridge these shortcomings,
resulting in less than optimal service quality and limited innovation. In addition, there is a mismatch
between the educational curriculum and the needs of the industry, as well as ineffective government
support. The study recommends the development of tailored training programs, increased collaboration
between educational institutions and tourism businesses, and more targeted government support to
support sustainable tourism innovation and practices. By addressing these gaps, Banten's tourism
sector is expected to improve its human resource capabilities, encourage innovation, and be more
aligned with sustainable practices, which in turn can contribute to its growth and competitiveness.
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1. Introduction

Banten Province, located on the western tip of Java Island, is home to a variety of natural
attractions, cultural heritage sites, and strategic coastal areas, making it a prime destination
for both domestic and international tourists. Popular destinations such as Ujung Kulon National
Park, Tanjung Lesung Beach, and the historic city of Serang attract thousands of visitors
annually, contributing significantly to the local economy. Despite these advantages, the tourism
sector in Banten faces several challenges that hinder its growth and competitiveness,
particularly in terms of human resource capabilities. In an ideal scenario, Banten’s tourism
industry would be characterized by high service standards, innovation in tourism products, and
sustainable practices that ensure long-term growth. However, the reality presents a different
picture. Tourism businesses in Banten often struggle with limited skilled labor, insufficient
training opportunities, and a lack of industry-specific education, which ultimately affects the
quality of services and the overall visitor experience.

Tourism businesses in Banten face significant challenges related to a shortage of skilled
labor, insufficient training opportunities, and a lack of industry-specific education. According to
Wahyudi & Wijaya (2022), approximately 65% of tourism businesses in the region struggle
with finding employees who possess the necessary skills in customer service and hospitality
management. This shortage of skilled labor impedes the ability of these businesses to deliver
high-quality services and meet the demands of visitors effectively.

In addition to the skills gap, training opportunities for tourism workers in Banten are
notably inadequate. Hidayat & Farhan (2022) report that about 70% of tourism workers in the
region have not received formal training in essential areas such as digital literacy, which is
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critical for improving service delivery and operational efficiency. This lack of training
contributes to the overall inefficiency of the sector and affects service quality.

Furthermore, there is a substantial gap in industry-specific education. Kusumaningtyas
et al. (2021) find that 55% of educational institutions in Banten do not offer specialized
programs tailored to the tourism sector's needs. This educational shortfall results in a mismatch
between graduates' skills and industry requirements. Sutrisno & Sari (2023) highlight that
about 60% of tourism businesses struggle to maintain high service quality due to these
educational deficiencies and inadequate training. This combination of factors negatively
impacts visitor satisfaction and the overall quality of services provided in Banten's tourism
sector.

The theoretical foundation of this study is rooted in human resource development (HRD)
theories and tourism management frameworks. Human Resource Development is often
viewed as a strategic approach to enhancing the skills, knowledge, and abilities of individuals
within an organization or sector, directly impacting productivity, service quality, and innovation
(Swanson & Holton, 2009).

In the context of tourism, HRD is critical for fostering a workforce capable of meeting the
demands of an increasingly globalized and dynamic industry. The Service-Dominant Logic
(SDL) framework also underpins this study, emphasizing that the success of tourism services
is largely dependent on the quality of human interactions and service delivery (Vargo & Lusch,
2004).

One of the critical research gaps in Banten's tourism sector is the skills mismatch
between what the industry demands and what the workforce offers. Several studies have
identified that many tourism workers lack the specific skills required to meet the evolving needs
of the industry, such as digital marketing, customer service, and language proficiency.
However, there is limited research on targeted training programs designed to bridge this gap,
particularly in the context of Banten Province (Wahyudi & Wijaya, 2022). Furthermore, while
educational institutions in Banten offer various tourism-related programs, the effectiveness of
these programs in equipping students with the necessary competencies remains
underexplored (Kusumaningtyas et al., 2021).

Another significant gap is the high turnover rates in the tourism sector, which is a
common issue that negatively impacts service continuity and quality. Despite this, there is a
scarcity of research on strategies to improve employee retention through HR development.
Studies that examine the relationship between employee satisfaction, career progression
opportunities, and retention rates in Banten’s tourism industry are notably absent (Sutrisno &
Sari, 2023). Additionally, industry-academia collaboration is essential for aligning educational
outcomes with industry needs. However, there is limited research on effective partnerships
between educational institutions and tourism businesses in Banten, particularly in the areas of
curriculum development and internships that provide real-world experience (Prasetyo & Mulia,
2023).

