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The impact of globalization has made by business development in Indonesia. This condition have opportunities 

for entrepreneurs in industrial sectors to compete in attracting consumers. This condition is also caused by 

hospitality service industry to face intense competition and experience rapid growth and development. In 

addition, the competition formed spurred hospitality companies to further enhance their role in serving 

consumers. Based on the results, a market share survey by the LH Hotel consumers team only need clean, 

comfortable, and affordable rooms and good service. Consumers no longer need too many hotel facilities such as 

a variety of restaurants or rooms that are too large at high prices. Consumers are getting smarter in planning their 

trips so that there is a trend of hotels that have basic facilities needed by consumers but at low prices. The 

phenomenon and facts of the development of the hospitality business make the main foundation for LH Hotel in 

building a hospitality property that focuses on the needs of consumers for a 3-star hotel class. The hospitality 

industry that is cultivated by LH Hotel is a service industry that cannot be separated from the importance of 

managing human resources to be able to create maximum service quality. Therefore LH Hotel must implement a 

good human capital system in order to obtain and prepare competent human resources.  
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1. INTRODUCTION 

The phenomenon of business development in the era of 

globalization in Indonesia is a very interesting thing to 

discuss, especially in an increasingly open economic 

field. This condition opens up opportunities for 

entrepreneurs in all industrial sectors to participate in the 

competition to get consumers [1]. The impact of 

globalization also contributed to the hotel industry facing 

intense competition and experiencing rapid growth and 

development. These conditions spur hospitality 

companies to further enhance their role in serving 

consumers. The development of the hotel property 

industry in Indonesia is influenced by alternative factors 

of interest in tourist destinations (cities), improved 

infrastructure development, and tourist attraction 

innovations in the tourist destination itself [2, 3]. 
*
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Hotel is a business providing accommodation in the form 

of rooms in a building which is can be equipped with 

food and drink services, entertainment activities or other 

facilities on a daily or a certain period to obtain profits for 

the company [4]. Hotel business is currently growing 

rapidly where each hotel to grow and develop which is 

characterized by the number of hotels that are 

increasingly being built in Indonesia, ranging from 

foreign investors to financiers and from five-star classes 

to budget-class hotels. One of the companies that took 

part in this business is the LH Hotel. The phenomenon 

and facts of the development of the hospitality business 

make the main foundation for LH Hotels in building 

hospitality properties that focus on the needs of 

consumers for a 3-star hotel class. Classification of hotel 

levels according to the stars is One Star, a budget market  

 

 

 

 



 

Journal of Multidisciplinary Academic                                     RESEARCH ARTICLE 
 

172 

hotel with limited facilities, offering bed, breakfast and 

evening meals and features by informal standards of 

service to residents. Two Star, an economy market hotel 

with limited facilities, offering more extensive dining 

facilities and characterized by informal standards of 

service to residents. Three Star, a mid-market hotel 

market with more extensive facilities, offering a full 

range of dining and bar services with professional 

standards of service to residents and non-residents. Four 

Star, an upscale hotel offering formal standards of 

service, with extensive facilities and services to residents 

and non-residents. Five Star, a luxury hotel offering 

flawless service standards, with professional multilingual 

staff and a full range of facilities of the highest quality [5, 

6, 7]. 

At this time consumers do not really need a lot of 

additional facilities in the hotel. Based on the results of a 

market share survey by the LH Hotel team, consumers 

only need clean, comfortable, and affordable rooms and 

good service. Consumers no longer need too many hotel 

facilities such as a variety of restaurants or rooms that are 

too large at high prices. Consumers are getting smarter in 

planning their trips so that there is a trend of hotels that 

have basic facilities needed by consumers but at low 

prices. This trend is rife in Indonesia and in other parts of 

the world. 

The hospitality industry that is involved in LH Hotel 

is a service industry that cannot be separated from the 

importance of managing human resources to be able to 

create maximum service quality. One of the biggest 

challenges facing companies, especially in the hotel 

business, is not only sourced from the company's external 

environment, but also from within the company [8, 9]. 

Problems that arise from within the companies internal 

most often occur is derived from the management of 

human resources. One of the biggest challenges for the 

human resources department in a hospitality organization 

is to keep skilled and potential employees working in the 

organization. Skilled and potential employees are one 

source of creating competitiveness in any business [10]. 

