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MOTTO 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Every culture you meet is a mirror. Grow not to impress, but to connect. 
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Doamu mungkin lirih,​
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Dan untuk teman-teman seperjalanan,​
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ABSTRAK 

 

Industri MICE (Meetings, Incentives, Conferences, and Exhibitions) menuntut 
kompetensi pegawai yang tidak hanya teknis, tetapi juga sensitif terhadap 
keragaman budaya. Penelitian ini bertujuan mengevaluasi kompetensi pegawai 
Bali Sunset Road Convention Center dalam melayani audiens multikultural, 
dengan menyoroti tiga dimensi utama: keahlian, pengetahuan, dan sikap. 
Menggunakan pendekatan kualitatif dan deskriptif, data dikumpulkan melalui 
wawancara semi-terstruktur terhadap manajer operasional, tim pelaksana, serta 
tamu acara internasional, dan dianalisis secara tematik. Hasil penelitian 
menunjukkan bahwa kemampuan komunikasi lintas bahasa dan respons 
operasional pegawai masih belum merata dan cenderung bergantung pada 
individu. Pengetahuan terkait budaya, preferensi dietary, serta prosedur layanan 
internasional masih terbatas dan bersifat reaktif. Sementara itu, sikap profesional, 
empatik, dan terbuka terhadap perbedaan belum sepenuhnya menjadi budaya 
organisasi. Temuan ini mengindikasikan perlunya pelatihan lintas budaya, 
penguatan sistem kerja, dan pembinaan sikap untuk membentuk kompetensi kerja 
yang lebih adaptif dan berkelanjutan. Rekomendasi diarahkan pada 
pengembangan SDM yang mampu mendukung kualitas layanan di lingkungan 
multikultural. 

Kata Kunci: kompetensi kerja, audiens multikultural, keahlian, 
pengetahuan, sikap, MICE, venue, SDM. 
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ABSTRACT 

The MICE (Meetings, Incentives, Conferences, and Exhibitions) industry demands 
employee competencies that go beyond technical skills to include cultural 
sensitivity and adaptability. This study aims to evaluate the competencies of 
employees at Bali Sunset Road Convention Center (BSCC) in serving 
multicultural audiences, focusing on three dimensions: skills, knowledge, and 
attitude. Using a qualitative and descriptive approach, data were collected 
through semi-structured interviews with operational managers, team members, 
and international event guests, then analyzed thematically. The findings indicate 
that communication skills and operational responsiveness among employees 
remain uneven and largely dependent on individual capabilities. Cultural 
knowledge such as dietary preferences and international service protocols is 
limited and often reactive. Additionally, professional attitudes, empathy, and 
openness to cultural differences have yet to become a consistent part of the 
organizational culture. These issues highlight the need for structured cross 
cultural training, strengthened operational systems, and attitude development. 
The study recommends strategic improvements in human resource development to 
support more adaptive and sustainable multicultural service delivery in the MICE 
sector. 

Keywords: employee competence, multicultural audience, skills, knowledge, 
attitude, MICE, venue, human resources. 
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