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ABSTRAK 

Kebanyakan hotel melabur dalani melaksanakan program-program latihan yang 
berkesan untuk meniaksimunikan nilai modal insan sedia ada. Walau 
bagaimanapun, perlu diingatkan bahawa keberkesanan program adalah 
bergantung sama ada pelatih mengaplikasikan atau tidak niengaplikasikan apa 
yang mereka pelajari. Ini merupakan satu kebimbangan dalam kalangan 
pengusaha hotel. Objektif utama ka-jian ini adalah untuk meneroka hubungan 
antara tiga faktor yang berpengaruh iaitu persekitaran kerja, individu, dan proses 
latihan dengan keberkesanan prograni latihan menggi~nakan niodel penilaian 
Kirkpatrick (1977). Ini adalah sat11 kajian horelasi yang menggunakan reka bentuk 
campuran kaedali kuantitatif dan kualitatif. Untuk ka-jian kuantitatif, instrumen 
kajian telah diedarkan kepada 297 peserta yang telah nlengliadiri dan menamatkan 
program latihan di hotel lima dan cmpat bintnng di ASEZA. tlasil kajian ini 
menunjuhkan bahawa faktor persckital-an kcrja. sokongan sosial, peluang i~ntuk 
~nenjalankan tugas dan sistem ganjaran. kecuali budaya organisasi, mempenpari~hi 
dnn menyumbang kepada keberkcsanan Iatihan. Kebolelian dan motivasi individu 
kecuali sikap niempengarulii dan mcnqi~nlbang keberkesanan latihan. Di sa~nping  
itu, analisis statistik menunjukkan bnlia\\~a keperluan dan rcka bentuk 
mempengal-i~hi keberkesanan progranl. Scnlua taktor ini menunjukkan hubungan 
yans positif clengan keberkesanan latihan dan hi~bungan yang positif clan 
signifikan antara nlereka dan keberkcsanan latillan. Kaedali kualitatif diguriakan 
dalanl kajian berbenti~k wauancnra satu-sama-satu dengan menggunakan 
sembilan soalan terbuka drngan pensurLls sumbzr 11ianusia dan penyelaras latihnn 
di hotel. tIasil ka-jian menyokong tinjauan hajian kuantitatif dan konsisten dengan 
ka-jian sebelum ini kecuali dengan men i~ l i j~~kkan  baha\va budaya organis:lsi dan 
sikap. Kajian ini menyumbang dalam ~nerapatkan jurang nlengenai pcngaruli 
faktor persehitaran. individu dan proses latihan kepada keberkesanan program 
latihan sumber manusia. Selain itu. ka-jian ini juga menambah maklumat dalanl 
mengaplikasikan model penilaian Kirkpatrick (1977) untuk menilai keberhesanan 
program latihan terutanianya di Jordan. Akhirnya, kajian ini menyediakan 
penyelidik dengan garis panduan untuk menjalankan program-program latihan 
yang berkesan dalam sektor perkhidmatan. 

Kata Kunci: Sumber Manusia. Latihan, Keberkesanan Latihan. Faktor 
Persekitaran Kerja, Faktor Individu. Faktor Proses L,atihan. 
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ABSTRACT 

Most hotels invest in implementing effective training programmes to maximize 
the inherent value of their existing human capital. However, it should be noted 
that the effectiveness of the programmes depends on whether trainees apply what 
they learned.This is a major concern among hotel operators. The main objective of 
this study is to explore the relationships between three influential factors which 
are work environment, individuals, and training process and the effectiveness of 
training programmes using Kirkpatrick evaluation model (1977). It is a correlation 
research using a mixed design of quantitative and qualitative methods. In the 
former method, a survey instrument was distributed to 297 participants who had 
attended and completed training programlnes in five and four star hotels in 
ASEZA. 'The findings reveal that factors such as work environment, social 
support, the opportunity to perform and reward system, with the exception of 
organizational culture, influence and contribute to training effectiveness. 
Furthermore, ability and motivation of individual influence and contribute to 
training effectiveness \bit11 the exclusiun of attitude. In addition. statistical 
analysis indicates that needs ancl design i~ifluence training effectivcncss. All the 
factors demonstrate a positive cul-relation with training effectiveness and sho~v  a 
positive and significant relationship between tliem nncl training effectiveness. The 
qualitative method is used in tllc study in tlie fol-111 of a one-to-one interview using 
nine open-ended qirestions \\,it11 Iii~mali resource managers and training 
coordinators in tlie hotels. Tlie findings support the outputs of the cluantitative 
survey and consistent with previous studies except the organizational culture and 
the attitude. This study has contributed in bridging the gap concerning the 
intluence by environment. individual and training process factors on the 
effectiveness of human resource training programmes. It also extends the 
literature of using the Kirkpatrick evaluation model (1977) to evaluate the 
effectiveness of training programmes particularly in Jordan. Finally, the study 
provides researchers with guidelines on conducting effective training programmes 
in the service sector. 

Keywords: Human Resource, Training, 'Training Effectiveness, Work 
Environment Factors, Individual Factors, Training Process Factors. 
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CHAPTER ONE: INTRODUCTION 

1.1 INTRODUCTION 

This chapter begins by describing tlie background of the study and specifically 

focuses on hotels sector in Jordan. The main targeted area is in Aqaba city. It then 

follows by explaining the probletn statement, research questions, and research 

objectives. The purpose of this sti~dy was to investigate the factors that intluence 

training eftectiveness in hotels sector in Aclaba city. The st~ldy investigated nine Factors 

in three gt-oi~ps which are work envit-onment (socirll support, opportunity to pcrforni, 

reward system, :lnd organization culture). indiviclual (ability. attitude. and motivation). 

. . 
and  training process factors ( tra~nlns needs ~ 1 1 1 ~ 1  training design). 

In addition, i t  also provides a brief description of tlie signilicance O F  tlie currcnt 

study. Finally. the chapter concludes by presenting the dctinitions of the terms used in 

the study. and ends by su~i i~i iar i~ing the contents the the chapter. 

1.2 BACKGROUND OF THE STUDY 

Tourism sector is among the increasingly growing businesses in the world 

particirlarly in the Middle Eastern region which boasts of several historical tourist 

attractions. In this region, the gro~vth of tourism registers at 17% compared to tlie 

world's growth of 4%(UNWTO, 2008). In the context of Jordan, the tourism sector is a 

crucial part of the economic sector which accounts for 10.5% of the gross domestic 

product (GDP). The sector created approxiniately 39, 359 direct ,job opportunities of 

which 13. 005 were employed by liotel organizations(MOTA, 2009). 

1 



Owing to the growth in the tourism sector, it has become imperative to deal with 

the significant increase in tourist arrivals in the country through the establishment of 

facilities and tourism services to nieet the new challenges. In addition, the hospitality 

industry forms the core of tourism and it is viewed as an important sector that assists 

developing countries to come to ternis with the issues in their socio-economic sector 

(Holjevac, 2003). It has become imperative for planners and producers to take into 

consideration the need for the develop~nent of hotels which will add more rooms and 

beds and for the enhancement of the clilality of  housing, food and bcvcrase along Lvith 

other tourism ticilities(Eclitner, 1095). 

Anion: the {)lain fcaturcs of tlie Ilotcl sector is its direct dcpcnclence on human 

elements in its presentation ot' scrviccs to guests. I Icncc. tllc inclustry calls for clllalitied 

lillnlan rcsoilrces for tlie purpose o t  acliicving superior pcrthrmnncc (Zliao. Junclii~nn. & 

Naniasivayam. 2004). In other ~vords. Iiotel organizations should concentrate on 

developing employees' attitudes, abilities and appropriate manners effectively. since 

they are tlie ones to perform in the front line to ot'fer hotel services in an attempt to 

achieve organizational goals (Al-Sabbgh, 2008). Thc hotel sector provides two types of 

services: accommodation, and food and beverage. 'The requirement for these services is 

set for increasing growth in the future. As such, Toh, Haji Ahmad and Bujang (2008) 

stated that the way the hotel organizations satisti needs depends mainly on how they 

train their personnel for improved service quality. 

The success of training programmes lies in the way they are developed and 

provided (Tanke, 2000). According to Clemenz and Weaver (2003) training calls for 

significant enterprise and effective tools for the purpose of progress and development. 

The objectives behind training are the development of performance to benchmarked 

2 



levels through the provision of' knowledge, improvement of kills in each level of job 

position, reduction of waste, increase in productivity and achievement of labor 

efficiency to solve issues concerning operations (Chiang, Back, & Canter. 2005; lanes, 

2005). Training are also provided as an attempt to minimize the gap between guest 

expectations and hotel performance (Chiang et al., 2005) and training programmes 

offers advantages for the hospitality organization and its employees. However, it is 

important to note that training activities should be related with the ob.jectives of the 

organization (McRain, 2004). Thcrefore. the increase of procluctivity and improvement 

of quality trainin: shoulcl be providcd prior to the appropriation of staff' positions 

(Goldsmitli, Nickson, Cl'oocl. & Sloan. 1088). 

Moreover, there are sc\et-al l'actorc that have to be kept in mind when prepal-lng 

to provide training programliles and they include: the determination of the proyramlne's 

objectives and the perwnncl's qualif?c:~tion level. and the programme's eoniponentb 

(Baldwin & Ford. 1988). In order to bypass isc~tcs or problems. the organimtion s h o ~ ~ l d  

place importance on the performance evaluation of the staff. Training should be 

continuous owing to the ever-changing needs of the internal factors of organizations 

including budget, policies, and ob-jectives along with external factors like economic 

conditions, technology and regulations (Blanchard & Thacker, 2004). 

The effectiveness of the training proccss refers to the training input factors. 

training outcomes and transfer conditions. The latter entails both the material 

generalization provided in the training that is brought to the job contest and the 

sustenance of the knowledge over job duration. On the other hand, training outcomes 

refer to the level of original learning that takes place while training and the retention of 

knowledge following the completion of the programme. The factors of training input are 



training design process which covers the job relevance of the training elements and the 

organization of training content whereas the work environment fac,tors are climatic 

factors including supervisor's support, and lastly, the trainee factors entails the ability of 

the trainees and their personality factors (Baldwin & Ford, 1988). 

The investigation to the training effectiveness issues calls for an unencumbered 

comprehension of the meaning of effectiveness along with the determination of the 

factors that affect it (Baldwin Rr Ford. 1988). According to 'Tracey. 'Tanncnbai~n~ and 

Kavanagh's (1995) stitdy in an attempt to explain thc process of effectiveness. they 

stated that it is a function of factors in the provided formal training along with thc 

featilrcs of the transfer or the ones i n  the kvork environment. Aclditionally. Noc and  

Schlnitt (1986) refer to tl-ainabilit!. concept to comprchcnd why learning. behavior 

change, and enhancen~ent of performance vary among the participants LO tlic 

programme. 'Trainability is referred to the level to which the participants are able to take 

in kno~vledge and apply the said knowledge to their work. Statcd differently. it is a 

function involving ability. motivation and environmental favorability and their ideas of 

concepts have a significant impact upon the effectiveness of training (Cheng & Ho. 

1998). 

Training effectiveness is primarily determined through the trainees' attributes. 

pre-training and post-training environment, and the accuracy of the needs analysis and 

the training design's quality('fannenbaun1 & Yukl, 1992). The achievement of training 

effectiveness entails the organization's focus on three dimensions which are pieces 

forming the concept of effectiveness. These dimensions include; work environment that 

the participants are exposed to, individual factors of participants such as their features, 

and the training process such as training needs and the ways in which knowledge and 



skills are delivered to the participants. Hence, tor the better understanding of training 

effectiveness and for the achievement of it, the present study adopts factors contributing 

to the successful training effectiveness. A detailed explanation of each factor is 

provided in the following paragraphs. 

The work environment factors are climatic factors such as social support 

(jackson & Bushe, 2007: Lim, Lee, & 1Uam. 2007). opportunity to perform (Clarke, 

2002; Kontogliiorghes, 2001). reward system (Govindarqjulu & Daily. 2004: jackson & 

Bushe. 2007: Kouiller & Goldstcin. 1993). and tinally organizational culti~re (Burke & 

Haldwin. 1999; Govindaraiulu & Daily. 2004; jackson & Hushe, 2007; Wehr~neyer & 

('henoweth. 2006). Management has a s l a t  inlluence upon ~ w r k  environment o n  ing to 

their presence and po\\cr ~vithin it (Noe & Schmitt. 1986). 

On the other h:~nd. incl~cidual factor5 are: trainee ability (t-,langovan & 

Karahowsky, 1999: Quiriones, 1997: Xiao. 1996)- attitude (Acton & Golden, 200 1 : 

Cheng & t lo, 1998; Tsai & Tai. 2003). motivation (Raldwin & Ford. 1988; Elangovan 

& Karkousky, 1999), and the attendance, learning and transference of learned skills to 

the actual task. If trainees are confident of utilizing their newly learned skills and are 

convinced of their effectiveness and advantages, they are likely to modify their job 

behavior (Noe & Schmitt, 1986). 

Finally. the training process encompasses training necds (Bucalo, 1984; 

'Tliarenou. 1989) and training design (Cnrnarius, 198 1 ; Kechnitz, 2002). blanagement 

should try to provide the learning objective that are ensured to meet the needs reported 

in the need analysis, and deliver the ~llaterial in an organized and effective way so that 

there is no ambiguity on the side of the trainees regarding the training content (Casper, 



The Jordanian tourism industry experience of the fast paced significant change 

has led to the moditications in the implementation of training programmes. especially in 

the hotel sector. One of the core reasons for hotels' investments in the provision of 

training progranlmes every year is the hopes that they show positive results in terms of 

employees' improved knowledge and skills in the work e~ivironme~lt (Altarawneh. 

2009). Most organizations are still unaware of the importance of training and its 

contribution to their success (Altara\\neli, 2009). Ilence, several studies in Jordan are 

dedicated to issi~es of human rcsourcc development and training needs analysis along 

with strategic plannins for Vocational 'I'raining Corporations (USAID. 2006, 2009). 

Context of  Stutly: Hotels in ,lortlan 

Aqaba is a coastal city \vhicll is located in the far south o f  Jordan. and 

strategically important to Jordan as the sea port. Neighboring Jordan are three countries, 

i.e. Egypt, Saudi Arabia and Palestine (Figure 1 : I ) .  The population of the city is about 

120,000 people. Although Aqaba is a coastal destination, the industrial activity is still 

important in the region. The source of phosphate and shell, and most of Jordan exports 

depart from this sea port (USALD, 2009). Lt is the only special economic zone in 

ASEZA. 

Aqaba contains many facilities fc>r tourism such as hotels with different 

classification and resorts, newly established restaurants. international coffee shop, 

diving center. an aquarium and several leisure facilities. Aqaba now has several giant 

tourism and economic projects, which are under construction, which makes Aqaba one 



of the most important tourism destinations in the Middle East .Therefore, this study 

focuses on the city's hotels because of the importance of tourism in Jordan. 

Figure 1 . 1  : Location of Aqaba 
Source: Google 

The hotels and tourism sector is considered as a main industry in Jordan and a 

premier destination of tourists, which thus requires tourism facilities. Over the past few 

years, the accommodation facilities have been increasing in terms of service and size. 

There are many hotels which are different in location and classification with capacity of 

up to 15.854 rooms and 29,880 beds. 'Table l . I  shows the number of classifications of 

hotels in Jordan in 2009, which comprises 25 of five stars, 22 of four stars, and 46 of 

three stars categories. 



Table 1. I : Classification of  Hotels in Jordan 
Classification No. of hotels Suite Room Bed 

- -- 

Five star 25 443 6.173 10.820 

Four star 22 200 2,607 4.839 

Three star 46 247 3,386 6,508 

Two star 5 6 10-3 2,157 4,532 

One star 5 5 2 8 1,53 1 3,181 

Total 204 1.032 15.854 29,880 

Source: Ministry of  Tourism and Antiquities (2009) 

Tonards the end of the first half oE2000. thc number of classified hotels \\as 35 

Table 1.2. 'This number is expected to incrcase in the ncar lirture since there are many 

giant economic pro-jects under construction especially in the hotel sector. 

Table 1.2: Classified Hotels in Aqaba 
Classification No. of hotel Suite Roorn Bet1 

Five star 4 IS 1.027 1,578 

Four star 10 115 751 

Three star 8 0 588 1.288 

Two star 1 1  0 63 1 1,385 

One star 9 0 422 896 

Total 3 5 2 8 3.083 6.23 1 

Source: Ministry of  Tourism and Antiquities (2009) 

With regards to the number of employees in the tourism and hotels sector. every 

year this number is growing fline with the growth of tourism activities. Table 1.3 shows 

the increasing workforce in Jordan. In 2004, the number of work force in tourism was 

23,544, while in 2009, this number increased to 39,359 comprising several nationalities 

and both genders. 
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Table 1.3: Workforce in Tourism and Hotels Sector in Jordan 
Year 

Gender Nationality 
Male Female Total Jordanian Non Total 

.lordanian 
- 

'Total 2009 35,282 4,077 39,359 32,107 7,252 39.359 

Total 2008 34,299 3,925 38,228 31,189 7,035 38,228 

Total 2007 30,964 3.44 1 34,405 28.458 5,947 34,405 

Total 2006 28,256 2,807 -3 1,063 26,760 4,303 3 1,063 

Total 2005 26,7 15 2,669 29,384 26.069 3.3 15 29,384 

Total 2004 2 1,430 2,l 14 23,544 21.150 2,394 23.544 

Source: Ministry of Tourism and Antiquities (2009) 

Regardins the number of employees in the hotels sector, 7able 1.4 slio\vs the 

total staff in Jordani:ui hotels sector reaching 13.005 in 2000. 1 1.907 of the emplo~ees  

are male and 1.098 female. 'I he Jordanian uorkforce is 1 1.878 or  total employees. 

'['able I .4: Number of StaPf in FIotels Sector in Jordan 
Classification Non Jordanian Total 

.Jordani;~n 
Rlale Female hlale Female 

Five star 6,902 55 1 23 1 106 7,790 
Four star 2,009 127 96 4 5 2,277 
Three star 1.422 104 288 6 5 1,879 
Two star 432 4 1 185 3 4 692 
One star 272 18 70 7 367 
Total 1 1.037 84 1 870 25 7 13,005 

Source: Ministry of Tourism and Antiquities (2009) 

The hotels sector in Aqaba in terms of classification of hotels was 1,985 in 2009 

as shown in 'Table I .5: males made up 1.769, and 189 female. 



Table 1.5: Number of Staff' in Hotels Sector in Aqaba 
Classification Non Jordanian Total 

Jordanian 
Male Fenlale hlale Female 

Five star 912 114 40 1 1,067 

Four star 166 7 3 5 5 213 

Three star 178 I9 109 34 340 

Two star 7 5 > 106 4 188 

One star 133 1 42 I 177 

Total 1,464 144 332 4 5 1,985 

Source: Ministry of Tourism and Antiquities, (2009) 

t lu~nan resource department in five and four stars hotel in Aqaba city offering 

and providing their stul'l' in variou9 training programmes. Ihe main purpow is to 

improve thier skills particularly in 5c1-vic~ng the guests such as housekceping. pllblic 

relation. co~nmunication skills, spccialtj fonds (European, Thai. Japanese, and other 

food operation), computer skills, customer care service. safe food handling. and hygiene 

(USAID, 2006). 

1.3 PROBLEM STATEMENT 

'Training is considered as a core human resource development strategy taken up 

by hotels in an attempt to improve their staff and the overall hotel performance. It offers 

advantages including the improvement of productivity and the achievement of 

sustainable competitive advantage. Management primarily turns to the provision of 

training to their enlployees in cases where in the productivity is low in the organization, 



and the employees lack skills which leads to low customer satisfaction and low 

competitiveness level (Dawe, 2002; Kumpikait 2007). 

Although, increasing developments have taken place in training programmes, 

there is still a long way to go in terms of research and innovation. 'The present study is 

an attempt to determine the factors impacting the training programme's effectiveness in 

the hotels located in Aqaba Special Econoniic Zone Authority (ASEZA) and in light of 

these training prograninies' significance. provides an overview of the reality and nature 

of tlie services that tlie hotels provide. 

According to seceral studies. altliougli great investnients are spent c\ cry year on 

the initiation and preparation of training programmes for tlie pul-pose of improving 

knowledge and skills ancl for gaining competitive edge, a mere 10% of the kno\\/ledge 

and skills acquired from training are made use of by employees on the actual job and 

employees fail to effectively apply their skills in training on their ~ o r k  environment 

(Baldwin & Ford. 1988: Bhati. 2007: C.E. Clemen;., 2001). The issues is in tlie inability 

to apply the expected outcomes of the training programmes which are KSA 

(Knowledge. Skills and Attitudes) in the work place in general and in hotel sector in 

particular. 

This existing gap between the training programmes content and the application 

to actual tasks can be attributable to several reasons which can be divided into three 

main categories: work environment, individual factors (Baldwin & Ford, 1988) and the 

training process w o e ,  2010). For the improvenient of training cost efficiencies, the 

hotel sector needs to acknowledge tlie factors that inipact training effectiveness and to 

determine those that proniote or prevent changes in behavior (Noe & Schmitt, 1986). 

Following management's assessment of these factors, strategies can be created targeted 
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at achieving positive transfer and continuous employment of learned skills in the work 

environment (Casper, 2005). 

Most studies making up the literature concerning workplace transfer of training 

suggest that the training contents is not brought to actual job environment in light of 

changed behavior and positive outcome despite the huge investments on such 

programmes. A great number of studies are unanimous on this statement (Baldwin & 

Ford. 1988; Clark, 2002). In other words. according to literature, despite the significant 

investments poured into organizational training and develupn~ent. i t  is just \lasted 

owing to the inability o f  the trainees to bring the acquired kno\vledge into the actilal 

uorkplace (Tracey ct al.. 2001). Moreover, there is a gap in sti~dies concerning the 

transrer of traininglbehavior and \\hat exists has lack of clarity in concepts: for instance. 

"what constiti~tes transfer'?" (R~ild\\in & Ford. 1988). 

'I here is lack of evidence in literature showing that training programnies transfer 

knowledge and skills to actual jobs in terms of significant c h a n ~ e s  in behavior (Raldwin 

86 Ford. 1988). Therefore. this failure to transform training investments into significant 

improvements i n  on the work en\ ironment behavior and performance has become a 

serious issue in organizations spending billions of dollars annually on training and 

development(Baldwin & Ford, 1988; Noe. 1986). 

A large number of studies have reached the above conclusion (Baldwin & Ford, 

1988; Tracey & l'ews, 1995; Cheng & tio. 1998; Cheng & Ho. 200 1 ) .  Additionally, 

according to Elangoyan and Karakowsky (l999), research concerning training has failed 

to address the theoretical aspect of training effectiveness owing largely to the lack of 

framework that identifies major issues and drives training effectiveness. Along the same 

line, Goldstein (1980) called for more research to be conducted in the identification of 
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variables that predict training effectiveness. Similarly, Clernenz (200 1) calls for the 

broad view of the dynamic nature of the effectiveness orientation through the extension 

of extant literature for the purpose of investigating lack of skills application. 

As mentioned earlier, despite the number of studies in literature which tackled 

the concept of transfer of training, only a few of them investigated the environmental, 

individual, and training process factors linked with knowledge and skills transfer (Yuki 

& Tannenbaum, 1992). Moreover. to the researcher's knowledge. there is no research 

that empirically investizated the factors impacting training transfer and this is \\)hat the 

present s t ~ ~ d y  is attempting to do in the context of the hotels in Aclaba city. To reiterate 

the problem, the training programme trainees fail to transfer the knowledge and \hills 

that they learn in training to acti~al \\ark environment and this carried seriou5 

implications for the cnlploqees. hotel management and the gL~ests. The prescnt study 

also focuses on the factors facilitating training effectiveness bv conducting an 

examination of a group of related factors. Therefore, the present study attempts to 

expand the knowledge based concerning training transfer. 

The four and five star hotels provide their own training programmes and these 

programs utilize the latest technology in hotel service and contain up-to-date knowledge 

and skills in the hotel industry. The hotel chain is the main source of the technology. 

knowledge and skills mhich is similar to developed countries. The culture and traditions 

in the developing countries differ from their developed eounterpal-ts and these affect 

management and the behavior style in hotels which in turn influence the acquisition of 

certain skills provided by the training programs and the training effectiveness. In 

addition, training with new technology in the context of hotels in developing countries 

is unheard of due to the lack of availability of equipment (Noe, 2010). Moreover, in 



Aqaba city, one of the main barriers of training effectiveness is the hotels' high turnover 

which reduces the number of professional staff who attend the training program 

(USAID, 2006). 

The level of services delivered in four to five star hotels in Aqaba city indicates 

the perceptions and the total quality performance of the ASEZA hotel sector because 

they are the top echelons of the type of hotels in the region. This justifies the need to 

improve staff service in these hotels to maintain the perception of the guests in the 

desired level. '[lie guests in these hotels have high expectations with every service 

perfect do~bn to tlie last detail. I'hcy expect staff to be rriendly well-informed and try 

their utmost to provide them service I t  can be stated that tlic expectations of b u r  to five 

star hotel patrons differ from other hotels' a t~d  hetict.. sevcral studics have to be adopted 

for pcrfortnance itiipl-ovenient to Iiieel ytcsts needs and achieve their satisfaction. 

Furthermore, one of the core feat~trcs of rour to five star hotels is the intensity of 

labor. [n the context of Aqaba city, 1985 employees work in the hotel sector of wliicli a 

total of 1280 work in four to five star hotels tlie remaining in other hotels (MOTA. 

2009). The difference in the number of staff signifies the need for intense organization. 

staff management, job positions, responsibilities, duties and strategies for staff 

development. Thus, it is important that such study to be taken at the four and five star 

hotels in order to understand the factors influencing the effectiveness of training 

programme as to enhance the quality of hotels employees. 



1.4 RESEARCH QUESTIONS 

Rased on the problem identified. the primary research questions derived are: 

I .  How do the work environment. individual and training process factors influence 

the effectiveness of the human resource training programmes in the hotel sector 

in ASEZA? 

2.  What are the relationships between no rk  environment. individual, and training 

process factors? 

3. What are the relationships among work enviroliment, inclividual. and training 

process factors and effectiveness of  the human t-esourcc training prograrnmes in 

the hotel sector in ASEZA? 

1.5 OBJECTIVES OF THE STlJDY 

'I'he objective of this study is to e v a l ~ ~ a t e  work environment. individual and 

training process factors, as the main factors that intluence tlie effectiveness of the 

human resource training programmes in the hotel sector in ASEZA. The sub-objectives 

of this study are to: 

I .  investigate the intluence of work environment, individual and training process 

factors on tlie effectiveness of the human resource training programmes in tlie 

hotel sector in ASEZA. 

2. investigate the relationships between work environment, individual, and training 

process factors. 



3 .  investigate the relationships among work environment. individual. and training 

process factors and the effectiveness of the human resource training programmes 

in the hotel sector in ASEZA. 

1.6 SIGNIFICANCE OF THE STUDY 

Phis study attempts to focus on factors that result in the effectiveness O F  the 

training programmes in the hotcl sector in ASEZA, and to increase attention oPdecision 

makers in hotels about the importance of the role of training proyanimes to prepare and 

crcnte kno\vlcdge. skills and abilities. Also. i t  Iiciglitcns tlie~r understandin2 of' tlic 

training cffectivencss to bc ablc to cle~elop and implement training effectiveness 

strategies that ensure the needed change in trainee behavior in order to crcatc better 

performance nhich nil1 be retlected in the quality of service delivered to tlie gi~est. 

There are many studies that have investigated the individual factors or 

environmental factors or both that affect training effectiveness (Bhati, 2007; Cheng & 

Ho, 2001; Cheng & Ho, 1998; Noe & Schmitt, 1986). Some other studies have 

investigated the training process elements and its effect on training programme 

effectiveness (Tannenbaum& Yuki, 1992; Carnarius, 1981). Besides this, few studies 

have been undertaken on the irnporta~lce of training in hotel organizations in Jordan. In 

addition. few studies have been undertaken on tlie iniportnnce of training in hotel 

organizations in Jordan. USAID (2006; 2009) indicated the skills gap between training 

content and workplace, and focused on training needs analysis, where researchers 

focused on training in other organizations. These previous research has often focused in 

the learning component of training programme in Aqaba rather than examining the 



issues of facilitate or inhibit the training effectiveness. Hence, this study is expected to 

be a reference to trigger researchers to focus on similar topics. 

Finally. the tindings of this study makes an important contribution to the hotel 

sector, and could be used and useful for human resource management in hotels to 

improve performance, increase productivity, and servicing the guests in an effective 

manner. 

This section providcs the operational detinitions of the key terms usecl in the 

current study. 

a. 11~1man Kcsource. 

All pcople \\]lo perform the organintion activities (Bernardin. 2003). The 

operational definition in this study refers to all employees or staff in the liotcl 

sector in ASE7A 

b. Training. 

Systematic organizational planning, and dynamic learning process intended to 

enhance organizational effectiveness by changing en~ployees knowledge. skills, 

and attitude (Zhao et al., 2004). In this study, training refers to the planned 

learning experiences that the five and four star hotels olt'ered to their staff, in 

order to improve performance, gain competitive advantage and achieve other 

goals, through staffs mastering of knowledge, skills and behavior on the job to 

deliver professional services to guests. 
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c Training Effectiveness. 

The extent to which individuals considered they had acquired nc 

and their intent to apply their learning on the job (Zhao et al., 20e 

operational definition in this s t ~ ~ d y  refers to the evaluation training nieasl 

scale developed by Kirckpatrik and kirckpatrik (2007) which explai 

effectivenes through four le\ els ofevaluat~on. 

d Work Environment Factors 

I'lie physical :111d S O C ~ ; I I  co~itcxt \ \ , i t l i i ~ ~  \\'liich any clielit system (;i 

group. or organizatior~) Il~nctions to ncliic~e ;I goal (Xiao. 1006). 1 I I C  op:: 

definition in this stud), refers to the perceptions of trainees about tlic v n  

transfer climate procedi~res acloptctl hq !lit hotel management tllat rn;l>, 1 ;  

or inhibit the trainees' acquisitiori of knou.lcclye, skills ant1 ability aricl appl 

in tlie work place. These perceptions are in terms of social support, c>pport,. , 

perform, reward sj.stem, and organization culture. 

e. Individual Factors 

'The trainee's perception and attit~lde toward acquisition ot'new s k ~  

the training which in turn may influence training effectiveness - trainee 

trainee attitudes, trainee motivations, and trainee perceptions (Zhao et al 

The operational definition in thi5 stutly refers to the perceptions of tra~nut 

their capabilitl to acquire the S K A  from training programmes the) have ; 

and apply these on the job, and their opinions regarding these prograni 

terms of ability, attitude, and motivation 









f. Training Process. 

Refers to a systematic approach for developing training programme (Noe, 

201 1). The operational definition in this study refers to the perceptions of trainees 

toward the training procedures in the programme offered linked to their work and 

the methods used in delivering the skills and knowledge to them in terms of 

training needs and training design. 

1.8 CONCLUSION 

The chapter presented the bacl;groi~nd of this sti~dy and the Inyoi~t of the thesis. 

The first chapter o f  this stuil> (introdi~ction) introducecl the sti~dy sctting and 

contesi~alizes backgl.ound inforniatiorl ti ,  research problem. In addition. it preseritcd the 

questions of the study as well as tlic rcsearch okjc.ctivtts. Also, it follo\ved by prcscnting 

the significance of the st~ldy. Finally. it explained all the clefinitions of ke\, terms ilsed in 

the study. 



CHAPTEK TWO: LITERATURE REVIEW 

2.1 INTRODUCTION 

This chapter reviews previous literature that focuses on information, documents, 

and studies related to factors influencing the effectiveness of human resource training 

programmes in the hotels. It is presented in five sections. The first section discirsses the 

human resources in hotel industry, covcrins the overview of the hotel industry. the 

concept o f  liunian resource, ancl tlic i~iiportancc ant1 role of human resources in hotel. 

