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Abstract:

This study aims to investigate the stakeholders' synergies in realising smart tourism destination. This study uses a qualitative
method with a phenomenography approach. We adopted stakeholders' theory to valued stakeholder roles and perception in
pursuing sustainability, competitiveness and managing smart tourism destination in Wonosobo, Indonesia. In-depth
interviews with five main stakeholders' namely local government, media, tourism business, tourism community, and travel
bloggers followed by three phenomenography qualitative data analysis stages. The findings have revealed some obstacles in
implementing smart tourism from stakeholders' perspectives, such as human resource's ability, stakeholders' synergy, and
government support. This study has also revealed six factors: public system development, digital promotion, Internet
infrastructure, public and private sectors partnership, and human resources development to support smart tourism. This
study has proposed the strategic plan for the local government to support smart tourism destinations, namely: partnerships,
government support, human resource’s ability, and tourism business competitiveness, that will lead to smart tourism
destinations. This study has provided a framework and managerial implication accordingly.

Keywords: Destination; Phenomenography; Smart Tourism; Stakeholder Theory; Synergies.
JEL Classification: 033; Z32; Z33; Z38.
Introduction

In the past two decades, information and communication technologies (ICTs) has created a helpful innovation that
enhance organisation performances, without exception in tourism service ecosystems (Buhalis 2020). ICTs have
transformed tourism industry structures, processes, and practices with innovation. Smart tourism has been driving
significant changes for the industry; it has become a new catalyst to support tourism development by the
transformation of the conventional way in developing, managing, and marketing tourism destinations to using the
advance of technologies systems (Gretzel, Sigala, et al. 2015). A recent study mainly discusses the influence of
technologies on tourists' perceptions, experiences and the effects of smart tourism on consumers and the
development of tourism destination technology application (Mehraliyev et al. 2020; Ye, Ye and Law 2020). While
most studies discuss smart tourism's concept and ideal images, smart tourism stakeholders' perspectives remain
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rare (Buhalis and Amaranggana 2013, Gretzel, Sigala, et al. 2015). Given the importance of stakeholders' role in
innovative tourism destination development, it is necessary to show what factors make destinations successful in
developing smart tourism and the role of stakeholders’ synergy in this process. To the best of our knowledge,
there is no earlier study to explore synergies between stakeholders' in developing smart tourism destinations. To
acknowledge the research gap, this study aims to investigate the stakeholders' synergies in developing smart
tourism destinations. This study also identifies challenges of smart tourism destination, identify efforts given by
the stakeholders in realising smart tourism destinations, and to identify how stakeholders can establish synergies
in developing smart tourism destinations.

1. Literature Review
1.1. Smart Tourism

Buhalis and Amaranggana (2013) explained that technological developments had changed conventional ways in
managing tourism into something smart. According to Buhalis (2020), the term "smart" can be described as
technological, economic and social evolution depending on the Internet of Things (loT), social media, smart
devices, mobile applications (Apps), gamification, augmented reality (AR), virtual reality (VR), blockchain and
cryptocurrencies that will enhance connectivity and networked exchange of information. The term of smart
tourism destination has intricately linked to big data, which can represent connectivity and competitive advantage
for destinations utilising tourism-related applications (Del Vecchio et al. 2018).

Smart tourism will help integrate tourism resources and ICTs by take advantage of systems to improve the
tourist experience and their satisfaction, increase resource management effectiveness, maximise
competitiveness, and demonstrating sustainability for the tourism destinations (Buhalis and Amaranggana 2013).
Smart tourism have been studied in terms of model, tool, and strategies to maintain destination organisation
(Gretzel, Sigala, et al. 2015). According to Nindito et al. (2020), smart tourism destinations objectives are to
improve the visitor experience by providing a smart platform (model) for education, information, and
recommendation services within destinations. While in their study, Caragliu, Del Bo, and Nijkamp (2011) found
that smart tourism destinations are characterised by sophisticated services, high-level innovation, and integrated,
openly shared processes to improve the quality of life of residents and tourists.

