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This study was conducted with the aim of proposing ashuman resqurce management
model for urban tourism in Shahrekord. Human“fesources“in organizations and
companies active in the tourism sector are a vitalfactor in theygreduction and delivery
of quality services. Providing a human resource management (HRM) model can play
a decisive role in achieving sustainable goals, increasingprofitability, improving the
quality of life of local communities, ‘andyintroducing indigenous culture to tourists.
However, the design of an HRM model that responds to the diverse roles and
expectations of stakeholders has not yet been comprehensively examined. Despite its
extensive natural and cultural capacitiesplran’s tourism industry faces challenges in
fully utilizing these potentials due to weaknesses in human resource management.The
research method is descriptivezanalytical in approach and developmental-applied in
purpose. Data were collected through field studies and interviews with experts and
were analyzed using a gualitativeiapproach and thematic analysis in the MAXQDA
software enwyironment. “The “findings indicate that organizations active in urban
tourism operate in \seveh, main ‘areas: accommodation and welfare services,
transportation, security, éducation, food and catering, recreation and entertainment,
and public services. AMMoreover, stakeholders’ expectations are categorized into two
main,, dimensiens: ~human-behavioral expectations and technical-economic
expectations. Finally, the competencies and recommendations for human resource
management were identified and presented in seven key components: recruitment and
hiring, career path management, labor relations, safety and health, rewards and
compensation, performance evaluation, and training and human resource
deva{opment. The results of this study can serve as a practical framework for
improving human resource management in Iran’s urban tourism sector and enhancing
the effectiveness of tourism development policies and programs.
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Extended Abstract

Introduction

Tourism is one of the largest and most
profitable global industries, influencing
economic  activities both directly and
indirectly. In recent years, the expansion of
tourism and its integration into urban life have
highlighted the necessity of identifying and
managing urban tourism spaces, where tourist
behavior is shaped by available resources and
services. Human resource development is a
critical factor in achieving sustainable tourism
growth and securing competitive advantages.
In Iran, despite the presence of abundant
cultural and natural attractions, deficiencies in
human resource management have constrained
service quality and overall sector performance.
Effective urban tourism development requires
a comprehensive and integrated human
resource management model that clearly
defines organizational roles, expectations, and
competencies. This study focuses on Shahr-e
Kord, examining seven key domains of
tourism activity and classifying expectations
into behavioral and technical-economic
dimensions, with the objective of proposing a
unified human resource  management
framework to support sustainable and;
competitive urban tourism development.

Methodology

This study employed a descriptive-analytical
approach with developmental-applied
objectives. Data were collected through field
research using semi-structured interviews with
tourism experts and practitioners. The research
aimed to identify organizational roles,
expectations, and competencies within urban
tourism in Shahr-e Kord. Participants were
selected through purposive sampling to ensure
diverse perspectives across the city’s tourism
network. Collected qualitative data were
analyzed using thematic analysis to categorize
expectations into behavioral and technical-
economic dimensions. Competencies and
recommendations were further grouped into
seven key domains: recruitment, career
development, labor relations, safety and
health, rewards  and compensation,
performance evaluation, and training and
development. Codes within each domain were

refined to produce actionable guidelines for
human resource management.

Results

Findings revealed that urban tourism in Shahr-
e Kord encompasses seven main domains:
accommodation and  welfare, security,
transportation, education, recreation and
entertainment, public services, and food and
catering. Each domain involved specific
organizational  roles, human  resource
expectations, and managerial
recommendations. Analysis based on the Katz
and Kahn model indicated that perceptual
skills were not prominently represented, while
two major dimensions of expectations
emerged: human—behavioral and technical—-
specialized. Human-behavioral expectations
included sociability, effective communication,
professional appearance, ethical conduct,
cooperation, and the ability to guide and attract
tourists. Technical-specialized expectations
encompassed adherence to hygiene and safety
standards, promotion of cultural and natural

Nattractions, technical knowledge, economic

awareness, cultural management, and domain-
specific expertise.

Recommendations for human resource
management were organized into seven
categories, corresponding to the identified
domains. These included competency-based
recruitment, comprehensive general and
specialized training, balanced performance
evaluation  combining  qualitative  and
quantitative measures, financial and non-
financial incentives, attention to occupational
health and safety, fostering formal and
informal  workplace relationships, and
facilitating career development opportunities.
The integration of these elements resulted in a
cohesive human resource management
framework aimed at aligning organizational
roles, expectations, and competencies to
improve service quality and competitiveness in
urban tourism.

Discussion and Conclusion

This qualitative study demonstrated that
effective human resource management is
central to sustainable tourism development in
Shahr-e Kord. Tourist satisfaction and the
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quality of their experiences are highly
dependent on staff skills, professional
behavior, and motivation. Behavioral
competencies, including  communication
skills, professional appearance, ethical
conduct, and the ability to manage
interpersonal interactions, were found to be as
critical as technical competencies such as
safety compliance, economic awareness, and
specialized knowledge. Tourism in Shahr-e
Kord represents an important economic
resource, and its growth requires the
coordinated investment in cultural and natural
attractions, infrastructure, and human capital.
Ensuring safety, adherence to regulations, and
adequate facilities are essential for attracting
and retaining tourists. The study highlighted
that existing educational and training
infrastructures in Shahr-e Kord are insufficient
to meet the demands of the tourism sector.
Strengthening  human resources through
targeted recruitment, specialized and general
training, performance evaluation, and
supportive incentive systems is crucial. Key
operational areas such as housekeeping,
hospitality services, and food tourism were
identified as particularly influential in shaping

tourist experiences and local economic,

outcomes. Policy recommendations emerging
from the study include enhancing foreign
language education, facilitating international
training opportunities for staff, and improving
welfare and workplace facilities to boost
motivation and  retention.  Moreover,
establishing a comprehensive human resource
planning system that aligns workforce supply
with market demands can prevent skill
shortages or surpluses, contributing to sector
stability and growth.

Limitations of the study include its qualitative
design and limited sample size, which
constrain the generalizability of findings.
Future research should adopt comparative and
broader methodological approaches,
incorporate quantitative data for hypothesis
testing, and extend analysis to other cities to
validate and enrich the insights gained.
Overall, the study demonstrates that in Shahr-
e Kord, sustainable and competitive urban
tourism relies not only on physical
infrastructure but fundamentally on the
strategic management and development of

human resources, offering a model for policy
and research applicable to similar emerging
tourism destinations.
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