. ' 

.I'he second sectioll esplorcs tllc tralnlilg of Iii~man rcsources. coverin? thc del?nition of 

training. the role oftrainins in hotels. ancl the cff'ccti\-entxs of training. This section also 

c.uplains the modcl to rncas~lrc the training ct'fcctivcr~css. '1'11~: thiril section cliscusscs ~ l i c  

fi~ctors influencing tllc human rcsoi~rce training progralnlne. \\Iiich inclilcle the 

en\.ironment, thc individual, and the training ractors. l 'hr  Iburth section looks at the 

relationship between the factors influc~lcing human resource training programme and 

the effectiveness of the training. An overall sutilmary of the literature review chapter is 

presented in the llnal section. 

2.2 HUMAN RESOURCE IN THE HOTEL INDUSTRY 

Human resource management focuscs on the people (workforce) in the hotel, 

who are relied upon to deliver the high level of services, and management of the 

workforce to reduce the gap between guest's desired satisfaction and actual satisfaction 

by having a quality workforce. The hotel industry is considered as one of the main 

service sectors (Whitla, Walters, & Davies. 2006). At the same time, it is the largest part 
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of the hospitality industry, bllicli extends the warm and generous hospitality to the 

guests. This industry refers to both the hotel and the catering services (Knowles, 1998). 

The hotel industry generally offers lodging services and other accommodation related 

services including reservation, food & beverage, entertainment. cable television. 

business service, personal service. gaming, casino, specialty shops and many other 

activities for guest satisfaction (Bardi. 2010; Dittmer & Griffin, 1997). 

Ninemeicr and I'ercliie (2008) mentioned that the definition of hotel is "a profit 

business that rents rooms and often provicles uthcr amenities such as food Rc beverage 

scr\.ices. s\vimming pool ancl exercise rooms. meeting spnccs. business centers ancl 

concierye services". Another definition providrcl by ('asado (201 1 )  is -.lodging 

cstahlishment oftbring acco~iinioclation. thoct &. bevcrn2c.. and aillenities lo g~~csts":  

\vhile Raghnbalnn and Rnghubal :~~~ (3007) have dil'ferent view. .L Ilcy clclincd thc hotel 

as '"a place that offers acconlniodation. food LY: bcverage at a cost tl~at. cnablcs i t  to 111akc 

a pcofit". In these cletinitions. the authors fc>cuscd on two services. namely. the lodging 

and food being essential facilities required by the guest, and other than foods and rooms 

that the giiest looks for inore satisfaction. 

Despite the existence of many different definitions of hotels. there is a 

consensus on a set of components for the definition. These components include, profit 

motive, lodging services, food & beverage. and other serviccs s~ich as s\vin~i~ling pool. 

fitness center. business center, childcare, conference facilities and social function 

services . 



2.2.1 Hotel Operations, Products and Sewices 

The multifaceted range of hotel prodi~cts can offer numerous services to a wide 

range of people (Kilic & Okumus, 2005; Lashley & Taylor, 1998). Since hospitality 

industry belongs to the service sector, and it depends on staff to deal with guests and 

provide supporting services for them, the productivity of hotels and the quality of 

service depend on their foci~s on improving staff performance (Tsaur & Lin. 2004). At 

this point. the core of service is oftcn described as the interaction bet\veen the provider 

and the receiver of tlie service (Alter. 2008). Customers perceive the critical results of 

this intcl-action, tlir-ousli tlie n a y  ot' providing service ancl the n.a\ of acli ievin~ guest 

satistiction (Vnlacliis. 2000). I'lie scrvice is '-the implication of spcciali~ed 

competencies (kriou ledge and skills) thl-ough dcecls. processes. 2nd perForrnanccs 1'01- 

the benetit ofnnotlicr entity ot'tlic entity itself-' (Vargo &. 1,~1scIi. 2004). 

hiany s t ~ ~ d i e s  describe the concept of  the services contrastin: with that of tlie 

goods (Alter. 2008: Valachis. 2009: Yu cY: Lee, 2009). Intangibility is the main feature 

in  services. Some s t ~ ~ d i e s  concept~~alize service to have dominant intangible portion 

over tangible portion (Lashley. 1998). The literature eniphasizes four unique features of 

service. which are: intangibility. heterogeneity, inseparability, and perishabil (Alter, 

2008; Kilic & Okumus, 2005). Due to niore involvement of human-related-activity, and 

due to above nlentioned unique nature of services, organizations face sonie problems. 

for which they always look for solution (Alter, 2008: Lashley, 1998; Schneider, 

Godfrey, Hayes. Huang. Lim. Sr Nishii, 2003; Schneider, Holconibe, & White, 1997; 

Vargo & Lusch, 2004). Table 2.1 illustrates the existing problems related to the nature 

of services and corresponding solutions as suggested by Ziethaml. Parasuraman, and 

Berry ( 1985). 



Table 2.1 : Problem of Service Nature 

l Jn ique  service T h e  p rob lem Solve problem 
feature  

Intangibil i ty 1- Service cannot be stored. I -  Stress tangible cues. 
2- Cannot protect service through 2- Use personal source more that 

patent. no personal source. 
3- Cannot readily display o r  3- Stimulate word-of-mouth 

conlmunicate service. communication. 
4- Price is difficult to  set. 4- Create strong organization 

i rnage. 
5- IJse cost accounting to help set 

prices. 
6- Engage in post-purchase 

Insepar ;~bi l i ty  I -  Cotlsumer irlvolvetl in I -  Ernphasi'e selection anrl 
production. t1.nini112 of p ~ ~ b l i c  colltact 

1- Otller C 'o~ls~~mel-  i ~ l \ , o l v ~ ~ t l  in 1>crso1111el. 
proiluction. 2- hlanage consirmer. 

3- C'e~ltralizeil mash p1-~1il~rction of ;- ~ r s e  m~~l t i s i t e  locations. 
\ervict. is tlil'ticult. 

Perishabili ty I -  Service canu) t  he in\entor.~ctl. I- Ilse strategies to copc \\it11 
Iluctuating tlcrnand. 

2- Xlahe simirltaneous adjustrllcnt 
in clcmand and capncit> to. 
,\chieve a closer nlatch 
betneen the two. 

Source: Zietharnl et al. ( 1985. pg 33) 

2.2.2 The Importance of Human Resources 

Human resource is considered as one of the important success factors of an 

organization, if not the most important one. Organizations could not produce goods or 

deliver services without workforce. I luman resources encompass all employees, from 

the manager to doorman. Hence, human resource plays its role by its contribution in 

achieving the organizational goals and objectives. The review of literature reveals that 

the role of human resource is fi~ndamental for the organization's activities and growth. 

Kazlauskaite and Buciuniene (2008) stated that, in the era of globalized development, 

continuously changing internal and external environment, and challenges in market 
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place, the organizations need to improve productivity. to expand markets, to use novel 

technology, and to use high performing workforce. 

Organizations find that the emphasis and more investment in the human 

resources can benefit them, because it is the human resources that can solve Inany 

problems and can improve business performance (McLean, 2006). Moreover, it is 

human resource that can lead the organization toward competitive advantage using its 

existing assets (Young, 2004). Similarly, Fisher. Ilowling. and Garnlinni (1999) 

emphasized that human resource plays \.ital role in improving organizational cluality and 

effectiveness. \\hie11 come through the hands ol the skilfi~l and l i i ~ l i  pel-forming 

 employee.^. I t  is therefore e~npliasizccl that humon rcsoi~l-ces can be one of the 

col~ipetitivc strategies that can  intluence c>r~anizational succcss as human resources are 

the mosl important assists that contribute to Llle et'fcctiveness of any organization. 

1-erris, Pcrrewe, Ranft. Zinko. Stoner, Broucr. and Laird (2007) believed that 

11~11na11 resoilrces acco~~iplish orznnizational goals and work to achieve organizational 

targets. Also. the satisf'action of customers depends on how employees treat them 

because they are in direct touch with customers, which contributes directly to the 

performance of the hotels through strategic implementation, cost reduction, value 

addition. and service providing complying with policies and strategies of the hotel. 

Furthermore, they stated that elnployees play the role of representing the organizalion to 

the society. Kazlailskaite and Buciu~liene (2008) shared the same view that the l ~ ~ ~ m a n  

resources are extremely valuable for the organization due to their role in runninz all 

organizational functions and as one of the supporting components of the value chain. 

Human resource is an important instrument to reinforce hotel strategies. They stressed 

that human resource is considered as a strategic asset of an organization strategically 



located in a central position of the organization for achievement of positive high returns, 

for adjusting to changes in market, and for attaining capabilities to give the organization 

competitive advantage. Hence. the organization must concentrate on improving and 

developing the hunian resource with the intention of maintaining a conlpetitive position 

in the market. 

In addition, Foote 6% Robinson (1999) mentioned that the human resources are 

the guardian of the orgenization's fittitre values, a portion of strategies. and main source 

of innovation and creativity. Fr~rtherlnorc. hi~inan resources play significant role in each 

or~auizationnl lcvel bc pcrtbrn~illg appropriate duties (Offstcin. (;nqa\\~ali. Kr Cobb. 

3005). 

2.2.3 T h c  Role of ~ I L I I I I ~ I I  Kcsourccs in Hotel 111tl11stt-y 

Workforce is tllc main kc> to succcss in dclibering the services in toirrlsln and 

hospitality industry. which is refcrred to as the people's role in the organization (Haum,  

2007). 'I'he same idea ti-oln Gonzalez (2004) considered that human resource is not just 

a cost but a beneficial investment, because human resource can adapt with the 

continuing future changes (Woods. 1999). In addition, one of the main features of 

tourism and hospitality industry is labour dependence. where the levels of services and 

quality dcpend on the enlployces (tlaynes & Fryer. 2000; Naanla. Haven-Tang, & 

Jones, 2008). 

Several literatures show that hotel functions by the human resources can affect 

organizational performance. Present and future selection and recruitment of staff require 

careful evaluation procedure (Werner & DeSimone, 2008). The hotel must undertake 
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careful method of recruiting and selecting their new staff (Hoque, 1999a). Lashely and 

-. 
Iaylor (1998) mentioned that the most important factor to look at in recruiting is the 

personality, not the experience. This function is an instrunlent to reduce the cost and to 

achieve high level of services (Jago & Deery. 2002). Recruitment and selection have 

four dimensions in human resources practices of the hotels. First. the main selection 

criterion in hotels is the trainability. Second. psychological test should be used for the 

necc staff. Third. before and during the recruitment and selection. realistic job 

recli~ire~nents and preview must be tnacle. Fourth, to provide the organi~atlon's value 

and s>stem. new staff must be reprc\cnted ccith tlie forlnal sqstem (Ilelancy & tluselid. 

lc1(16: tlocliie. I Oclcl;~. 1990l3). 

In addition. training and duvelop~nent activities aim to acclilir-e knocc~led~c and 

skills to fi~llil orzanizational rccluit-eliients and t o  implement busincss plans (blaroudas. 

Kyriakidou. Sr. Vacl~aris. 2008). For achieving high level of skill. tlie improvement of 

staff competencies has beconie main management fc~cus (tlaynes & Fryer. 2000) . In 

additioti to that, to improve the current staff ser\;ice quality, organizations adopt 

different training and development activities (Uelnney & Huselid, 1996) . As tlaynes 

and Fryer (2000) believed, training of the management can really bring changes in the 

organization. 

Training is used to educate the staff in order to enrich them with more 

commitment and loyalty (Jago & Deery, 2002: Maroudas et al., 2008). Without this 

process, employees lack necessary skills and knowledge to carry the stress of work, 

which may result in their dissatisfaction (Cho. Woods, Sang, & Erdem, 2006; Jago & 

Deery, 2002). Baum (2007) mentioned that training of human resources include 

providing instant on-site learning opportunities, providing support for attending offsite 



courses, and emphasizing team development. C:ho et al. (2006) emphasized mainly on 

the practice of training adaptation to support employee development, where the 

adaptation policy can involve staff to go for forlnal annual training. 

In addition, the organization must carefully adopt various methods of rewards 

including both nionetary and non-nionetary compensations in order to create employee 

comniitment. which in turn determine the level of employee perfornlance in the 

organization (Maroitdas et al.. 2005). Similarly, Haum (2007) mentioned the relevancy 

of compensation (financial and nonfinancial) in tleterminin~ the organizational 

prrt'onnance. \vhicl~ the employees should i~nderstand. Organi~ations can use different 

manners to intluence the staff motivation level. First. implement:~tion of mcrit-pay 

sqstcni can point to achieve specitic zeals. Second. the eniploy~e's  protection 

proccdi~res like arbitray treatment may ~notivate the c~iiplo>~ees to become more loyal 

and to \cork harclcr (Llelaney K: t1~1selid. 1006). 

Flocliie (I099b) suggested that thc level and nJa>.s of hi~lnan resoilrce 

compensation practices. including the system of staff payment, depend on the 

meritocratic colnponent, in addition to the regular annual formal staff assessnicnt. Cho 

et al. (2006) said that the determination of compensation should be based on 

performance appraisal in order to make it according to what the workforce deserves. 

Moreover. the use of perl'onnance apprais:~l has been increasing in ordcr to 

increase thc stat[ loyalty and commitment within the organization (Flaynes & Fryer. 

2000). There are several ways O F  performance appraisal in organizations such as 

operational performance, productivity benchmarking. performance appraisal with 

management, and based on average sales figul-e (Maroudas et al., 2005). Hotel industry 



specific appraisal technique considers issues related to speed of  delivering services. 

satisfaction of guest, and generation of  sales (Gonzalez. 2004: Lashley & Taylor. 1998). 

Baum (2007) mentioned that systematic appraisal of performance ensures high 

level of standard and goal achievement in the serbice delivery. Similarly, Maroudas et 

al. (2008) emphasized that the performance appraisal permits the measurement of 

individual and team performance. information of which can be used for skill 

improvement not only from the orsanizational but also from individual perspective. Cho 

et al. (2006) assured that the pert'or mance appraisal should be clone by formal agpra~sal  

en corn pass in^ all tlie staft' in dil'l'ercnt levels. nllereas, tlclpe (200-1) cmpliasi~ed the 

periodical approach of  pt,~-lbrmancc appraisal 

I~~~r th t ?~ -more .  tt;am\\ 01-k i.\ c o ~ ~ ~ c r n c c l  u it11 organizational cn \  isonment ancl 

creates re ln t io~~s l~ ip  bct\\ccn tht: staff nncl the man:lgcl-s. nncl also amon? thc stnt't' 

themselves (Maro~~clas  et al., 2008). I 'he enl1:tnccment of tllis relationship in teams is 

very important for service clualit). (Jago 22 Deery, 2002). In other words, the dt,  to 

which staff effectively cngage in teamwork depends on their perception toward the 

importance of teamwork; this can be retlected in the performance of  the team as a single 

entity (Maroudas et al., 2008). In addition, Lau and Ngo (2004) believed that the 

manager should consider teamwork more important because it plays the central role of  

making the organization more innovative. Also, the manager should use kind and 

respectful approach and avoid strict~iess in dealing with the staff team metnbers, which 

can create the feeling that the management is also a part of a team (Hope, 2004). 

Moreover. the relationship between the management and the staff in the organization 

directly influences the human resource development (Zhu et a(., 2005). 



Alleyne, Greenidge, Corbin, Alleyne, and Devonish (2008) argued that the main 

practice of human resources related to organizational team include keeping the 

coordination between the managers and staff, communicating staff promotion 

principles within the organization, creating balance between individual needs and 

organizational needs. and avoiding compulsory redundancy. Many researchers pointed 

their studies to some practices of liunian resource in hotels such as communication 

between manager and staff (Baum, 2007; C;ont_alez, 2004: klaynes & f:ryer, 2000; 

I lope. 2004; Maroudas et al., 2005: bVuotls, I900). ancl job analqsis (Alleyne et al.. 

2008: C'lio ct al., 2006). 

I. 11-ich ( 1095) devclopetl the ii.:~rne\\.vrk to cover the I-ole of' human resource in 

organization: he suygested that tlic or:ani/;~tional hilm;ln rcsuut-ce function can be 

categorized into four intcrrelatcd roles tl lnt  differ in thcir l'rarnc (stratesic operational) 

and focus (manazing process, and people) (Kaub. Alvarez. & Khanna, 2006). ' l ' l~e first 

level is administrative expest; this managerial role is conccsned with the way of 

organizing the firm to achieve cost retluction and high quality by adopting ef'ticicnt 

hu~iian resource process. The second level is employee champion, this role is concerned 

with the way of managing staff that addresses the needs and problems of the staff. 

resolve these obstacles in order to increase the loyalty and commitment of the staff, 

which in turn contribute to firm perfor~iiancc. The third level is change agent: human 

rcsourcc must bc a change agcnt for t l~c  or~ani7at ion~ be responsible for managing and 

implementing the transforniation processes, and cnhanee the organizational capacity to 

change. The final level is strategic partner; Human resource must work as a partner with 

the management for execi~tion of the organizational strategies. 



As a final note, the hospitality industry is expanding and developing over time, 

which indicate the importance of all operational departments in hotels specially the 

human resource department. This type of changes in the industry stress dynamism in the 

practices of human resource management. Tracey and Nathan (2002) suggested a new 

model of human resources practices. This model col.isiders the ongoing changes in the 

business which needs many hun~ati resource practices, and gives the human resource 

department Inore authority in organizations. 'I'his reflects the actilal role of the human 

resourcc departtnent to keep pace tvith the developing hotel intlustry. I'his new model 

includcs tllc cI;~ssic and  rradition:~l \,ic\v ofpr:~cticcs: it also suggests new practices and 

rolc For cvcr! practice in  the human resourcc deparrrllent. such as thi :  necessity to 

include acco~~tltahility atid autllority of  dccision making \\-itliin tllc ~ . i ) l ~  ot' I1~11nan 

rcso~~t.cc ~nan;igement as illustrated in -l':tblc 2.2 .  



Table 2.2: Tlie New HR Model in Operation 
Traditional Suggested Practice under the New Model 
nractice 

H R  departtnents have As part o f  the strategic-planning and budgeting process: departments should 
- ~. 

become gatekeepers for be ~respotisible for determining and justifying staffing levels. Once 
whom and how many to  identified, decisions on whether to fill positions, and with whom. should be 
hire. left to the department. The role o f  H R  should be to establish suggested 

sources for obtaining applicants (both internal and external), designing 
methods for conimunicating with applicants using those sources. and 
developing an applicant-tracking system. H R  should also assist line 
nianagers in developing appropriate interviewing methods and materials. 
train the nianagers to use them. and monitor the process for legal and policy 
compliance. Information technology now exists to  provide nianagers wit11 
self-servicc capabilities to tind and track applicarits. At Hcllagio, for 
cxatnple, t IK designed a self-service system for applicants, which 
eliminated the necd tbr data input by FIR staff and allowed applicants (both 
intcrnal and cstcrrial) to update ant1 monitor thcir application inlbrliiation 
and status. Tlirsc systems arc al\cays available arid can liclp reduce tho 
\\ot-kIoxi o f  the tIR staff 

t i R  dcpartme~its control Salary atl~iiinistl-atio~i can bc rnanagcd by line departments tlirougli 
both tlie dcsigrl and tccliiiolog.. s u c l ~  as  1111. \ceb-based motlels tlcvcloped by hlelon' IIK 
ad~iiinistratioti o f  the Solutions y o u p ,  that p~-o\ idcs  managers with the data ant1 ;inal>tical tools 
compcnsatiori that tlicy nectl. T l ~ i s  z i \ c s  the rcspotisibility  rid accountability for tlicsi. 
progranirne decisio~is LO the dcpa r tme~~t s ;  HR's role is to provide advicc and est;iblisli 

proper control inechanisms to prevent the inespct-t (noti-specialist) riianagel. 
from making inappropri:~te Dccisioris. In this role, t iR  f;icilitates the 
gatheri~ig o f  competitive data and tlicn provides i t  dircctly to linc nianagers 
so they can do t l~eir  own payroll niodcling. 

N e w  hires attend an All new employees attcnd a gcneral conipany orientation tliat is designed 
~ ~ ~ ~ 

orientation conducted by by H R  and prcsented by fellow eniployees. This will give the new hires a 
HR,  and then they are peer perspective and help them to develop relationships with other 
given some form o f  on- employees. Department and job training should be conducted by a trained 
the-job training. trainer from the new employee's department o r  job. This trainer should 

have the added responsibility o f  evaluating the new employee's 
performance and conducting any retraining that may be required. HR ' s  role 
should be helping to create the training materials, training the trainers, and 
implementing a tracking system to  allow managers to  monitor course 
attendancc and rclated performance. Park Place Entertainment, for instance, 
Iias developed this type o f  employee-development systetii. Tlie t1K 
department has developed scripts and protocols that serve as  templates for 
all training and developmcnt efforts. Line managers are primarily 
responsible for content, giving them more control over the job- and 
department-specific training needs. An example o f  this Decentralized 
approach to  development is PricewaterhouseCoopers, which has developed 
on-line knowledge-management systems that give consultants access to 
problem solutions that have been identified from prior projects and that 
may have relevance for current client needs. This type o f  real-time learning 
enhances tlie quality and efficiency o f  project work. 



Traditional Suggested Practice under the New Model 

Managers fill out work- Using self-service technology managers and etnployees fill out and submit transaction 
action documents (e.g., 
wage and job changes, 
disciplinary notices, and 
performance reviews) and 
submit then1 to HR. These 
are then checked for 
accuracy and keyed into a 
database. and tlie 
originals are placed in file 
folders. Employees also 
submit information that 
initiates actions sucll as  
vacation requests, addrcss 
cl~nnyes,  and other 
general requests. r l lcse 
are routcd through FIR in 
a similar Inanner as the 
m a n a f a n e ~ l t  tlocuments. 

data directly to  HR or the database, where they are ultinlately stored and used. 
Starwood's on-line "executive dashboard," for example, provides the corporate office 
with continuous information about a wide range o f  property-level data that are directly 
related to strategic goals-fro111 etnployee- and guest satisfaction data to occupancy and 
rate infornlation. In addition, operations managers have direct access to the the data, thus 
freeing FIR from thc responsibility o f  facilitating access requests and generating reports. 
HR should learn about technology and actively participate in tlie development o f  these 
self-service tools. and then train managers how to use tlieni. Many organizations today 
arc o~ttsourcing tIR, payroll. and benefits administration, and are using intcrnet 
connectivity to facilitntc transactions and maintain access to their data. Many are also 
adopting shared-scrvice approaches tllat are desizned to bring more fitnctionality and 
service capabilities to line Inanafers and cmployees. 

1Lloht cornpanics have Replace con~pany- \ \~ t l c  rules L ~ I I I I  concepts that ale consistent with local and tlepartmental 
hanclbooks and policy 
manuals that strictly 
define lcgal concerns 
and consistent policies 
and processes. These 
materials 
are olien printed and 
distributed in hopes that 
employees will keep 
them in an accessible 
place and read them 
when needed. They seek 
to cover every 
conceivable 
circumsta~lce with 
carefi~lly written rules, 

concerns. Invol\,e line managers in tlic process o f  detcrrnining these corlcepts to ensure h a t  
they are applicable to t l ~ e  department's needs and concerns. Base the concepts 
on values ; ~ n d  principles rarl~el- than rules. Policies and practices should focus on being 
fair rather than merely consistent. Workers in the 21 st century expect to he treated as  
individuals. and wlie11 presented properly these practices have greater acceptance Thar~  
those that treat everyone identically in every circumstance. I'ractices o f  this kind will be 
easiest for tnanagers to understand, use. defend. and enforce. For  example. Le Parker 
hleridian in N e w  York City has a long history o f  focusing on values-from "frank and 
fearless feedback" to "happy but never satisfiedm-which are the primary drivers for 
individual behavior and set standards for accountability and performance. H R  should also 
tnonitor competitive practices and provide this information to managers. In some cases, 
this benchmarking inforniation is also available online. 

Most companies have a Companies such as  Winegardner & Hammons are flattening their organizational 
hierarchical 'design in which structures and giving l i &  managers the flexibility and authority to make 
decisions are made at the top and decisions. In other organizations, such as  The  Boulders in Carefree. Arizona, self- 
then implemented at the bottom managed work teams are obviating the need for supervisory interventions and 
o f  tlie supervisory structure. allowing trained etnployees to set tlie tone and tnonitor the behavior o f  their 
While empowerment a s  a practice teams. Within both structures, decisions are ~ n a d e  in context. with a focus on what 
has been widely debated, most is most relevant and inlportant to those involved. 
organizations 
still maintain practices where 
authority is vested at the highest 
levels o f  this hierarchy 

Source : Tracey and Nathan ( 2002; pg 22) 32 



2.3 TRAINING OF HUMAN RESOURCE 

From human resource point of view, the outcolne of training must colne in the 

form of more productivity of the employees, linkage of the knowledge from training 

with the work design, and i~nprovelnent of required skills and attitude (Xiao, 1996). 

Hence, the concept of training indicates many key ideas such as, training is a continuous 

process, training is an organizational incident, which involve both the management and 

employee, training is an organintion responsibility. training is organizationally 

planned. and systetnatic activity. and training aims to change or enhance the employee's 

kno\\ledge. skills. and attitude within the organization \vhich is reflected in the 

performance toicards achieving gucst satisfaction. and competitive advantages. 

'I horoilgh review o l  the training literature provides numerous clefinitions of 

training. most O F  ~ ~ h i c l l  identify the keys concepts of training ((Noc, 1986; Noc & 

Scl~lnitt, 1086; Xiao, 1996: Zhao et al., 2004). Clemcnz and Weaver (2003) defined 

training as "the acquisition of skills. concepts, or attitudes that result in improved 

performance in an on-the-job environment". Noe and Schmitt ( 1  986), and Noe (1 986) 

mentioned training "as a planned learning experience designed to bring about 

permanent change in an individual's knowledge, attitudes, or skills". 

According to Zhao et al. (2004), training "is an organizationally-planning, 

systematic, rind dynamic learning process intended to enhance organizational 

effectiveness by changing employees' KSA. 'I'his definition pointed out many 

connotations including training to be a continuous process, to be organizationally 

planned, and to be the means to improve organizational performance. Xiao (1996) 

described training to be an organizational event that helps to develop the workforce by 

updating the KSA as necessary for the job. 
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According to Noe (2010) the human resource department turn to certain 

strategies to resolve issues concerning the improvenient of staff performance; for 

instance, the generation issue wherein every person have fundamental beliefs and values 

owing to their life experience which are unique to them. They stated that these 

differences should be kept in consideration when hiring people in the hotel industry 

where the older generation primarily occi~pies positions in higher management while 

their younger counterparts occupy tlie middle management positions. Some of them are 

in early ~nanagement positions uhile the rookics occupy lo~vcr administrative or service 

positions. The marked dil'fcrenccs in job positions. and their ilnicli~c responsibilities, 

features, tasks. knowledge. :~nd skills call for special training to suite every level ( t lales 

cY: Ninenleier. 2009). 

Along this line 01' discussion. managers are constantly looking h l -  ways to 

increase productivity and novel methods proposed may mininiize thc requirenient for a 

large number of staff members as the economic conditions calls for. tIi1nian resource 

therefore sllggests tlie downsizing principle which refers to "tlie reduction of staff for 

the purpose of improving an organi7ation or operating efficiency" (Haycs & Ninenieier, 

2009, pg. 417). One of the main consequences of downsizing is the loss of knowledge 

and skills in the workforce and for this reason, training for the remaining staff beconies 

imperative to keep the hotel perfornlance in a desired level. This is also supported by 

the existence of modern technology and new methods which call for intensive training 

of hotel staff which will conseq~~ently benefit the overall performance of the hotel (Noe, 

20 lo). 



2.3.1 The Training Process 

Training is one of the most profitable investments an organization can make. No 

matter what business or industry you are in the steps for an effective training process are 

the same and may be adapted anywhere (Kirkpatrick, 2007). Training can be treated as a 

total systems approach. as a cycle with interrelated element. These elenient or steps 

concluded in: need analysis, develop training objectives, training methods, and 

evaluation the training pro, til-amme. 

Establishing A Necds Analysis 

'I his step idcntitics activities to Justit) an investn~cnt for trainins. ' I  he tcchniqucs 

necessary for the data collection arc surveys, observations, interviews, and custo~ncr 

comment cards. Several evamplcs of an analysis outlining specific training needs are 

customer dissatisfjction. low n~oralc. lo\v productivity. and high turnover. 

('Tannenbaurn & Yuki. 1992) 

The objective in establishing n needs analysis is to find out the deficiencies in 

employees knowledge skills deficiencies, kinds of knowledge and skills required, 

determine the target group which need training. determine the suitable methods to 

pcrform training programme (Goldstein. 1980; 0 Driscoll &Taylor. 1992). By 

determining training needs, an organization can decide what specific knowledge, skills, 

and attitudes are needed to improve the employee's performance in accordance with the 

company's standards (Mitchell, 1954). 

The needs analysis is the starting point for all training. The primary objective of 

all training is to improve individual and organizational performance. Establishing a 
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needs analysis is, and should always be the first step of the training process (0 Driscoll. 

1992). 

• Developing Training Objectives 

'This step establishes the development of current job descriptions and standards 

and procedures. lob descriptions should be clear and concise and may serve as a major 

trainin? tool for the identitication of _guidelines Once training needs are assessed. 

training and (jevclop~nent goals must be established (blcbain. 2004). Without clearly set 

goals, i t  is not possible to design a training ancl devclnpnient programme and. at'ter it 

has been implcmentcd there will be no wayof mcasul-ing its efkctivcness. (;o:~\s must 

be tangible. verifiable. and measurable.~I'his is easy ~ l l c r e  skills' traini~ig is involved 

('I'annenbaum 8r Yuki. 1992: Zliao et al.. 200-1). 

• Deliver The Training Programme. 

'This step is responsible for the instruction and delivery of the training 

programme. encompass selected the trainers. the training technique must be decided. 

One-on-one training, on-the-job training, group training, seminars. and workshops are 

the most popular methods ( Reclinitz, 2002). 

Before presenting a training session, management should illidel-standing 

characteristics of an effective trainer (Park & Wentling, 2007). 'The trainer should have: 

A desire to teach the subject being taught, working knowledge of the subject being 

taught, an ability to motivate participants to "want" to learn, good sense of humor, 



dynamic appearance and good posture. strong passion for their topic, strong compassion 

towards their participants. and appropriate audio/visual equipment to enhance the 

training session ( Desimone, 2008). 

Evaluate The Training Programme. 

This step will determine how effective and profitable your training progralnlne 

has been. Methods for evaluation are pre-and post- surveys of  customer comments 

cards. the establishment of 11 costlbenetit analysis outlining your expenses and returns, 

and an increase in custo~ncr  satisfaction and profits ('Tracey & Tews, 1995). The reason 

for an evaluation system is simple. 'rhe evaluation of  trainin: progranlmes is \\.itliout a 

doubt the most importrlnt step i l l  the trai~lin: process. I t  is this step that will i~ldicate the 

effectiveness of  both the training as \\ell as the trainer (Kirkpatrick. 1977). 

'There are several obvious benefits for evaluating a training programme. First. 

evaluations will provide feedback on the trainer's performance. allowing them to 

improve themselves for fi~ture programmes. Second, evaluations will indicate its cost- 

effectiveness. Third. evaluations are an efficient way to determine the overall 

effectiveness of the training programme for the eniployees as well as  the organization 

(Kirkpatrick & Kirkpatrick 2007). The importance of  the evaluation process after the 

training is critical. Without i t ,  the trainer does not have a true indication of  the 

effectiveness of  the training (Kirkpatrick, 1977). 



2.3.2 The Role of Training in the Hotel Industry 

The benefit of training extends to all the e~nployees, the organization, and the 

guests. Employees can obtain specific skills, knowledge, experiences. new working 

manners, and can improve the performance to develop theniselves as professionals. At 

the same time, the organization can achieve many goals such as increasing protits, 

adapting with the changing work environment and achieving filrtlier competitive 

advantages in market place. Also. the guests feel satisfied with the level of service 

provided by the trained eniployccs. As illustrated here. many s t~~t l ies  mention these 

benefits o f  training. 