Previous studies on smart tourism have used technology and consumer behaviour theories such as the
technology acceptance model (TAM), theory of planned behaviour, and perceived value theory related to tourist
perceptions (Ye, Ye and Law 2020). Smart tourism facilitate more efficient allocation of resources (i.e.,
Infrastructure, funding, human resources, collaboration and promotion) (Ye, Sun and Law 2021); thus, resources
should be integrated with tourism suppliers at the macro-level such as government and micro levels such as
tourism business, local communities, visitor, and tourism supplier (Shafiee et al. 2019; Hidayah and Suherlan
2020). There are many obstacles faced in realising the concept of a smart tourism destination, such as a lack of
synergy between stakeholders. Their interests are not always in accord with each other because they have
different points of view; therefore, smart tourism destination development requires commitment and synergy
between stakeholders (Hidayah and Suherlan 2020; Nilsson 2007).

1.2. Stakeholder Theory

Tourism development is characterised by various interests and trade-offs between stakeholders, where the
collaboration between stakeholders are sometimes intricate (Timur and Getz 2008). In the tourism context,
stakeholders have been identified as behavioural groups such as the government-private sector, community,
residents and visitors (Hardy and Pearson 2018, Hardy 2005). Stakeholders represent different objectives and at
the same time have interdependency by recognising common interests, creativity, benefits, developing and
implementing the stakeholders' ideas (Nilsson 2007).

Stakeholder theory has been used widely accepted approach in managing a business, regional
development, and ensuring the development of an organisation responsively and properly (Bornhorst, Ritchie,
and Sheehan 2010; Byrd 2007; Byrd and Gustke 2007). Stakeholder theory is based on organisational context,
with various individuals and groups in one organisation are reciprocally supported and influenced by the same
organisational goals (Freeman 2010). In the tourism context, stakeholders' theory is used in several studies such
as managing festival (Getz, Andersson, and Larson 2006), flagship attraction (Nilsson 2007), management for
rural destinations (Nicolaides 2015), management and policy for destination competitiveness (Zehrer and
Hallmann 2015), corporate social responsibility and performances (Theodoulidis et al. 2017), residents attitudes
(Lundberg 2017), and community involvement for sustainable tourism (Khazaei, Elliot and Joppe 2015, Roxas,
Rivera and Gutierrez 2020). It is important to note that collaboration between different actors within tourism are
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crucial in creating valuable tourism products (Tinsley and Lynch 2001).

According to Beritelli and Laesser (2011), stakeholders can be given the authority to mediate disputes or
prevent potential conflicts. Therefore, the involvement and interaction of relevant stakeholders are critical to
achieving organisational goals and maintaining success, stakeholders should be stimulated to take part in
concerted actions (Randle and Hoye 2016). While earlier studies have emphasised more on the value of
stakeholder roles, pursuing sustainability, competitiveness and managing destinations, cohesive collaboration
among stakeholders or we call synergy in tourism destination is remain scarce. Therefore, future study on
stakeholder synergy in managing tourism destination is needed.

1.3. Stakeholder Synergy

Synergy can be defined as a "Situation where two different activities (processes or subjects) stand one to other in
such a complementary way that their combined result is bigger or more significant than a simple sum of their
single results" (Cetinski and Peri¢ 2005, p.362). Synergy or collaborative action is the core principle of
sustainable development in the participatory process, where stakeholders and the local community can actively
achieve their goals together (Dredge 2006).

Previous research discussed tourism stakeholders synergistic in terms of public and private sector
partnership (Cetinski and Peri¢ 2005), creating tourism demand in destination (Gomezelj Omerzel 2011),
developing tourism business in urban area (Marques and Santos 2016), destination marketing (Line and Wang
2017), and solidarity and ethical tourism (Dangi 2018). More recently, studies have focused on sustainable
tourism initiatives (Heslinga, Groote, and Vanclay 2019, Lin and Simmons 2017), cooperative extension service
for responsible tourism attraction (Feyers, Stein, and Klizentyte 2020), and benefits, barriers and key elements for
smart tourism implementation (Ye, Sun and Law 2021). However, to the best of our knowledge the earlier study
has not explored synergies between stakeholders in developing smart tourism destination. Therefore, to
acknowledge this research gap, this study aims to investigate the stakeholders' synergies in smart tourism
destinations.

