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The Development of a Training Model Based on
Transformative Learning Concept and Self Esteem Theory
to Enhance Service Mind of Airline Personnel
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Abstract

The purposes of this research were to 1) identify the training needs for enhancing
the service minds of airline personnel, 2) develop a training model based on the
transformative learning concept and self esteem theory to enhance the service minds
of airline personnel, 3) compare service mind enhancement between the two groups:
the experimental group using the developed training model and the control group which
attended the airline training provided for the front line staff, 4) analyze the factors
related to airline personnel’s professional success, and also the problems and hindrances
for using the service mind training model. The sample was airline personnel from 4 fields
of the front line staff who were responsible for providing services to passengers, cabin
attendants, ground staff, reservation staff and ticketing staff. The research instruments
consisted of questionnaires concerning service and airline business knowledge, service
attitude and behavior, service mind characteristics, self-esteem, an interview form for
supervisors, the control group, experiment group, trainers and assistants. Data was analyzed
by percentage, mean, standard deviation and Paired t-test.

The research findings were 1) The results of the training needs revealed that
they needed three basic disciplines: a) airline business trends, b) potential of services and
c) self development. 2) The results of the proposed training model consisted of three main
factors: a) Principles, b) Planning and c¢) Procedures. 3) The results of the comparative
study of service mind enhancement between the two groups showed that the
experimental group obtained more of a service mind than the control group and higher than
before the experiment. 4) The factor related successes were (1) service experience
sharing between functions, (2) transformative learning, (3) self esteem (4) meditation

(5) trainers (6) body and mind exercise, and 7) journal writing.

KEYWORDS: SERVICE MIND/TRAINING MODEL DEVELOPMENT/AIRLINE PERSONNEL
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