Digital literacy is increasingly important in the tourism sector, yet there is a gap in
understanding how the digital skills of tourism workers in Banten affect their job performance
and the competitiveness of tourism businesses. Research exploring the integration of digital
tools and platforms in tourism operations and the digital literacy levels of the workforce is
lacking (Hidayat & Farhan, 2022). Moreover, while sustainable tourism practices are gaining
global traction, there is insufficient research on how HR capabilities in Banten’s tourism sector
align with these practices. This gap is particularly concerning given the growing importance of
sustainability in attracting environmentally conscious tourists (Rachmawati & Santoso, 2023).

Lastly, the quality of customer service in Banten’s tourism industry is crucial for visitor
satisfaction, yet studies linking HR capabilities with service quality are limited. There is a need
for research that assesses current customer service standards and identifies areas where HR
development can improve service outcomes (Fitriana & Utami, 2021). Additionally, the role of
government support in enhancing HR capabilities within the tourism sector remains under-
researched.

Studies that examine the impact of government policies, such as incentives for training
and development, on the competitiveness of Banten's tourism sector are particularly needed
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(Mulyani & Setiawan, 2022). Furthermore, research on innovation in tourism products,
particularly how HR capabilities contribute to innovation in Banten’s tourism businesses, is
scarce. Understanding this link is vital for fostering a dynamic and competitive tourism
environment (Sari & Nugraha, 2023).

The primary purpose of this study is to explore the role of human resource capabilities in
enhancing the tourism sector in Banten Province by addressing the identified research gaps.
By conducting a comprehensive review of the literature from the past three years, this study
aims to provide insights into the current state of HR development in Banten's tourism industry
and propose strategies to overcome existing challenges. The study will also examine the
effectiveness of current training programs, the role of government policies, and the potential
for innovation and sustainable practices driven by HR capabilities. Ultimately, this research
seeks to contribute to the development of a more competitive and sustainable tourism sector
in Banten Province.

2. Method
This study adopts a literature review approach to explore the role of human resource
capabilities in enhancing the tourism sector in Banten Province. The literature review method
involves systematically identifying, analyzing, and synthesizing existing research and
publications relevant to the topic. This approach allows for a comprehensive understanding of
the current state of knowledge, identification of research gaps, and the development of insights
based on existing studies. The data collection process will begin with a systematic search of
academic databases, including Google Scholar, JISTOR, Scopus, and ScienceDirect, to locate
relevant literature published within the last three years. The search will use a combination of
keywords and phrases such as "human resource capabilities,” "tourism sector," "Banten
Province," "HR development," "tourism education," "skills gap," and "sustainable tourism."
Table 1. Research gaps 2021 - 2023

Data Collection Focus/Key

Geographical

Study Method Data Sources Themes Context
Tourism .
Wahyudi & Survey & businesses, Skills gap, HR Bant_en
- . development Province,
Wijaya (2022) Interviews employees, HR strateqies Indonesia
managers g
Educational
institutions, .
. Document Tourism
Kusumaningtyas ; government . . .
Analysis & education, skills Indonesia
et al. (2021) ) reports,
Interviews . development
academic
journals
Tourism L
Hidayat & workers, digital D igital Ilter_acy, Bant_en
Surveys . impact on job Province,
Farhan (2022) literacy erformance Indonesia
assessments P
Government
Mulyani & Document reports, policy Government Bantgn
; . documents, support, HR Province,
Setiawan (2022) Analysis . e i
industry policies Indonesia
publications
Prasetyo & Case Study & institutions, . .
. , . collaboration, Indonesia
Mulia (2023) Interviews tourism .
. curriculum
businesses
development
Rachmawati & Literature Academic Sustainable Global
Santoso (2023) Review & journals, books, tourism perspective with
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Thematic government practices, HR insights for
Analysis reports alignment Indonesia
Tourism
Sari & Nugraha Mixed Methods busmesges, Innovation, HR Bantgn
(Surveys & innovation o Province,
(2023) . capabilities i
Interviews) assessment Indonesia
reports
Challenges in
Sutrisno & Sari Qualltgtlve Tourism sector HR '
Analysis stakeholders, development, Indonesia
(2023) .
(Interviews) HR managers employee
retention
Tourism
. . Surveys & businesses, Customer Banten
Fitriana & Utami - . . )
(2021) Obse_rvatlonal custpmer service qu_ql!ty, Provmcg,
Studies service HR capabilities  Indonesia
assessments

Source : Author’s data (2024)

The table 1. shows that the analysis of the literature on human resource capabilities in
Banten's tourism sector revealing several key themes and patterns. Thematic synthesis of
studies such as those by Wahyudi & Wijaya (2022) and Sutrisno & Sari (2023) highlights a
significant skills gap in the tourism workforce, particularly in areas like digital literacy, customer
service, and sustainable tourism practices. These gaps are exacerbated by the insufficiency
of current training programs, which do not fully address industry demands. Similarly, research
by Kusumaningtyas et al. (2021) and Prasetyo & Mulia (2023) underscores the need for
stronger industry-academia collaboration. Educational programs are often misaligned with
practical industry needs, resulting in a workforce that is not fully prepared to meet the
challenges of the tourism sector. Government support, as discussed by Mulyani & Setiawan
(2022), is also found to be lacking in effectively promoting HR development, with policies and
incentives falling short of addressing the specific needs of the sector.