A l t l i o ~ ~ ~ h  tlie siyliticancc 01 '  trailliny karic, among orga~lizational dibibiona. 

training is inevitable for the :~ctivities \\itliin ever) dikision (Ellick Kr illutliu. 1907: 

Saibang S( Schnindt, 1908). Accordin: to 1:ord. Quinones. Sego. and Sorra (1902) . 

significant benefit of training comes t h r o ~ ~ g h  tlie application oE what the workforce 

learns froni tlie training programmes 

According to Tracy and Tews ( 1  995). training is the main key to achieve success 

in hotel organizations. Moreover, training contributes in ensuring necessary quality for 

organizational performance (Leiser, 2002). Training is necessary to spearhead the 

operations of the organization (Acton & Golden. 2001; Elangovan & Karakowsky, 

1909). Similarly, training is the main strategic n a y  of achieving enhanced uork force 

(Xiao, 1996). Furthermore. training is the absolute strategic means of facing future 

changes (Tai, 2006). Gaining proper knowledge, skills, attitudes, and behaviors needed 

to cope with environmental changes (Chuang, Liao. & Tai, 2005; Holladay & Quiiiones, 

2008) and also with the changing job requirements (Tannenbaum & Yukl, 1992) require 

adequate training. Clarke (2002) pointed out that training can build the organizational 
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teatures necessary to face situations of high market competitions and of changing 

demand. It can ensure the competitive edge to survive in the business environment (Lim 

et al., 2007) and can help to achieve effectiveness within the organization at present 

and in the future (Darby, 2006). 

The hotels sector is a rapidly changing and globally developing industry that 

requires professional staff for various activities aimed to meet increasing customer 

needs (Kramer, 2006; Rocha. 1995). The increasing demand in this industry requires the 

services to be prepared by skilled employees (Cheng & Ilo, 1998). '['raining can prepare 

the emploqccs h r  future duties (Kay & Moncal-z. 2004). It is possible to achieve high 

level of accomplishment by training the \i.orkforce (blcC'arthy. 2006). Training also 

drives ever! aspcct ofservicus to nlatch guests' needs (Zhao et n l . .  2004). ildditionally. 

training is important source of loyalty and job satisfaction to thc employees (C'hiang ct 

al.. 2005). Besides. it can reduce the cost of service (Qiliiiones. 1997). C'onsecluently. 

due to all these benefits. organizations aclopt and rely on training and development to 

s ~ i p p o ~ t  their operations (Rowold, 2007). 

Mindrum (2008) emphasized that training can enhance the capabilities of staff. 

reinforce the behaviors, and accomplish the new strategies of the business. Furthermore. 

training is necessary to decrease stress in work, to augment stronger organization. to 

raise loyalty and cominitment, to reduce cost, to enhance job competencies, to reduce 

time of work accomplishnlent, and to increase benefits for organization (Elliott, 

Dawson, & Edwards, 2009; Gill, 2009; Hubbard, 2009: Martin & flrivnak, 2009; 

McBain, 2004: Pierce & Maurer. 2009; Strickland, 2009) Sommerville (2007) 

mentioned the importance of training in three dimensions (Table 2.3). His discussion is 

directed to perceive the importance of training in achieving guests' satisfaction. 
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Table 2.3: Importance of Training 
Benefits for employee Benefits for  management Benefits for organizatiori 

1 - Increases job satisfaction and 1 - Improves commu~lication 1 - Leads to improved 
recognition. between managers and profitability. 

2- Moves employee closer to e~nployees. 2- Reduces accident and safety 
personal goals. 2- Improves morale and builds violation. 

3- Encourages self-development coliesive~~ess between managers 3- Helps create a positive 
and self- confidence. and employees. corporate image. 

4- Helps the employee become an -3- Aids in evaluating elnployee 4- Assists in developing 
effective problem solver. performance. employees for internal 

5- Allows employees to become 4- Makes policies and procedures promotion. 
productive more quickly. viable. 5- Helps employees adjust to 

6- Sustains a positive attitude 5- Aids in sustaining systems and change. 
toward custonier service. standards. 6- Aids in organization 

6- Helps to identify employees for development. 
promotion or transfer. 7- Kcduces costly employce 

rurnover. 

Source: Sommerville ('1007: pg 2 10). 

2.3.3 The Effectiveness of 'Training Programme 

71'l~e effectiveness of training refers to "the extent to which the training 

objectives are achieved" ('Tai, 2006, pg 55) thc traditional view of training includes 

three dynamic features considered in most organizations. First, needs analysis 

assessment. Second, use of suitable methods to deliver training content. Third, the 

training evaluation (Klink & Streunier, 2002; Tracey & Tews, 1995). According to 

Facteau, Dobbins, Russell, Ladd, and Kudisch (1995), and Mathieu, Tannenbaum, and 

Salas (1992). among the most important elements to determine the effectiveness of 

training is the pre-training motivation which affects training outcomes. Tracey, 

Tannenbaum, and Kavanagh (1995) and Clarke (2002) nletitioned that the positive 

results and effectiveness from training often depend on the factors outside of training. 

However training effectiveness is always necessary to evaluate. and the 

evaluation can determine if the training is effective, which is done by assessing several 
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critical levels (Acton & Golden, 200 I :  McBain, 2004; Noe, 1986). Finally, Baldwin and 

Ford (1988). in their direction for future research, suggested that the training 

effectiveness comes from the interaction between several dimensions encompassing 

individual, environmental. and training process. With these factors. the training needs to 

be evaluated in order to ensure its effectiveness. 

2.3.4 Model to kleasure the Effectiveness of Training Programme 

The m,inagemcrlt needs to assess tlie cffcctiveness of trailling programme by 

gathering information related to the contributions of thc training programme to tlie 

org,rni/ation. tlic neccls to repeat and contini~e the programme. and the \\,I! s to dtbbelop 

the training progmmmc. Illere are many models to test or measure tlie ef'lkctiveness of a 

training progratllmc. For instance: Rcturn on Investment evaluation model (KOI), 

Contest, Input. Reaction, Outconie model (CIRO). and Kirhpatrick's Four L-cvel 

Evaluation model. 

The Five Level Return on Investment Framework (ROI) 

Return on investment (ROI) in measure of the monetary benefits obtained by an 

organization over a specific time period in return for a given investment in training 

programme ROI is the extent to which the outputs of training exceed inputs (Tilzun, 

2005). ROI can be used both to justify a planned investment and to evaluate the extent 

to which desired return was achieved. However, it can nieasure all aspect of training 

success: whether the learners liked the training or not, the numbers of learners 

participating in the training, the extent to which learners personal objectives were 



accomplished (Pillips, 1997; pg: 43). The framework included five levels which are: 

reaction and planned action, learning, job application, business results, and return on 

investment. 

CIRO (Context, Input, Reaction, Outcome) Approach 

Another four level approach originally developed by Warr, Bird, and Rackham, 

is a rather ilniclue way to clsssify cvaluation processes (pfuzun, 2005). Context 

evaluation includes obtaining and using information about the recent operational 

conditions or context to determine training needs and ob-jectives. Input evaluation 

includes satliering and using infromatiom about possible training rcsoilrces to select 

betneen altel-native inputs to training process. Reaction cvaluation includes obtaining 

and ilsing information about the learners reactions to improve the trainins process. 

Outcolne evaluation includes gathering and using inforl-nation about the findings and 

outcomes of training, and generally regarded as the most important part of the 

evaluation. If outcome evaluation is to be successfi~l. it need carefill preparation before 

training programme begins (Phillips. 1997). 

Kirkpatrick's Four Level Evaluation Model 

Kirkpatriek's (1977) evaluation model combines four critical levels (reaction, 

learning, behavior, and result) for assessing the training outco~nes (Kirkpatrick & 

Kirkpatrick, 2009). This model is widely accepted and considered i~seful in assessing 

training effectiveness (Cheng & Ho, 2001) by evaluating many outcon~es of training in 

a result-oriented approach (Mathieu et al., 1992). Zhao et al. (2004) mentioned that 
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every level depends on the level before it and also links to the next level with a positive 

relation. 

According to Cheng and Ho (2001). Kirkpatrick's model explains the 

effectiveness by identifying the impact of individual and environmental factors, which 

affect the outcome and effectiveness of the training (Tannenbauni & Yukl, 1992). 

Furthermore, Noe (1986) believed that when programme content is satisfying for the 

trainees. they believe in iniportance of learning and obtaining new knowledge and skills 

(behavior). whicli later are reflected positively in tlie job. for instance by increasing tlie 

ili~ality o f  service (resr~lt). In addition, iVoe and Sclimitt (1086) foi~nd that the pre- 

training ~notiiation linked \\it11 learning affects the job performance. \\Iiich finally 

in t l~~ence the training effectiveness. l:urther~~~vre. Trace!. [linkin. 'I annenba~~m. and 

Matl~ieu (2001) in their study. testcd a model of prc-training sclf-efficacy and 

motivation on the preparation for training. and found a signiticant relation betnccn self- 

efficacy and motivation. Also, motivation and reaction have important relationship 

betneen them. l'he llierarchical model of Kirkpatrick includes four steps or levels as 

presented below (Figure 2.1 ). 

I I what was learned in the programme? I 

Level 1: Reaction 

Figure 2.1 : Kirkpatrick's Training Evaluation Model Levels 
Source: Tuzun ( 2005; pg 153). 

Where the participants pleased? 
What do they plan to do with what they learned? 



I. Reaction. 

It refers to the assessment of the extent to which the trainees like the training 

programme (Zhao et al., 20041, and their feeling about it (Tai, 2006). Furthermore. it 

measures the trainee reaction about the content and process of the training (Mathieu et 

al.. 1992). Also, it represents the value of training (Tracey & Tews, 1995). , h i s  level of 

the analysis provides the information about whether trainees are interested in the 

training process and if it is relevant to their job (Kirkpatrick & Kirkpatrick. 2009). So, if 

trainees h a ~ e  positive reaction they will be more likely to learn new skills (Kirkpatrick. 

1979). Additionally, this level aims to obtain the feedback rrom participants about 

training content. design, interactivity and de l i~e ry  (Kirkpatrick, 1978). 

Tests administered at this level nleasure participants reaction to the programme . 

\kith regard to the coverage, deliber~bility. content. and presentation ~ n d  duratio~i of the 

programme I F  participants reaction to the training is negative, chances are participants 

will not learn new kills. If reaction are positive though is more likely to take place 

(Kirkpatrick & Kirkpatrick, 2007). 

To assess the reaction, Kirkpatrick models suggested process which are: First, A 

feedback form may be circulated to the trainee at the end of training programme to 

gather their individual feedback\cornrnents. Second, trainees would rate each and every 

domain on a likert scale. Third, questions may target the training design. instructor, 

exercise. application, and logistics, depending on the relevance of a specific training 

event. Fourth, suggests that 100% of the training participants are surveyed. 

2. Learning 

This level of analysis is related to the knowledge and skills the trainees obtain 

from the training programme (Noe, 1986), and the degree of differences between the 
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knowledge before and after training programme (Tracey & Tews, 1995) . Zhao et al. 

(2004) defined learning as "the extent to which participants change attitudes. improve 

knowledge andlor increase skills as a result of attending training programnie". This 

level of analysis aims to assess the knowledge and skills obtained by trainees, and 

involve collecting information about the changes in learning of the trainees. This 

assessment is conducted in two stages before and after training for finding out the 

differences in learning (Kirkpatrick & Kirkpatrick 2009). 

'The purpose of this stage is to measure skills or attitlrde chanyc's, to obtain 

information on the amount of Icarning change by the trainees (Kirkpatrick. 1077). To 

measure the participants resardiny \\hat skills \\ere learned. thc follo\cing steps should 

be taken. First. learning is definecl as " the extent to ~ciiich pal-ticipants change attitucle~, 

improve knoulcdge. and\,or increase skill as a result of attending the programme 

Second, all trainees should therefore be askcd to answer a list of cluestions prepared by 

the trainer or assigned evaluator, on whether there has been any changes \ ~ i t h  regard to 

attitude. knonledge or skill. This indicates that learning has accursed. 'l'hird. trainees 

may be asked what their personal action plan will be after training programme If the 

trainee has decided to implement certain actions, showing a change in attitude or skill. it 

indicates learning has occurred. Fourth, a feedback may obtained by evaluating all 

parties involved, froni the training participants to the reporting seniors. Fifth, it is 

important to note that even if evidence shows that learning has occurred, the results do 

not indicate that the participants will apply the new knowledge or change his or her 

behavior Sixth, like a level one evaluation. Kirkpatrick suggests that 100% of training 

participants be measured at level two to determine if learning has occurrred. 



3. Bel~av iour 

Behavior refers to the development of performance in the job (Noe, 1986). 

which comes as an outcome of training (Tracey & Tews. 1995), which in turn is 

transferred to the workplace after the training progranlnle (Tai, 2004). This evaluation is 

aimed to ensure this transfer. Also, this assessment is typically done after three to six 

months after the training programme (Kirkpatrick, 1977) . 

This level mcasures changes in behavior on the job as a result of training. and 

the application of the training n~aterial. Uelia\ior is often more difficult to measure that 

level one or two evaluations since he hi^^ ior change is depenclnnt on participants desire 

to change, kno\~l rdge  o f  hou and \\hat to do, nark climate. ancl reward sjstcm for 

behavior change (Kil-kp'ltriuk. 2007). I lie use of behavioral checklist betore ,rnd after 

training event has bee11 li)uncl to be very effective in measuring bchaviol-al change of 

these skills. As Kirkpatrick model suggest many steps should follow to conduct 

behavior evaluation which are: First. trainees may be given a period of three months 

during wliich behavior changes are measured via regular surveys, cluestionnaires. and\or 

observation. Second, an initial questionnaire may be conduct before training. Third. at 

the end of three months feedback test will be repeated and the same questionnaire \+hich 

performed earlier will be filled again by same employees. 

4. Result 

Result refers to the degree of behavior changes in work place which is reflected 

in terms of achieving organization objectives and goals (Mathieu et al., 1992). Success 

of training programme is important to achieve organization objectives, which include, 
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for instance, reducing the cost, increased benefits, increased productivity, and less 

absenteeism (Tai, 2004) and guest satisfaction, and competitive advantage (Tracey & 

Tews, 1995). 

This stage measures the organization results, or the business inipact of the 

training programme It is the bottoni line measurement of training that is often used to 

justify training at high management levels (Kirkpatrick, 1977). Evaluation at this level 

consists of an attempt to measure aspect of the effects of trainees job behavior. for 

example the extent of increased productivity. qi~ality, sales, and profits (Kirkpatrick. 

2007). 

I he analysis of lebel fix~r can be \ cry difficult and time consuming. Evalualions 

~eqitirc tlie training professional to conducl co~npa~at ivc  analysis of thew mcasures and 

correlate them to the training marerial Ihis level of evaluation nlcasures the 

organizations resnlts, not the individuals. klowever, results can be very beneficial for the 

organization, providing a foundation for f i~t i~re  training programme. 

Kirkpatrick models considered in current study depended on assess tlie 

effectiveness of training. This n~odels is elegant siniplicity has caused it to be the niost 

widely used methods of evaluation training programme (Tracey & Tews. 1995). The 

Kirkpatrick model is utilized in the present study to assess the training effectiveness as 

the model is widely used to evaluate training programmes (Tracey & Tebs,  1995). The 

study makes use of the model by adopting certain items from it to examine the 

perceptions of trainees concerning their training in light of customer satisfaction. The 

participants are also requested to expound on the knowledge they gained from the 

training programme after which the items and questions are adopted from model for the 



assessment of the perception and behavioral change of trainees. Finally the items are 

evaluated for positive outcomes following the conlpletion of the training programme. 

The present study utilized the Kirkpatrick model in its attempt to determine the 

influence of factors on training effectiveness. Various items from literature dedicated to 

the topic are adopted to help assess the perceptions of participants of these factors in the 

actual workplace in ternis of work condition. personality level and training procedures. 

Their perceptions are revealed through their reactions, their learning behavior and the 

outcome of the analysis through SPSS. 

2.4 FACTORS DETER&IININ<; THE EFFECTIVENESS OF TRAINING 
PROGRARIhlE 

As provious studics show. there arc Inany factors affecting the training outcome. 

These factors are devided to threc main ma-jor groups, namely, work environment, 

individual and training process factors. These factors differ in their impact and 

relationship with the training programme as we will see from the previo~ls studies. 

Few previous studies have focused on training factors in the hospitality 

industry. Zhao et al. (2004) investigated some internal factors (design & 

implementation) and external factors (work environment, trainees and training 

assessment) factors what may impact training effectiveness. They found that the 

external factors have greater impact on training effectiveness compared to the internal 

factors. Tracy and Tews (1 995) explored individual characteristics (ability. attitude, and 

motivation), and work environment (job characteristics, social network, and 

organizational system) as factors that ensure the effectiveness of training in hospitality 

organization. Similarly, Lim et al. (2007) examined factors which are important in 
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effective online training and found that there are correlation between individual, 

organizational factors and training design with training effectiveness. Noe and Schmitt 

(1986) investigated trainee characteristics and ability to attend training programmes. 

The study suggested that the efficiency of learning and successful behavior change 

refers to the job involvement and career planning. 

Having tlie same point of view. Chen et al. (2007) indicated many factors 

intluenced training effectiveness si~cli as training needs. training programnie, tlexibility 

of training, self-efticacy. 5ocial support. ancl transfer of knowledge. In addition. Xiao 

(1996) investigated the organizational eletrients (orientation, matching knowledge 2nd 

skillc \vith nark design. rc\\al-d\. sitpct-visors, and pecr support) that affcct the facilities 

uti l i~cd in tlie wolk place ~iftcr trn~nins nhich in turn confirmed the importance o f  

nianagenient's role in improv~ng productivity. I>awe (2002). evaluated the training 

workplace in Australian companies and found that ten clcments contributed to tlie 

successful of training practices, which are orgat~izational culture. the relation between 

training and business strategy, tlie relation between training and workplace change, 

diversity of training approach, adoption of accredited training, use of informal training. 

the needs of individual, sourcing training t'rom firms and evaluating the training. 

Cheng and Ho (2001) reviewed some individual factors (ability, motivation, and 

self efticacy), motivational, and environmental factors (organization support and task 

constraints) on the effectiveness of training programme. They suggested some direction 

for future studies such as conducting a longitudinal study for measuring transfer 

outcomes. Elangovan and Karakowsky ( 1  999) explored the trainee and environmental 

factors that influence training transfer programmes. They found that niotivation and 

ability are the most important trainee factors. where else job characteristics, reward 



system and organization culture are significant environmental factors that influenced 

training programme. Cheng and Ho (1998) investigated attitudinal and organizational 

factors (training value, transfer reward, training motivation and opportunity to transfer) 

and the results indicated that perception of training value as the most significant 

transfer outcome at the organization. 

2.4.1 The Work Environment Factors 

Work environment rcfers to "the pliysical and social context within which any 

clicnt systern ( a  person, group. or organization) filnctions to achicve goal" (Xiao. 1996). 

.- . 
I he \vork environment is necessary ant1 one o r  the key (ictors to ctcterminc the learning 

in [lie trriining programme. and is crucial in determining the application ot'skills in thc 

~vorkplace (Baldwin & Ford. 1988; Hurke & Hald\vin, 1999: Chuang et at.. 2005; 

Clarke, 2002; Elangovan & K~arakowskj,~ 1999: 1-:lcteau ct al., 1095: Ford et al., 1992; 

Quiliones, 1997). Moreover. the climate is i~iiportant in implicating kno\vledge. skills 

and attitudes in workplace before and after attending the training programme and also 

affecting behavior (Tanneubaum & Yuki, 1992). Mcbain (2004) argued for a significant 

relationship between work environment and training which clearly appear in ensuring 

effectiveness and outcome achievement of training. 

According to Mathieu et at. (I992), the constraints and interferences may stress 

the process of practicing trained skills, and consequently may result in weak 

performance, while the encouragement from managers and peers may create positive 

working conditions in the organization. Zhao et al. (2004) found that the effect of 

external factors on trainee perception toward effectiveness of training is more than that 



of internal factors. In other words, the work environment lias great influence on the 

training effectiveness. 

Many literatures provide the evidence of significant relationship between 

environmental characteristics and training effectiveness, which is reflected directly in 

training outcomes (Elangovan & Karakowsky, 1999; Facteau et al., 1995; Rouiller & 

Goldstein, 1993; Tannenbaum & Yukl. 1992; Tracey et al., 2001: Tracey et a]., 1995; 

'Tracey & Tews. 1995). Many studies also emphasized different degrees of relationship 

between environliiental characteristics and training effectiveness (Acton & Golden. 

2001; Burke & Baldlvin, 1999: Chen et al.. 2007: C'lieng & 1 lo. 1998. 2001; Clarke. 

2002: Kontogliiorghes, 200 I ; Lim et al.. 3007; 2007: Quifiones. 1097: Xiao, 1996). 'This 

study considers social support, opportunity to perrorm, reward system. and orzani;.ation 

culture as the variables under environment factors. 

Social Support 

Social support includes the support from senior nianagemetlt. supervisors, peers, 

and subordinate colleagues. The managenlent must provide support by encouraging the 

employees, and facilitate the use of skills learned in the training programme by 

providing opportunities to perform the skills (Chen et al.. 2007: Facteau et al., 1995). 

The social support lias been studied in several s t ~ ~ d i e s  related to specialized training. 

'These studies have revealed that the social support has a direct significant influence in 

facilitating the achievement of training goals, which are reflected in the performance of 

staff at the workplace. 



If the employees feel cheerless. they will not be encouraged to improve their 

performance to advance their career, as a result the reinforcement from the managers 

and supervisors becomes less effective. This will also affect the effectiveness of the 

training programme and the contribution of the training programme towards achieving 

organizational goals. The organization tries to match the employee support and the need 

of the organization as well as the enlployees with the tinling of the training programme. 

Ilowever, some organizations do not provide this commitment to a full extent (Cheng & 

110, 1998. 200 1 :  Kontoghiorghes, 2001; Tracey et a].. 200 1; Traccy & Te~cs.  1995). 

Similarly, lanneubaum and Yuki (1992) believed that the organi/ation realizes the 

value ol their support and comn~itmcnt for e m p l o ~ e e  training. So, i t  is important to 

allocate time appropriately in ordcr to ensure that cmploqces get tlie appropriate 

training. Additionally. Clarke (2002) believed that tlie malingeiiicnr m u s ~  provide and 

prepare appropriate training and suitable resources to achievc maxiniuni benetits from 

employee training. 

'The employees look up to the top management and supervisors to urge them to 

participate, learn and apply the trained skills. Moreover, a supervisor's role is not 

limited to examining the trainee, it extends to encouraging, involving, and reinforcing 

the employees, making the feedback available and setting training programme goals 

(Baldwin & Ford, 1988; Noe, 1986; Quinones, 1997; Xiao, 1996). In supporting the 

management, the supervisors play a crucial role in how and when the trainees can use 

trained skills, in explaining the advantages from these programmes, in involving the 

employees to initiate training programmes, in providing sufficient time for training 

preparation, in motivating the trainees, in creating positive work groups and in 

motivating seniors' attitudes toward employees (Cohen, 1990; Elangovan & 



Karakowsky, 1999: Ford et al., 1992; jackson & Bushe, 2007; Lim et al,. 2007: Xiao, 

1996). 

According to Ford et al. (1992), the work group fornied by the trainees who 

experience positive attitude and support from supervisors will perform the complex and 

difficult tasks better than those who do not get encouragement from supervisors. 

Support, in addition to affecting training effectiveness, also facilitates transferring the 

knowledge and skills (Chen et al.. 2007). Cohen (1990) believed that there is a direct 

relationship between supervisors' support and motivation toward training programmes. 

Moreover. .lackson and Buslic (2007) investisatecl [lie contribution of transfer of 

trainins and leatlership training. and Fount1 that supervisors support is onc of rhe main 

effective variables in transferring training to employees to accumulate ne\c kno\\ledye 

and skills. Similarly. Lim el al. (2007) examined the degree lo whicti supervisors' 

supporr can help rrainees in learning and applying the skills ['he finding %as not 

surprising - the supervisors' support directly influences the transfer performance. 

Tracey and Tews (1995) in their study. believed tliat thc training effectiveness 

may be positively affected by the social support especially when opportunity to learn 

and gain from training programme is there, which ultimately reflects training 

effectiveness. Furthermore, Xiao (1996) found that the supervisors' support is the 

crucial factor affecting training transfer leading to high productivity. 

Opportunity to Perform 

Opportunity to perform is defined as "the extent to which a trainee is provided 

with activity or obtains work experiences relevant to the tasks for which he or she was 

5 3 



trained" (Ford et al., 1992). There is a consensus from most of the studies that address 

the opportunity to perform as a factor to affect training outcomes. I'hese studies 

emphasized the itiiportance of opportunity to relate with training outcomes, and found 

positive effects on the effectiveness of training. 

Most of the trainees are enriched with new knowledge, skills, and attitude after 

training programmes, combined with enthusiasm to perform trained skills in the 

workplace. but in performing it actually. they often are surprised with the interference 

from actual work environment. -There are differences b e b e e n  the context of training 

and the context of actual job: in othcr nc~rds. the trainee faces ~~nfamiliar  \\ark situation. 

tlence. they must perceive this problem and find solutions for it. At the same time. not 

all thc contents of training necessarily appear in the job ( 7  annenbaum Xr Yuki. 1992). 

According to Elangovan and Karahowsky ( 1  999). the effectiveness of trailling depend? 

on tlie niatclling betwccn tlie training context and actual naturr of the job, so, i t  is 

important to match the training progralnme with a c t ~ ~ a l  job. For that. i t  is necessary for 

the organization to adopt a good system of supporting and reinforcing rcsoLlrces and 

opportunities (Chen et al.. 2007; Ford et al., 1992; Tracey et al., 1995). Similarly, 

Clarke (2002) emphasized that on job application of trained skill will be weak if there is 

no matching between training context and work place context. 

Kontoghiorghes (2001) argued that the trainees are supposed to get different 

opportunities to apply their training as these opportunities can affect the training 

outcomes. In contrast, if the trainees do not have on job opportunities to perform the 

new knowledge, skills and attitude, that will be reflected as low organizational 

performance. In other words, the result of opportunity to perform clearly appears in 

training outcomes. Furthermore, Mathieu et al. (1 992) argued that the organization may 



remain unaware about these constraints to perform the trained skills, whlch may hinder 

the performance. Zhao et al. (2004) provided similar view that the training programme 

will lose its benefits when there is no opportunity to perform. Similarl>, Clark (2002) 

found that heavy workload and time pressure can be the main constraint against the 

opportunity to perform and can undermine the training effectiveness. Tracey and Tews 

(1 995) mentioned that, to ensure the training effectiveness, the trainees must have the 

opportunity to perform. which also will help them to refine their knowledze, otllerwise 

the knowledge and skills from the training will be forgotten. 

According to Ford ct al. ( 1  009) .  and Jackson and Bushe (2007), tliere are threc 

dimensions related with opportunity to perform in an organization. The first dimension 

is breadth which is related to tlic trainees getting diflkrcnt kno\\leclge and skills ti-om 

the training to apply i n  their job. 71'ticy may apply all or somc of thc trained &ills. 

Ilence. the main measure of opportunity to pcrform involves finding how rnany trained 

tasks really are used in the norkplace. The second dimension is activity level. which 

refers to the frequency the trainees apply the trained task in the workplace. I he third 

dimension is type of task, and it refers to the variety of the task, ranging from simple to 

difficult, or complex. 

Reward System 

For the purpose of achieving training effectiveness, management may take many 

initiatives for the trainees to ensure that training is successful and can achieve its goals. 

One of these initiatives is the reward system tied with training that has significant and 

important contribution in determining the effectiveness of this programme. Previous 



studies found significant and positive relation between reward systems and training 

effectiveness. According to Govindarajulu and Daily (2004), the reward refers to "the 

intrinsic and extrinsic benefit that workers receive from their jobs". The reward takes 

many forms, such as monetary reward, recognition award, protit-sharing programme. 

increment in the pay, benefits. and incentives. The most iniportant form of reward is the 

one that can motivate the trainee to acquire and apply the new skills in workplace. 

The reward systems drive trainee attitude toward gaining knowledge. and 

encouraging them to accluire new skills (Noe. 1986). Additionally. rewards can also 

encourage the application of new skills on the job ( ' fanneuba~~~n &L'~ll\i. 1092). 

Raldwin and Ford (IOS8). in  their direction for future research. mentioned that this 

reward sjstem is 3 form of reinforcement to the trainees to ensure better training 

outconlcs. Also. this reward facilitates opportunities for on-the-job effectibe application 

of new skills. Lini et al. (2007) believed that when organi~ation adopts reward system, 

the trainees will improve theniselves to acquire new skills which result is better training 

outcomes. At tlie same time, tlie reward system influence employees to give more job 

effort. Hence. the performance of applying new skills will be high if matched with 

reward. This will also increase training effectiveness. Moreover. many studies 

suggested relationship between the reward system and the training outcomes- the 

organization which perceive the importance of reward can nlotivate trainee in 

transferring new skills on-the--job effectively (Jackson & Bushe, 2007: Kouiller & 

Goldstein. 1993: Tracey et al., 1995). 

Tracey et al. (2001) emphasized that when the trainees perceive that they are 

accountable (by rewards or punishments), their intention to acquire skills and to apply 



them on the job will be higher. Also, Kontoghiorghes (2001) found that the reward and 

punishment system make trainees to be more motivated to acyuire new skills. 

Tracey and Tews (1995) argued that to achieve training effectiveness in the 

organization, the organization must give the value of training by a reward system to 

create enthusiasm of acquiring new skills and applying that in the job. Such a system 

can bring about effective training. Hence the management must consider the design of 

performance appraisal system to account for the use of knowledge and skills acquired 

during training. In addition, the nlanagement have to provide reward system and 

incentive for acquiring and using ncn skills on the job. F~~rthertnorc. the mana, clement 

should have clear policies to reinforce the importance of continuous learning. According 

to Elangovan and Karakowsk> ( I999), the reward system should be adopted to ensure 

that a traince attends training, acyuires skills and applies them in the job. 

Organizational Culture 

Organizational culture refers to "the beliefs, values and acquired coping 

techniques that develop over time within an organization which influence the behaviors 

of its members" (Wehrmeyer & Chenoweth, 2006, pg 140). There is no doubt that the 

organization adopts policies, planning. and effort to pronlote and to encourage 

enlployees for attending training programmes. 'This will positively affect training 

effectiveness. Most of the previous studies emphasized and mentioned this factor in 

different ways, such as job characteristics and the culture of continuous learning. 

The organizational culture, by creating a supporting context for training, plays a 

crucial role in the process of knowledge and skill acquisition and their on the job 
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application (Burke & Baldwin, 1999). The same point of view is given by Facteau et al. 

(1995), and Rouiller and Goldstein (1993), who found that the social context of the job 

affects the encouragement of the trainees to acquire skills and their application by 

promoting opportunities for personal development. Moreover, the nlanagerial 

commitment is one component of organization culture, which means the management 

should adopt the innovation. values, norms and attitudes to suppol-t the trainees and their 

performance in the organization (Govindarajjulu & Daily. 2004). 

According to 'rracey et al. (1995) the continuoi~s-learning culture includes all the 

three: individual, task and organization. Firstly. it is tlie fi~ndamental responsibility of 

the employee to gather knonledgc and skills, and go for personal development 

necessary for accomplishing the job mission. Secondly. it is necessar) to makc a 

matched combination of manayenicnt 'jilpport, the knowledge and skills rieccssary for 

the task to be acco~nplished, and the skills and knowledge to gather and apply. Finally, 

the degrees to which the organization adopts a formal system to reap tlie benefit of 

employee personal development for the organization must be taken into account in order 

to create a continuous-learning culture in the organization. 

Additionally, Tracey and Tews (1995) emphasized that the management should 

match employee perception toward training and the system of work environment. which 

can affect the process of gaining knowledge and skills. Also, they mentioned that, for 

training effectiveness, there are many points that managers must consider to determine 

the continuous learning culture. Among these points, making the job assignment 

challenging and designed to promote personal development, ensuring that work 

assignment include opportunities to learn and apply new techniques and procedures, 

taking in consideration the flexibility in performing the tasks, allowing the employees to 
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practice new ways of performing job responsibilities, and including the continuous 

iniprovenient an essential part of everyone's job. 

The management is required to maintain a continuous learning culture in order 

to make etnployees understand the benefits from training programme, and to dedicate 

their effort for the development of the eniployees and their perforniance (Acton & 

Golden, 2002). Furthennore, receiving information about the training programme from 

the management can help the trainccs to construct events properly (Quinones. 1997). 

Clarke, Dobbins. and Ladd (1093) argued that the trainees will not be motivated enough 

if they feel the outcome of the training \ \ i l l  not cnricli their job and career ad\ ancement. 