2. Methodology

This study used a qualitative research design with a phenomenography approach. Phenomenography is a
qualitatively interpretive research approach to better understand how people experience aspects of their world
and map shared consensus on what is happening (Marton 1986; Abreu Novais, Ruhanen and Arcodia 2018;
Marton 1992). According to Ryan (2000), phenomenographic analysis is a study of what people perceive in the
world, and learning relates to an experience of doing things in one place. Previous research on
phenomenography study used data interviews as a data collection method, where sampling for interviews is
performed purposively (Cotterell et al. 2020). We used the phenomenography approach because it will gives a
holistic point of view about a phenomenon in this context smart tourism, which is very important in providing
novelty and exploring stakeholders perspectives about smart tourism destinations.

Table 1. Demographics interviewed participants

Participants Code Gender | Age Type of Stakeholder
Participant one Male Mid 50s Local government
Participant two Male Mid 30s Local media
Participant three Male Early 40s Local tourism business
Participant four Male Mid 30s Tourism community
Participant five Male Mid 20s Travel blogger

Source: Authors own elaboration

In this study, we explored stakeholder synergy for smart tourism destination in the Dieng tourism area
where the Wonosobo regency is selected as the destination locust. Dieng tourism area is one of the success
stories on how the smart tourism concept is being implemented in Wonosobo regency (Herlan, Nurdin and
Wientor 2019). Wonosobo is the entrance gate to the Dieng tourism area located in Central Java, Indonesia.
Wonosobo has been part of a digital tourism platform called Central Java etourism since year 2014. According to
Abreu Novais, Ruhanen, and Arcodia (2018) selecting a specific destination is needed to provide a complete
description of the individuals who represent the particular stakeholder group. Further explained that interviewers
and participants will focus more on the topics discussed at the time of the interview. The selection of participants
for the phenomenographic study is purposive, the purpose is to capture the greatest possible variation in
perspectives, and the variation in sample characteristics is a crucial aspect of the phenomenography study
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(Novais 2022). In this study five different stakeholders were interviewed, the demographic characteristics of the
participants' details are shown in Table 1.

In depth face-to-face interviews with five stakeholders were conducted in Bahasa. By using local language
in interview will allows the participants to speak freely and deeply about the problematic synergy between
stakeholders. The interviews were conducted by asking general questions about the development of smart
tourism in Wonosobo, with three main questions namely: to analyse the problems in the application of smart
tourism, the efforts that have been made in terms of implementing smart tourism and the main factors in the
development smart tourism. The interview was recorded, and the interview lasted between 60 minutes to 120
minutes.

In order to maintain the validity and reliability of this research, the three stages of the phenomenographic
research method suggested by Abreu Novais, Ruhanen, and Arcodia (2018) conducted as follow: first, the
identification of each participant answers by repeated reading the transcripts. Second, the similar conceptions
between participants put in the same group. Third, mapping the conceptions into logically and hierarchically
ordered set in experiencing the phenomenon. The result of the interviews was transcribed and then translated to
English by two authors. We also sent back the transcriptions to the participants for member checking to make
sure the answers obtained was accordance with actual conditions and those participant can verify their answers
so that the validity and credibility of the research were met. Finally, all the participants filled out participants
consent forms. Qualitative data analysis software Nvivo version 11 were used for the coding process. Based on
the interviews with informants, direct observations, combined with relevant literature used in this study, we unified
related concepts in realising smart tourism destinations. The findings are devided into three categories which are
challenges for smart tourism destination, eforts in realizing smart tourism destination, and stakeholders synergies
for smart tourism destination.

