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Analyzing of the trainees satisfaction of in-service training

Based on Importance-Performance Analysis (IPA) model
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Abstract:  Currently training plays a
transformational role in improving knowledge
and skills of human resources. This requires
quality  oriented training and learner
satisfaction. The goal of this study was to
develop quality assurance method in training
with  particular  emphasis on trainees
satisfaction. To achieve this goal, service
quality approach, has been used to reveal
quality components of training. Using
components and analytical system of
Importance-Performance analysis model, a new
method for quality assurance in training was
developed. The study was an exploratory mixed
research in which, qualitative and quantitative
data have been collected through interview and
questionnaire. A sample of 94 apprentices in
Telecommunication Training Center has been
selected. Both qualitative and quantitative
methods have been used for data analysis. The
study revealed 40 components of quality in
training. Based on the components and the IP
matrix, a practical model for evaluation and

quality assurance in training has been
developed.

Key words: Human Resources Training,
Satisfaction,  Service  Quality ~ Approach,

Importance-Performance Analysis (IPA).
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1. Satisfaction
2. Quality Assurance (QA)
3. In-Service training
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1. Production-based

2. User-based

3. Customer-oriented

4. Creating learner value

WA Ll o )l 156 )Ll [Y5 50 /LS'L).}AT sleplla ;o (65,40l ¢ o o dolilad go Yf



Slae 2 S b el slooygs 5l S8 saienls; Jl

(S riee 2ol 5 09 3le nl » pade (5 it (Bigal Sk & bt oS0 5
gl ind plgmasily (i icalo pej 4 (Ve 20 (pudls) 9,25 (oo )3 axgi 55
S Lol 5l osei b oyt plsie 4 505 BT L sl 5 nl 5l s (oo gmims 3390
S o by VAT (ol LSen 5 gol) ((ojgal Slaio 4l (b i (lgeils
sl g Jlo Gl (V297 (ol ) s (00 ogmime Slansio (] (ol o ite
3y s 590] 53 ke (el slagsig, 5l (S Sl 4 Wls e QLT ouanl) ol
azg 5090 U Sladl mlie silug 5 Gojgel ala> 50 £9050 (al 40,5 18 oolici
S 51 (S plsie 4 Shael sle 090 (EALS 28 ,8) Gl Cold) (g Cesl 0ad
OS5 @l a5l oolazl ((YY Lo VYAY (g llg 5 ol lxly  x8) ijgel cidu il sla
S st 5 VFOe MYVE ol laly (28) (o855l (2ol slagis, 5| (o olse &
Cponl a8 Ceol (69)l50 51OAF (o AYAY lus) (LSS el po o208y (2l s,
23l o T (Sl mlie (0] e 50 1y 015158 Sk 5 culs,

(3ol Gl 090 5l Cwns pad Shjsel (6l 090 HEALS C8 il gaianlo; gy
s 18 Gomis 950 1y OleSTE sarenals) Glsn ol eloly &5 cl ale adlge ol
B9 slo adlge A WLl oo CodsS slo addse ((Digel CodeS Ay (s s Gl
698 alal; Ol tie culs) 5 Slead CoS i a5 o] 51 ORes sae Sl anle Wl ) S
oyl 5 soliiwl g Sless cuisS 0,03, oz yl> 0 CuisS o alge clis o, 392
ey (oo S 4 gl (el gl 0y00 5l ST uienle) pwlid o Gl
&) oy wloss o)l 393 (o et e T Sloas Lol psgde b b oulitioo]
ol as Gl gpie Sl b gilas Sleas Wl sdins Cwas S a5 weo o
@bl &8, 5o alepe uinds 00 F e e ulo)l g olend plu)l s S
5,Skae —umn! ko Jos oshite ol gl o] lu)l cde Juloo 5 calis wlaas
el amilin s L o5 slls TAPA)

—Cpotl Judos il il g i cols ) g Sleas CuaS 0gd g0 I A K

buwg (Jae plcwl Cwas gla jazls suncuglgl gl p diesguw g w1 (g 10l o Sl

1. Transformational

2. Pathology

3. Service failure

4. Importance — Performance Analyses (IPA)
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1.J. A. Martila & J. C. James

2. Multi — attribute model

3. Analytical components

4. Service quality approach

5. Parasuraman, Zeithaml and Berry
6. Brady and Cronin
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1. Slack
2. Importance —Performance Matrix
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1. Scale—centered approach
2. Likert
3. Data—centered approach
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