Evidence is also available that the continuous learning culture is associated \vith 

training and devclopnient and can lead to the improvenient of the trainees (1Vchrrncyer 

& Chenoweth. 2006). 

2.4.2 The Ir~clivitlual Fiictors 

Individual factors explain the trainee perception and attitude toward acquisition 

of new skills frotn the training which in turn may influence training effectiveness (Zhao 

et al., 2004). This perception is also related to the possibilities of acquiring new skills 

and to the potential of on-the-job application of these skills (Facteau et al., 2001). This 

perception again influences the trainees' commitlnent and the value of the training 

(Tracey et al., 200 1 ). 

Noe (1986) believed that individual factors are crucial and related directly to 

training effectiveness and training transfer (Elangovan & Karakowsky, 1999). 

Similarly, Rowold (2007) mentioned that the trainee variables influence training 



outcomes by knowledge acquisition. The work environment changes and to adapt with 

these changes, employees are required to develop knowledge and skills. Hence. the 

trainee factors like ability, motivation, and attitude are crucial in achieving training 

effectiveness (Tai, 2006). The trainees are required to gain their skills to face 

environmental changes (Chuang et al., 2005). The training outcome can be used to 

differentiate among trainees (Noe & Schmitt. 1986). The capabilities. attitude and 

motivation of the trainees affect the amount of knowledge and skills learned in a 

training programme (Ollinones. 1997). 

Studies that investigated these Factors arc rare, although increasing in nunlbcr in 

last few years (Chcng & t lo, 200 I). Most of the studies on the individual factors have 

emphasized the type oF trainees wit11 less attention in choosing programme \ \ i th  

appropriate link with trainer needs. Few of the recent sti~dies focused on how to 

improvc individual factors to acliieve trainins eFkctiveness (Tannenbaum L% Yuki, 

1992). 'fhis sti~dy investigates the influence of ability, attitude, and n~otivation on the 

effectiveness of training. 

Ability 

Ability is the capability of the trainee to acquire on-the-job transformation of 

trained skills, which depends on the combination of psychological effort and training 

itself. Ability has a significant positive relationship with training effectiveness. This 

relationship is emphasized in many of the previous studies. Ability refers to "knowledge 

acquisition, which can occur only when individuals have both the ability (can do) and 

the desire (will do) to acq~lire new knowledge" (Noe, 1986, pg 74; Tracey et al., 200 I, 



pg 7). In addition. Chuang et al. (2005. pg 161) suggested that the ability is "one's 

belief that one's capable to perform a specific task". Chuang et al. also argued that the 

trainees are efficient in setting goals by themselves, sometimes they can go inside 

related problem and learn better and training becomes more effective. Similarly, Cheng 

and Ho (2001) mentioned that if the trainees are self-confident in achieving their own 

expectations, they will be more likely to apply what they have learned in the training 

programme. Likewise. Ford et al. (1992) argued that the trainee who has ability will 

show more readiness and s t r i ~ e  to apply trained skills; they \vill also be able to perfbrm 

complex and clifticult tasks. Honever. 7 raccq et 31. (2001) emphasii.ed that the ability is 

one of  thc pre-training i~nportance :ind positibcly relatcd variablc ~bith thc trainee's 

belief about the application of suitable hnon ledge and shills. 

Elangovan and Karako~~sky  ( I  900) suggested that this ability positively at'fects 

training transfer in tno  ways: knowledge acquisition and situation identification. 

Knowledge acquisition refers to the trainee who acquires knowledge and skills from the 

training programme which is better than one ccho does little or has no acq~~isition. By all 

means, the trainee must learn skills suitable for the workplace. In addition, situation 

identification refers to the capability of a trainee to recognize the suitable situation in 

which to apply the trained skill which eventually is a crucial dimension of training 

effectiveness. 

Additionally, ability has a positive relationship with performance development, 

innovation, and problem solving. which make ability a significant element for 

enhancing the effectiveness of training (Chen et al., 2007). Ability also has a positive 

relatio~lship with job performance, trainee satisfaction, and use of skills (Xiao, 1996). 

For effective learning, trainees need to have some additional abilities like problem 



solving. decision making, and new skills acquisition. Trainers take these capabilities of 

the trainee into account while designing and implementing training programme. 

According to Facteau et al. (1995). Noe (1986), Quinones (l997), and Tracey et 

al. (2001), ability is relatively more permanent compared to job performance, and is 

significantly related to the motivation to learn. Furthermore, Tannenbaum and Yuki 

(1992). and Noe and Schmitt (1986) argued that to understand why learning changes 

behavior and improves performance differently among trainees, it is necessary to 

understand 'trainability' which rekrs to "the tlegrce to which training participants are 

able to learn and apply the material empliasircd into training programme". 'The 

trainabilit) is a combination of bolh thc abilit! and thc motivation. and is positively 

related to training effectiveness Finally. 11s L3alcl\\,in, W a ~ n c r ,  and Chasteen ( 1989) 

argued, most of the trainees have abilities to acquire knowledge and to perfornl tasks. 

but may lack suftjcient motivation. 

Attitude 

Attitude plays an important role in preparing the trainees for the training 

programme, and makes them interested to attend the programme and acyuire new skills 

(Xiao, 1996). Perceived value of training in improving performarlce can create more 

desire to attend the training programme, to learn, and to apply the learnins in the job 

(Cheng & Ho, 1998). Also, perceived benefits of training will encourage trainees to 

concentrate in this activity. These benefits may be in the form of new skills that upgrade 

the trainee for higher job requirement (Noe, 1986), in the form of increasing the chance 

of development (1Voe & Schmitt, 1986), in the form of link with the needs of trainees 



(Baldwin el a].. 1991; Mathieu et al., 1992), or even in the form of more respect from 

colleagues (Tsai & Tai, 2003). In contrast, if trainees feel that training is not linked with 

their job requirement, they will be less interested to participate in training programme 

(Elangovan & Karakowsky, 1999; Noe & Schmitt, 1986). Therefore, by developing 

clear policies and good planning to support training initiatives, and by linking training 

with job requirement and trainee needs, the management affects the attitude of trainees 

toward training (Burke & Baldwin, 1999). Acton and Golden (2002), Clarke et a[ .  

( 1993) c~nphasizcd that when trainees perceive these oppcll-tunitics arising O L I ~  of training 

in terms of improving job situation and (leveloping performance. they will bc Inore 

likely to attend training programnle, and this can positively intluence the training 

effcctivenev.. 

According to Facteau et al. (1995), the trainee's a t t i t~~de  tonard training 

programme refers to two components. which positively aft'ect training effectiveness: 

The first component is career exploration and planning which refers to the exploration 

of career develop~nent prospects and planning [or the develop~nent of the trainees. 

These trainees are likely to be more involved in the training programme. The second 

component is the organizational commitment which refers to the strength by which an 

individual relates and involves himself in a particular organization. In other words, the 

trainees who are committed to the organization will be more likely to attend training 

programme and positively influence the training outcomes. This is highly supported by 

several studies where they found that the trainees. commitment leads to high value of 

training programme (Hicks & Klimoski, 1987; Tracey &Tews, I995 and Tracey et al., 

200 I). 



Motivation 

Motivation refers to "special desire of participants to learn the contents of 

training programme" w o e ,  1986). Motivation is one of the main trainee characteristics, 

which affects the readiness of the trainee to spend time and effort to attend the training 

programme, the acquisition and on Qob transfer of new knowledge and skills (Baldwin 

& Ford, 1988; Quinones, 1997). Lim et al. (2007) mentioned it as the important variable 

aniong the individual characteristics. 

hlany st~ldies indicated that even if trainees have ability to learn and to accluire 

nen skills t'rom training pl-oyammes. tlicy may fail \vitIiout motivation to learn 

(C'li~~ang et al.. 3005; Qeinones, 1007: '1 ai. 2004). Also. the trainee may fail to reap 

benefitc l'rom training progralnlnc iv i thv~~t  enough moti\intion to the training. It is clear 

from varioirs stuclies that there is a relation betiieen motivation and training 

effectiveness (Factcau et al., 1995: Matl i ie~~ et al., 1992; Quinones. 1097). Also. Chuang 

el al. (1995) argued a positive and significan~ association between motivation and 

willingness to learn. 

Several dimensions are also found to be related to motivation and directly 

affected the training effectiveness such as effort. increased performance expectancies, 

outcomes expectancies, and motivation to learn (1Uoe and Schmitt, 1986). According to 

Elangovan and Karakowsky (1999), there are many elements influencing trainee 

motivation for the on-the-job transfer of trained skills; these elements directly affect the 

motivation to learn and thus the training outcomes. Hence, to increase trainee 

motivation for training, the management must recognize the needs and desires of the 

trainee, and determine which element is linked with training (Tracey & Tews, 1995). 



2.4.3 The Training Process 

The training process is crucial in determining the effectiveness of training. The 

way of designing and implementing the training programme are importance aspects of 

training programme that deterniine the degree of improvenlent of the trainees' skills 

(Tracey et al., 2001). Dawe (2002) and Mcbain (2004) argued that the content and the 

process of training directly affect the training effectiveness. It is important to note that 

training erfectiveness depends on the link between work environment and training 

process (Arthur. Edens. R: Bell 3003: Jackson & Bi~she. 2007). 

'The formal training slioultl be based on the analysis oFnecds (Chcn ct al.. 2007); 

it slioultl choose the nictllod of tlelivering kno\vlcclge ant1 skills, ant1 t l~c  process of 

cvnli~ation. and all these designs should suit the need (Traccy et ~11 . .  3001 ). External 

factors also contribute to\varcls achieving satisFactory outcomes (Zhao et al.. 2004). .l'hc 

factors to consider under the training proccss Factors are training needs anlllysis and the 

training design. 

The Training Needs Analysis 

'Training needs analysis or need assessment refers to "the process used to 

determine whcther training is necessary in organization" ( Noe, 2010, pg 103). Also, 

training needs analysis con differentiate between standard and actual performance 

(Nowack, 1991; Tharenou, 1989). According to Chen et al. (2007). before the 

organization decides what type of training to offer, i t  must look for what training is 

necessary: this can help to avoid the wastage of time and money of training unnecessary 

skills (Bucalo, 1984). 
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In general, the training analysis aims to provide information about ideal 

performance, actual performance, how involving parties feel what is causing the 

problem and how to minimize gaps between ideal and actual performanc (Holton., 

Bates, & naquin, 2000) In  addition to tliat, training needs analysis helps the organization 

to match the training with important business strategies. This analysis leads the process 

of determining required skills implementation which assists the actualization of the 

business strategies and achievement of organizational objectives (Daw. 2002). 

The training need varies \\it11 the level of staff and the difference in the tasks 

performed by the trainee ('Trace) & Pews. 1995). Iraining needs analysis normally 

consists of three type of anal!sis as illustrated in Figure 2.2. In otllel \lord\. ensuring 

cffcctive training involves addressing three levcls of a n a l ~ s ~ s  (Goltlstein. IOSO: 0 

Ilriscoll & I a) lor. 1902: 'fanncnbaum CC: Yukl, 1992). The first l e ~ e l  is Organi/ational 

analysis \vliicli is -'an examination of' system wide coniponents tliat dctcrnline \vhctlier a 

training programme can yield behavior change back on the job" (I'annenbaum & Yuki. 

1992. pg 401). Deciding where and when the training should be depends on the goal and 

the climate of training (O'Driscoll & 'Taylor, 1992). This climate consists of resources 

to apply, the skill to train, and necessity of particular knowledge (Tannenbaum & Yuki, 

1992). 

The training objective must suit the strategies and the goals of the organization. 

Furtherniore, training programme will fail if the organization does not give more 

attention to address the programme of instruction (Mitchell, 1984). The skills required 

for an organization depends on many variables; for instance, turnover and absenteeism 

rates (Goldstein, 1980). 



The second level is operational analysis. Tannenbaum and Yuki ( 1992, pg 402) 

refer to operational analysis as "the nature of the tasks to be performed on the job, and 

the knowledge, skills, and abilities needed to perform these tasks". According to 

Goldstein (1980) and O'Driscoll and Taylor (1992), task analysis requires identification 

of task to complete and setting of standard or criteria for performalice measurement. To 

suit future req~~irements for new KSA. due to technological developnlents and other 

changes, the organization has to adopt newer tasks. Also, it is necessary for task 

analysis to examine the requirement for cognitive processing and learning (T'annenbaum 

& Y~lki. 1992). 

Third level is personal analysis I\ hicli refers to "personnel who should be trained 

and what training is ncccled by an incliviclual" (-Pannenbaum 81 Yuki. 1092, py -103). file 

analj.sis can he done through performance appraisal, proficiency tcst. nicas~~rcment of 

job performance, and self-assessment of training needs (0' Driscoll & raylor, 1992). 

According to 71-annenbaum and Yuki (1992) i t  is possible to determine needs for 

training by analysis and assessing attitudes, abilities. and motivation o f  the staff to 

attend training. Many studies indicated that the training needs analysis plays a key role 

in achieving training effectiveness (Culbertson & Thompson, 1980; Mitchell, 1984). 
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Figure 2.2: Level of Trainin2 lUceds Analysis 
Source: Noe. (20 10; pg l 10) 

The Training Design 

Training design refers to "tlic extent cmployces perceive the organization has 

taken appropriate care in the design of the training programme" (Zhao et al., 2004, pg 

90). After training needs analysis and training objective identification, it is necessary to 

design the training programme (Tannenbaum & Yuki, 1992). Organization may not 

always find a qualified. expert, and dependable staff to en~ploy. This is why the 

organization needs to understand how to design a training programme (Rechnitz. 2003). 

Furthermore, the management must understand that only attending the training is not 

enough; the trainees need to gain more KSA. So, they must emphasize the link between 

training and actual workplace, and design the progranlme in such a way that the trainees 

feel interested and engaged (Chuang et al., 2005). One way of doing this is by involving 



them in the decision process about the training content (0 Driscoll & Taylor, 1992; Park 

& Wentling, 2007; Tsai & Tai, 2003). 

The design process should start with defining the workplace related issues and 

necessary skills applicable for those issues after the training programlne (Camarius, 

1981). and measuring the necessity of quality and quantity of information and skills to 

provide to the trainees (Stein, 1981). Werner and IIeSimone (2008) argued that this 

designing needs to make sure that the training fulfils tlie goals via tlie following steps: 

1 .  Ilcten~iine training ob-jectivcs 

3 . Llevelop suitable session plan o f  tlie training progl-amnic 

? 
3 .  Llctcrmine hat suitable materials trainees I ~ L I S I  L I W  

4. Sclcct proSe\sional tl-ainer to deli\cr progralntnc 

5 .  ('hoose the training nlethotis 

6. Schedule the programme. 

'Tannenbauni and Yuki (1992) indicated that different elements of training 

design, such as. identical elements: this notion makes best use of degree of identical 

stimulus and responses in the setting of training. Making training programme identical 

to the real workplace to ensure learning: retention, and transfer in similar conditions is 

most important (surrounding, tasks. equipment). 'Trainees also can go for the similar 

approach. Also, teaching general principles: this is tlie teaching of the general ternis 

during training. In addition, stimulus variability; it is important to use stimuli in order to 

enhance application of the training in real workplace in several ways to manage variety 

of situations. Finally, condition of practice; it refers to the design of several issues to 



guide the applicability of training in different categories of situations (Baldwin & Ford. 

1988; Cheng & Ho, 200 1 : Elangovan & Karakowsky, 1999; Quinones, 1997). 

According to Tannenbaum and Yuki ( 1992), the use of the above elements has 

limited use in developing complex skills required in organizational activities. They 

suggested alternative guidelines which have been contributing to better design: such as 

the educational element in training programme must suit possible physical process 

leading to performance improvement. Also, inducing the trainees to apply their 

capabilities. for example. applying principles in performance task. in aclclition. use 

accurate. credible. tiniely and constructive feedback. Furthermore. the training 

progran1nie must increase the ability and expectation leading to satisf>ins results. 

Izinally. training n~ust  clitTerentiatc betiiecn talent and actilal knon ledse of the trainers 

and take this into account 

Finally, training design is an important factor in the training process and i t  has a 

significant positive relationship with the effectiveness of training programme (Baldivin 

& Ford. 1988: Park & Wentling. 2007; Quinones. 1997; Tannenbaum & Yuki, 1902; 

Zhao et al., 2004). 

According to the suggestion of Carnarius (1981), as shown in Figure 2.3, there 

are several steps to design training programme: 

1. Concept: This step involves the identification of the issues or concepts like. 

development needs, organization constraint. and the techniq~les that are related 

to training. 

2. Possible Activities: 'This step determine the tactics of training like, lecture, roll 

play, instrument, practice, etc., maintaining consistency with the first step. 



3. Ob-jective: The third step of this process develops the objective of the training 

programme based on the training needs. 

4. Method to Consider: Based on the objectives developed in the third step, this 

step decides the appropriate method of training that suits organizational needs. 

5 .  Sequence: This step involves developing the sequence of training sessions. 

6. Test Agenda: The training programme schedule is prepared in this step which 

includes the applicable time limit of testing every necessary activity. 

7. 'Training Materials: Complying \kith all the de\elopments in earlier steps. this 

step in\olvcs preparing thc t~xiiiing ~nntcrials to be i~scd in the traininz sessions. 

-. 

CONCEPTS - -- - -1 

CHECK wS. OWECTIVES 

;-- 

Figure 2.3: Training Design 
Source: Carnarius (1 98 1, pg 4.1) 



2.5 RELATIONSHIP AMONG THE FACTORS INFLUENCING THE 
TRAINING PROGRAMME 

The relationship among the factors that affect tlie effectiveness of training 

programme is argued as important and significant and this relationship leads to positive 

effect on training progranime outcomes. Many studies argued for positive relation 

(Casper, 2005: Clarke, 2002; Green, 2001; Lim et al., 2007). For instance, the 

contextual factors affect the individual factors and their action positively. Moreover. 

environniental factors influence training effectiveness through trainee factors and the 

training process (('heng & 110. 3001; Quiiiones. 1997: Wilborn & Weaver, 2002). 

Sinlilarly. Hi~rke and Rald\\in (I999). Ko~~l le r  ancl Goldstein ( 199-3)- ant1 Tracey et al. 

(1095) argued that the organi~ntional environnient can facilitate the workplace 

utiliration of tlie skills. illso. tlie support al'Fects the indivitlual I'actors (abilit?, 

. . 
  no ti vat ion and attitude) in tlie tralnlng. Furthermore. Balduin et al. (IC)XO) nlentioncd 

that tlle training programme may fail i f  tlie management lias no com~nttnicnt toward 

training and toward creating positive environment to motivate trainees for attending 

training and acquiring new skills (Burke & Baldwin. 1096; Cohen. 1990). Sirnilar 

argument is. the individual factors and organizational factors are related positively with 

motivation to learn which in turn influence the training effectiveness (Rowold, 2007). 

There is a link between the workplace demands (needs) and the abilities of the 

trainees (Chuang et al., 2005; [licks & Klimoski, 1987; I,im et al., 2007). The 

attendance in the training process is affected by the reward systeni and resulting trainee 

attitude (Tracey et al., 2001; Tracey & Tews, 1995). The trainee motivation is linked 

with the develop~nent of the training process (Facteau et al., 1995). Noe (19861, and 

Noe and Schmitt (1986) argued that there are several factors that directly affect the 



motivation to learn. Trainee motivation to learn can increase when the trainees 

are given the information about the training process (Tannenbaum & Yuki, 1992), and 

this relationship is also linked with trainee factors (Chuang et al., 2006: Zhao et al.. 

2004). Table 2.4 indicated the factors that addressed in past literature. 

Table 2.4: Kev Factors that Addressed in  the Literature 
A u t h o r  T i t l e  Factors 

Lim et al. 
(2007) 

Casper. (2005) 

Chuang et al 
(2005) 

Green (200 1 ) 

Cheng and Ho. 
( 1998) 

Tracey and 
Tews. ( 1995) 

\'alidating E-le;lr~ii~ig factors affecting 
training effectiveness 

fTactol.s I'hat Infl~tence '1-ranhfcr Of 
t lazartlol~s hlatcrial Tr;~iriilig: 
'rlie Perception Of Selected Fire-Figliter 
Trainees Anti Sr~pcnisor.; 

'She positive transfer of learned skills from 
training to changed behavior at the job 

An Investigation Of Individual And 
Contextual Factors Influencing Training 
Vari 
ables 

The influence of individual and work 
environment characteristics on trainee 
motivation and training effectiveness 
measures. 

Research not: A review of transfer of 
training studies in the past decade 

Training effectiveness: Accounting for 
individual characteristics and work 
environment. 
-ppp--p-- 

Support trainee. Contirir~ous learnitlg 
hloti~ation. Selfcfficacq I raining content 

Support trainee. Cotitinr~or~s leasning. 
i\Iotivalion. Self eflic:icy. 'rrai~iing content 
Keirifbrcerncrit in the job. I.ittle interfcrcnce 
koni ininlctlii~te (work) environment. 
Supportive 01-ganiz;ltiorl:~l crtltr~re. I'rainees' 
pcrccption of training programmes being 
practical. Trainees' pcrccption of rclc~ant  
training contznt. 'Srainecs' being cornfortablc 
with cliange and associated effort. Trainer 
being suppol-tive ant1 inspiring. Perception o f  
training being. \Yell dcsigned/delivzred. Peer 
support 

hlotivation. .4bility. Supervisor support. Peer 
support. Proper tools and equipment available. 
Opportunity to perforni. 
Self efficacy. blotivation. Learnirig 

Motivation. L,ocus of control. Job 
involvement. Career planning. Choice to 
attend. Situational constraint. Social support. 
Organization climate. Organization culture. 

Personality. Ability. hlot~vation. Career and 
job attitude. Organization conimittnient . 

Support organization. Continuous learning. 
Task constraint. 

Ability. Motivation. Attitude. Job 
characteristics. Organization system 



Author Title Factors 
Noe & Schmitt The influence o f  trainee attitudes on Investigated trainee characteristics and abilitv - 

training effectiveness: test of  rnodel to attend training programme ( locus o f  
control, job  involvement, career planning. 
exploratory behavior, prCt-training ~notivation. 
post-training motivation 

Investigated some internal (design & 

Zhao et  al. (2004). Factors Affecting Training Success in China in l~ lemen ta t iOn)  and external work 
environment factors (social support. 
opportunity to perform, reward system: and 
orga~iization system). l~idividual factors 
(attitudes. motivation levels, and ability). and 
training assessrncnt) factors. 
Investigated sonle internal (design & 
inlplementntiorl) aritl cuternal \\ark 
e~ivironnicnt factors (soci:ll support. 
opportunity to perfor~ii. re\vard system, and 
orgaliiration s! stern). Indivitlual factors 
(attitudes, nlotivation levtls. and abilil! ). arid 
trainin: assessment) factors. 

Xiao ( 1996) .l-he relationship hct \ \cc~i  organirational Investigated the orgariira~ional clerncrits 
Sactors and [lie tra11sfe1- o f  trai~iiri: i l l  the (or ic~i~at ivn.  riiatching K5.-\ \\.it11 work tlesign. 
clcctronics iridustr). i l l  S l i c~ i rhc~ i ,  ('liina rcuards.  superviso~-s. and peer suppol-t) 

For-d & Baldwin T1.ar1sft.r of  trainirig: a rc\.ic\\ and dircctio~is ,-\bility. personality, mori\atio~i,  participa~it o f  
( I  988)  for fi~turc research learning. s equenc in~ .  training content. 

support. opportunity to perfbl-171. 

N o  c \ \ I  ( I )  Investigation o f  factors [hat influelice Social support. situational constraint, self 
en~p loyee  participation in dcvelopmcnt efficacy, leal.nin2 attitude, motivation, carecr 
activities exploration. 

Tannenbaurn & Yuki Training and development in work Training needs, design o f  training, ability. 
(1992) organization motivation, attitude, environment cues and 

signals, transfer climate, post-training 
activities. 

Mathieu et al. (1992) Influences O f  Individual And Carrier planning. Job involvement. 
Situational Characteristics 011  Assignment. Situational constraint. Trainees 
Measures O f  Training Effectiveness nlotivation. 

Bushe (2007) Leadership development training transfer: A 
case study o f  post-training determi~~at ion.  

Tracey et al. (2001) Applying trained skills on tlie job: The 
i~nportance of  work environment 

Elangovan and The role o f  trainee and environment factors 
Karakowsky. (1999) in transfer o f  training: an exploratory 

franlework. 

Social support, adoption environment, 
continuity & n~airitenarice, situational context, 
systematic force 
Transfer climate, contir~uous learning culture, 
pre-training behavior, pre-training knowledge. 
Relevance. Choice to attend. Outcome 
expectancies. Self  efficacy. Job involvement. 
Knowledge acquisition. Identify situation. Job 
requirement. 



2.6 CONCLUSION 

The literature review in this chapter deals with the factors intluencing the 

effectiveness of human resource training programme in the hotels sector. It  is clear that 

the effectiveness of training programme is not only determined by specific training 

factors, but also by some previously neglected factors outside the training programme. 

These outside factors include the environmental and individual factors. 'To understand 

the source of training success completely. these additional filctors must be considered 

together \vith specific training factors to model trainin? effectiveness. In addition. i t  is 

necessary to consider tlie suitability of the circi~mstanccs in order to prepare tlie 

employers for training programme. which starts from the \\.orliplace but docs not end 

uitli the [raining session. I t  is also important to understanrl (lie intluence of all thcsc 

Ihctors on the acliievc~nent of the hotel's ob~jcctives. 1:or tlic :icliievc~ncnt of these 

ob.jcctives, training is crucial because i t  can improve tlie KSA of tlie liuniiln resources, 

n.110 are tIic key element of the scr\fice industry. 



CHAPTER THREE: METHODOLOGY 

3.1 INTRODUCTION 

The current study investigates the factors influencing the effectiveness of human 

resource training programme in the hotel sector. The study covers the effects and 

influences of work environment. and factors related to individual and the training itself. 

Thc melhodology in this chapter consists of following components: rescarch design, 

population and sample. data collection. variablcs, instrument design. pilot test. and data 

analysis. 

3.2 KESEAK C'ZI I)ESI<;N 

'I his st~~cly is bnscd on correlation and ilses mixed design (cl~lantitative and 

cli~ditative methods) which provide a better understanding ol' the research problenl 

compared to using only one method, strengths the result of both data. A mixed 

methodology was used since it is an increasingly accepted approach employed to help 

make the data collection and analysis more accurate and because the evaluation 

questions asked in this study were best investigated using multiple methods. The 

qualitative data provided information regarding importance of the factors in actual 

workplace. The q~larititative assessed variables related to the programme's 

effectiveness. 

In addition, this study was conducted using a niixed method design known as 

explanatory strategy which according to Creswell, (2008) consists of using two different 

methods in an attempt to confirm, cross-validate, or corroborate findings within a single 
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study. This method will allow the evaluator to verify and confirm findings between 

quantitative and qualitative data collected on the survey and interviews. The rationale 

was the quantitative data provide a general picture and the qualitative data collection 

help to rethe, extend or explain tlie programs' overall impact. In other words, the use of 

the mixed methods design allowed for the collection and manipulation of data and 

analysis to draw conclnsions. ?T'lic study was condi~cted for tlie pirrpose of  assessing the 

association between (work enviroriment. indvidual, and training process factors) and 

training efrectivcness. '['his stucly is able to position itself in the training areas that 

~ o i ~ l d  be beneficial to thc human resource devclopmcnt rescarcli. 'I he result pro\ idecl a 

basis for training plactitioncrc to mahc decisions regarding impro~enient and 

clcllic've~ilent of training cl't'cctivcncss. 

3.2.1 Quantitative Design 

Quntitativc dcsign is a type of cclucational research in which the researcher 

decides what to study, asks specitic. narrow clucstions, collects numeric (~iumbered) 

data from participants. analyzes these n ~ ~ m b e r s  using statistics, and conducts the inquiry 

in an unbiased. objective manner (Creswell. 2008, pg 46). One of the main aims of 

quantitative research is determine how one variables affects another, and explain the 

relation among variables. 7T'his methods involves the use of structilred questions \\here 

the response options have been fixed and a large number of respondents are involved. 

Quantitative research is defined as objective and statistically valid and is measured by 

numbers (Cavana et al., 2010). Creswell (2008) confirmed that survey can be used 

successfully to investigate the relationship between variables in the ptocess of 



hypothesis testing. Another advantage of survey strategy is the large amount of data 

which can gathered from large population. 

Quantitative design in this current study used to address the research problem by 

explaining how the factors that determined in the study effect on training effectiveness, 

and explanation of the relationship among these factors (Creswell, 2008). To achieve 

this investigation, this sti~dy depended on the literature to justify the research problem 

and suggested the research questions. Also, this study indicated specific and liniited 

research questions to examine training effectiveness. and proposed hypotheses to 

measure observable data. 'The st i~dp used survey instri~ment to collect numeric 

(nu~nbercd) data from participants in the hotel sector. f.'inaIly. the data is analpled using 

statistics and comparing results \\it11 predictions and pa\t tcsearcli. Quantitative analysis 

aimed to p r o ~ i d e  and enhance understanding about the nature of the relationship 

bct\\een variables by using mathematical procedures. 7 lie value of numbers provide 

informations to address research cluestions or hypotheses. 

3.2.2 Qualitative Design 

Qualitative design is a type of academic research in which the researcher relies 

on the views of participants. asks broad, general questions, collects data consisting 

largely of words or text from participants. describes and analyzes these words for 

themes, and conducts the inquiry in a subjective. biased manner (Cres\vell, 2008. pg 

46). 'The motivation for doing qualitative research methods are designed to help 

researchers understand people and the social and culti~ral contexts and enable 

researchers to study social and cultural phenomena. that the goal of understanding a 



phenomenon from the point of view of the participants and its particular social and 

institutional context is largely lost when textual data are quantified (C'avana et al., 

ao I o). 

The qualitative methods in current study represent the second phase in the 

explanatory design. The aims of qualitative methods was to refine, extend. and explain 

the general picture from quantitative method. The process used in this current study 

intents to put pieces together about the associaton between Factors and training 

effectiveness. The aim is to get information regarding the impel-tance of tlicsc l'actors 

and to take them into account it1 the development activities ot'hotels. 

111 gcncl-al. thc clualitative clata helps the I-escarclier to obtain niose dctailcd and 

specilic infos~nation rcgat-clitlg the result in statistical test thl.ough cuplosing and 

enh:lnci~lg the ~~ndesstanciing of how these factors arc illipostant i t1  achicviny training 

effectiveness. In simple worcls, the qualitative design supports, explains. and verities the 

tlndings obtained from the quantitative analysis. 

3.3 RESEARCH HYPOTHESES 

Rased on the problem statement, several hypotheses were generated: 

EIA1: The work environment factors positively influence the effectiveness of 

human resource training programmes. 

HA1-1: 'The social support factors positively influence the effectiveness of human 

resource training programmes. 



HAl-2: 'The opportunity to perform factor positively influences the effectiveness of 

human resource training programmes. 

HA1-3: The reward system factor positively influences the effectiveness of human 

resource training programmes. 

HA1-4: The organization culture factor positively influences the effectiveness of 

human resource training programmes. 

FIA2: The individual factors positively influence the effectiver~ess of hrinlan 

resource training progranlmes. 

fIA2-I: , l i e  ability factor positively influences the effectiveness of human resource 

training progranimes. 

HA2-2: The attitude factor positively influences the effectiveness of human resource 

training programnies. 

HA2-3: The motivation factor positively intluences the effectiveness of human resource 

training programmes. 

HA3: The training process factors positively influence the effectiveness of 

human resource training programmes. 

HA3-1: The training needs factor positively influences the effectiveness of human 

resource training programmes. 



HA3-2: The training design factor positively influences the effectiveness of human 

resource training programmes. 

HA4: There is a positive relationship between the work environment factors and 

the individual factors that influence the effectiveness of human resource 

training programmes. 

HAS: There is a positive relationship between the work environmer~t factors and 

the training Ilrocess factors that influence the cffectivericss of human 

resource training ~~rograrnrncs. 

HA6: There is a positive relationship behveen the indivitlual factors and t l ~ e  

training process factors that influence the effectiveness of human resource 

training programmes. 

HA7: There is a positive relationship among the work environment factors and 

effectiveness of human resource training programmes. 