3. Findings and Discussion
3.1. Challenges for Smart Tourism Destination

Based on interviews with all stakeholders involves for smart tourism implementation in Wonosobo, we found
some challenges that classified into three dimensions which are: (1) human ability, (2) stakeholder synergy, and
(3) government support. Based on the three dimensions, six emergent categories for implementing smart tourism
in Wonosobo are human resources professionalism, community involvement, business compliance, stakeholders'
compactness, government policy, and financial budget allocation for tourism (see Table 2).

Table 2. Stakeholders’ perceptions on challenges for smart tourism destination in Wonosobo

Dimensions Emergent Categories Concern Primarily from |
. C o Local government and
Human ability Human resources professionalism, community involvement ;
local media
Stakeholders’ synergy | Tourism business compliance, stakeholders’ compactness All stakeholders
Government support Government policy, financial budget allocation for tourism All stakeholders

Source: Authors own elaboration

Based on the interviewed participant one from the local government representative, mentioned that there
is already coordination between stakeholders in performing smart tourism in Wonosobo. However, some barriers
found such as human resources competency (i.e., tourism official and local tourism communities) and their
knowledge in information and technology. Moreover, the work ethic from the government employees in terms of
creativity and responsibility are still below expectations. Participant one is also concerned about inconsistency in
implementing tourism policy, because the rotation and gradually changes in tourism officials that leads to
inconsistent policies and the policy sometime just stopped by their successor. While participant two from the local
media is more concerned about information content and variation available on the Internet about Wonosobo
tourism. He also concerned on the challenges such as lack of awareness of tourism promotion by the
stakeholders, inconsistency of entrance ticket tariffs in tourist attraction, transportation connectivity, and lack of
tourists' facilities in tourism attractions.

Participant three as the local tourism business representative has mentioned business compliance and
stakeholder synergies and coordination between tour operators to create an exciting narrative and information
about smart tourism in Wonosobo. He added that there is still a lack of cooperation between local government
and other stakeholders as a foremost thing in realising smart tourism destinations in Wonosobo. He said that very
few tour operators has standards of tourism service ethics and legality of tourism business. Another concern was
the limited budget from the regional government given for the progress of tourism digitalisation infrastructure.

316



Journal of Environmental Management and Tourism

From the perspectives of tourism communities, participant four has mentioned the difficulty of educating all
stakeholders about the concept of smart tourism. Human resources are not ready in the digitalisation process,
making the synergy process relatively hampered. He suggests that socialisation from the government is crucial to
give the same vision and direction in implementing innovative tourism initiatives. The absence of local
government in coordinating among stakeholders is another fundamental obstacle. While from the perspectives of
participant five, he mentioned that there is a lack of harmony between local communities and the government.
Communities still have not considered the importance of smart tourism and digitalisation for the destination. He
mentioned that there is egocentric between communities, governments, and other stakeholders.

All the participants are concerned about the awareness of local government in socialising policy for smart
tourism destinations consistently. They also mentioned on budget allocation in promoting Wonosobo (e.q.,
incentive to conduct digital promotions using social media), and fundings to increase ICTs and internet network
infrastructure. Moreover, government and media representative share the same consensus that digitalisation in
tourism destinations needs constant training, integration and sharing processes because it will improve the quality
of tourism experiences not only for the tourists but also for the residents in the long term (Caragliu, Del Bo, and
Nijkamp 2011).

3.2. Efforts in Realizing Smart Tourism Destination

With many challenges faced, stakeholders have suggested various efforts to improve the quality of smart tourism
destination in Wonosobo regency as it shown in table 3.

