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Abstract. This study discusses the importance of Human Resources (HR) in 

creating an organizational competitive advantage through continuous learning 

and development. Focusing on the Customer Service Unit (ULP) of PT PLN 

(Persero) Sungguminasa, this study aims to identify learning needs to improve 

service quality and overall organizational performance. The method used is 

qualitative research with a description of the approach, involving interviews and 

observations to collect data from six informants consisting of managers and team 

leaders. The results showed that training in communication skills, stress 

management, and remote conflict resolution helped employees improve customer 

experience and reduce complaint resolution time by up to 20%. Supervisor 

support and an ongoing learning culture play an important role in the successful 

application of learned skills. By effectively developing employee skills through 

continuous learning and training, PT PLN is able to improve efficiency, 

employee retention, and customer service quality, ultimately contributing to 

organizational excellence and improved performance. 
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1 Introduction 

Human Resources (HR) are an important asset to an organization as they play a key
role in driving the organization forward. HR is not only responsible for the day-to-day
operations but also affects the long-term success of the organization. Globalization
and  technological  advances  have  changed  the  work  environment  and  the  way
employees collaborate. HR must continually update policies and strategies to cope
with  these  changes,  developing  employee  competencies  that  align  with  the
organization's strategy to achieve excellence.

In  the  face  of  technological  advances,  globalization,  and  the  ever-changing
business  environment,  the  ability  to  continuously  learn  is  becoming  essential  for
every  individual  in  the  organization.  Learn  to  help  employees  adapt  to  change.
Continuous learning allows for improving skills and efficiency, helping employees
work more effectively and efficiently. Learning also fosters creative and innovative
thinking,  which  ultimately  contributes  positively  to  an  organization's  competitive
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advantage. Employees who feel they have the opportunity to learn and develop are
usually more excited, excited, and engaged in their work.

Effective  learning  enables  organizations  to  continually  adapt  and  excel  in
competition, especially in a rapidly changing business environment. Learning allows
employees  to  update  their  skills  according  to  market  demands  and  the  latest
technology. Organizations whose employees have the skills today are able to respond
to change more quickly than their  competitors.  Training and development help to
improve  the  quality  of  work  of  employees,  ultimately  improving  the  quality  of
products or services offered by the organization. A product or service is a key factor
in differentiating from competitors.

Learning designed to develop organizational competencies provides an advantage.
Strong  HR  competencies  form  the  foundation  for  developing  organizational
competencies.  Learning  to  focus  on  improving  skills  that  are  unique  to  the
organization can create added value that is not easily replicated. Organizations that
promote a culture of continuous learning create an environment in which employees
are encouraged to learn and develop constantly. This makes organizations not only
responsive to change but also proactive in creating change that gives them an edge
over  competitors.  With a  culture  that  supports  learning,  organizations are  able  to
adapt easily and accept new innovations that provide a strategic advantage.

By paying greater attention to relevant and sustainable learning, HR can ensure
that organizations continue to evolve, innovate, and remain competitive in a dynamic
marketplace.  Effective  learning  will  be  the  team's  Prime  hour  in  achieving
organizational excellence.

Organizations that focus on Human Resource Development, such as skills training
and career development, can create a competent skilled workforce. This strong HR
can implement strategies, innovate, and face challenges more effectively, ultimately
improving organizational performance. Employees who feel that  their organization
has an edge tend to be more motivated and engaged in their work. A high level of
engagement means higher productivity and commitment to achieving organizational
goals, and thus improving overall performance.

Organizations  with  excellence  typically  have  better  financial  and  operational
strength to cope with market volatility, regulatory changes, or economic crises. These
strengths  make  organizations  more  risk-tolerant  and  able  to  maintain  stable
performance.  Competitive  advantage  often  allows  for  diversity,  such  as  entering
different  market  segments  or  offering  new  products  and  services.  Diversification
reduces dependence on one market or product, reduces risk, and improves the stability
of the organization's performance.