HA7-1: There is a positive relationship among the social support factors and 

effectiveness of human resource training programmes. 

HA7-2: There is a positive relationship among the opportunity to perform factor and 

effectiveness of human resource training programmes. 



HA7-3: There is a positive relationship among the reward system factors and 

effectiveness of human resource training programmes. 

HA7-4: There is a positive relationship among the organization culture factor and 

effectiveness of human resource training programmes. 

HA8: There is a positive relationship among the intlivitlual factors ant1 

effectiveness of human resorlrce training programmes. 

HA8-1: fhere is a positive relationship among tlie ability fiictor and et'Pectiveness of 

Iiuman resource training programnies. 

IIA8-2: T'hcre is a positive rel:~tionsliip alnong the attitude factor and cfl'cctiveness of 

liu~nan resource training prngrammes. 

HA8-3: 'There is a positive relationship among tlie motivation factor and effectiveness 

of human resource training progranilnes. 

HA9: There is a positive relationship among the training process factors and 

effectiveness of human resource training programmes. 

HA9-1: There is a positive relationship among the training needs factor and 

effectiveness of human resource training programmes. 

HA9-2: There is a positive relationship among the training design factor and 

effectiveness of human resource training programmes. 



3.4 RESEARCH FRAMEWORK 

Work environment factors 

Social support 

Opportunity to 

Reward system 

Organizational culture 
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Intlivitlual factors 

'Trainee ability 

?rrainee attitudes 

Trainee motivations 

Training needs 

Training design 

I-b: Correlation 
L 

-b: Regression 

Figure 3.1 : Research Framework of the Study 



3.5 POPULATION AND SAMPLE 

The target population is a group of individual witli some common defining 

charactersitics that the rtesearcher can idenntify with a list or set of names (Creswell, 

2008, pg 648). Due to the differences in research design methods (quantitative and 

qualitative), the target population is divided into two parts. First, the target population 

of survey study included all the employees in all five and four star hotels. According to 

the statistics of the Ministry of 'Tourism and Antiquities of the third qi~arter of 2009, the 

number of employees in tliese hotels \\as 1250. l'hese hotels offer training progr;immes 

in an organized form which increases to meet the recluirements of the yowing hotel 

service. 

Since these hotels arc' branche\ ot' an international brand hotel chain, thuy 

recli~ire professional emploqecs nith spec~al skills in delivering the hotel services. 

llence, these hotels must adopt training programliies to meet the standard of tive and 

four star service hotels. In addition, these hotels seek to achieve a kind of differenti a t' lon 

in dealing witli the guests through a set of standards given to its employees through 

training. Their own policies of developnient in the conipetitor markets also require 

skilled employees with professional experiences in dealing with guests (LJSAID,2009; 

2006). 

Second, the interview sessions witli the human resource managers and training 

coordinators which included a total of 14 human resource managers and training 

coordinators in the hotels in the ASEZA which represents the main tourist destination in 

Jordan and Middle East region, and is close to the most famous Jordanian historical 

sites, for instance, Petra - one of the Seven Wonders of the World. 



3.5.1 Sample Size 

Sample size is the group of participants in the study selected from a target 

population from which the researcher generalizes about the target population (Creswell, 

2008). The quantitative method involved a target population of the survey study of 1280 

en~ployees (Ministry of Tourism and Antiquities of the third quarter, 2009). Based on 

Krejcie and Morgan (1970), the appropriate sample size for a population of 1280 

enlployees is 297 eniployees in seven Iiotels whicli includes four 5-stars and three 4- 

stars. 'This sample size represents a scientific sample size decision (Cavana, Delahaye. 

8r Sekeran. 2001). Krejcie and Morgan (1970) greatly simplified sample size decision 

by providing n tablc tlial ensuses 3 good decision ~iiodel and pl-oviclcs generalized 

scientific guidelines for sample !;i;lc decision \\-liicli s~rits the population number. 

Due to the differences in nurnbzs of the employees from Lwo sub-populations. 

the study calculates thc saniplc si/e in every cub-population based on thc following 

formula: 

nl = sample size for sub-population (stratum) 

N1 = sub-population number 

N = population target number 

n = saniple size 

The sample size for first sub-group (tive-star hotels) which includes 1067 employees is: 



nl = 247 subjects 

While the second sub-group (four-star hotels) which includes 213 employees is: 

n2- 50 subjects 

In addition. to determine the number of subjects for ever! hotel in the trio sub- 

gro~lps. the researcher used the fol lo\\ ins fonnula: 

S= tlie sample size for cvery hotel 

s l=  number of employees in every hotel 

s2= numbers of subjects for every sub-group. 

s3= number of every sub-group. 

Table 3.1 shows the numbers of en~ployees for every hotel and the  numbers of 

subjects for every hotel accounted for in this study. 



Table 3.1 : Sample Size for Population 
Sub-group A (five stars) 

Name of hotel Number of employees Number of subjects 

Hotel A 306 7 1 

Hotel B 296 69 

Hotel C 255 59 

Hotel D 210 48 
-. -- - 

Total 1067 217 

Sub-group B (four stars) 

[lotel E 72 17 

Hotel (; 68 I 0 

As for the qualitative method, the sample size in the intcrbickb scssior~s inclucled 

I4 employees \\ho represent the total human resource managcrs and training 

coordinators in these seven hotels. 'They are expected to have expert knowledge and 

perhaps be able to provide good data or information to the researcher (C'avana et al, 

2010). The nine questions were utilized to aelrieve the purpose of the inter-view in this 

current study.These questions also aimed to obtain more information about the role of 

these factors in achieving training effectiveness. 

3.5.2 Sampling Method 

'Two different methods were used in the study due to differences in the research 

design. The stratified sampling procedures were used in the survey and the judgement 

sampling was used for the interview. 



The stratified sampling is "quantitative sampling procedure in which the 

researcher stratifies the population on some specific characteristic" (Creswell, 2008) 

before conducting a random or systematic sample. Thus, this study used stratified 

sampling, since two groups of classified hotels were used in the current study. The 

population target was divided into two sub-population targets (five-star and four-star 

hotels). 'Then, a proportionate sample size for every sub-population in the population 

target in the survey study was determined. 'The respondents \\ere the employees who 

attended training programme courses of the hotcls, including out-house and in-house 

courscs. The human resource rnanagcrs in hotcls helped the researcher by supporting 

him ~vith lists that included the cmplo~ees  \\ho attcndcd training courses. .l'he 

respondents were sclecled through random numbers to select the respondents in the 

hotels by choose one from e\crq three cmploqccs inter to work in the Iiotels i t  t\\o 

phase the first at morning (Shift A)  . and the second at the evening (shift B). 

In the line with the requirement of mixed methods. judgment sampling was i~scd 

in this stildy for interview sessions. Judgment ~ampl ing is used when the investigator 

needs to obtain information from specific people who are in the best position and 

possess knowledge about a specific case (Cavana el at., 2001 ). In the case of this study, 

the human resource managers and training coordinators represent the individual who 

possess the specific and insight information about the training programmes in the five 

and four star hotels in Aqaba city. 



3.6 DATA COLLECTION 

This study intends to examine the relationship of environmental factors, 

individual factors, and training factors with the effectiveness of training programmes. 

The researcher used a complimentary approach of  using both secondary and primary 

data for this study. 

The secondary data was identified in previous studies, which include studies, 

articles. statistics, reports, conferences. books. maps, newspapers, and other available 

resources. The researcher cmplinsi7ed on the rccent stllclies and papers on the factors 

intli~cncing tlie effectiveness of training programnics. 

The primary data in this stud!. was collcctcd from scven hotels \vliich represent 

the target population. comprising tivc and foilr star hotel staff at Aclaba city. using a 

qi~estionnaire and infor~nal interviews designed by the researcher. For this study, the 

researcher took the time, stress and responsibilities of tlie participants into account. In 

order to avoid these difficulties, tlie following steps were taken: first, the researcher 

requested permission from the management of the hotels of the target population to 

conduct research; second, the responses were assured confidentiality to get more 

realistic, honest, and candid responses. 'Third, the instruments were translated into 

Arabic language to make them better understood and more acceptable to the 

participants; and fourth, the interview was conducted personally by the researcher in 

order to achieve high level of responses. 

Primary data was collected over duration of seven weeks from 14 July 2010 to 7 

September 20 10; this period represented low hotel occupancy i.e. during Ramadan 

month, which helped researcher to collect the data easily. Process of  data collection was 



carried out based on the needs to analyze the research problem. The procedures of data 

collection involved an arrangement with the hotels managers to collect the data in two 

stages: first: with the shift A employees which started daily from 8.00 AM to 4.00 PM. 

Second; shift B which started at 4.00 PM to 12.00 AM. Also, the data collected in every 

hotel was equal by focusing on one hotel to complete collecting the data required. i.e. 

one week for every hotel. 

As for the qualitative method. the rcsearcher arranged with human resource 

managers and training coorclinators to complete collecting clata through facc-to-face 

intervie\\is with them. 'The rcsenrclicr arranged \\:it11 tlie rcspondents to conduct tlie 

interviews through dcterniine thc clate and time by the respondents. The researcher 

intel-vie\~cd 13 respondc~its i~iclucIeeI S C \ ~ C I I  intcrvie\'vs with h ~ ~ n ~ i i n  resource 

rn:inagcmcnt and  five with trainin? coordinators in the seven hotels. 'l'lie intc.rvie\\js 

conducted within duration of I6 No\rember 20 10 and 14 December 30 10. Thc face-to- 

face interviews allowed the researcher to adapt the question as necessary. clarify doubts 

and ensure that the responses properly i~nderstood the questions; also to pick LIP non- 

verbal cues from tlie respondent, any discomfort, stress or problems that the respondent 

experiences can be detected through frowns and other body language unconsciously 

exhibited by the respondent. 

The researcher translated the interviews questions from English language to 

Arabic language by translation specialist to confirm that the meaning in Arabic and 

English version is the same. In addition. the answers of interviewees translated fro111 

Arabic language to English language by the same translator to insure that the meaning 

and aideas are same. 'This source of information was important to validate the findings 



as the respondents were directly involved with training programmes in these hotels. The 

interviews were conducted after distributing and collecting the questionnaires. 

3.7 VARIABLES 

The variables examined in this study are divided into two categories. Work 

environment, the individual. and training factors are the independent variables or 

predictor variables which are "an attribute or characteristic that influences or at'fects an 

outcome or tlie dependent variable" (C'reswell, 2008, pg 640). Finally, dcpendcnt 

variable or criterion variable regarding tlie et.fectiveriess of training prograninle. \\liicli 

is --an attribute or characteristic [hat is influenced by tlie independent vari:tbles" 

(Cres\\ell, 2008. pg 638). 

3.7.1 Independent Variables 

A total of nine factors in three categories were identified based on previous 

studies to constitute the set of independent variables in the framework to explain the 

effectiveness of training. These are: 

1. Work environment variables: 'These variables refer to the perception of trainees 

toward work situation and staff surroundings in the hotels or other organizations. 

They include. 

Social support: It refers to the extent by which the managers and supervisors 

encourage trainees to acquire new knowledge and skills from training 

programmes, and to their point of view about the training progranlme. 



Opportunity to perform: It refers to the extent by which the management 

facilitates employing the knowledge and skills from training by resolving the 

obstacles in the job such as time pressure or inadequate equipment. 

- Reward system: I t  is related to the reward policy of the hotel or organization to 

reinforce the trainees by praise or reward for applying new knowledge and skills 

from the training. 

Organization culture: It refers to the philosophy of hotels about the training and 

development programmes. 

2. Indiviclual variables: 'l'hese variables arc about feelings. perceptions ant1 

expectations of tlie trainee about tlic training programme. They include. 

Ability: It is related to the trainees' seIF-tr~~st \\ithill themselves which enable 

them to acquiring ncu kno\\ ledge and skills fi.orn training progrnmnle n it11 

conficlencc and applying thew shills In the job. 

Attitilde: I t  refers to the pcrceptiori of the trainees to\\ard training programme 

and its link to the uork situation and to the development of their performance. 

- Motivation: It is related to the motive to attend training programme by trainees 

and to their enthusiasm for improving their knowledge and skills. 

3. Training variables: It refers to the perception of trainees about the procedures to 

prepare and process the training programme. This category includes: 

Training needs analysis: It is related to the extent by which training programlne 

is linked with the needs of both the hotels and the trainees. 

Training design: It refers to the extent by which training is organized and 

presented properly. 



3.7.2 Dependent Variable - Effectiveness of Training Programme 

Training programme represents improvement and increment of the knowledge 

and skills by educational experiences to achieve high performance through applying 

those inlmediately in order to attain expected outcomes in the job (Facteau et al. 1995). 

The effectiveness of training must ensure positive knowledge and skills are transferred 

to the workplace. These knowledge and skills determine the reaction toward training 

process and level of learning the trainees obtain from training. the change in behavior 

and the development in  performance which is applied on the job as a rcsult of training 

program me. 

3.8 INSTRUMENT DESIGN 

Hiis research i ~ t i l i ~ e d  survey clucstionnaire in collecting the primary data from 

the target population. The questionnaire used Likel-t four point scale from "strongly 

disagree" ( I )  to "strongly agree" (4). 'rhe cluestionnaire was divided into three sections 

to suit the nature of the current study. The first section included the background 

questions or demographic questions to assess participant characteristics. The second 

section focused on evaluating the effectiveness of training programmes. 49 items in the 

instrument were adopted from Kirkpatrick and Kirkpatrick (2007) four levels evaluation 

training model. 

The third section in the questionnaire measured the relationship between 

environment, individual, and training factors with the effectiveness of training. 28 items 

assessed the relation between work environmental factors and training effectiveness 

categorized in four dimensions as adopted from previous studies and illustrated in Table 
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3.3. Eight items investigated the degree of influence by social support on the 

effectiveness of training programme. Eight items assessed the opportunities participants 

get to eniploy their knowledge and skills on the job. The reward system factor measured 

five items to assess tlie extent to which participants receive rewards for applying trained 

skills. Seven items measured the extent to which the management has clear policies to 

emphasize the importance of training in acquiring new knowledge and skills. 

Table 3.2: Item Resources for Environmental Factors 
Work Environment Factors No of ltcrns Previous Stutly 

Social Support 6 Burke Rr Rald\\111 (1999) 
2 Facteau et al ( I005 ) 

2 Bhati (7007) 
2 Burke R: Rald\cin (1 999) 
J GI-ecn ( 7 0 0 1 )  
I Noe CQ \Vilk ( 1903) 

I Tsai KL Tai (7002) 

0rg:lnization Culture 7 Rhati (2007) 

Total 2 8 

The variable category for individual factors assessed the perception and opinion 

of the participants about the training programme in 23 items in three dimensions 

adapted from previous studies as shown in Table 3.3. Eight items measured ability and 

the extent of the confidence the participants have about their own abilities to acquire 

new knowledge and skills and to apply these skills in the job. The attitude factors 

measured the extent to which participants feel toward training programme using six 

items. Nine items measured participants' training motivation. 



Table 3.3: Item Sources for Individual Factors 
lntlividual Factors No of Items Previous Study 
Ability 1 Burke & Baldwin (1999) 

2 Lim et al (2007) 
2 Noe & Wilk (1993) 

- - 
3 

- - - - - - - 
Tai (2004) 

Attitude I Burke & Baldwin ( 1999) 
4 Ford & Noe ( 1  987) 

-- - --- - - -  
1 Noe & Wilk (1993) 
- - - - ---- - - -- - - - - - 

Motivation 7 Green (2002) 
2 Noe & Sclllnitt ( 1986) 

Total 23 

The training factors mcasured 15 items in two dimensions derived fi-0111 previous 

studies as illustrated in  Table 3.4. Six itellls assessed the training needs analysis and 

participant v i c l ~ s  about extending the training progranllne to suit both their necds and 

~ t o r k  nccds. 'I'lle training clesign factor mcasured nine items in order to investigate the 

vie~vs of par-ticipatlts about the training session environment. 'l'lle total nlilnbcr of itelns 

in the questionnaire was I 15. 

Table 3.4: Item Sources for Training Process 
Training Process No of Items Previous Study 

1 Clemenz (200 1 ) 
Treaining Need 2 Xiao ( 1996) 

- - --- - - -- --- 
3 Zhao et al (2004) 

- 

Training Design 2 Burke & Baldwin (1999) 
4 Clemenz (200 1 ) 
3 Zhao et a1 (2004) 

Total 15 

The interviews support in-depth view about the management beliefs and policies 

toward training programme in their organizations. In this study, the interviews were not 

emphasized, but the res~rlts were supportive of the findings. All interviews were 
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conducted face-to-face with the human resource managers and training coordinators in 

the five and four star hotels in the Aqaba city. A set of questions was prepared and 

organized in three areas (environmental, individual, and training process factors). as 

well as nine open-ended questions. Every question asked about the importance of every 

factor adopted in this study (see appendix A). Most of the interviews took around 40- 60 

minutes. Semi-structured interviews with nine open-ended questions adapted from 

Tracey and Tews (1995) were used to maximize versatility in indicating how and why 

these factors affect in training effectiveness. 'They identilied the questions that managers 

slioi~ld be considered to understand whether employees are prepared h r  training, and 

whcther \vorl\ cnvironmcnt is conducive for training effectiveness. 'I licse cluestions 

were developed to suite \\ itli the naturc o r  study and the respondents in interviews. 

3.9 PILOT TEST 

Pilot test is the " A qilcstionnaire or interview survey is a proceclure in which the 

researcher makes changes in an instrument based on feedback from small nunibcr of 

individuals who complete and evaluate the instrument" (Creswell, 2008, pg 644). The 

pilot test provided feedback in the form of written comments to the researcher about the 

instrument directly by the participant. This helped to modify the instrument in order to 

make it more understandable and clear. which would allow the respondents being 

capable of completing the questionnaire properly. 

Indeed pilot test is used to make sure the instrument items developed are suitable 

to measure variables of the study. Moreover, using better items and scales can make the 

results and findings more accurate (Cavana et al., 2001). To coniplete required goodness 
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of measure, the following procedures were taken. The first draft of questionnaire was 

developed from the review of past literatures and contains 1 15 items. 'The questionnaire 

was evaluated and validated by the experts in the field of tourism manage~nent and 

human resources management. All the experts support the used fo rn~  in the first column. 

recommendation and suggestions in the second and third column respectively. 'The 

recommedations and suggestions of the experts were taken into consideration which 

leads to revisiting of the questionnaire with 74 items. Only 30 questionnaires were 

distributed in thc hotels that represent population of this study in the second phase of the 

pilot study in order to examine reliability ol'the instrunlent. 'This is done by distributing 

5 questionnaires to every live stars hotels and 3 clucstionnaires to every four stars hotels. 

while llotels ( F )  with roi~r stars attribute get four qi~cstiotinaires. Tlie reliability anal~.sis 

that is kno\\li as Cro~lhaclis Alpha ('oceticie~it was conducted in  order to eli~iii~iatc 

inconsistent in the instri111lerlt. 'l'he pilot study is also conducted in two different plinsed 

ofvalidity and reliability test. 

3.9.1 Validity 

Validity implies that the researcher can draw meaningful and justifiable 

inferences from scores about a sample or population (Croswell, 2008). To ensure the 

instrument is useful and meaningful. the researcher exhibited the instrument to 

experienced academics in order to obtain their reeommendations with regards to the 

validity of the instrument. It is worth mentioning that the test was done in two 

languages, the Arabic and English. The validation of instrument goals is to determine 

whether the items in the questionnaire were relevant to the objectives and questions of 

this study. 'To assess the content validity of the questionnaire's 1 15 statement and 
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scales, the researcher sent the instrument to a panel consisting of tive individuals who 

were considered experts in the context of the current study and hunian resource 

management. The experts were: 

1 - Dr. Mohanimad Al-kailani, Assistant Professor, Head of Marketing Department, 

Faculty of Economics and Administration Sciences, Yarmouk University. 

Jordan. 

2- Dr. Hasan Al-Aassa, Assistant Professor, Department of Business 

Administration. faculty of Economics and Adniinistrntion Sciences. Yarmoi~k 

I Iniversity, Jordan. 

-, 
J -  Dr. Raetl Ababneh (Phi)). Agsociate Prokssor of Management. the American 

Ilniversity of the hliddlc bast. Kuuait. 

3- Dr. Khalid Mi~stafa Ali Xlagablili. A54ociate Professor, Dircctor of 

C'ommi~nity Service Centre, Princc Silltan College for Tc)urism and Business, 

Saudi Arabia. 

5-  Dr. Yahiya Saleem Farhnn Melliem, Associate Professor. Prince Sultan College 

for Tourism and Business, Saudi Arabia. 

The academic experts reviewed and completed their recommendation on the 

validation form sent by the investisator (Appendix B). The recommendation of the 

experts was organized into three scales I )  item appropriate. 2) Need modifying 

(rewording). 3) Item is not linked with study (eliminated). The experts placed their 

recommendations in colun~ns next to each questionnaire items, and in a third colunln for 

their suggestions. The researcher took the responses of the panel experts and relied 011 

the majority number of reconiniendations ( 1 ,  2, or 3). For instance, if seven experts 
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response on scale 1. and three experts recommended scale 2, then the researcher well 

take the higher responses. 

After receiving the panel of experts' recommendations, the researcher made the 

following modifications. 

I -  The researcher modified the four likert scales in the questionnaire to be five 

likert scale, in order to avoid the bias in  responses of the sub-jects 

2- Questionnaire questions wllicli were eliminated 

2 1 cli~estions \vl~icli rcpeated the sanic idea and wcre I'reclilcl~t 

15.19. 20. 23. 26,50. 54. 58. 01. 73. 77.78. 70. 81. 54.91. 93. 95. 99. 

I0l .and 105. 

20 cli~estions ncrc irrclatice to thc \tuclj ' \  ohjcctive\ 

10. 18 .29 . j5 .37 ,30 .46 .40 .  57 .63 .64 .65 .70 .  86 .88 .97 ,  109. 110. 1I4.and 

1 l 5 ~  

3- Questionnaire cluestions nhicli were reworded. 

53, 69, 74. and 83. 

The questionnaire, after revision, totaled 74 questions were examined to 

establish reliability of the instrument which encompass 35 items regarding training 

effectiveness, 17 items for work environment factors. 12 items assessed individual 

factors, and ten items assessed the training process. 

Reliability is the attribute of an instrument describing whether the instrument is 

stable and consistent (Croswell, 2008). It means the measure of the instrument should 
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have the same or nearly same results when used several times and in different places. 

The questionnaire was tested by distributing it to a sample in the target population of 

this study. Participants constituting about 10% of the sample received 30 questionnaires. 

These questionnaires were distributed in niany locations of tlie five and four star hotels 

in Aqaba city to ensure good coverage of the whole target population. 

In this study, the researcher conducted appropriate test for the reliability of the 

contents of tlie instrument. The alpha coefficient (Cronbach's alpha) was ~ ~ s e d  to assess 

the internal consistency of the instrument. In Table 3.5. the results of effectiveness 

factor and hcales were investigated usin: C'ronbach's alpha. As a result of reliability 

anal>,sis. items nhich indicated lcss than .30 values in iteni-total correlation \\ere 

deemed as reicctcd and eliminated fro111 the ~nstrument sincc it inclicated the clegree to 

which each item correlates \\it11 total score: the sc;iltts which ~\/ese Iliglicr .70 in 

Cronbach's alpha were accepted and represented tlie suggested niininial reliability 

(Pal lant, 2007) . 

Thc results in 'Table 3.5 show that the Coefficient Alpha for training 

effectiveness was .899. Item-total correlation for the items indicating relationship from 

median to high, that is .328 - .744. The training effectiveness scale used in this study 

contained 25 items. Ten items were eliminated froni the revised questionnaire because 

item correlation was less than .3. These items werc: 

1 - 'The course materials were useful. 

2- The amount of time scheduled was exactly what was needed to meet the course 

objective. 

3- Am encouraged to participate in the training programme 

4- 1 perceive my job as an important part of my identity. 
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5-  1 could identify specific skills in such situations. 

6- I have capability to deal with different conditions in my job after the training 

programme. 

7- 1 seek to achieve guest satisfaction. 

8- I believe the teamwork is one entity in my job. 

9- 1 try to make my supervisor satisfied with my work. 

10- [ apply the skills in dealing with guests. 

Table 3.5: Pilot Study Sub-Scale for Coefficient Alplla of Training EfEectiveness 
Sc;lle Ite~n-~l'ot;ll l'ot;ll Coefficient 

Correlation Items ~ l ~ h ~  

1 -  L1y impl-ession o f  thc 11-dining pro~r:lrnllle \\as 
.A73 

"excellent" 

2- I h c  [raining objcclives wcrc cle~u-ly statetl in .iGj 

understantlable terms 

3-  The facility in the coul-se met all ncetls of the 
.4 1 1 

training prograninie 

1- 'Ihc equipnlent in the c o ~ ~ r s e  met all needs of .A86 
the training prograinme 

5- The course materials were easy to follow .439 

6- The trainer presented information in an .384 
understandable manner 

7- The trainer presented inforlnation in a 
professional manner 

8- I y i n e d  knowledge after the training 
programme 

0- I gained skills after the [raining programme .6 15 

10- The facilities were suitable for learning 
,575 

1 1 - 'The equipment were suitable for learning 
.475 

12- The skills gained through training are directly 
applicable to my job ,387 

13- The exercises were realistic and true to my job .455 
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14- -'The trainer explained how each activity 
related to the job 

15- 1 used skills learned in my job 

16- I believed that the skills learned in the training 
are useful in solving work related problems 

17- My job performance will improve when I use 
new skills that I learned in the training 
programme 

IS- 1 attend training programmes becnusc they 
provide me with skills that will allow me to be 
more effective in my job 

19- I have capability to face proble~n in my job 
after the training PI-ogrammc 

20- I changed my behavior consistent with the 
skills I learned in the training programme 

21- ['he trainillg helped nle to be more 
professio~lal in s e r v i c i ~ l ~  g~tcsts 

22- 1 apply my euperiencc \\hen I do my job 

23- I apply the knowletlgc in dealing will1 g ~ ~ c s t s  

23- 1 use my skills i l l  achieving high quality 
service 

25- 1 feel the hotel is my second home 

The results displayed in Table 3.6 shows that the overall coefficient Alpha for 

work environmental factors scale was .825, Coefficient Alpha for social support .95 1 .  

opport~~nity to perform .764, reward systeni .840, and organization culture .764. Item- 

total correlation of the sub-scales shows relationship From median to high. i.e .843 -.932 

for social support, .436 -. 674 for opportunity to perform, -640 -.789 for reward system, 

and .393 -.726 for organization culture. 15 items were used in work environment scale 



in this study. Two items were ignored from the revised questionnaire in the social 

support sub-scale which were: 

1 -  Top management belief in the importance of training for supervisors and 

employees. 

2- My peers encourage nly efforts to incorporate new procedures that I have 

learned in the training programme. 

Tnble3.6: Pilot Study Sub-Scale for CC'oeI'ficient Alpha of Work Environment 
Factors 

Scale Item-total Total C:oefficient 
correlation items ;~lph;t 

Social Sr~l)l)ort 3 .05 I 
I - supervisol- is suppol-tibe of 111) cl't'o~-Is to 

acquire 11cw skills .030 

2- hly subordinates are rtccptlbe to\\attls my 
~tsc of new skills from the training .S43 
programme 

