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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
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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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