Competitive advantage provides a foundation for organizations to design long-term
strategies. With existing advantages, organizations can formulate more targeted and
realistic strategies for growth, expansion, or market penetration, which contribute to
improved performance.  Competitive  advantage  allows  an  organization  to  align  its
resources  (financial,  human,  technological)  more  effectively  with  its  strategic
objectives. This alignment ensures that any investment in resources produces optimal
results, positively impacting organizational performance.

Overall,  competitive  advantage  allows  organizations  to  offer  greater  value  to
customers,  reduce  costs,  retain  customers,  increase  efficiency,  and  continue
innovation.  All  of  these  factors  continue  to  contribute  to  better  organizational
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performance,  both  financially  (such  as  profits  and  revenues)  and  in  non-financial
aspects (such as reputation, efficiency, and loyal customers). Competitive advantage
provides  a  solid  foundation  for  organizations  to  maintain  high  and  sustainable
performance in the face of competition.

2 Literary Views

Human Resources  (HR) plays  a  key  role  as  the  driving  force  of  an  organization
because  HR is  the  element  that  directs,  manages,  and  implements  organizational
strategies  and  activities.  Barney,  J.  (1991),  on  the  Resource-Based  View  (RBV)
theory, states that an organization's internal resources, including working hours, are a
major  element  in  creating a  sustainable  competitive  advantage[1].  Competent  and
motivated  HR with  unique  skills  can  be  a  key  driver  that  helps  an  organization
achieve excellence over its competitors. HR with specialized knowledge and skills
can  contribute  to  innovation,  efficiency,  and  value.  They  also  play  a  role  in  the
process  of  creation  and  culture  that  is  difficult  for  competitors  to  imitate.  By
developing employees ' skills and knowledge, organizations can ensure that they have
capabilities  that  are  difficult  for  competitors  to  replicate,  ultimately  increasing
efficiency, productivity, and innovation throughout the organization.

Becker,  G.  S.  (1964)  developed the  concept  of  human  capital,  explaining  that
employees,  knowledge,  and  experience  are  valuable  assets  to  organizations  [2].
Investing in employee training and development can improve their ability to drive an
organization toward its strategic goals. Highly skilled workers increase the strength
and efficiency of the organization, which ultimately increases competitiveness.

Argyris, C., & Schö, D. A. (1978) stated that organizational learning is the ability
of an organization to continuously learn and adapt to a changing environment [3]. HR
is an important element in the organizational learning process, as employees are a
source  of  new  ideas,  knowledge,  and  innovations.  Employees  involved  in  the
continuous learning process enable the organization to improve its ability to adapt and
innovate,  which  is  essential  to  achieving  and  maintaining  competitive  advantage.
Kristof, L. A. (1996) argued that conformity between individuals and organizations
implies  that  when  there  is  alignment  between  individual  characteristics  and
organizational culture and goals, employee performance will improve [4]. HR plays a
role in ensuring that hiring aligns with the organization's culture and values. HR can
drive organizations to ensure that the right people are recruited and they share the
same  values  and  goals  as  the  organization,  leading  to  increased  engagement  and
performance.

Blume dkk. (2010) conducted a meta-analysis on training transfer and studied its
effectiveness in the workplace [5]. They found that the effectiveness of training is
strongly influenced by management support and application skills in the context of
the job. This demonstrates the importance of their learning programs being aligned
with the work environment and the needs of employees to ensure effective transfer of
training. The successful Transfer of training and the development of skills contribute
to  increasing  the  competence  of  employees.  The  higher  competence  allows  the
organization  to  offer  better  or  more  efficient  products  or  services,  creating  a
competitive  advantage  over  competitors.  Organizations  that  consistently  develop
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employee  competencies  are  able  to  adapt  more  quickly  to  change  and  have  a
workforce ready for complex challenges.