Table 3. Efforts in realizing smart tourism destinations in Wonosobo from the stakeholders' perspectives

Dimensions Emergent Categories Concern Primarily from
Effgctweness of Internet of Public t.ransport sysltem, digitalization for tourism All the stakeholders
Thing (loT) use promotion, Internet infrastructure
Public — private partnership Stakeholder collaboration All the stakeholders
Human resources development | Training, local community awareness Local tourism communities

Source: Authors own elaboration

All the stakeholders agree to improve the effectiveness of loT used and public and private sector
partnership. Local government participant in this study has highlighted on public system development, and
digitalisation for tourism destination promotion including on the social media platform (e.q., Facebook, Instagram).
Moreover, website-based, or mobile apps hubs are used to integrate with other sectors such as the creative
industry (e.q., souvenirs, culinary, and performing arts), food raw materials (e.q., agriculture, fishery, and animal
husbandry). The participants also concern on the public transportation system, they mentioned that revitalisation
and integration of transportation terminals with more reliable public transportation system (i.e., scheduling,
booking, connectivity, introducing e-ticketing system) as one of the solutions for the accessibility to tourism
attractions in Wonosobo.

All the stakeholders said that collaboration in Wonosobo smart tourism initiatives is dependent on the
coordination between local government and other stakeholders. Collaboration for smart tourism destination is
between internal stakeholders such as tourism and hospitality business (i.e., accommodation, restaurant,
transportation, local travel agent, and tourism attraction) and external stakeholders (i.e., visitors, travel agent both
offine and online, competitor and complementary destinations, the provincial and central government). The
coordination between internal and external stakeholders can be in the form of tourism strategy formulation,
coordination in tourism promotion and branding, encourage the local tourism awareness, standardisation for
tourism attractions, ticketing price, and communication to the tourism stakeholders.

Participant one added that tourism regulation should be based on operationalising government
regulations, ministerial, provincial, and local government strategic plans. Moreover, collaboration with other
regulators such as communication and information departments will integrate smart city system infrastructure,
including database for tourism information and community will supports capturing business opportunities to
supply tourism services based on loT. Local government in this case local tourism authority should also
collaborate with tourism communities, journalists, bloggers, academicians, in form of communication and
information service contents. Participant one also concerned about the contribution of academia in Wonosobo,
because there are no universities involved in Wonosobo tourism development. Hence, collaboration with
academia will help them develop tourism plan concepts based on research.

Participant two has mentioned that efforts made by local government limited to informing their institutions
profiles. He suggests that activities related to coordinating tourism activities, knowledge for tourism digitalisation,
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and government support for the development of digital tourism areas should be more intense. For example, he
mentioned that collaboration with local travel agents, tourism businesses, and local guides, in managing
standardise e-ticketing system for better distribution and price. In this case, the local tourism office must
communicate, coordinate, and provide full support for the collaboration initiative and digitalisation in tourism
sector.

From the tourism business perspective, participant three mentioned that smart tourism in Wonosobo is
support by the private sectors, they given efforts to encourage several tourism villages to adopt digital technology
to support their operation and online booking optimally. Several initiatives such as conduct training for tour
operators, guides, installation of hardware and software for the technology adaptation for the community and
tourism businesses. However, participant three mentioned that the government gives no financial support for
these initiatives. Therefore, the private sector should be more creative in finding financial sources. Second,
implementation of digital promotion about Wonosobo tourism, the coordination with local tourism communities
such as Pokdarwis, GenPi, Indonesian travel associations (ASITA) in promoting tourism by using website, social
media (i.e., Facebook, Instagram), travel blog, and online travel agent especially by the tour operators.

Participant four shared the same view that the local government effort limited to tourism promotion. He
suggests that the local government collaborate more with tourism communities by recruiting and coordinating
tourism trending topics teams to promote Wonosobo tourism digitally. While as travel blogger, participant five has
mentioned that effort in developing smart tourism by educating the importance of IoT utilisation to the
communities. He also mentioned that at present, efforts made by the local government limited to the supply side
of the accommaodation (i.e., homestays, tourism village), and awareness for cleanliness around tourist attractions.
He urges that the local tourism office as a regulator to enhance innovative tourism development to promote
Wonosobo as smart destinations. These efforts can be emerged from the communities such as millennial traveler
communities. One of the established communities is Generasi Pesona Indonesia (GenPi) as tourism volunteer
community promoting digital tourism, which is one of the tourism marketing strategies formed initiated by Ministry
of Tourism the Republic of Indonesia GenPi consist of netizens who like social media, travel bloggers. They are
also conducting group travelling, photography, videography, and blog writing mainly about travel and tourism in
Indonesia (Dharmajaya et al. 2020). GenPi has sought to elevate Wonosobo tourism destinations and districts in
cyberspace, such as promotion for a calendar of events, tourism attractions, and cultural heritages diversity.
Maximising the trending team topic to expose promotional material digitally will reach a bigger audience than
using the only official website. While another local tourism community, such as Kelompok Sadar Wisata
(Pokdarwis), is a local community whose members consist of tourism actors that are concerned and act as a
driver in supporting the growth and development of tourism in specific destinations in Indonesia (Putri and Adinia
2018). In the case of Wonosobo, Pokdarwis has promoted several accommodations through the OTA channel
(e.q. Traveloka).