For this reason, a systematic system is needed in building 

and forming superior and competent human resources 

within the scope of the LH Hotel hotel industry. 

 

2. METHODOLOGY 

A. Opportunity 
To achieve the LH Hotel business success target, the 

company must have internal support in the form of 

quality human resources. The company likes people who 

have the good determination and teamwork skills [11, 

12]. In the HCM concept, there is an operational process 

in the form of Human Resource Management which 

consists of the activities of an organization that is directed 

at managing human resources and maintaining the fact 

that resources are designated at the right place and time 

for the right purpose to fulfil organizational goals [13, 

14]. The performance of an organization depends on the  

 

efficiency of the human resources involved with the 

organization. Therefore, systematic arrangements for 

recruitment, training and development, motivation, 

workforce planning, performance evaluation, industrial 

relations, and remuneration management must be 

considered [14, 15, 16]. Also, Human Resource 

Management pays attention to the development of skills, 

abilities, and knowledge in acquired human resources, so 

that the tasks and responsibilities given by the 

organization are carried out effectively and efficiently. 

Effective and appropriate resources help in achieving a 

smoother way of operating a business and providing a 

way for sustainable business development [17]. The 

purpose of writing this journal is to provide an overview 

of how effective and successful the HCM system applied 

to LH Hotels is in the overall business development 

process of the company. Also, LH Hotel will discuss 

aspects of strengths and weaknesses in terms of human 

resources. 

 

B. Human Capital Strategy 
Human capital management is an incorporated push to 

oversee and create human abilities to accomplish an 

altogether abnormal state of performance. Human capital 

management hones are a set of practices that see 

individuals as resources whose present esteem can be 

estimated and whose future can be upgraded through the 

venture [17, 18]. Human capital is an arrangement of 

practices identified with individual’s asset management, 

particularly in the classifications of workforce securing, 

management and advancement [19, 20, 21]. 

Notwithstanding the customary authoritative 

undertakings, it incorporates workforce arranging and 

system, recruitment on boarding, employee training, 

revealing and investigation. Thus, the working reason in 

organization over ideal performance has improved 

employee skills [22]. 

In its business practice, LH Hotel has a goal that is as 

the first-choice hotel that has service innovation and 

excels in operations and services and is oriented to 

customer satisfaction. To achieve these objectives, the LH 

Hotel conducts the process of identifying and 

implementing programs and alternative solutions that are 

specifically designed. Also, LH Hotel also aligns its 

human resources with the overall hotel business strategy 

and objectives. So that, the function of human resources 

by LH Hotel will be achieve the goals and strategies over 

LH organization. LH Hotel runs human resource activities 

by explaining in detail the SMART pattern (Specific, 

Measurable, Attainable, Result-oriented, and Time- 

bound). Specific means that performance targets are 

specific, namely clearly stated, concise and easy to 

understand. Measurable means that performance goals 

can be measured and quantified. Attainable means it is 

challenging but still affordable. Result-oriented means to 

focus on the results to be achieved. Time-bound means 

that there is a time limit and can be tracked, its progress 

can be monitored against the target to be corrected [23].  
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To achieve these objectives, LH Hotel created a strategy 

of human resource management in companies that are 

divided into three phases, namely short-term, medium-

term and long-term goals. 

The first phase starts from the short term which 

consists of three activities, namely making an appropriate 

organizational structure, conducting periodic training for 

skills development, and providing rewards and 

punishments to employees. In making the organizational 

structure, LH Hotel mapped out the company's business 

processes to form a more effective organizational 

structure. LH Hotel's organizational structure consists of 5 

main parts namely marketing, operational, financial, 

HRD, and operational banquet. The purpose of this 

activity is for all employees to carry out work by the job 

description of each job function. Also, LH Hotels 

conducts regular training by creating hospitality training 

programs that focus on improving hotel services. The last 

activity in the first phase was that the LH Hotel put in 

place a system of rewards and punishments that were 

appropriate for employees so that quality and service 

improvement could be formed properly and consistently. 

Figure 1 shows the organizational structure of LH Hotel 

(see Figure 1). 
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 Figure 1. Organizational Structure LH Hotel 
 

The second or medium-term phase consists of two main 

activities namely training and education for employees 

for hotels who want to collaborate with LH Hotels and 

conduct periodic restructuring by the needs and business 

development of the company. LH Hotel began to make an 

HR development program by conducting training and 

providing short courses for the development of hotel 

management services. The purpose of this activity is to 

improve the quality of service based on management  

 

science references. On the organizational structure side, 

LH Hotels conducts periodic reviews and makes some 

adjustments if needed. Employee placement strategies 

that match competencies and rotation opportunities will 

be carried out if possible. 