Bhatti  dkk.  (2011)  showed  that  knowledge  management  practices,  driven  by
effective  training,  can  improve  organizational  performance  [6].  Knowledge
management  involves  continuous  learning  which  is  important  to  ensure  that
employees  are  always  prepared  for  challenges  and  changes.  Employee-related
knowledge and skills can enhance an organization's ability to innovate and facilitate
faster adaptation to changes in the business environment. This provides an advantage,
as organizations that effectively use collective knowledge tend to excel at creating
new products or improving existing processes.

Marsick  and  Watkins  (1990)  emphasize  informal  and  incidental  learning  in
organizations, which plays an important role in HR development [7]. Learning that
occurs spontaneously, such as through daily work experiences, plays a major role in
improving  employee  skills,  which  in  turn  improves  overall  organizational
effectiveness and performance. Such studies provide organizations with the ability to
innovate continuously and adapt quickly, which is essential to maintain a competitive
advantage.

EngeströM,  Y.  (2001)  introduced  the  concept  of  "extensive  learning",  which
focuses on developing employees ' abilities not only through formal training but also
through active participation in workplace activities [8]. This concept is important in
the context of hours of learning needs, as it allows the integration of personal and
organizational development, ultimately increasing efficiency and productivity. Birdi,
Patterson & Wood (2007) examined the relationship between learning practices and
organizational performance across sectors [9]. They found that companies investing in
learning and practice tend to do better. This suggests that study hour meetings should
have a direct impact on the success of the organization. Birdi et al. (2007) compared
learning practices in the for-profit and for-profit sectors in the UK and found that their
effectiveness  in  learning  affects  not  only  individual  performance  but  also
organizational  performance  [9].  They  emphasize  the  importance  of  relevant  and
effective training programs appropriate to the specific needs of organizations, both in
the public and private sectors.

The learning needs of the hour are directly related to the competitive advantage of
organizations  through  various  means,  such  as  increased  competence,  innovation,
adaptability, productivity, and knowledge management. Organizations that invest in
learning and Development hours will have a more adaptive, innovative, and efficient
workforce,  ultimately  providing  an  advantage  in  the  market.  Continuous  learning
enables organizations to continue innovating and adapting to changes in a dynamic
business environment.

Huselid (1995) showed that the application of the High-Performance Work System
(HPWS),  including  HR management  practices  such  as  training,  development,  and
employee  participation,  positively affects  the productivity  and performance of  the
organization [10]. Competitive advantage can be achieved through employee strength,
increased  engagement,  and  maximizing  employee  capabilities,  all  of  which  help
organizations  achieve  higher  results.  Huselid  emphasizes  the  importance  of
identifying  learning  needs  that  are  directly  related  to  improving  employee
performance. This analysis involves assessing performance to find out where it needs
improvement through training and development. By focusing on needs directly related
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to  performance,  organizations  can  improve  overall  productivity  and  efficiency,
providing a better competitive advantage.

Senge (1990) introduced the concept of learning organization, where the ability to
continuously  learn  and  adapt  to  environmental  changes  becomes  a  source  of
competitiveness  [11].  Organizations  that  implement  continuous  learning  and
employee empowerment can more easily adapt to changing markets,  technologies,
and customer needs, ultimately improving organizational performance. In the context
of increasing competitive advantage, organizations need to identify learning needs
that allow employees to develop skills in innovation and problem-solving. This can be
achieved through formal training as well as formal learning, such as mentoring and
coaching, which increases the adaptability and creativity of employees.

Porter (1985) mentioned that an effective competitive advantage strategy involves
the ability to respond quickly to market changes [12]. For this reason, studies should
be  identified  based  on  changes  in  the  external  environment,  including  Industry
Trends,  new  technologies,  and  customer  choices.  Organizations  should  engage
employees in ongoing training that helps them adapt and leverage these changes to
gain strategic advantages.

Competitive  advantage  plays  an  important  role  in  improving  organizational
performance in various ways, one of which is through human resource development.
By  leveraging  these  advantages,  organizations  can  achieve  higher  efficiency,
productivity,  innovation,  and  customer  satisfaction,  ultimately  contributing  to
improved overall performance.