From the findings, it was revealed that there are six emergent categories in helping Wonosobo tourism in
realising smart tourism, including (1) public development system, (2) digital promotion, (3) Internet infrastructures,
(4) stakeholder collaboration, (5) government support, and (6) people development. Three main dimensions arise
as an effort to realise smart tourism in Wonosobo, including effective Internet-of-things (loT) use, public-private
partnership, and human resources development, including for local communities, local tourism business, and
local government tourism authority personnel.

3.3. Stakeholders Synergies for Smart Tourism Destination

In the last section of interviews with all participants, how synergising tourism stakeholders in realising smart
tourism destinations in Wonosobo. Participant one said that the critical factor that supports stakeholders’
synergies in Wonosobo is cooperation management between local government and other local and regional
governments in Central Java province. Cooperation management with regional governments can develop main
tourist attractions in two or more districts to develop and sustain these tourism objects. Synergy can be done in
the form of transportation system integration, joint promotion, complementary (non-competitive) tour package
policies, sharing data and information to optimise Central Java smart tourism initiative, that has been started
since 2014.

The local media support the initiatives of synergies between stakeholders in form of openness on tourism
activities. This mean, there should be cohesiveness from the local governments in developing tourism needs to
be supported by central, regional, and local governments. Digitalisation in tourism destination has become more
crucial for developing smart tourism not only in local tourism destinations but also in for Indonesia as destination.
The active role of local government is needed to embrace all interested stakeholders in developing smart tourism.
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From the local tourism business perspective, tourism stakeholders should take the opportunities in
transforming their business to be more digital by utilising digital platforms (i.e., OTAs, websites, and social
media). He suggests that coordination forum between tourism business and local government should be arranged
more often, for example training on digitalisation for tourism businesses can be conducted by local government
and the private sector. The participants including but not limited to local tourism business such as tour operators,
restaurants, and hotels owner.

Participant five highlighted on the unity of vision, shared commitment, and awareness on the importance
of smart tourism. As the representatives of the local tourism communities' perspectives, they highlighted the local
government intervention and support in setting up tourism standards. Coordination between stakeholders,
especially with local tourism businesses and communities, is crucial to affect the development of smart tourism
destinations. In overall, five participants in this study have given a consensus on four dimensions that can be
used as references as a critical factor to build synergy between stakeholders in realising smart tourism namely:
(1) partnership, (2) government support, (3) human capacity, and (4) private competitiveness. Moreover, six
emergent categories derived from four dimensions which are cooperation management and government
compactness (partnership); government involvement; knowledge in smart tourism knowledge and human
resources development (human capacity) and tourism business competitiveness.

The microenvironment which includes social and cultural conditions and the macro environment of the
destination including technology, ecology, economic and political condition will also influence the dynamic of
smart tourism implementation in the future. The application of smart tourism destinations concepts requires
stakeholders who are interrelated with the help technology platform, this will enhance the creation and facilitation
of tourism experiences in real-time, increase the effectiveness of destination management such as neural
systems (Buhalis 2020; Hidayah and Suherlan 2020). Moreover, managing tourism destinations needs to involve
stakeholders such as private companies, government, community, and residents (Zehrer and Hallmann 2015;
Lundberg 2017; Khazaei, Elliot and Joppe 2015). The synergy between tourism stakeholders includes necessary
elements, benefits, product attributes, operational approaches, resources, and competitive capabilities to survive
and thrive (Deardorff and Williams 2006; Feyers, Stein and Klizentyte 2020; Ye, Sun and Law 2021).