In the last phase, which is long term, LH Hotel starts 

to enter the management phase of its human resources. 

From the company's business journey, human resources 

will become an important asset of the company. These 

assets must be maintained by the company in order to 

maintain business stability and business development of 

the LH Hotel. There are two main activities carried out, 

namely the granting of certification for LH Hotel 

employees and also open to other hotel employees who 

want to work together. This certification is expected to 

provide benefits to employees from the career path and 

also from the company side in the form of improving the 

quality of hotel services. The next activity is to create an 

employee development program based on service quality 

management. LH Hotels regularly evaluates standard 

operating procedures and establishes standard operating 

procedures in accordance with business development and 

consumer needs. Increasing the hotel industry business in 

most regions in Indonesia is seen as a good opportunity 

for the LH Hotel to run its business with the support of 

professional and quality human resources. The goal of 

human resources is to employ reliable, loyal and honest 

human resources. In addition, human resources must also 

be motivated to contribute to the growth and development 

of the company [23, 24]. Figure 2 shows the stages of 

human capital planning formed by the LH Hotel. 

 

 
 

Figure 2. Human Capital Planning LH Hotel 

 

3. RESULT AND DISCUSSION 

A. Human Capital Planning 

Planning is a general activity of management concepts 

that can be applied in all fields, including the field of 

human resource management. Planning activities are 

carried out to reduce uncertainty in the process of human 

resource management. Human resource management is 

an integrated effort to manage and develop human 

capabilities to achieve very high levels of performance. 

Human capital management practices are a set of 

practices focused on the needs of the organization to 

provide certain competencies. Human capital is a set of 

practices related to human resource management, 

particularly in the categories of acquisition, management 

and workforce optimization. In addition to traditional 

administrative tasks, it includes workforce planning and 
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strategy, the recruitment in dormitories, employee 

training, reporting and analytics. The purpose of human 

capital in an organization is to improve optimal 

performance. In the first step, LH Hotel manages human 

resources based on human capital planning with 66 

employees' needs.  

 

B. Recruitment 

LH Hotel has a well-planned and well-planned 

recruitment system. This is expected to help management 

get workers according to company criteria. LH Hotel 

employee recruitment uses methods that come from 

externally. The reason behind external recruitment is to 

obtain efficiency and effectiveness in the recruitment 

process. Also, the appointed external institution is 

competent, so that the special expertise needed in the 

hospitality sector can be obtained properly. The external 

recruitment activities is carried out by collaborating with 

schools of tourism, especially those located around LH 

Hotels such as the Vocational Hospitality Vocational 

School, Paramita Tourism Academy, and the Indonesian 

Tourism Academy. Through this collaboration, LH Hotel 

expects to be able to easily and attract a lot of talents who 

are competent in their fields. LH Hotel also aims for 

some of the best graduates in each external party to be 

accepted as one of the employees. Also, other activities 

are through brochures posted at strategic locations and 

through the labor department. Every candidate who meets 

the requirements will continue to the next stage. 

 

C. Training & Development 

Employee development at LH Hotel produces knowledge, 

skills, and behaviors that enhance the ability of 

employees themselves to meet changing job requirements 

and the demands of clients and customers. The training 

focuses on helping the performance of employees in their 

current work and also for the future. Development and 

training at LH Hotel are carried out to improve the quality 

of performance of employees who have worked for a long 

time and who have recently worked. For LH Hotel's 

workforce or employees to make an optimal contribution 

to the company or organization, employees must master 

job duties and responsibilities. The development and 

training conducted by LH Hotel to employees are planned 

once a year, precisely at the end of June. The training 

plan is made for the next year and will be adjusted to the 

budget provided by the company. The training method 

used is a classroom training system from a company or 

known as inhouse training. The material provided 

includes new sciences about hospitality, new operational 

procedure standards, and the potential for skills 

development in the future. The main objective of the LH 

Hotel training program is to complete the work 

capabilities of employees to be able to carry out tasks as 

contained in the job description and job specifications for 

each position effectively and efficiently. Figure 3 show 

the training process flow at LH Hotel. 