Teece  (2018)  explains  that  in  order  to  compete  in  the  digital  economy,
organizations need to identify learning needs related to technology and digitization
skills  [13].  Skills  in  data  analysis,  the  use  of  digital  tools,  and  technology-based
innovation  are  essential  to  creating  a  competitive  advantage.  Identifying  learning
needs in the field of technology is essential to support the organization's digitization
initiatives.  Identify learning needs to  enhance competitive advantage  and improve
organizational  performance  that  includes  several  key  elements,  such  as  skill  gap
analysis, response to environmental change, development of core competencies, and
improvement of technology skills. Learning to focus on performance improvement,
innovation, and adaptation can provide a sustainable competitive advantage.

3 Research Methodology

The research method used in this study is a qualitative method with an overview of
the  approach.  Description  This  study  aims  to  obtain  information  about  the
introduction  of  learning  needs  to  improve  competitiveness  in  PT  PLN  (Persero)
Customer Service Unit (ULP) Sungguminasa. In addition, the researchers also used
second-hand research design, which is one of the few types of research that aims to
provide solutions to specific problems in a concise manner. Informants in this study
were six people ranging from SUNGGUMINASA manager ULP Sungguminasa and
five Team leaders from five departments in ULP Sungguminasa.

The  techniques  used  for  data  collection  in  this  study  include  interviews,
observation,  and  document  review.  Instruments  used  for  data  collection  interview
guidelines,  observation  guidelines,  and  document  review.  Data  collection,  data
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reduction, data presentation, data verification, and Conclusion are techniques used by
researchers to analyze data

4 Research Results

PT PLN's  Customer  service  Unit  uses  employee  performance  analysis  to  identify
learning needs. This involves using complaint data to determine skills that need to be
improved among customers. Team leaders play an active role in the identification
process by conducting interviews with staff to assess skill needs and discuss challeng-
es faced when interacting with customers. Training programs in Customer Service
Units  focus  on  communication,  stress  management,  and  conflict  resolution.  Re-
spondents stated that the training was helpful in dealing with difficult customers and
improving the customer experience. Most staff members admit that they are given the
opportunity to provide input on the type of exercise they need, which contributes to
increased  motivation  and  job  satisfaction  as  employees  feel  their  involvement  is
valued.

After training, most employees show improvement in managing customer interac-
tions effectively. This is evidence of the achievement of response time and recovery
which is reflected in the implementation of the first Semester performance. Staff who
receive training have a better ability to provide fast  and friendly solutions,  which
helps PLN's Customer Service Unit make a difference in service compared to other
units.  These advantages help PLN retain customers in an increasingly competitive
industry.

The results showed an increase in customer complaint  resolution time after the
train-ing was conducted. The average time it takes to solve a customer problem is
reduced by 20%, which shows the skills learned have been used effectively in daily
work. A total of 78% of employees reported that the training made them feel more
prepared and confident  in  dealing with  customers.  This  has  a  positive  impact  on
employee retention, with a decrease in the turnover rate in this unit in the evaluation
period.

One of the challenges faced is the difference in skills required between service
units in cities and remote districts. In urban areas, technological skills to operate client
appli-cations  are  needed,  while  in  remote  areas,  communication  skills  are  more
needed. Limited access to training, especially in areas with limited infrastructure, is a
barrier to ensuring all employees receive the same training.

The  team  leader  plays  an  important  role  in  supporting  the  implementation  of
training results in the workplace. As many as 85% of respondents stated that their
supervisors provided guidance and feedback after training, which helped them apply
new  skills  more  effectively.  PLN  Customer  Service  Unit  promotes  a  culture  of
continuous learn-ing, where every employee is encouraged to continue to develop
skills  through  formal  training  and  informal  learning  from colleagues.  This  helps
create a more adaptive and proactive team.
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