Smart tourism will be closely related to the human resources capability and fully supported by the
government and synergy between stakeholders as the primary concern (Shafiee et al. 2019; Hidayah and
Suherlan 2020; Ye, Sun, and Law 2021). Innovation in ICTs with the support of human resources competence will
become a critical components of smartness integration in the strategic management process (Gretzel, Sigala, et
al. 2015; Boes, Buhalis and Inversini 2016; Gretzel, Werthner, et al. 2015). The uses of the technology ecosystem
have improved the residents quality of life and increased the efficiency (Gasco 2016; Khan et al. 2017).
Digitalisation in the tourism industry has brought connectivity and inclusion for tourism destinations. Integration of
digitalisation policy in tourism area and collaboration with local communities will ensure sustainable development
for destination (Salemink, Strijker and Bosworth 2017; Roberts et al. 2017).

This study has three managerial implications. First, the Wonosobo tourism office needs to give information
about smart tourism development to all stakeholders. They need to coordinate and synergise with the provincial
government about the declaration of Central Java etourism initiatives and socialise it to all existing stakeholders.
As mentioned from previous study on smart tourism implementation, that requires leadership, vision and a clear
set of goals for innovation, continuous evaluation and change (Buhalis 2020; Baser, Dogan and Al-Turjman 2019).
Second, government should conduct training to all stakeholders about elements related to smart tourism such as
digital marketing training and tourism product packaging and marketing for the tourism office officials, tourism
businesses, and local tourism communities such as GenPi, Pokdarwis. These findings add to previous studies on
managing and marketing tourism destinations (Mehraliyev et al. 2020; Gretzel, Sigala, et al. 2015). Third, the
Wonosobo tourism office should hire expert or personnel that has experiences in managing information
technology for tourism related purposes. There is a need to accelerate the implementation of e-ticketing in
tourism attractions by involving all stakeholders such as travel agents, tourism business, online travel agents,
tourist attraction management.

Conclusion

This study has found four concepts of synergy between stakeholders for the smart tourism implementation, which
are: (1) partnerships, (2) government support, (3) human capacity, and (4) personal competitiveness. The four
concepts are interrelated, and in the process, they can influence by local community socio-cultural factors. We
also found that the main challenges in implementing smart tourism are human resources, community
involvement, compliance with business actors, compactness of stakeholders, government policies, and financial
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budget. This finding has added to the study on smart tourism destinations in emerging and developing countries.
The result of this study has confirm that several actions can be taken, such as investing in human resources,
levels of government participation, and supporting infrastructure to disseminate information about smart tourism
destination development (Buhalis and Amaranggana 2013; Khan et al. 2017). This study suggests that local
governments take strategic steps that include public system development, digital promotion, stakeholder
collaboration, fundings, and developing human resources. From this study it can be revealed that full support
from the government is found crucial for the smart tourism destination, given its strategic role of the government
in the form of regulation and policy power to maintain an organised environment that consists of multi-
stakeholders will help in mediating conflict (Beritelli and Laesser 2011). Smart tourism will bring a new paradigm
and ecosystem to the stakeholders for utilising technology to resume safe travel, especially in an uncertain
situation such as the COVID-19 pandemic (Lee, Hunter and Chung 2020; Kontogianni, Alepis and Patsakis 2022;
Messori and Escobar 2021)

This study is without limitation; the results of this study cannot be generalised, as we study from the
perspectives of local tourism stakeholders limited in one destination. Further studies are needed in testing the
four concepts synergy between stakeholders for smart tourism (i.e., partnerships, human capacity, private sector
competitiveness, and government support) through bigger scale research by asking the perspectives of other
stakeholders such as tourists, central and regional government, residents, and academia.
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