 

 
 

Figure 3. Training Process Flow at LH Hotel 

 

D. Compensation 

Compensation is anything in the form of money or other 

non-cash benefits provided to employees by the company 

or organization where they work. Compensation consists 

of two kinds, namely direct compensation and indirect 

compensation. Compensation provided to LH Hotel 

employees is mostly distributed in the form of direct 

compensation, including basic salary, overtime salary, 

and bonuses. The basic salary is given to employees on a 

regular basis every month, while overtime salaries and 

bonuses are given randomly based on job needs and the 

company's financial condition. This compensation must 

be given appropriately and in accordance with the 

conditions of employment in the external environment to 

avoid labour problems or endanger the company. Indirect 

compensation provided by the company includes health 

insurance, work insurance, life insurance, national 

holiday salary, maternity leave salary for women, and 

general office facilities. 

 

E. Job Evaluation 

LH Hotel management provides an assessment system for 

employees looking at the completeness of attendance, a 

number of permits, leave and absence. Also seen from the 

performance of employees while doing work such as 

serving guests, cleaning rooms for room boy, food service 

for chefs, and hotel security for security. LH Hotel 

management has implemented a written and verbal 

warning system for employees whose performance is 

below the standards set by the company. Some 

assessment items in assessing LH Hotel employees 

include work attitude, attitude, appearance, 

communication, work discipline, and knowledge as well 

as the success of completing work. In addition, LH Hotel 

management also sets standards for evaluating the 

performance of its employees. Assessment is done 

through each department, than personnel, and then upper 

management. Other assessment systems for LH Hotel 

employees can also be seen from the way employees 

work, namely for the receptionist who is assessed as a  
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way of serving and treating guests, friendly attitude 

towards guests. Here, a room boy the standard is the level 

of room cleanliness, discipline, and room neatness. 

Assessment can also be done through daily observations 

such as the presence or absence of complaints from 

guests, whether or not there is praise from guests and 

employees fill out a checklist about attitude and 

performance. Assessments are reported every three 

months to the manager and then to the GM (General 

Manager). Employees are the main asset in running a 

hotel business, so we need a special rating system to find 

out how far the company's employee performance reaches 

its goals. 

 

F. Work Termination 

Classification of termination of employment of the LH 

Hotel follows the regulations of the government, as 

stipulated in the Manpower Act which in general can 

arise due to the initiation of the employer or from the 

employee itself, both of which have different financial 

consequences and process mechanisms. If termination of 

employment arises because of the initiation of the 

employer, then the worker has the right to receive 

severance pay and work tenure awards and compensation 

payments according to the provisions in the Manpower 

Act. For termination of employment based on company 

efficiency, the worker is entitled to compensation. 

Different financial consequences will arise in the case of 

termination of employment based on the initiation of 

workers through the resignation mechanism. In this 

context, financial compensation which arises and 

becomes the worker's right is limited to the money for 

work tenure and separation money. As for the mechanism 

of the termination process, termination of employment 

that arises due to resignation at the employee's wish, it is 

sufficient to be carried out with notification by the worker 

within 30 (thirty) days before the effective date of 

termination. In practice, it is often required in Company 

Regulations or Collective Labour Agreements regarding 

longer notice periods for certain positions. It is important 

that in the resignation scheme, there is no requirement for 

the establishment of an industrial relations dispute 

resolution agency except for an indication that the 

resignation was carried out due to pressure/intimidation 

from employer. 

 

4.  CONCLUSIONS 

In the effort of LH Hotel in achieving its goals, a good 

human resource planning system is needed to reduce the 

factors that cause uncertainty in human resource 

management. This system has links with other fields of 

management such as operations management, marketing 

management, and financial management. Human capital 

can be applied for the management of human resources, 

especially in the categories of acquisition, management, 

and optimization of labor. Applying the right human 

capital concept in an organization can improve  

 

performance optimally. LH Hotel's performance depends 

on the efficiency of human resources involved with the 

organization. Systematic arrangements for recruitment, 

training, and development, motivation, workforce 

planning, performance evaluation, industrial relations, and 

remuneration management are appropriate. In addition, 

Human Resource Management also pays attention to the 

development of skills, abilities, and knowledge in acquired 

human resources, so that the tasks and responsibilities 

given by the organization are carried out effectively and 

efficiently. 
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