-7 - My supervisor expects me to apply the 
,932 

~~~ skills ~ ~~ I gained ~~~~~~ in thc training ~ ~ progratllmc ~ 

Opportunity to Perforrn 1 .761 
I - I am encouraged to try new techniques .671 

after the training programme 

2- I have adequate equipment to perform .665 
new skills in my job 

3 - I have adequate time to perform new skills .436 
I have been trained for 

4- I learned skills in the training 
progranime that I intend to use in my .5 I6 
everyday work 

-- 

~ e w a ' d  System 3 
1 - Attend~ng the tra~ning prograliime 

~ncreased my chance of gettlng a 
640 

promotion 
2- The superv~sor praises part~cipants \\ho 

demonstrate that they have effectively 
appl~ed what b a s  learned dur~ng  the 

,789 

training programme 
3 - The manager provides incentive for 

participants who apply what they have 706 
learned during the training - programme - - 

- - - 



- - -- 

organizational Culture 5 .764 
1- The management encourages employees 

to participate during the training sessions ,393 

2- The managenlent discusses the objectives 
of training programme that trainees had 
attended ,454 

3- The management discusses with the 
trainees the unforeseen barriers to apply 
training skills ,559 

4- The management requests reports from the 
participants regarding their applications 
toward the training programmes ,574 

9- The management provides both positive 
and const~.i~ctive feedback to .726 
subordinators about their job pcrform:lnce 

\Vork Environment 15 .825 

'T'he results in Table 3.7 indicatc that the o ~ c r a l l  CoeKticient Alpha for individual 

factors scale was .931, Coefficient Alpha for ability was .760. attitude ,840. and 

motivation .867. Item-told correlation l;)r the items of' the three sub-scales showed 

relationship from median to high , i.e. .460 -.745 for ability. .625 -.796 for attitude, and 

.664 -.757 for motivation. So. all 12 revised items in the individual factors scale were 

retained. 

Table 3.7: Pilot Study Sub-Scale for Coefficient Alpha of Individual Factors 
Scale Itenl-Total Total Cocfticierlt 

Correlation Items Alpha 

Ability 4 .760 

1 - I feel confident that my skills exceed those of 
.474 

my colleagues 

2- 1 am sure 1 can apply the skills frorn the training 
,745 

programme to my job 

3- 1 feel confident in my ability to acquire new 
,570 

skills from the training programme 



4- 1 retain confidence even if I failed to use the 
training skills on my job .460 

1- Most of the materials in the training programme .742 
I have attended have been relevant to skills I 
hope to develop 

2- I have opportunities to practice the skills 
emphasized in the training to my job ,796 

3- Training can help me reach my career goals ,625 
- -- 

Motivation 

I -  I am motivated to learn the skills emphasized in 
the trainins programme 

,672 

2- 1 \\ant to improve my skills in the training 
.661 

programme 

3-  I volunteeretl for the tr;~ining programme ,680 

4- I he euperience I :ailled in the training 
progranlnle m a  advance my career 

5- The reason [ decided to attend the trainins 
progr;~mme was to learn how I can improvc my .75 7 
shills 

I~itlividual factors 12 .93 I 

Also. the result in Table 3.8 indicates that the overall Coefficient Alpha for 

training process was .888, Coefficient Alpha for training needs .918, and .8 19 for 

training design. Item-total correlation for two sub-scales showed relationship from 

median to high, i.e, 316  -.873 for training needs, and 507-.748 for training design. The 

training process scale used in this study contained eight items. Two items from the 

revised questionnaire were ignored. One iten1 was: Training is entertaining where it 

engages trainees for their attention; and the other item was: The training is believable 

where information is based upon experience. 



Based on the pilot study, 25 items of training effectiveness. 15 items of work 

environment, 12 items of individual factors, and eight items of training process had 

'good' reliability and validity. This was proven by the expert panel result, the result of 

item-total correlation for each item, and Coefficient Alpha for scales and sub-scales was 

also proven. Therefore, the test result in the pilot study indicated that items in all 

measurement scale contributed to overall score in the measurement scale used in this 

study, which was identified to be suitable for the study. 'The revised instrument after the 

pilot test col~sist of 60 items reprcscnts the effectiveness of training programmes and 

factors influencing the effectiveness of training programmes ilsetl in this st i~dy 

'I'able 3.8: Pilot Stucly Sub-Scale for C'oefticient /\lpha of I'r-ainin: Process 
Factors 

Sc;lle Itcrn-Totill Tot:~l Coel'ficient 
Correl:ltion I ten~s .\lph;t 

Training Needs 3 .918 
I -  Ncw shills are very irnportnnt to accomplish my 

job task 816 

3- Training programmes appropriately provided 
content based on the needs of the task in work 3 7 3  
situations 

3- Selection of trainees was properly done based on 
the needs of the worksituation - 

8 16 
- -- - 

Training Design 5 3 1 9  

I-  The design of each course in the training 
programme was appropriate 

2- The training programme adopted an appropriate 
educational method ,550 

3- The trainer had a positive attitude toward the 
trainees .SO7 

4- The training activity involved trainees in the 
training process ,748 

5- The training programme was based on the ,689 
employee needs 

Training Process 8 .888 



3.10 DATA ANALYSIS 

Data analysis in the current study involved two methods to be consistent with the 

nature of the study, i.e. the quantitative and qualitative procedures of analysis. 

Table 3.9: Analysis 
Correlation Desigl 

Quantitative Analysis 

1- Respondents Characteristics: 
Features o f  the sample in the study 
Age. gender, education level. euperience, 
number o f  attending training progranlnle 

2- descriptive analysis: 
'fhe mean and standard deviation for 
variables - 

3- multiple linear regression. 
I-he effect o f  the factors (work environn~ent, 
indi\,idual. and trainin? process factors) on 
trainin. cfltctivcness. - 
Beta ~ a l u e  indicated the unique contribution 
Ibr every factor in tt.ai~li~lg effectiveness. 

- -- 

1- correlation: 
Explore the association bctwcen 
independent variables. i\rnonz independent 
variables and dependent variable. 
The value o f  "r", direction (posi t i~e or 
negative), and level o f  significant. 

3.10.1 Quantitative Analysis 

;ed in Both Methods 
Lked h l i x  Methods 

Qualitative Analysis and Interpretation 
(Content Analysis) 

I- Reading and rereading the data (familiarity 
with the data). 
Reading the data deeply many times and 
understand the data 

3- 1 heme coding. 
Extract ideas, concept. and pattern 

4- Themes comparative annl\.sis. 
Co~nparing the themcs regarding the 
concept for e\,ery question. separate the 
themes. 

~ 

5 -  Identification sub tlienles. 
Looking for ideas in ebery tllenl and 
meticulously gathered the most colnnlon 
ideas and put under appo appropriate rriatc 
sub-themes. 

6- Develop Concepts. 
Gather the themes, sub-themes. and fill1 
examples for every question 

7- Verifying the Data. 
Return the answers to the respondents 
confirm there answers. 

After the pilot test, the data gained was coded and analyzed using Statistical 

Package for Social Sciences (SPSS-PC) version16.0 for windows. The main task in data 

analysis is to explore and identify whether there is significant relationship. effect, and 

differences between independent variables and dependent variables. The quantitative 
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method included the analysis of respondents' characteristics to indicate the features of 

the study sample. It then followed by descriptive analysis to indicate the mean and 

standard deviation for the dependent and independent variables. Finally, primary 

analysis included linear nlultiple regression and correlation to achieve the research 

objectives. 

The quantitative part in this study which represents the priniary forni of data was 

examined to explore the correlation between independent variables. It is also used to 

explore the correlation between indepelitlent variables and one dependent ~ ~ c i n g  the 

value and direction of "r" and its significance. 

Linear multiple rey.cshion analysis is a familiar technicl~~e L I ~  to explore the 

relationship between onc depelident variable and a set of inclepenclent v:lriable\. ancl 

may independent variables intlucnce the depcndent variable (Cavana et al.. 2001). 

Multiple regression is ~lsed in this study to sce the effect of a set of independent 

variables (work environment, individual. and training process factors) on the dependent 

variable (effectiveness of training programme) by assessing the aniount of variance 

explained by predictor, and which important variables among a set of predictor 

variables explain this variance by using standard multiple regression . Based on the 

value and sign of beta value, and their level of significance in the regression analysis, 

hypotheses were tested to derive conclusions about the model developed in Chapter 3. 

3.10.2 Qualitative Analysis: Content Analysis 

Qualitative data analysis helps to better understand the phenomenon being 

studied, and give the researcher a clear idea about the importance of variables in this 
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study by examining the perspectives of the respondents believes (Cavana et al., 200 I), 

and why these factors should be taken into account by the hotels to achieve the effective 

training programmes. To analysis the qualitative data, content analysis was chosen as 

the main technique to analyze the interview data. Content analysis is a generic name of 

a variety of textual analysis that typically involves comparing, contrasting. and 

categorizing a set of data; it can involve both numeric and interpretive data analysis 

(Cavana et al., 200 I). 

Content analysis refers to method \i hich helps tlie researcher to a n a l y ~ e  the 

doct~ment content. Basically. it is a ~nethocf that can be used \\it11 any text. whether it be 

in tlie form of writing. sounds. or picti~rc ([>enscot~~be.  2007). 1 his process incolved 

itlentifyin~ code themes to emerge from tlie raw data. and cnstlre that each theme had 

separate identity froni the other themes. This describes the main focus of the qualitative 

analyst. Content analysis can also rcfer to tlie statistical analysis of key ~ o r d s  or phrase 

occurrences (Cavana et al. 2001; Denscombe, 2007). 'Ilie qualitnti\e data analysis based 

on content analysis procedures derived from Cavana et al. (2001) and Denscombe 

(2007) are as follows: 

1- Reading and rereading the data (familiarity with data) 

This level includes reading and rereading text data to better understand and have 

a deeper view of the data. This alloived tlie researcher to read between the lines to see if 

there are implied meanings contained in the data that are significant in t e r m  of the this 

research topic. Denscombe (2007) pointed out the purpose of faniiliarity with data to 

identify codes. The researcher read through notes and transcripts which were obtained 

from the interview with selected interviewees. With a careful reading and high level of 

concentration, the theme from the note and transcripts can emerge. 
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2- Interpreting the data: codes, categories and concepts. 

Process of interpreting the data involved series of four tasks, as follows: 

Theme coding. 

The researcher used coding system which means reorganizing the data according to 

conceptual themes recognized by the researcher by placing an abbreviation representing 

the theme next to sentence or paragraph which contains the theme. This coding is the 

central activity of content analysis (Cavana et a1.2010). The interview made with 

participants was transcribed on papcrs. while the data was classified into categories and 

themes. 'The most siynificant words. sentences or pattern that indicate specific codes 

~vere  given niitch concentration duriny the transcription processes. ilbbrcviations ant1 

notes were i~sed as tazs beside the sentences on the margins to case extraction of the 

themes from data in the rows. Lastly. transcription of the themes. sentences and ideas 

were separated in the new papers for each question. 

0 'Themes Comparative analysis. 

In this stage. the researcher to form the themes, the researcher used constant 

comparative analysis. For every question. the researcher compares the themes 

depending on the concept and ideas for every theme. A list of the abbreviation and 

description for every theme that emerged was maintained in the separate file (data 

index), which provided full descriptions and examples of the themes. 

e Identifications of sub-theme and relationship. 

After breaking the data into separate themes, in depth reading through each of 

the theme files and looking for ideas in every them and nieticulously gathered the most 



common ideas and put under apporriate sub-thems, and looked and checked the 

relationship between the sub-themes or even with other themes. 

Develop the concepts. 

After deriving the themes and sub-themes from the raw data, the researcher 

gathered the themes and sub-themes with examples for every question to write the 

qualitative analysis report. 

3- Verifying the data. 

The verification of clualitativc data is vital to detiionstrate that the tinditlgs are 

rruc and essential For all rexarcli \~lictlicr i t  be cliiantitativc or cli~alitative in nature 

(Dcnscombe. 2007). 7'0 achieve \critication O F  tlic data. validity ( o r  credibility) was 

used in this stntly. Validity refers ~o tlic accuracy and precision of the data. It also 

concerns appropriateness of the data in terms of the I-csearch questions being 

investigated. 

The researcher addressed the data verilication using respondent validation by 

returning to the participants who had been interviewed to check the validity place notes 

on their answers. The investigator took into account the participants' opinions in these 

findings so as to confirm or amend the answers. 

3.1 1 CONCLUSION 

This chapter provided a description of the research n~ethodology to explain the 

relationships between work environment, individual and training factors and training 

effectiveness. The hypothesized model of training effectiveness was developed on the 
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basis of the prior relationships tound in literature. In the current study the research 

methodology adopted is a combination between quantitative design, to explain the 

variables associations, and the qualitative design to examine the importance of the 

variables. 

The quantitative method involved 297 employees representing the sanlple size of 

1280 employees working in four and five star hotels in ASEZA. The employees 

selected were confined to those who attended the training programs. Owing to the 

varying features of the hotels. stratified sampling techniclue is ~ ~ s e d  for clata collection. 

The questionnaire was distributed ancl collected by the researcher pel-sonally nithin the 

duration of two months (141h July to 7'" Scptc~nber. 2010). 

'-l'lic survey instr~~mcnt 1 ~ 3 s  de\rlopcd by aclopling from prior literalure 

concerning training effectiveness. The survey is categorized into three sections n.ith a 

total of 115 items. The demographic fealures of the respondents were iirst assessed 

prior to assessment of training effectiveness and the assessment of [lie relation between 

its factors. The instrument was analyzed for measure of goodness in two phases: first. 

the validity of the survey instrunlent was scrutinized by five academic experts and their 

recommendations were applied following which only 74 items remained. The second 

phase involved using Cronbach's Alpha analysis with the minimal reliability accepted 

as 0.70. Only a total of 60 items remained in the questionnaire. 

Additionally, the quantitative data collection was supplemented by a qualitative 

one in the form of face-to-face interviews with 7 human resource managers and 5 

training coordinators of the hotels. The interviews were conducted within the duration 

from 1 6th November to 14'" December, 201 0. The interview comprised of nine questions 



which induced the respondents to provide information regarding the importance of 

related factors in the workplace. 

Data analysis of both quantitative and qualitative data involved several steps. 

For the analysis of the former, the following analyses were undergone; descriptive 

analysis to indicate mean and standard deviation, multiple regression analysis to 

indicate variance in explaining effectiveness factors, and correlation analysis to assess 

the association bet\\een factors. For qualitative data. content analysis was used for the 

word context. The findings \lest: interpreted after reading and rereadin? data. themes 

coding, themes comparative anal)sis. identification of sub-tlie~nes, dcvclopment of 

concepts and veritication of  data. 



CHAPTER FOUR: QUANTITATIVE AND QUALITATIVE DATA 
ANALYSIS AND INTERPRETATION 

4.1 INTRODUCTION 

This research investigates the factors that may affect the training effectiveness 

in the hotel sector. The objective of this chapter is to report the findings of the survey of 

the quantitative method where questionnaires were distributed to a sample of employees 

in five and four star hotels ~lnd the intervieus was conducted with human resource 

managcmrs and training coordinators in these hotels using content analysis. 

-lHie overall purpose of analyzing clualitnlive data is to i~n~ierstancl [he 

phenonie~ion being studied and to support the result that cmcrgcd ti-on1 clualltitative 

rncthod. .l'lie primary ob-jective of thc interview is to gather niore spccitic inhrm' t '  'I ion 

aboi~t how the factors derived their importance in achieving the effectiveness of training 

programme in hotel sector. 'Phe questions were designed to get information on the 

possible reason of the training progrr~mme's role in helping the trainee acquire skills. 

and the hotel management achieve training goals. 'Twelve respondents are requested to 

answer the nine interview questions. 

4.2 FINDINGS OF QUANTITATIVE METHOD 

Analysis of findings is reported based on research ob.jectives and research 

hypotheses generated for this study. Initially reported are the demographic 

characteristics of the respondents, followed by the statistics of descriptive analysis. 

Finally addressed are results of testing on the proposed research hypotheses using 



several methods for quantitative data such as multiple linear regression analysis. and 

correlation analysis. 

4.2.1 Respondents' Demographic Characteristics 

A total o f  297 questionnaires were distributed to the participants in this s t~rdy 

which represent the sample size. The qr~estionnaires were distributed personally by the 

rcsearcher within two months (14 j ~ ~ l y -  7 septeriit~er). Out o f  the 297 questionnaires. 275 

questionnaires Mere returned iri \vliicli 263 q~1rstion11ai1-es ~ v e r e  valid representing 

88.5% \\;hich wrl-e acccptablc fo~.  statistical purpose. The rem;rininy 34 q~restionnaires 

\\ere incomplete and \\ere exc l~~de t l  li-om this study. .l-lic sample consisted of 263 

employees workin2 in five a ~ i d  fol~l. star I~otels in Aclabn city. All of them had nttendetl 

training programmes in different specilic courses suitable to their jobs in the l~otels.  

Table 4.1 presents respondents' demographic chat-acteristics in this study. 



Table 4.1 : Demographic Characteristics of the Respondents 
Demographic 

Variable Category Frequency Percent 

Age 20-29 152 57.8 
(N= 263) 

50 & above 0 0 

Gender Male I99 75.7 
(N= 263) 

Female 6 1 24.3 

E:rlucntion level 1-ligh scl~ool 53 30.3 
(N- 203) 

Diploma 

Bachelor IOi -30.2 

Post gratluate IS 6.8 

E:upcricrire 5 R. less S I 30.3 
(h'= 263) 

6-10 86 3 2.7 

7 1 5: above 7 2.7 

Nationality Jordanian 210 91.3 
(N= 263) 

Others 2.3 8.7 

Numbers of 5 & less 
Attending 
(N= 263) 6-10 

I I& above 22 8.4 

,- . [he respondents were asked to choose the age groups froin specific categories. 

The findings indicate that participants between age 20 - 29 years are the largest groups 

which represent 57.8% of the respondents, age group 30 - 39 represents 28.1% while the 

respondents in category 40 - 49 years represents 14.l0/0. It is worth mentioning that the 
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age group of 50 years and above does not appear, and that helps to understand better 

the nature of sample in the hotels and cliaracter~stics of age for the employees in these 

hotels. 

As for the gender of the respondents, the findings indicate that majority of 

respondents was male and represented 75.7%, while females represented 24.3% of the 

saniple of this study. The sample in tlie educational level groups indicated that tlie 

largest group are participants who had conipleted the Bachelor's degree with a total of 

103 representing 39.2%. and the second group is diploma with 89 respondents or 

33.8%. \chile tlie lonest group are postgracluates ( 18) rcpre5enting 6.8% 

-l'l~c experience 21-oup indicates ho\v long tlie rcspondcnts Iiave \\.orkcd in the 

hotel organization: thc largest groiip had worked 6 - 10 years \\liich represented 32.796, 

and the next groi~p is 5 years or less coniprising 30.8%. 'l'lie smallest group showed that 

the respondents have experience of 21 yeat-s and above ~ v l i i ~ l i  coniprised 3.7% of the 

saniple. 'l'lie majority of respondents were Sordanian comprising 91.3'Yo while tlie 

different nationalities comprised 5.7%. Tlie respondents were asked about the numbers 

of attendance training programme in the last year. More than half of the respondents 

indicated 5 times or less which represented 55.5%. In contrast. the smallest group 

attended 1 1 times and above which comprised 8.4% of the sample. 

3.2.2 Descriptive Analysis 

Descriptive analysis provides answers in detail by calculating the mean and 

standard deviation for the dependent and independent variables. All variables are 

assessed based on the five likert point scale, with ( I )  strongly disagree and (5) strongly 



agree. Based on the Kuzu's (2007) formula. the researcher determined the mean 

standardized interval which is (5-115 = 0.8) to interpret as below in Table 4.2. 

Table 4.2: Responses Rate 

Mean value Responses 

1 -  1.8 Very low responses 

1.9 -2.6 Low responses 

3.7 -3.4 Moderate responses 

3.5 - 4.2 High rersponses 

4.3 - 5 Very high responses 

Del)e~iden t Varia blc 

I'sblc 4.3 provides the mean and standard deviation of tlie effectiveness of 

training programme in tlte Iiotels, and slio\vs trainees perceptions and opinions 

regarding tlie training programme tlirough efl'cctivcness of training by using frequencies 

and percentages to analyze tliese perceptions. 

Table 4.3: Means, Standard Deviation. and Frequencies of Itenis for Training Effectiveness 
Item S.agree 5 Agree 4 Neutral3 D.agree2 s.d.agree1 Mean SD 

F % F % F ?4 I-' 96 F % 

M! impression of  the 
training programme was 55 2 0 9  151 57.4 48 18.3 7 2.7 2 .8 
"excellent" 3.95 0.752 

'fhe training ob.jectives 
\,,.re c l e a r l y  stated jn  52 19.8 162 61.6 41 15.6 8 3.0 0 0 

3.98 0.09 
~~ntlerstandable terms 
'I~he Ihcility in the course 
met all of  the 66 25.1 142 54.0 47 17.9 6 2.3 2 .8 

4 0.769 
training programme 
The equipment in the 
course all o f the  66 25.1 137 52.1 49 18.6 10 3.8 1 .4 

3.98 0.791 
training programme 
'Phe course materials were 
easy to lbllow 

61 23.2 146 55.5 47 17.9 6 2.3 3 1.1 3.97 0.779 

'l'he trainer presented 
infbrnIation i n  an 68 25.9 143 54.4 44 16.7 6 2 .3  2 .8 
~~nderstand;ible ~nnnner  4.02 0.766 



'[-he trainer presented 
inlbrmation i n  a 64 24.3 113 43.0 55 20.9 26 9.9 5 1.9 

~rol'essional manner 
3.78 0.987 

I gained knowledge after 
the training programme 80 30.4 131 49.8 39 14.8 10 3.8 3 1.1 4,05 0.841 

I gained skills after the 
training programme 66 25.1 138 52.5 47 17.9 9 3.4 3 1.1 3,97 0.819 

The facilitate 
suitable to learn 

The equipment 
suitable to learn 

I'he s k ~ l l s  gained through 
training are directly 74 28.1 137 52.1 43 16.3 8 3.0 1 .4 

4.05 0.775 
applicable to my job 
The exercises \\.ere 
realistic and true to 1n4 job 67 25.5 141 53.6 44 16.7 8 3.0 3 1.1 3,99 0,805 

1 hclic\,ctl [hilt ~ l l c  skills 
Ic;lrnetl in the trainins arc 49 18.6 153 58.2 51 19.4 4 1.5 6 2.3 
LIS~FLII in soI\,i115 \\ark 
I-elatctl prohle~ns 

8 0  0.708 

h.1) ioh p c r l i ) r n ~ ; ~ ~ ~ c c  \ \ i l l  
ilnpro\c \ \ l l e ~ ~  I use 11c\\. 63 24.0 133 50.6 60 22.8 6 2.3 1 1 
skills 11131 Ic'i~r~lcci i l l  l l ~ c  3 .  0.77 
training prclgr:lmnlc 
I altcncl 1r;lining 
p r ~ ~ r a n u ~ ~ e  hccausc i t  
p ro \ i t~e  me \ \ ~ I I I  s ~ i l l s  !hat 71 27.0 137 52.1 47 '7 9 6 2.3 2 .8 
\\.ill allo\\ lllc to he lrlorc - I 0 2  0.78 I 
cf.fecti\,c in 111y ioh . . 

I have capability to Ihcc 
problcln in In? job slier 70 26.6 129 49.0 56 21.3 4 1.5 4 1.5 
the trainins progralnlne 3.08 0.824 

I changeti rn!. behavior 
consistent with the skills 1 60 22.8 122 46.4 69 26.2 8 3.0 4 1 5 
learned in the training 3.86 0.856 
Droeralnme . - 
The training help me to he 
more professional i n  68 25.9 128 48.7 54 20.5 4 1.5 9 3.4 3.92 "91 1 

servicing guest 
I apply my experience 
\\hen I do my joh 

I usc my skills in 
high qualit) 85 32.3 131 49.8 37 14.1 4 1.5 6 2.3 

4.08 3 5 2  
service 
I feel the hotel as my 
second home 

Effectiveness 3.98 ,406 

F= frequency; (%) = percent; N= 263 



The Table highlights descriptive analysis of the training effectiveness which 

indicated high responses toward effectiveness (M= 3.98, SD= .406). All of the items 

indicated high responses as reported from the 25 itenis regarding the training 

effectiveness perceptions of tlie trainees toward the training programme. Data revealed 

that the largest percentage of trainees agreed that: "their inlpressions were excellent 

about the overall training programme" (p= 57.4%: n= 15 I), "the objectives were clear" 

(!I= 61.6%; n= 163), "tlie facilities and equipment was suitable to the needs of training 

courses" 54%; n- 142 and p -52.1 %: 11- 1 37), "si~bjects of training courscs \\ere 

easy to Ibllow" (1,- 55.5%; / I=  146). and "the trainers presented the inthrmation in 

ilndcrstandablc and professional manner" (1) 5 4 . 4 % :  t i  =I43 ancl I)= 43%: il= 1 I ? ) .  

In addition. Ih r  itcms regarding the kno\\lcdge ancl shill5 that \\ere obtained 

From thc training progrnntmc. the data also revealed that the largest pcrccntage o f  

trainees agreed that: "thcy gained the knowledge ancl skills by attending training 

programme" (p-49.8%; r?=l3 l and p=52.5%; n= 138). "the Encilities and ecluipnient 

liclped to acquire kno\\ledge and skills" 0 ~ 5 7 % ;  n= 150 and p=52.5%; n= 138), "lhe 

skills in training were linked to their work" ( ~ ~ 5 2 . 1 % ;  n=137). "the exercise in training 

courses related to their work" (p= 53.6%; n=141), and "trainers linked the skills in 

training to real work" (p= 53.2%; n= 140). 

Also, for items regarding the extent to which the knowledge and skills changed 

the behavior of trainees to be more effective in their work, the data revealed that the 

largest percentage of trainees agreed that: ''they used new skills in work place" (P- 

49%; n=129), "they believed the new skills will help them to resolve problems related 

to their work" (p=58.2%; n=153), "their performance improved through using new 

skills" (1)=50.6%; i1=133), the "trainees were effective after the training programme" 



(p= 52.1%; n=137), "they can face the problem in their job" ( ~ 7 ~ 4 9 % ;  ,I= 129). and 

"they changed their behavior consistent with the skills that learned in the training 

programme" (p= 46.4%: rz= 122). Also. "they became more professional in servicing the 

guests" @= 48.7%; n=128), "used the experiences and knowledge they obtained from 

training programme in their work" (p=53.2; n= 140 and p= 54.4%; n=143), "used the 

skills in achieving the standard of the services" ( ~ ~ 4 9 . 8 % :  n= 1 3 1 ), and '"hey felt the 

hotel mas their second home" (p=41 .S%; n=1 10). 

Indcpcntlcnt Variables 

fable 4.4 - 1;lblc 4.6 present the mean 2nd 5trlntlard tlcviution Ibr indepcntlcnt 

\ariahlcs \\hich includc nork environment. individu;ll. and training process ~vitli their 

items and the degree of responses. 

Table 4.4: Means. Standard Deviation. and Freq~~encies of Items for Work Environment Factor 
Item $.agree 5 ..\grce 4 Neutral 3 Il.agree2 s.d.agree1 hl SD 

- - - -- - - 
Social support 

supervisor espects me to apply the 
91 34.6 120 45.6 42 16.0 8 3.0 skills I gained in the training 

2 .8 

programme 4.1 0.829 . - 
My subordinatcs are receptive 

40 15.2 174 66.2 43 10.3 5 I .9 I . -1 
to~vard-nly use of  nen. skills liom - ~ 

the training progamlnc 3.94 0.651 
supervisor is suppor t i~c  of my 59 22.4 143 54.4 50 19.0 3 1.1 8 3.0 
efforts to a c y ~ ~ i r e  ne\v skills 
~p~ ~ - ~ -~~ ~ ~ ~- - - ~ 

3.92 0.855 
~ - ~ p  

Opportunity to perform 3.97 .539 

1 am encouraged to try new 
62 23.6 146 55.5 50 19.0 3 1.1 2 .8 

techniques aller the training 
progranlrne 4 0.736 
I have adequate equipment to 57 21.7 134 51.0 60 22.8 9 3.4 3 1.1 
perform new skills in my job 3.89 0.821 

I have adequale time to perform 56 21.3 140 53.2 49 18.6 14 5.3 4 1.5 
new skills I have been trained 3.87 0.858 
I learned sk~l l s  In the tralning 

77 293  149 5 6 7  27 1 0 3  8 3 0 ? 
progrnmmc that I ~ntend to ube  in 

8 

m) eve2ddy \\orb 111 0759  

3 2 1  



--- 

Reward system 

- - - - - - 

Attend~ng the rrain~ng programme 
increase my chance of gettlng a 08 3 7 3  111 42.2 41 1 5 6  6 2 3 7 2 7  

promolion 
The supervisor gives appraise to 
participants \rho demonstrale that 
they have effectivelq applied what 72 27.4 I3 l 49.8 43 16.3 13 4 9 4 1 .5  

was learned during the training 
programme 
The manaser probides incentive for 
participants ~ h o  apply uhat they 
have learned after the [raining 
programme 
Social Culture 

-~ ~- ~~ ~ ~~~ 

fhe managernenl encolllxges 
cnlployees to parlicipate during the 
(raining ycssions 
I'he marlngcmcnt tliscuss 111c 
obicclivcs o f  tr;liili~lp progr:llrllrlc 
Ih:ll rrainccs h;xl ;lttcndcd 
The mannpcmellt discus5 n i t 1 1  the 
trairiccs (he unli~rc.;c~cri h:rt-riers lo 71 17.0 11-1 -17.1 -13 10.3 20 7.6 F 1.0 

apply trained skill.; 3.8-1 OX70 
I'llc In;unagcnlcnt rc'ilucsls ~.cpol-ts 
lion1 ~hc. participar~ls rcsa~iliny ~ h c i r  (1 1 2.: 2 12 1 -100 02 Z i O  17 0.i 2 . 8  
applicalions to \ \ ;~rJ   he lr;~ining 

.- progl-an11nl.s - 1  OSh3 

1-he mari:lrc'~ncnt pro1 itlc hoth 
posilivc ;lrlJ constr~~clivc t'ccdh;lc.k 60 25.1 137 52.1 40 15.2 18 0.8 3 . 8 
lo suhorJin;rto~-.; ; ~ l ~ o u t  rhcir joh 

:- pcrliirr~rancc 3.0 0.05 

Environmcnt 
( I  ,493 

Q F= frcqirency: ('36) = percent: N= 263 

Work Environment 

Table 4.4 provides the mean and standard deviation of the work environment 

factors (social support, opportunity to perform, reward system, and social culture) 

which influence the effectiveness of training programme in the hotels, and shows 

trainees' perceptions and opinions regarding these factors by using frequencies and 

percentage to analyze these perceptions. 

As indicated in the Table, the participants gave highly satisfied responses for all 

work environment variables (,\.I= 3.96; SD=.493). The four variables indicated high 
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responses though the social support gave the response (M= 3.99; SD=.645). opportunity 

to perform (Mz3.97; SD= .539). reward system (M-3.98; SD=.760), and organization 

culture (121= 3.92; SD=.66 I). 

In addition, the Table shows the responses for each item in the social support 

group. All items indicated highly satisfied responses, as reported for the three items 

regarding the social support which refers to Forms of support that the trainees received. 

Data reveals that the largest percentage of trainees agreed that: "the supervisor 

encourages and expects the trainees to improve their skills and apply it in work place" 

(p=45.6%; n= 120). "the employees in hotel5 receive the new skills" (11=  66.3%: t1= 

171). ancl "the trainees got \upport from supervisor to accl~~irc nelv skills" (/I-54.4%: 

tz- 113). 

In adclition. the responses lilt- each items in the opportunity to perform indicated 

highly satistied rcsponscs. and from Four items regarding thc opportunit) to pcrForm, 

the trainee could apply the ncn knowledge and skills obtained from the training 

programme. The data also revealed that largest percentage of trainees agreed that: "they 

were encouraged to try new techniques after training" (p=55.5%; n=146). "they ha\e 

adequate equipment and enough time to perform the new skills" (p=5 I % ;  n=134 and p= 

53.2%; n=140), and "they intend to use the new knowledge and skills in work place" 

@=56.7%; n=149). 

Also, the responses for each item in the reward system indicated highly satisfied 

responses, and from three items regarding the reward system which is the system of 

compensation that the organization adopted to encourage the trainees to acquire more 

skills from training programme. Data also revealed that the largest percentage of 

trainees agreed that: '"when they attend training programme, their chances to be 

123  



promoted increased" 0 ~ 4 2 . 2 % ;  n= I 1 I), "they are praised when they effectively applied 

the new skills through training programme" (p=49.8%; n=13 I ) ,  and perception varied to 

some extent between "strongly agree" @=32.7%; n=86) and "agree" @=37.3%; n=98) 

that "they get incentives from management when they applied the new skills in work 

place". 

Finally, the responses for each item in the social culture showed highly satisfied 

responses. and from five items regard~ng the social culture which refers to the policies 

of organi~ation in deal~ng with training programmes strategies. Data also revealed that 

the largest percenta~c of  trainees agreed that: "the management encourages the trainees 

to acquire skills during training" (1)-50.2%: ti=l.32), "the management discusses the 

problems that face them in nark  pl,~cc ' (1)-51.7%: n= 136). '-the management request\ 

reports from the trainee4 regarding their app1ic;ltions toward the training programmes" 

0 ~ 4 6 % :  t1=121). and "'the managen~ent provides both positive and constructive 

feedback to subordinates about their job perfor~nance" ( ~ ~ 5 2 . 1 % ;  n=137). 

Individual Factors 

Table 4.5: Means, Standard Deviation, and Frequencies of Items for Individual Factors 
Item S.agree 5 , igrcc 4 Neural 3 D.agree2 s.d.agree1 hle;~n S D  

- - 

ibility 
-- --- -- 

3 08 
-- 6 2 5  

l f c c l  confident that my shills 63 2 4 0  117 52 1 52 19 8 5 1 9  6 2 3 