Further analysis reveals the role of innovation and sustainable tourism practices as
critical yet underexplored areas. Studies by Sari & Nugraha (2023) and Rachmawati & Santoso
(2023) indicate that HR capabilities are crucial for driving innovation and aligning with global
sustainability trends, yet current HR practices do not adequately support these objectives. The
comparative analysis of these studies shows that while certain challenges are consistent, such
as the skills gap and need for better collaboration, the effectiveness of interventions varies.
There is a clear need for more targeted research on digital literacy, long-term impacts of HR
interventions, and the integration of sustainable practices into HR development strategies.

This synthesis of findings points to the necessity for strategic recommendations,
including the development of tailored training programs, enhanced partnerships between
educational institutions and tourism businesses, and more proactive government involvement
in supporting HR development.

3. Results and Discussion
Results

The literature review on human resource capabilities in Banten’s tourism sector reveals
several critical findings. First, there is a pronounced skills gap affecting the workforce,
particularly in digital literacy, customer service, and sustainable tourism practices. Studies by
Wahyudi & Wijaya (2022) and Sutrisno & Sari (2023) underscore that existing training
programs are inadequate in bridging these gaps, resulting in suboptimal service quality and
limited innovation. Second, the analysis of industry-academia collaboration highlights a
disconnect between educational curricula and industry requirements.

Research by Kusumaningtyas et al. (2021) and Prasetyo & Mulia (2023) shows that while
educational institutions offer tourism-related programs, they often lack practical components
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that align with the needs of the tourism industry. Third, the role of government support in HR
development is critical but insufficient. Mulyani & Setiawan (2022) find that government policies
and incentives are not effectively targeted at addressing the specific HR challenges faced by
the tourism sector in Banten.

Further analysis reveals that innovation and sustainable tourism practices are key areas
where HR capabilities are currently underutilized. Studies by Sari & Nugraha (2023) and
Rachmawati & Santoso (2023) indicate that the potential for driving innovation and adopting
sustainable practices is hampered by a lack of skilled personnel. The need for more robust HR
development strategies that support these areas is evident from the findings. The comparative
analysis of the literature shows that while certain challenges are universally recognized, such
as the skills gap and the need for better collaboration, the effectiveness of interventions varies
significantly. This variation highlights the need for more targeted and region-specific solutions.

Discussion

The findings from the literature review suggest that Banten's tourism sector faces
significant challenges related to human resource capabilities. The skills gap identified in key
areas such as digital literacy and customer service reflects a broader issue of inadequate
training and development opportunities within the sector. This gap not only impacts service
quality but also limits the sector’s ability to innovate and adapt to emerging trends. The need
for more practical, industry-relevant training programs is apparent, as is the requirement for
stronger collaboration between educational institutions and tourism businesses. Enhancing
industry-academia partnerships could ensure that educational programs are better aligned with
real-world industry needs, preparing graduates more effectively for the workforce.

The role of government support emerges as a critical factor in addressing these
challenges. Current policies and incentives appear to be insufficient in promoting effective HR
development and supporting the tourism sector’'s growth. There is a clear need for more
targeted government interventions that address specific HR needs, such as funding for training
programs and incentives for sustainable tourism practices. Additionally, the underutilization of
HR capabilities in driving innovation and sustainability points to a broader need for strategic
HR development initiatives that align with global trends and sector-specific requirements.

Overall, the results highlight a pressing need for comprehensive HR development
strategies that address identified gaps and leverage opportunities for improvement.
Recommendations include developing tailored training programs that focus on key skills,
fostering stronger industry-academia collaboration, and advocating for more effective
government support. By addressing these areas, Banten’s tourism sector can enhance its
human resource capabilities, drive innovation, and better align with sustainable tourism
practices, ultimately contributing to its growth and competitiveness.

4. Conclusions

The literature review on human resource capabilities in Banten’s tourism sector reveals
several critical insights. The primary conclusion is that significant skills gaps exist in areas such
as digital literacy, customer service, and sustainable tourism practices. Current training
programs are not sufficiently addressing these gaps, which hampers service quality and limits
the sector's ability to innovate and adapt. Furthermore, there is a noticeable disconnect
between educational curricula and industry needs, with existing programs often lacking
practical components that align with the demands of the tourism industry. Government support,
while present, is inadequate in addressing specific HR development challenges and promoting
sustainable tourism practices. Additionally, the potential for leveraging HR capabilities to drive
innovation and sustainability remains underutilize.
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