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ABSTRACT

This study examines key competencies in tourism, highlighting the balanced value of technical (hard) 
and interpersonal (soft) skills. In tourism, where customer interaction and cultural sensitivity are para-
mount, a multidimensional skill set enhances employability and organizational competitiveness. Findings 
show that technical skills, such as operational and financial expertise, are essential for efficiency yet 
insufficient alone to meet complex industry needs. Soft skills—communication, adaptability, teamwork, 
and problem-​solving—are critical for customer satisfaction and positive client experiences. Moreover, 
competencies like emotional intelligence and leadership are vital in multicultural settings. The study 
suggests educational programs should integrate both skill types to better align with industry demands. 
This competency-​based approach benefits not only tourism but also broader workforce development, 
promoting sustainable growth through adaptable, well-​rounded professionals.



INTRODUCTION

In today’s world, the study and understanding of competencies have become pivotal across all sectors 
due to the profound impact these skills have on organizational competitiveness, innovation, and adaptability. 
In a globalized economy characterized by rapid technological advancement, evolving market demands, 
and diverse stakeholder expectations, competencies no longer encompass just the technical know-​how 
needed for specific roles. Instead, they now represent a spectrum of abilities that include interpersonal, 
cognitive, and behavioral skills essential for fostering resilience and sustained organizational growth. This 
comprehensive view of competencies underscores the fact that technical expertise alone is insufficient 
for navigating the complexities of a highly dynamic business environment.

The increasing importance of emerging technologies, such as artificial intelligence and data analytics, 
further amplifies the need for a workforce with broad, multidimensional competencies. These technol-
ogies not only reshape operational processes but also necessitate the development of complementary 
skills, such as adaptability, complex problem-​solving, and critical thinking, to leverage their full potential 
effectively. Alongside technological shifts, generational diversity within the workforce introduces vary-
ing perspectives and values, which in turn enrich organizational culture and drive innovation. However, 
this diversity also underscores the need for effective communication and collaboration skills to bridge 
generational divides and ensure cohesion within teams.

In the realm of employability, competencies occupy a central role, directly influencing an individual’s 
capacity to adapt to shifts in the job market and respond proactively to new challenges. This emphasis is 
mirrored in the growing demand for professionals who possess both hard skills (technical proficiency) and 
soft skills (interpersonal capabilities). The success of an organization increasingly relies on individuals 
who can harmoniously integrate these two skill types to deliver results. Moreover, competencies like 
leadership, emotional intelligence, and teamwork have become indispensable in fostering an inclusive 
and supportive work environment, contributing not only to individual growth but also to a culture of 
shared purpose. This balanced approach to skill development has thus emerged as a cornerstone of sus-
tainable organizational success, positioning competency-​based workforce training as a strategic priority 
for businesses and educational institutions alike.

This research purpose is to conduct a comprehensive analysis of the competencies required in the 
tourism industry, encompassing both hard and soft skills, to address the evolving needs of the sector. In 
an era where globalization and digital transformation continuously reshape the landscape, the tourism 
industry faces mounting challenges in balancing technical expertise with interpersonal competencies. 
This study aims to elucidate the role of these skills in sustaining competitive advantage and enhancing 
employability within the sector. By exploring competencies across diverse operational roles, this research 
provides valuable insights into the skill dynamics essential for fostering a resilient workforce capable 
of meeting industry demands.

This study is structured as follows: the introduction sets the foundational context, presenting the 
significance of both hard and soft skills in tourism. Following this, the literature background delves into 
existing theoretical frameworks, tracing the evolution of skill requirements and highlighting seminal works 
that have shaped current competency models in tourism. Methodological considerations are subsequently 
addressed, detailing the approach employed to analyze competency requirements. The results section 
then presents findings on skill gaps and emerging competency needs, while the discussion interprets 
these findings considering industry trends and workforce development. Finally, the study concludes 
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