excecd those of tnv colleagues 3.94 0.847 .. 
I am sure I can apply the skills 

oramme to from the training pro, 
58 22.1 153 58.2 43 16.3 6 2.3 3 1.1 

~ n y  job 3 08 0.761 
1 feel confident in my ability to 
acquire new skills from the 

59 22.4 147 55.9 -17 17.9 7 2.7 3 1 . 1  

training programnle 3.96 0.783 
I retain confident even if I 
Jailed to use the lraining skills 

77 29.3 136 51.7 36 13.7 9 3.4 5 1.9 

o n m ) @ - -  -- 

i t t i tude  



~ ~~ ~ - ~ ~ ~ ~~~ 
p~~~ ~ -~ ~ 

Most o r  the materials in the 
training programme I have 74 28.1 01 4 . 6  73 27.8 23 8.7 2 .8 
attended has been relevant to 
skills I hope to develop 3.81 0.97 1 
1 have opportunities to practice 
the skills emphasized fiom the 

67 25.5 149 56.7 37 14.1 6 2.3 4 1.5 

training to my job 4.02 0.791 
Training can help me reach my 78 29.7 126 47.0 45 17.1 10 3.8 4 1.5 
career goals 

~~ ..~..~ ~. ~~ ~ ~ - ~~~ ~~ ~~ 

4 
~~ . ~ 0.872 

,&lotivation 
~. . -~ ~ ~ ~~ - ~ - ~ 

4.01 
~ ~~~~- 

630 
~ 

I am motivated to learn the 
skills emphasized in the 7.3 27.8 145 55.1 35 13.3 8 3.0 2 .8 

training programme 4.06 0.774 
I want to improve my skills in 73 27.8 1-14 5-1.8 38 14.4 3 1.1 5 1.9 
thc training programme 4.05 0.799 
I vol~~ncccrcd for thc training 06 ,363 1 I0 41.8 0 15.2 I I 1.2 6 2.3 
p r o r a m m e  4.06 0.043 
The experience I gained in the 

7-1 28.1 132 SO.2 - 1  16.7 5 2.3 7 2.7 training programme may 
;id\:uicc my career 3.00 0 88~1 
I'lic rcnson I dccidcd to nttcnd 
tlic trainins programme \\-as to 75 28.5 108 4 1 . I  (>~I - 1 .  13 - 1 .  3 I .  I 
leal-n ho\\ 1 can impro\c Iny 
skills .: . 0 I 0.00s 

I ~ ~ d i \ i ~ l u : ~ l  
3.0s . i 3 0  

1.'- Freqttency: (94) = pcrcent: N= 203 

Table 4.5 provides [he mean and standard deviation of the individual Factors 

(ability, attitude, and motivation) which inlluence the effectiveness of training 

programme in the hotels, and shows trainees' perceptions and opinions regarding the 

these factors by using frequencies and percentage to analyze these perception 

The respondents generally perceived that they have high perception (M= 3.96; 

SD=.493). In some cases, the three variables indicated high responses through ability 

(M-3.98; SD=.625). attitl~de (A1=3.94: ,YD=.706). and motivation (M-4.01: SD=.630). 

The Table showed the responses for each items in the ability which indicated 

highly satisfied responses as reported from the four itenis regarding the ability which 

refers to trainees' beliefs in capability to get more knowledge, acquire new skills. and 

self-confidence. Data revealed that the largest percentage of trainees agreed that: "they 

feel confident that their skills exceed their colleagues" @=52.1%; n=137), "they can 
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apply the skills from the training programme to their job" @=58.2%: n=153). .<feel 

confident in their ability to acquire new skills from the training programme" (~1~55.9%; 

n=147), and "retain confidence even if they failed to use the training skills on their job" 

@=5 1.7%; r1=136). 

In addition, the responses for each item in the attitude indicated high responses, 

and from three items regarding the attitude which refers to extent to what they expect 

from training programme. Data revealed that the largest percentage of trainees agreed 

that: "materials in the training programme are relevant to skills they hope to de\clop" 

(p=34.6%: rl=O 1 ). --have upport\~nities to practice the ski1 Is emphasizecl l'rom the 

training to their job" (p-56.7%: 11-1-19), and '-training can help them lo reach their 

career goals" (/)--17.9?4: ti= 126). 

Also. the responses for each item in the moti\ ation indicated high rc>sponscs. and 

from three items reyrding the motivation and enthusiasn~ to attend and acquire the 

skills from training programme. Data revealed that the largest percentage of trainees 

agreed that: '.they were motivated to learn the skills emphasized in the training 

programme" @=55.1%; n=145). "they want to improve their skills in the training 

programme" @=54.8%; n=144), and the perception varied to some extent between 

"strongly agree" @=36.5%: n-96) and "agree" @=41.8%; n=l 10) that "they 

volunteered for the training progran~nie", "The experience they gained in the training 

programme may advance their career" 0~50.2%; n=132), and "the reason they decided 

to attend the training programme was to learn how they can improve their skills" 

@=41 .I%; ~ 1 0 8 ) .  



Training process 

Table 4.6 provides the mean and standard deviation of the training process 

(training needs and training design) which influences the effectiveness of training 

programme in the hotels, and shows trainees' perceptions and opinions regarding these 

factors by using frequencies and percentage to analyze these perceptions. 

Table 4.6: Means, Standard Deviation. and Frequencies of Items for 'l'rainins Process Factors 

ill  accc1111~>1ish ~n>..ioh tahk 
fraining programme 
appropri;rlcl> pro\ iclc 
contcnt hasccl on Ihc 11cc~lh 
of the  Iask i l l  \iork >ilrlatic)n 
Sclcclion of I~.ai~rces \\;I> 

propcrly bnscd on ~ l l c  nccdh 
of  the work situation 
I he !raining progralnlllc 
\\as based on the clnploycc 
nccds 

~ . - ~ 

Training design 
~ ~ . -- - - - - - -  - - - 

The desipn of each course 
59 22.4 l i l  4 0 8  00 22.4 12 4.0 1 . J 

in the traininp programme 
 as appropriate 3 X O  0.813 
The training programme 
adopted an appropriate 73 27.8 150 50.3 26 9.9 5 0 3 I .  1 

educational method 4.1 1 0.730 
'l'he trainer has positive 87 3 132 50.2 34 12.9 7 2.7 3 1.1 

attitude toward the trainees 4.1 1 0.812 
The training activity 
involves trainees in the 

84 31.9 134 51.0 38  14.4 4 1.5 3 1.1 

training process 4.1 1 0.786 

Training process 4.0 1 5 2 2  

F= frequency; (%) = percent; N- 263 

In Table 4.6, the respondent's perception toward training process gave high 

responses (M=4.01; SD=.522) through training design (M-4.06; SD=.626), and training 

needs (M-3.94; SD=.595). Also, the responses for each itenls in the factors showed high 

responses. 



In addition, the Table showed the responses for each items in the training needs 

which indicated highly satisfied by respondents as reported from the four items 

regarding the training needs which indicated the training courses depend on the real 

needs of work and employees. Data revealed that the largest percentage of trainees 

agreed that: "the skills they acquire from training courses help them to acco~nplish job 

task" ( ~ ~ 5 4 . 8 % :  n=144), "the content of progranime is based on the needs of work" 

(j7~53.69'6; ~ 1 4 3 ) .  "selection of trainees was properly based on the needs of the work 

situation" (11=5 1.7%: n= 135), and "'the training programme was based on the employee 

needs" ( 1 ~ 4 7 . 1 % ;  n= I 24) 

Also. the responses for each item in the training design indicatccl high responses, 

and From roirr items regarding the training d c s i y  \\-llich refers to the \ \a? of conduc~ 

and method ol' leav~iing in training courses. Data revealed that the largest percentage of 

trainees agreed that: "design of each course in the training programme \\as appropriate" 

( p-49.8%; n=l2 I ) ,  "the training programnie adopted an appropriate ed~rcational 

method" (p-j9.3?40; 11-156), "the trainer liad positive attitude toivard the trainees" 

(1)=50.2%: n-132). and "the training activity involved trainees in the training process" 

@=5 1%; n=134). 'Table 4.7 represents the mean and standard deviation for the variables 

in the study. 



Table 4.7: Mean and Standard Deviation for the Study Variables 

Factor Mean Standard Deviation 

Training Effectiveness 3.98 0.406 

Work Environment 

Social Support 

Opprtunity To Perform 3.97 0.539 

Reward System 3.98 0.760 

Social Culture 3.02 0.66 1 

Individual 3.98 0.539 

Ability 3.98 0.625 

Attitude 3.91 0.706 

Motivation -1.0 I 0.6.30 

Training PI-ocess -1.0 I 0.522 

Training Necds 3.94 0.595 

Training Des i~n  1.06 0.626 

-1.2.3 Hypotheses 'I'esting 

Based on research problem, 9 hypotheses were proposed. Flypotheses 1 .  2. and 3 

mere tcsted using linear multiple regression \vhile hypotheses 4 to 9 were tested using 

correlation. 

Hypotheses 1- 3 

In order to answer research questions 1-3, three main hypotheses \\ere 

developed including nine sub-hypotheses to test the influence of \ariables on training 

effectiveness in this study, Standard multiple regressions were used to address these 

questions. In other words, multiple regressions aim to explore the nature of differential 

influence of the independent variables on the dependent variable. The result of tcst 



indicated that the model tested the effect at the full scales level (work environment, 

individual, and training process). Also, result of test indicated that the model tested the 

effect at the sub-scales level (social support, opportunity to perform, reward system. 

organizational culture, ability, attitude, motivation, training needs, and training design). 

Multiple regression is one of the statistical techniques require a number of 

assumptions to ensure that the data do not violated, such as multicollinearity and 

normality as following. 

I'he tcrm collincarity i~iiplics that t\\o variables are near pcrfcct linear 

combinations of the other. bVIicn more than two variables arc involved. i t  is olien called 

multicollinearity. The primary conccrn is that as the degree of m~ilticollinearity 

increases. the regression model estimates of the coefficients become unstable and the 

standard errors for the coefficient can get widely intlated. In this section, the researcher 

explored some multiple regression command that helped to detect the multicollinearity 

(Pallant, 2007). 

Tolerance is an indicator of how much of the variability of the specified 

independent is not explained by the other independent variable. In other words, it is 

used to determine how much the independent variables are linearily related to one 

another (multicollinearity). If this value is less than (.lo), it indicates the possibility of 

multicollinearity. The other value given is the VIF (variance inflation factor) which is 

just the inverse of tolerance value. VIF values above (10) would be of concern here, 

indicating multicollinearity (Pallant. 2007). 
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In this study. as shown in 'Table 4.6, the value of  tolerance for each independent 

variable is more than ( . I  0): and this is supported by the VIF value which is for every 

independent variable below the cut-off (10). This implies there is no collinearity 

problem in the data. 

Table 4.8: Collinearity Statistics 
~ o l l i n e a r i t ~  statistics 

Variable 'Tolerance V l F  

Social Support 

Opportunity to Perform 

Kewartls System, 

0rganiz:ltional Culturc 

.Ability 

Attitude 

Alotiv:~tion 

Traininz Neetlc 

Design 

Normality 

Since the regression is very sensitive to abnormal distribution, Pallant (2007) 

suggested that it is important to examine normal curve, probability plot and scatter plot 

first. P-P plot and scatter plot were used to check whether normality assumption is 

violated or not; if the result of the P-P plot shows that residuals reasonably is straight 

diagonal line from the bottom left to top right, and follow the 45 degree line, this 

indicates that the normality assumption is obtained. The normal plot (scatter plot) or 

regression standardized residual for dependent variable is normal distribution with 

most of  the scores concentrated in the center (along the (0) point). 



As shown in Figures 4.1 and 4.2. the researcher suggests that the normality 

assumption is obtained though the result shows no major deviations for the normality. 

Normal P-P Plot of Regression Standardized Residual 

Dependent Variable: effectiveness 

Observed Cum Prob 

Figure 4.1 : P-P Plot of Regression Standardized Residual 



Scatterplot 

Dependent Variable: effectiveness 

Regression Standardized Predicted Value 

Figure 4.2: Normal 1'101 (Scatter l'lot) of Kegrcssion Standardized Residual 

e Regression Result at Full Scales Level 

After entering the predictor variables into regression model. the multiple (R) 

showed substantial correlation between the major factors and training effectiveness 

(R=.732(a)). R square value indicated the portion of variance percentage accounted by 

the predictor variables which is (.536); this value means those factors explained the 

training effectiveness by (53.6%). In other words, 53.6% of the predictor variables have 

an effect on the training effectiveness. That indicates there are other factors that affect 

the dependent variable not considered in this study. 'The ANOVA table shows that the 

(F) value is (99.605) and i t  is significant at (.001), and this indicates that 53.6% of the 



variance in training effectiveness has been significantly explained by predictor variables 

determined in this study. (appendix D). 

Regression Result at Sub-Scales Level 

As a result of regression model the sub-factors (social support, opportunity to 

perform, reward system. organizational culture. ability, attitude. motivation. training 

needs. and training design) and training ef'fcctiveness \\as significant (F-36.925; 

P 4 . 0 0 1 )  witti R sclurlre of (56.8%) explained by the sub-scnles.(Appendi.u I?). 

In order to acsess h>potliccec 11 hicli positively intluencc the predictor variables 

on criterion val-iablc. the beta v a l ~ ~ c  hclpetl the invectigator to indicate tlic aniount of 

change to be cxpccted by thc change in iridepcndent variables, and whicli of the tactors 

arc important in explaining and liavc greater effect o ~ i  the training effectiveness with the 

strength o r  each predictor. 

I n  order to answer research cluestion one "how tlie work environment factors 

influence the effectiveness of the human resource training programmes", one main 

hypothesis which included four sub-hypotheses were developed. 

HAl:  The work environment factors positively influence the effectiveness of 

human resource training programmes, 

HAl-1: The social support factors positively influence the effectiveness of human 

resource training programmes. 



HA1-2: The opportunity to perform factor positively influences the effectiveness of 

human resource training programmes. 

HA1-3: The reward system factor positively influences the effectiveness of human 

resource training programmes. 

HA1-4: The organization culture factor positively influences the effectiveness of 

human resource training programmes. 

Table 4.0 presents the f indin~s  of h >  potliescs 1 .  1 - 1 .  1-2. 1 -.3. and 1-4 

- > 

I able 4.0: Regression Result of Work t<nvil.onmcnt Factors 

Soci;rl support ,257 5.102 .OOO 

0pl)ortunity to Perform . I60 3.1 16 ,002 

Reward System ,148 2.82 1 .005 

Organizational Culture .O 15 2.821 .788 

Dependent Variable: Training Effectiveness 

The contribution for each work environnient variables, social support (HA 1 -I), 

opportunity to perform (HA 1-2). reward system (HA 1-3)- and organizational culture 

(HA 1-4) toward the training effective~iess were investigated using standard multiple 

regression. The result demonstrated that the work environment on a full scale was 

statistically positive and significantly contribute to predict of training effectiveness 

(beta= 373: p<.OO1). Of the four sub-scales variables, social support makes the largest 



positive and significant unique contribution (beta= ,257; p<.OO I), although opportunity 

to perform also made statistically significant contribution (betu= .160; p<.01), followed 

by reward system (beta= .148; p<.OI), while the organization culture n~ade positive, but 

failed to provide significant contribution to predict tlie training effectiveness 

(betu=.015; p -  .788). Based on these analyses. liypotlieses 1. 1 - 1 .  1-2. and 1-3 are 

supported. However, hypothesis 1-4 fails to support. 

In order to test hypothesis ttco. Onc main hypothesis \\hicIi ir~cludecl three sub- 

liypotlieses tvere de\ eloped. 

E1A2: 'I'hc inclivicl~~al factors positively intll~encc thc cfTcctivcricss o f  human 

rcsourcc training programmes. 

EIA2-I: , 'he ability factor positively intluences tlie efrecti\,eness of liun- an resource 

clrammes. training pro, 

HA2-2: The attitude factor positively influences the effectiveness of human resource 

training programmes. 

HA2-3: The motivation factor positively influences the effectiveness of human resource 

training programmes. 



Table 4. l O presents the findings of hypotheses 2, 2- I, 2-2, and 2-3. 

Table 4.10: Regression Result of Individual Factors 

-- . - - - - 

Constant 
Beta T Significance 

Individual ,327 5.901 ,000 

Constant 

Ability ,127 2.178 .030 
.Attitude ,049 ,893 .3 72 
hlotivation . I  18 2.058 .04 I 

Dependent Variable: Training Effectiveness 

The contribution for each individual variables. ability ( t l A  2-1). attitude (tli\ 2- 

2), and motivation ( I  1.4 2--3) demonstrated that the indi\,idual factors on a 11111 scale k\:as 

statistically positive and significantly co~~t~- ibu le  to predict training el'fccti~cness (heltr- 

227:  p<.00I). Ot'the tlirec sub-scales variables, ability makes the largest positive and 

significant unique contribution (he/cr= .I271 p<.O5), although n~otivation also made 

statistically significant contribution (bcttr= . I 1  8; p<.05), while attitude ~iiade positive. 

but failed to provide significant contribution to prediction of training efPectiveness 

(betti= .049; p= 372). Based on these analyses, hypotheses 2, 2- 1 and 2-2 are suppol-teci. 

However, hypothesis 2-3 fails to support. 

In order to test hypothesis three. One main hypothesis which included two sub- 

hypotheses were developed. 

HA3: The training process factors positively influence the effectiveness of 

human resource training programmes. 
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HA3-1: 'The training needs factor positively influences the effectiveness of human 

resource training programmes. 

HA3-2: The training design factor positively influences the effectiveness of human 

resource training programmes. 

Table 4.1 1 presents the findings of hypotheses 3, 3- 1 ,  3-2. 

Table 4.11 : Keercssioli Result ot'I7l.ailiitirr Process Factors 
Beta T Sicnificance .., 

Constant 7 410 

TI si~li~l:: Prore5c I S2 ; 5 4 7  

'Training Neerls 3 . I 4 -3 
Tr:~ininq Design . I05  2 .  10-4 .0?6 

Dependent Variable: Training Effectiveness 

The contribution for each training process variables, training needs (HA 3-1) and 

training design (HA 3-2) demonstrated that the training process factors on a full scale 

was statistically positive and significantly contribute to predict training effectiveness 

(beta= .182; p<.00 I). Of the two sub-scales variables, the training needs made the 

largest positive and significant unique contribution (hetu= .158: p<.05), although 

training design also made statistically significant contribution (beta= ,105; p<.05). 

Based on these analyses, hypotheses 3, 3-1, and 3-2 are supported. 



Hypothesis 4-6 

In order to test hypotheses that was derived to answer research question two, 

Person correlation analysis was used to assess the nature of the relationship among the 

independent variables (work environment, individual, and training process) factors. 

Correlation helps the researcher to know how the variables are related and the nature of 

this relation through direction, strength, and significance. l'he correlation between 

variables may be perfect positive represented by 1.0. or may be perfect negative -1.0. 

On the other hand, the value 0.0 indicates no relation betneen variables. The size of 

value between - I  .O to 1.0 provides the strcngth of the relation. however to interprct 

values between 0.0 to *1.0, Pallant's (2007) suggestion \\as used as follons: 

I .  Small r = .I0 to .29 

7 -. hledium r = .3O to .-I0 

7 
-7 . Large r = .50 to I .0 

Table 4.12 presents the findings for hypotheses 4 - 6. 

Table 4.12: Correlation between Work Environment, Individual 
and Training Process Factors 

variable Work Individual Training 
Environment Process 

Work environment 1 

Individual .555** 1 

Training process .43 1 * * .539** 1 

**correlation is significant at the 0.0 l(2 tailed) 
N= 263 



HA4r There is a positive relationship between the work environment factors and 

the individual factors that  influence the effectiveness of human resource 

training programmes. 

'The result demonstrated a positive and significant relationship between work 

environment and individual factors with large correlation (r=.555; p< .01). Based on 

this analysis, hypothesis 4 is supported. 

kIA5:' There is a positive relationship between the work environment factors and 

the training process factors that influence the effectiveness of human 

resource training programmes. 

'Thc rt'sl~lt demonstratd :I positive and signiticant rc.lntioncliip bt.t\\\.ct.n ivork 

environment and training process factors with m e d i ~ ~ m  correlation (/.=.A; 1 ;  /)< .01). 

Based on this analysis. hypothesis 5 is supported. 

HA6: There is a positive relationship behveen the indiviclual factors and the 

training process factors that  influence the effectiveness of human resource 

training programmes. 

The result demonstrated a positive and significant relationship between 

individual and training process factors with large correlation (r=.539; p< .01). Based on 

this analysis, hypothesis 6 is supported. 



Hypothesis 7-9 

In order to test hypotheses that were derived to answer research question three 

"what is the relationship aniong these factors and the effectiveness of the human 

resource training programmes", three main hypotheses were developed including nine 

sub-hypotheses. Person correlation analysis was used to assess the nature of the 

relationship among the independent variables and the training effectiveness. Table 4.13 

presents the findings of hypotheses 7, 7-1. 7-2, 7-3, 7-4. 

HA7: There is a positive retationship arnong the work er~vironrncnt factors and 

cffccti\rcncss of h u n ~ a n  resou rce training programmes. 

HA7-1: 'There is a positive  elutions ship among the social support thclors atid 

effectiveness of human resource training programmes. 

E1A7-2: 'rhere is a positive relationship among the oppol-tunity to perform factor and 

effectiveness of human resource training programmes. 

HA7-3: There is a positive relationship among the reward system factors and 

effectiveness of hunian resource training programmes. 

HA7-4: There is a positive relationship among the organization culture factor and 

effectiveness of human resource training programmes. 



Table 4.1 3: Correlation between Work Environment Factors andTraininrr Effectiveness 
Social Opportunity Rewards Organization ~nvironment 

Training Support to Perform System Culture - 
effectiveness 

Pearson 
Correlation 1 ,553'' ,492'' ,459'' ,452" .63 1 " 
Sig.(Ztaile) 

0 0 0 0 0 
N 

263 263 263 263 263 263 

**. Correlation is significant at the 0.0 I level (2-tailed). 

The result dcmonstrntcd positivc and significant relationship betnecn thc 

variables with large correlation ( r . =  .6? 1 : p<.O I ). The sub-scales of social support (HA 

7-1). opportl~nity to pcrform (tlA 7-3). rc\\ard system (HA 7-3). and organi~ational 

culture (ti/\  7-4) wcrc also clcmonstrated positilely \\it11 significant correlat~on to 

training effcctivcness \\hen analyzed scp,irately frorn the fir11 scale. Of the rour sub- 

scales, social support indicated a large correlation with training efCectivencss (/.= ,553; 

pc.0 I ), followed by opportunity to perform u ith medium correlation (r- "492: p<.O 1 ), 

and reward system which indicated medium correlation (r= .459: /)<.01). In addition, 

organizational culture had the smallest value in correlation with training effectiveness 

with medium value (r= .452; p<.Ol). Based on these analyses, hypothesis four is fully 

supported. 

HA8: There is a positive relationship among the individual factors and 

effectiveness of human resource training programmes. 

HAS-1: 'There is a positive relationship among the ability factor and effectiveness of 

human resource training programmes. 



HAS-2: There is a positive relationship among the attitude factor and effectiveness of 

human resource training programmes. 

HAS-3: There is a positive relationship among the motivation factor and effectiveness 

of human resource training programmes. 

Table 4.14 presents the findings of hypotheses 8, 8-1, 8-2, 8-3. 

'Table 4.14:Correlation Between Individunl Factors And Training Effectiveness 
.\bilitk \ttitlltle &lotivatioll l r ~ d i \ ~ ( l i ~ : ~ l  

Trairiing 
effectiver~ess 

Pe:irson 
C'orrel>~tio~~ - ,  . , 5 ;{)* 402 i; S 6 ;  l 

N 263 26.3 163 263 263  

**Correlation is significant at the 0.01 level (?-tailed) 

The result demonstrated a positive and significant relationship between two 

variables with large correlation (r -  .631; pc.01). Also, the sub-scales of ability ([{A 8- 

I ) ,  attitude (HA 8-2). and motivation (HA 8-3) were demonstrated as positive with 

significant correlation to training effectiveness. Of the three sub-scales, motivation (r- 

.538; p<.01) followed by ability (Y- .536; p<.01) indicated a large correlation. In 

addition, attitude indicated medium correlation with training effectiveness (r- .492; 

p<.OI). Based on these analyses, hypothesis five is fully supported. 



HA9: There is a positive relationship among the training process factors and 

effectiveness of human resource training programmes. 

HA9-1: There is a positive relationship among the training needs factor and 

effectiveness of human resource training programnies. 

HA9-2: There is a positive relationship among the training design factor and 

effectiveness of human resource training progranimes.Table 4.15 presents the 

'Pnble 4.15: Correlation Between 'frainin: l'rocess Factors 
and Training Effectivenness 

Training 7'raining Tr;~ining 
ncetls tlcsigrr process 

Effectiveness 
Prarson 
C:orrel;~ tion .4.34.* .447*. .5 19" 

**. Correlation is significant at the 0.01 level (2-tailed) 

The result demonstrated a positive and significant relationship between two variables 

with large correlation (r= .5 19; p<.O 1 ). The sub-scales of training needs (HA 9-1 ) and 

training design (HA 9-2) were also demonstrated positively with significant correlation 

to training effectiveness. Both the sub-scales of training design (r-  .447; pc.01) and 

training needs (r= .4?4; p<.01) indicated medium correlation with training 

effectiveness. Based on these analyses, hypothesis nine is fully supported, Based on the 

findings of current study, Table 4.16 summarized the findings of the hypotheses tested. 

Also, a revised conceptual framework is presented in Figure: 4.3 



Table 4. 16: Sunlmarv of the Hv~otheses Findings u 

Objective Hyp. No Result 
Investigate the influence of work HA 1 - 1  Beta= ,257 & social support contributing - 
environment, individual and training significantly and positively in training effectivenes. 
process factors on the effectiveness of -2 Beta= ,160 & opportunity to perform contributing 
the human resource training programmes significantly and positively in training effectivenes 
in the hotel sector in ASEZA. 

HA 1-3 Beta= ,148 & reward system contributing 
significantly and positively in training effectivenes. 

HA 1-4 Beta= 0 15 & culture contributing positively but not 
significant to training effectivenes 

HA2- I Beta= ,127 & ability contributing significantly and 
positively in training effectivenes 

tIA2-2 Beta- ,049 & attitude contributing positively but not 
significant to training effcctivenes 

1 I.-\?-.? B e t a  .I 18 cY: motivation contribut~ng significantly 
and posrt~vely i t1  training effc.ctivenes 

11:\3- 1 Beta- ,158 & 11-aining needs niotivation contributing 
significantly and positively in training effectivenes 

I l:\.3-2 Beta- . I05 training design Rr   no ti vat ion contributing 
significantly and positively i n  training effectivenes 

Invcstigatz the relationships b e b e e n  Ht\4 ' - ,555 work environment associated w ~ t h  
\zork en\ ironment, individual and individual factors in large postive relation 
training process factors that influence the 
effectiveness of the human resource 1 1 ~ 5  "r"- .4.? 1 work environment associated with training 
training progrntnmes in the hotel sector process factors in medium postive relation 
in .iSEZ.-\. 

t [.A6 "r"= .5;9 individual associated with training process 
factors in large postive relation 

Investigate the relationships anlong work HA7-I "r"= ,553 social s ~ ~ p p o r t  associated with training 
environment, individual and training effectiveness in large relation, positively, and 
process faetors and the effectiveness of  significanltly 
the human resource training programmes 
in the hotel sector in ASEZA. HA7-2 "r"= ,492 opprtunity associated with training 

effectiveness in medium relation, positively, and 
significanltly 

HA7-3 "r"= ,459 reward associated with training 
effectiveness in mediun~ relation. positively, and 
significanltly 

HA7-4 "r"= ,452 eulture associated with training 
effectiveness in medium relation, positively, and 
significanltly 

HAS-1 "r"= ,536 ability associated with training 
effectiveness in large relation, positively, and 
significanltly 

HAS-2 ., r ,,_ - .492 attitude associated with training 

effectiveness in medium relation, positively, and 



significanltly 

HAS-3 "r"= ,538 motivation associated with training 
effectiveness in large relation, positively. and 
significanltly 

HA9- 1 "r"= ,434 needs associated with training effectiveness 
in medium relation, positively, and significanltly 

HA9-2 "r"= ,447 design associated with training 
effectiveness in medium relation, positively, and 
significal~ltly 



Work environment factors I 

Social support I - .  

Opportunity to perform AH1 H5r Reward system 
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I 

- : Correlation - : Regression 

Figure 4.3: Revised Conceptual Framework 



4.3 FINDINGS OF QUALITATIVE METHOD 

The overall purpose of analyzing qualitative data is to understand the 

phenomenon being studied and to support the result that emerged from quantitative 

method. The primary objective of the interview is to gather more specific information 

about how the factors derived their iniportance in achieving the efkctiveness of training 

programme in hotel sector. The questions were designed to get information on the 

possible reason of the training programme's role in helping the trainee acquire skills. 

and the hotcl rnanagenicnt achieve training goals. Twelve rc\pondents are requested to 

answer the nine interview cluestions. Table 4.12 shows the respondent protilc For 

cl11;llitative analysis in the tive and four stars hotel in Aqaba city. 

4.3.1 Responden t Profiles 

Respondents interviewed encompass the human resource 111anagel-s and training 

coordinators in tive and four star hotels in Aqaba city. 'Table 4.1 7 shows the 

respondents characteristics ol' the current study. 



Table 4. 17: Qualitative Respondent Profiles 

RESPONDENT POSITION LOCATION HOTEL 
CLASSIFYING 

Participant 1 HRM .4qaba 5 Stars 

Participant 2 HRM Aqaba 

Participant 3 HRM Aqaba 

5 Stars 

5 Stars 

Participant 4 HRM Aqaba 5 Stars 

Participant 5 HRM Aqaba 4 Stars 

Participant 6 HRM Aqaba 4 Stars 

Participant 7 HRM Aqaba 1 Stars 

Participant 8 TC .4qaba 

Participant 9 TC Aqaba 

5 stars 

5 stars 

Participant 10  TC Aqaba 5 stars 

Participant I I 'K ,+\qaba 5 stars 

Participant I2 TC ,4qaba -I stars 

kIRM: human resorce manager: 'PC: training coordinator 

4.3.2 Questiorls ant1 'Themes 

'Then~cs ret'er "to similar codes aggregated together to form a n~a.jor idea in 

database" (Creswell, 2008, pg 648). These themes emerge Vrom raw data through 

coding process which is the process of segmenting and labeling text to form 

descriptions, and broad themes in the data (Creswell, 2008, pg 25 I). Coding data can 

take the form of names, initials or numbers, it does not matter as long as the code is 

succinct and it is used systematically to link bits of data to an idea related to the 

analysis. 

'The process of emerged themes and sub-themes in this study is derived from 

Creswell (2008); these include: first, identifying text segments, which includes 

assigning a word or phrase that accurately describes the meaning of the text segment. 

These text segments were the actual words used by participants, and/or it  is sometimes 

worded alternatively. Second. listing code words; these codes are grouped according to 
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meaning where sentences seem to fit are grouped together. Third, combining similar 

word groups, and putting them into sub-themes that describe the main ideas (reduce the 

codes to small number of themes). Table 4.18 indicated summary of the themes 

obtained from the interviews analysis. 

The themes and sub-themes were determined depending on the answers of the 

participants; these indicate various aspects of importance for the research factors in 

achieving training effectiveness. Also. themes were named and developed based on 

several past literatures \vhich indicated thcir importance in many actions and procedures 

to ensure training effectiveness. 

'fhe importance o r  social support indicated several sub-themes. The first is 

motivatin? staff \\hich is adapted rrorn many studies such as Elangovan and 

Karakotvsky ( 1  9'19). who intiicatecl that the soci;ll support offered to the trainees takes 

thc form of encouragement to attend, acquiring, and applying the ncwly skills. Also. 

Clarke (2002) and Bushe (2007) mentioned that the importance of support could be 

achieved through motivating the trainee to apply the new skills on the job. The second 

theme is resolving problem which is adapted from Tracey and Tews ( 1  99.5): who 

mentioned that understanding the trainees and knowing the actual work conditions and 

obstacles that may face them are important to understand the social s ~ ~ p p o r t  actions. 

These two sub-themes are linked to the trainee and focused on the skills of trainees. 

TIILIS, the main theme adapted to suite these features is named importance through staff. 

The third sub-theme is providing support. This sub-theme is adapted from Mathieu et al. 

(1992) who mentioned several features that may inhibit the transfer of learning, for 

example, lack of materials and time allowed to coniplete tasks. The forth sub-theme is 

optimal environment which is adapted from Rouiller and Goldstein (1993) who believed 
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that the positive work conditions in the workplace is at least as important in order for 

transfer of learning to occur. The third and forth sub-themes is linked to the 

management and their actions to facilitate the transfer of training. Hence, one major 

theme named to indicate these sub-themes is in~portance through management. 

The importance of opportunity to perform indicated several sub-themes. The 

first theme is development of skills. This theme is adapted froni 'Tracey and Tews 

(1995), who believed that applying of tlie learned skills will refine and in~prove these 

skills specially after training programmes. 'fhe second theme is red~~cing skill a p  which 

is derived from Clarkc (2002) \\ho inciicatcd tliat the workload and time pressure may 

. . 
undermine the effective~iess of t m ~ n ~ n g .  which nieans that the weakness in applying 

these skills ~vill decrease the ct'ficicncy o f  skills at \.vorkplace. r i n n  is cost is 

considered the third theme. ~vliicli is adapted from Zhao et at. (2004), who indicated that 

training is cost for the organization. and tlie management needs to see these cost as 

benefits in form of professional elnployees. 

The reward systrni importance includes two sub-themes which are staff loyalty 

and staff satisfaction. These sub-themes are adapted from Chiang et al. (2005) who 

emphasized that attending training programmes and receiving recognitions from 

management increase the employee's loyalty to organization, and satisfaction. These 

two sub-themes are combined in the main theme which is staff loyalty. If the trainee 

feels satisfied slhe will be more loyal to the hotels, which decreases the hotel turnover. 

'The second theme is encouragement of trainee. This theme is adopted from Elangovan 

and Karakowsky (1999) who indicated that when the organization explicitly recognize 

and reward the application of newly acquired skills. the employee will be motivated to 

effectively transfer these skills 



The importance of organization culture has several sub-themes. 'The first sub- 

theme is innovation which is adopted from 'Tracey and Tews (1995) who believed that 

the importance of organizational characteristics is emphasized by innovation and 

competitions, both within and outside the organization context. The second sub-tllenie is 

organization developnlent, also adopted from Tracey and Tews (1995). who emphasized 

that the organization should have a developed formal system that provides 

reinforcement to the trainee. as well as resources and opportunities which are necessary 

to acquire and apply the skills. Thcsr: two sub-thcmes are advantageous to the hotel's 

rnnrket competition. Hence a rnl~jor thenle is namcd competition. The second thcme is 

organizational policy which is also adopted from 'Traccy and 'rews (1995) who 

indicated that the importance of the organizatiori culture can be adopted tlirou~li clear 

policies regarding the activit). devclopme~it ill  lie organization. 

Ability inlportance is also divided into several sub-themes. The first tlicnle is 

acquiring skills. This theme is adapted from 'rracey and Tews (1995) \vho stated that 

when trainees have the ability to learn and acquire skills, they can be relatively qi~ick 

and efficient in achieve training transfer. fhe second theme is trainee development. 'l'his 

theme is adopted from Chuang et al. (2005) who stated that the employees who feel 

efficacious may set high goal for themselves. 

In regard to the importance of attitude in training effectiveness, two themes 

emerge from the data. 'The first therne is trainee's commitment. 'This theme is 

determined depending on Tracey and Tews (1995) who indicated that if the trainees 

possess high degree of commitment to their works and organization, it is likely that they 

will view training as worthwhile and will be committed to opportunity to acquire new 

knowledge. skills. and apply these skills on the job. The second theme is image. This 



theme is adapted from Ford and Noe (1987) who indicated that a positive perception on 

training value would indicate a higher need for training. Also, Cheng and Ho (1998) 

believed that, if trainees think that a programme content can help them to improve job 

performance, they would try to acquire and apply the learned skills on the job. 

The motivation importance has two themes which are derived from the raw data. 

The first is trainee attendance. This theme is adopted from Tracey and Tews ( 1  995) who 

mentioned that the trainee who is motivated to i~nprove his performance, he is more 

likely to attend, learn. and apply the newly ncquircd skill. I-he second theme is training 

result: this theme is adapted from Cheng and t lo  (1 908) \\ho mentiotled that the trainee 

with a hizh level of motivation can improve task performance. 7 hus. trainins 

motibation may bc influential factor in affecting trnnsfet- outcome. 

-1 lie training need importance also Iias t \ \o  themes \\rhich are derived from the 

answers of participants. The first theme is nir~nagcrs' goals, \\lhich is adopted from 

'Tannenbaum and Yuki (1 992) who mentioned that training courses should support tlie 

strategic direction of  tlie organization. and training ob.jectives should be aligned with 

organizational goals. The second theme is training subject; this theme is adopted from 

Tannenbaum and Yuki (1992) who mentioned that increasingly rapid technology 

changes can modify the required knowledge and skills, which in turn can influence 

KSA requirement to deterniine the objectives. content, target group, and desired 

outcome. 

The training design importance has two themes which emerged from the raw 

data. The first theme is design needs which is adapted from Tannenbaum and Yuki 

(1992) who believed that designing a training programme should take into account 

learning objective, trainee characteristics, learning process, methods: cost, and benefits. 

153 



The second theme is design practice which is adopted from Baldwin and Ford (1988) 

who mentioned that the learning principles consist of identical element, sti~nulus 

variability, and conditions of practices. 

Table 4.18: Summarv of the Ouestions and 'Themes 

"Why does tlie Iila~iagenient I .  Importa~it through staff 
believe that social support is / - Motivating the staff 

. 

important to ncllieve training 
effectiveness nliicli reflects on 
pcrfor~na~ice of employees in the 
hotel?" 

QUESTIONS 

"\Vliy does the manageniel~t 
believe that the opportunity to 
perrovm is i~npurtarit to acliie\e 
training effectiveness \vliicIi 
reflects on pevformnncc of 
emplo)ees in the I~oteI?" 

TllEMES 

"\Vhy docs the managetiicnt 
believe that the social s~lpport is 
important to achieve training 
effectiveness \c.liicli reflects oti 
performance of employees in the 
hotel?" 

- Resol~ing proble~n 
2 Importa~it through management 

- Providing support 
- Optimal en\ ~l~onrncnl 

I - Development of Skills 
3- Ketlucing Skills Gap. 
I -  rraining is Cost. 

~ ~ ~ ~. 

I -  Staff [Loyalty: 
- Staff Satisfaction, 
- Loyalty to llotel. 

2- Encourage~ne~~t  of Trainee. 

"Why does the ~iianagement 
believe that the social culture is 
important to achieve training 
effectiveness which reflects on 
performance of  employees in the 
hotel?" 

1-  Conipetition: 
- Innovation 
- Organizational Developriient 

2- Organizational Policy. 

I 

pppp.-. ... - - -- 

"Why does the management I -  Trainee Commitment. 
choose the employees whom own 2- The Image. 
attitude to attend training 
programme?" 

"Why does the management 
choose the ernployees wllom own 
ability to attend training 
progranlme?" 

-- 

"Why d o e s -  the I - Training Attendance. 
choose the employees whom own 2- Training Result. 
motivation to attend training 
programme?" 

1 -  Acquiring Skills. 
2- Trainee Development. 



I 
.- .. - . - - -- - 

"What is the importance of the 1- Managers Goals. 
training needs analysis?" 2-training Subject. 

~ ~ .. - - - 

"What is the importance of the 1- Design Needs 
training design in achieved 2-Design Practice 
training goals?" 

FIRST QlJESTION 

"why does the management believe that social support is important to achieve 

training effectiveness which reflects on performance of employees in the hotel'?" 

All participants ayeccl that social support is important in  training ancl othor 

actit ities in the hotels. One ol'tlicm stntocj. 

" 1'e.s. 111~. Iwle l  ~ ~ ~ t r ~ c r , y c t l l e ~ i /  ~*on.siclcr.s socicrl .s~/( )oo~. /  CI.P CI ke>,/i lc/o~. t~ff i 'c i l~::  e1111)Io~ee 

behtrllior in  11ic l101ei.s t r s  eviclcncetl by /heir tkeu1ing.s :s1rli//7 i l l d i ~ ~ i d l ~ c ~ l . ~ ,  CI I I ( /  / / le  

tli.vselnincr/io,~ r?f ' 1eun1 .spir.i/, rc~.slrl/ing .fi.om /he nrut1uge11zo1/ ' s  ,fuci/ilcr/ion of' ci sccot7d 

hotnc,for /he s/qf,f'" (Participant 1 ) .  

The analysis of interviews indicated that two themes have emerged from the text 

which answers the first question, The two themes are: inlportance through the staff. and 

importance through management. 



First Theme: Importance Through Staff 

All twelve participants emphasized the management believes staff support is 

necessary to achieve the training goals firstly. and the hotel goals ultimately as humans 

are the main key to produce and deliver the service. This support is important in two 

ways: motivating the staff. and resolving problems. 

( I )  NIotivating the staff 

b1a.jority of the participants believe that the impot-tatice oE social support can bc 

achieved through motivation of [he staff to participate in the training prograliimes. and 

inducing them to be a par1 ot ' t l~e training sessions. For esalnple. onc o P  tllc participants 

who is a human resource niallagcr i l l  a five star hotel stated that. 

" I /  i.s i~~~pcrrr/i\,e /hrl/ cmployee.s,fi~cl nlrrnrrgcnlen/'.~ concern rrholl/ lhctn, rrnd looks 

for~vrtrc~' lo lheir c/e,.cloptnenl ~ ~ o v i r / i n g  thetn ir?fi)rtnrrtion regnrciing henqfit.~ in both 

personu1 unl/ working-level. Thi.v generules [he conviction of .s/yff'.s pur.lic.ipulion in 

/rrriningprog~.cmznzes " (Participant 5). 

Also, the participants stated that the importance of support lies in encouraging 

the trainees to acquire new skill and knowledge, and to take advantage oE these 

programmes as evidenced by one of their statements below, 

"The role of management is lo frrci/itate a climate that encozirages the truinee to 

acqtrire /he skills qf'/he training programme provided by the company in order to keep 

tp with new ~levelopment in lhe hotel services, und to be assisled in completing the 

work reqzriremenfs in /he hole1 innusfry in the long run" (Participant 2) .  



In addition, motivation of staff can be by encouraging the trainees to apply these 

new skills in the work place. One of the participants stated that, 

"Managemen1 szq~porl is no1  on(^' reqzlrred in the training process bz11 also in  he 

application process. Therefore, tnanugemenl needs to provide ci working environmenl 

that helps emp1oyee.r ~mprove and tlevelop these .~kill.s ~hrolrgh tht71r repeated 

application o f  the .skills in the workpluce " (Participant 10). 

(2) Resolvirig Problenis 

r .  

[he  second sub-theme extracted from the interviews is resolvinz the probleni 

that the trainees may face in training sessions and work place. Many participants 

believed that suppo~-t is also called li)r ill resolvins the obst:~clrs and psoblems trainees 

facc in applying and developing ~lieir skills gained from tlie training psogranlme. 

According to one oftllc training coortlinators in these hotels. 

"11 is cviclerlt 111(// rnontrgc'ment c~rn .show [heir .srrpport by helping the 11-crincc in 

uppl?;ing skills acqlrirccl .from /he ~rcrinit~g programme in 11rrriorr.v w3uy  inclrrciing, 

securing  he uj~~~lictrtion. retno~)itlg ob.rlcrc1e.s prevetiling the application of'lhese .skill.s 

particularly new .~kills, providing p.sychologica1 szpport to .sluff ancl encouragement, 

and providing all the elements contribuling to the employee's prqfe.ssionali.sm rrnd in 

the application o f  skills and services,for gztests " (Participant 6) .  

Also. participants empliasized thal the management plays an important laole by 

keeping the state of open communication between staff and upper manager for 

resolution of s taf fs  problems. Participants pointed out that, 

"Cornniunication and comtnuniccrtion chunnel.~ between . ~ / r ! f a n d  manu;Semenl pl~ry n 

crucial role in determining [he pros crnd cons that etnp10yee.s nitlav,face in /he workplace 
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Management's acknowledgement y f  staff observation o f  brrrriers and isszres is al.70 

important " (Participant 8). 

Second Theme: Importance Through Management 

The participants also emphasized the importance of nlanagement support in 

different levels of management to achieve the training goals. This importance appears in 

two ways: providing support and providing optimal environment. 

( 1 )  Providing support 

71'lie participants cmplia\i/c.d that thc importance of social support can bc 

through providing support in difltrcnt forms. One of these forms is PI-ovision o f  the 

ecluipment for training prograrnmcs. Many participants indicated the need for this type 

of support. For example, one pal-ticipant described that, 

"It1 my opinion, mantrgetnent .she lrltl consider [he p m  vision of c.qzrip~nenf,v in the 

training programme, purtic~~larly with rc.,qurd.s to progrummc,s related to the eseczrtive 

branches. In addition, n~crnagement shozild see to it that the necessaty equipments in the 

workplace are provided "(Partici pant 7). 

In addition, many participants believed that the important thing in social support 

is the financial support for conducting new training programmes, and the 

encouragement of trainees to attend these programmes. The participants noted that, 

"An employee nee& more than nzoral sz4pport, and here I meun, yf course, financial 

stpport like,fimding o~'gcinzzrrtiontrl trcrining programmes "(Participant 7). 
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Another participant stated, 

"Support antl.funding comes in t/le.fown of  encouragement and,financial  incentive.^ to 

the trainee "(Participant I I ). 

Also, many participants suggested that the support is necessary in giving enough 

time to trainees to engage in training session, and to apply the skills in the work place is 

important. For example, one of the participants sumniarized that, 

"Srlpport is rnrll/i~fircc(crl cu~rl /he nlo.v/ irrlp01*/~11/ i . ~  niunrrgenlcnt .szrpport in /liefi)r-r~z of:. 
provirling .vr!ffi'cicn/ lirrre.fbl- 1rciinee.v lo  joirl /lie Il-~ritling progr~rtl~nle.~ rrtl(1 et~co~~rr~gitlg 

lhetll /o LII)O!\. /he.se .skill.v it1 /he 1r~or.kpltrc.e. ,\l~rnrrget~ic~rlt .vrrpport i.s .r~rl)erior. /o /he o/lic't. 

/y/)e.s o f  .s~rppor.l 11'he/her- /hey rrr.c,/i~~~rr~c.i~~l. ~trot.ul or . Y I I / ) / ) O ~ /  it2 /he,fbrnz c?f'/)r-ol.i.viotl o f '  
c~luipw~m/.v "(Participant 4 ) .  

(2) Optimal environment 

On another aspect of social support, the participants believe that it is necessary 

to create a positive environment for the staff on one hand, and to create a positive 

environment between staff and management on the other. For example, 

"It is imperative .for management to crecrte u positive environment in fhr work place 

and to encotwage cooperu/ion und mu/urr/ respec/ umong stuff +i,hich leucis /o qffecfi~-e 

rrnri efficient cottipletiot~ o f  lvork /cl.sk.v"(Participant 9) .  

Another participant also stated that, 

"Sliccess .factors o f  <f,c/ive man~rgonenf inclzldes notifiing the employees o f  their 

concern regarding employee con!fort crrid provirlng all the necessary elements in the 

work place. In addition, marlugement and employese are the key elements in a hotel's 



success, which w e  interlinked. While mcinagement ~fircilitates a good working 

environmon/, employees work their hc.st ut completing their task.sU(Participant 3). 

SECOND QUESTION 

"why does the management believe that opportunity to perform is important to 

achieve training effectiveness which reflects on performance of employees in the 

hotel?" 

A close examination of ~ l i c  i~itel-vic\\s indicated tliat pal-ticipants enipliasized the 

impel-tance of opportunity to perfc)i,nn not ju\t in acliie\ing training goals. but also in the 

t ~ o r k  p l a c ~ .  One of the participants at-yuccl that. 

'',\/y e.~pel.ietice (?f'//1c1 tllrlttcJ1. c o t ~ ~ ~ ~ ~ ~ c ~ ~ ~ ~ l  111~) (?f'ti~cj i t ~ ~ ~ ) o ~ ~ c n ~ e c ~  O / ' O / ) / ) O ~ / ~ I ~ I I / - I ~  to 1)et;fOt.t)r 

in ~ \ * i / l ~ i n  /IIL> frr~itiing (1s 11.ell r1.r in /lie i~~ot.k/)lrrco. 77ii.s cticolr~.crge.s /he rlei~elopnrelit c?f. 

.str!f)":~ ,skills crnrl knon.lcdge. The opport~inity is l)~aviclec/ not necc.csrn.ily to c/o thjngs 

right (11 the .fir.ct 1r-v hilt to t~icrkc. tr~i.s/oko.r trntt Irtrwi ,/rotn t h e ~ ~ z  crnrl rrvoirl tiict~z in the 

fill l~re "(Participant 3). 

This importance comes in three themes: development of skills, reducing gap 

skills, and training cost. 

First Theme: Development Of Skills 

All participants said that the opportunity to perform is necessary to develop the 

knowledge and skills of the trainees in the hotel by linking the skills given in training 

programme with actual work place requirement which in turn, reflects the the 
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achievement of the training programme goals. According to one of the training 

coordinators. 

"We have u hand in organizu~ion /relining programmes ,for various reasons including 

the development of existing skills, and provision of new ones. We need our cmplo~,ees /o 

keep crbreast of the developmen/s in /he hole1 industry. A /ruiningprogrcrmme thur t1oe.s 

not consider the recrsons behind i/ is u.se1e.s.~ We provide /raining so employees crrn 

mmke zlse qf the prcrcticcrl sick. in the Imtel. In other ~vo~.ds, the concept qf /raining and 

lcrhor ti7nrket .sholrlcl he in/erhtlrnet/ in lrtriiiingn(Pa~-ticipant 8). 

In addition, all participants belie\ccl that the importance of opportunity to 

pcrform is derived from developing ~ h c  competencies of trainees. and to cnsure tlic 

sustainability of h e s e  competencies in mecting the tlil'ferent necds of the g ~ ~ c s t s  

through what the trainees had Icarned From the trainins programme. One of the 

prticipants stated that, 

"Et~iplqr'ces .sho~llcl he giren the oppoi~/utiit?: lo prrrc~ice 11:/1tr/ /he?* hcr~se lec/~.t~ecl,fi.o~i~ 

/he tr-crinin,q progrcr~i~mes hec~rzr.se t/ltr/ is the core pzlrpose qf' /he.se progromtnes. The 

en7ployec.s newly acqzrirecl ski1l.s ure ,fir the hemfit qf /he hotel; .so /hey can serve /he 

guests in the bes! possible way. This is the reason why there needs to be u con/inzlozrs 

~fficiency check and balance following the trcrining programmes so the skills become 

permanent and s/affcan cope with the chcrnges in /he hotel industry "(Participant 6) .  

Also, many participants think the opport~inity to perform is important to develop 

and strengthen the existing skills of the trainees which is reflected in  the work place. 

For example, one of the participants summarized that, 

"Providing the employees the opportuni~y to c/pp[v the learned skills in acllral 

environ~nent will not only enhance the skills but it tvill leacl to innovertion and 
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prufes.siona1 performance in the bcrsic role of hotels which is providing service to guests 

in an effective and cfjcient wa,y~pos.sihlc " (Participant 1 1 ). 

Second Theme: Reducing The Skills Gap 

'The participants also emphasized the importance of the opportunity to perform's 

role in reducing the weakness in application of the skills and raising the trainees skills 

after training programme. Many participants stated the importance of reducing the gap 

in skills of trainees especially after training sessions. and gaining confidence in dealing 

with guests. For example, one of them mcntioncd that, 

' ' 7 1 ~ ~  ( ~ j ~ j d i ~ : ~ / / ~ o n  o f ' e~~r j ) /o j~eo .~ '  .skII/.s it1 lilc] ~ ~ ~ o ~ ~ l i j ) / ( ~ c o  . ~ I g t ~ i / ~ c ~ ~ n / / ~ ~  c~onl~.i/~l~/e.s to the 

c<[/jc,ie~i/ r.11rir7iny ofho/c/  h~~.vh~c.v.v"( Participant 5 ) .  

In addition, the participants believed that the repetition of performing the skills 

in the work place after training progmnime leads to professionalism in servicing guests. 

One participant sunin~arized that. 

'Weakness in employee b application of skills ,specl$cnllj~ tho,ce skills garned from the 

training programmes need to be addressed and solved by provrding the employee with 

the opportzmity to practice these skills in the workplace on a daily basis. This wollld not 

only lecrcl to the impro~lement of the indi~lidl~al or the hotel hz~t al.so  he achrevement of 

/he p14rpo.se hehinrl /ruining pro:,.rumme.v in nllrlliplr levels - in hotel f i l t i~/ i~~ul i t ,v  or 

enlployee performance "(Participant 2).  

Also, the participants mentioned that the application of skills is very necessary to 

achieve the desired performance, especially in dealing with some of the difficult and 



complex skills and tasks obtained from the training programme as evidenced by one of 

their statements below. 

"Frequent application o f  skills in the workplace partictrlarly those that are recently 

acquired will lead to mastering the skills and achieving goals" (Participant 7) .  

Many participants regarded the opportunity to perform as important because 

management can pinpoint the deficiencies in the application of the skills of the 

eniployee after the training programme and induce the en-iployees to improve their 

skills. For example. one of the humall resource manayes  intliese hotels pointed out tliat, 

"Tile c~l)/)lic~a/iotl of'/rclinee'.~ .skills gc~itictl it1 /he /t-c~initlg /)rogt.c~t~l/nc cltltl  lhc c.otl.v/(~nt 

u/)/)lica/iot7 in uc/rlol c~t~~:irotrt~~etlt col~/)lc(l ~r,i/l? tt~clncrgc~t.'.~ .s~~/)et.~:i.sioti u.111 highlight 

/he cnl/)loj~t.e',s .shol*/oo//lin~ys :sln~/ ~ t - e ~ r k n c ~ ~ e , ~  ~[tld hell) tie/ornritrc tI1c so~~rce  c?f'rl~j>c/.s 

onr/ i/.s rec ' t i f i~.~~/iot~ " (Participant 3). 

Third Theme: Training is Cost 

The participants also emphasized the importance of the opportunity to perform 

comes from training itself and is a financial cost to the hotel. The management wanted 

to see this cost as results and profits in the form of increasing trainee skills evidenced by 

their application in the work place such as one of the participants described, 

"It is eviclent that /he training progrrimme in11olve.s e.u/,enst..s thut are p u ~ l  by the hotel 

enterprise providing the training and these expenses indirect& comes from the hotel 

profits -profits con only manlfist if the hotel has regular gtrests who primurily come for 

excellent enlployee service "(Participant 9 ) .  



Another participant noted that, 

"Training progrnrnme.s in general, need to be j~nanced by the hotel who is c1e.srrou.s qf 

improving employee skills. However, the,fact thal the horel has to .spend a h14ge amount 

qf  money does not escape most e.stab1i.shment.s. What they are cozinting on I.S the 

advantage they can eke out of these expensive progrcrmme.~ in the long run in the,form 

of profits which is possible only if'the employees acquire and hone their service skills 

through the programmes and serve guests in cc way that benefits the perfortnunce yf the 

hotel "(Participant 1 ) .  

THIRD QlJESTlON 

"why tloes the nlanagement believe that reward systern is important to achieve 

training effectiveness which reflects on perforniance of employees in the hotel?" 

The third qucstion in the in tervien~ attempted to highlight the tmportancc of the 

reward s j s t c ~ n  in achieving the training programme et'fcctiveness, ancl its role in 

achieving the overall hotel goals. All participants agreed that the reward system is 

necessary in training and other activities in the hotels. For example one of then1 argued 

that. 

"It is definitely important as the hotel's reward system should cater to its employees to 

encourage them in carrying out und achieving hotel goals. It is importunt to note that 

the relvcrrds provided to the trainee in any,form - whether mrrteriul or mortrl, should 

instill u ~iiorul obligcrtron in /he trainee to perform his duties the hest w y ~  nlunugenlent 

und the [ruining progrummes hcrl~e taught hirn how" (Participant 4) .  



The analysis of interview data indicated that two themes emerged which the 

researcher derived from the participants. The two themes are: loyalty, and 

encouragement of trainees. 

First Theme: Staff Loyalty 

All tulelve participants emphasized that the management believes that trainee 

loyalt! is necessary to accomplish &tiat the management aims from the training 

progalnme through the renard systenl in two ways: stat'f'satisfaction. and loqa l t  to the 

hotcl. 

( I )  Staff satisfaction 

hilqjority of the participants think that the importance of  thc reward system can 

lead to traince loyalty in the job and to the completion and satisfaction of the 

requirements of training. According to the pal.ticipants. 

"The core recrson behrnd incentives is employee sutisfirction and eventllcilly, en~ployee 

lo,vulty and the-feeling of belonging in the hotel. This would encoz4ruge hrm to take his 

responsibi f itv .c.eriou.sly und per firm his tusks in u skillful WUJJ purticulurl,~ uper he h0.s 

hacJ trcrining " (Participant 12). 

In addition. many participants believed that the reward system is necessary to 

create a feeling of  safety in the employees when they are within the hotel organization. 

One of  the participants stated that. 



"The rewcrrd sy,stem .rhotlld be designed by the hotel manugemeti/ to cuter to the 

employee. ctnd to create u spurk qf'inlerest in him in currying ollt his tasks rlncl u,fieling 

of security in his job in [he hotel. iW(~nc~gement will be uwcrre 0f'thi.s when /he employee 

reflects i/ in the way he carries otrt his tasks in [he training prograrnme.c. anei it1 his 

work "(Participant 5) .  

Also, many participants emohasized tha tlie reward system creates competition 

betwcen the trainees to acquire tlie skills and perform these skills in the work placc. The 

participantb pointed out that. 

"Ince~~/Ive C Y I I ~  be j)~-ovi(le(l,fOr ( 1  Ile(~l/hy co111pe/I/ion (1171ong //7e L ~ / I I ~ ) / ~ J ~ L Y . Y  ~1:hi~,17 w;ill 

C'llCO7/l~~/g~ / /7C~l l l  /O  /)/.O\'e / / l~l l l .SL' /~~.~ (11 )l'O~k ~ 1 1 7 ( /  /O jj/.OVCJ / / 7 ~ 1 1 .  /O j ' ( l / / x  /O /hC> /70/c/ 171) 

/heir 011/.v/(117rli1ip11~~1;fOt.ll1(1rl~e"(Participant I ) .  

(2) 1,oyalty to Hotel 

Also, eleven of the pat-ticipants consider tlie reward systeni as a key factor in 

inducing tlie trainee to feel a sense of belonging to the hotel through tlie reward systeni 

that can help them in their career development as evidenced by one of their staements 

below, 

"lncenti\ves are genercrlly created by the hotel admini.stru/ion to encourcige hotel 

employees to con.rtmnt/y provide g[resI.c. with goo[/ service, show goo(/ pe/.formunce uncl 

n~aintain /heir loyally to the hotel.The /raining yrogrumnres ure pro~~ided to hone 

etnployees' .skills in order /ha1 [hey may ser~vice [he gzrests unci benefit [he hotel 

iridirec.11~'. Incentives ulso hcrl~ u big role in employee relention " (Participant 2) .  



According to many participants, the reward system is important to make the 

en~ployee perform his duties in a professional and honest way which is reflected in his 

dealings with the guests. For example, one participants summarized, 

"Incentives encourage the trcrinee /o acquire new skills and kno~llecige -frotn the 

trainingprogramnre and to apply these skills in completing his tasks. This will in /urn 

he rqflected in the hole1 gtre.sts' scr/i.~faction which resul~s in ntuncrgement .srrtlsfaction 

and eniyloyec 's good inttrge "(Partici pant 3) .  

In adclition. the participants believed that the importance of reljard system is not 

depictecl i l l  mere financial incentives. but also through the tjpes of appreciation and 

respect and a sense ot'prcstige to the trainee besto~ved by the nlanagemcnt as one of the 

training coordinators argued. 

"iY11c~t1 cln cn~/~loyre,ficl.v rc.s/)cc./orl ( I I I ~  (~/j/jrcci(~/eel /y rnel~i(~~enien/, ll1i.v . ~ ~ , ~ I ~ I / I C L I I I I / I .  

con/rihll/e.v lo 11i.s po.~i/ive ~)~'i-/Oriii(lnce ho/h in 1l7e 1r~lini17,y ~ P O ~ I - ( I I I I I W ~  (111(1 /lie 

~r,orkplelce "(Participant 8). 

Second Theme: Enco~lragement of Trainee 

Many participants consider the reward system as very important to inducing 

trainee attendance in the training prograom, and to motivate employees to gain 

knowledge from the programmes. One of the participants stated that, 

"Incentives play cr greut role ill encozlraging /rcritiees cmcl in inciting motica/ion in thent 

to take part in the /ruining progrcrm~ne.r ptrrticularly rfter knowing the beneficial 

aspects that it represents "(Participant 7) .  



Also, the participants believe that the reward system is important in making the 

trainees look for optimal skills and knowledge. For example, 

"The main reason behind incentives is to huve the trainee take advar7tage of' the 

training programme in terms qf acquisition o f  knowledge and skills and translate it into 

better service to guests "(Participant 9). 

FOURTH QUESTION 

"why does the management believe that organizational culture is important to 

achieve training effectiveness which reflects on performance of ernployces in the 

hotel?" 

The analysis of i n t c r v i c ~ ~ s  inrlicatecl that t\\o thclnes have emerged frotn thc text 

fihich ansuers the fourth clucstion. All participants agreed that soclal culture is 

important in training and other activities in the hotels. One of thc participants stated 

that, 

"Yes, I N ~ Z  co17~~inced qf urganiz(~tionu1 C L ~ ~ L I Y ~ ' S  rule in uchieving truining ~ffectir.cne.ss 

because org~inizational culture is considered rrs the hotel's competitive crclvantage in a 

sense that it encompasses the hotel's unique management style and proceu'ures 

Through the hotel's culture, mancrgeinent can build on its relationship \vilh stuff and 

clevelop sfundards of conrhicr und e.~l?ectutions"(Participant 8). 

The researcher derived two themes: competition and organization policy 



First Theme: Competition 

All twelve participants believed that management culture plays an important role 

in adopting strategies that make the training effective, and achieving overall 

organizational success. This importance comes in two ways: Innovation and 

organizational development. 

( I )  Innovatiori 

hllajority of  the participants think the importance of organizatiorial cult~ire in 

. . 
e m p h a s ~ z ~ n g  the training prozrammc to create hotel uniqueness t l i ro~~gli  staff innovation 

and in delivering the hotel serviccs as e\.idenced by one oftheir  statements below, 

"Tlie c.onil)etitilqe crdl.crritc~ge 0/'/11c. 11olel cott~c~.s,/i.oni i1.v oro\-i.\.ioii (?f'~1nicl11~ .serl,ice.v erriel 

iti~io~wfion lo gue.vts cttic1 /his ~ ( 1 1 7  0111!. ~tt(rteriu1ize thr011g11 I I I ~ I ~ I I I ~ ~ I I ~ c ~ ~ ~ ' . ~  co~iviclioti 

e~tirl,/i)c~ts 0 1 1  /he en~l)lo*vee.s' ~vel/&t-c, .vkill.v r117tl ktiolt'lodg~ /O bring crhozlt the ~ioce.s.sury 

intzo~~~lioti  ,fbr (listik7cYiotz ctti(1 e.ucelletzce. 7iuining nece.v.vurj ,/br 1hi.v conies ,/ion1 

Irc~iningprogrcrmnze.s .spon.sorc~rl h j  hotel c1eltnik7i,~trrr/ion" (Participant 2). 

In addition, the participants considered the importance of  ciilture lies in creating 

good values, and rewarding motivated staff. One of  them summarized, 

"In my point yf view, management style is crucial in the adoption of policies and 

slt-citegies that encourage employee '.s . s ~ ~ l f ~ c l e v e l o ~ ~ ~ ~ ~ c ~ n / .  Thesc. stratc~gies and policies 

shotllcl cater to etnplojlee'.~ tnotiva/lon lo pcu-ticiperte in /he develop~nenl qf'perfbrmance 

and work in the organiznlion. This can or7lv he possihle I1zro11gIi /he,facilitation qf the 

right c ~ i l t ~ ~ r e  anci etivironmen~ it1 the hotel "(Participant 4) .  
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(2) Organizational Development 

The second sub-theme extracted from the interviews the trend of hotel 

development characterizing management aims from the training programme. The 

participants believe that social culture also plays a necessary role in developing the 

staff as part of the organization and a key factor for hotel sustainability. For example, 

one of the training coordinators pointed out that, 

"T11e orgcrnizrrliorz ' s  c.z/ltr~re ~.egurvlit~g etn/)lo.ycc'.s inipor./clricc~ is one of the key 

clc?~lent.r th(r1 1errrl.v to llle provisiot~ c?f '  c.uc.ellcnt .scr\~ice.s to g:rl~c.st.s. (1z11tz1re ~11.so 

~)rovi~ke.s the incentive to rlc,c/rlirc more kr~o\r!le~c<e tlirorrgh It-erining ~)rogt .e~~i t t i (~~  /O 

.scltisfj., filtrlre nrcc1.s "(Participant 6). 

Alm. participa~~ts believcd that it is important fhr mana2cment to establish 

appropriate systenls to identify the training needs, and  appropriate training prog-anlnles 

to achieve these needs. According to one of thc participants, 

".Jzrclgitig~frotn hotels licrving open czllrl(re,s, it rs cvitletlt the], (ire cerlmhle of keeping 

abreast qf the ~levclopments in thc ~vorld o f  hole1 intlustry. ~llancgetnent 1n this type c?f 

cztlture, is constantly looking .for improvetnrnts and eradication of deficiencies and 

resolving them with the help of trrclningprogrammes"(Participant 3).  

In addition, participants believed that i t  is necessary to acl~ieve the development 

in all hotel departments by providing eclual training opport~~nities for staff according to 

the f~inctions assigned to them. One of the participants argued that, 

"Leadership styles and organizational cultzrre are bolh core elements to .successfir1 

running of hotels. Org~mizationrrl cu1tlu.e rind ~levelopmc?nt is whcrt mr1ke.s the training 

progr~inme~s allracti\le to all 1evcl.s of admrnistrrrtive ~ n d  execzrtive stcgf it7 the hotel As 
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a consequence, hotel munagernent is not biased in its provision o f  these trcrining htri 

inclircies ull the le~,cl,s o f  ,st~~f!f^'.s partic8i/>ntion" (Participant 7) .  

Second Theme: Organizational Policy 

The participants also emphasized that organizational c u l t ~ ~ r e  is important in 

determining the functional behavior of staff in tlie hotels and lebels of performance that 

conies through the training progranime. and therefore. in helping the achievement o f  tlie 

goals and aspirations of the liotel through adoption of behaviors and norms. F.ol 

In addition, the participants believed that organizational culture can play a very 

important role to increase the sense of staff loyalty to the organization and cooperation 

with staff within the organization. One of  them described that, 

"Organizationcrl clrlture plays cln importani role in ,fostering cooperalion between 

muncigemenl crnci str~ij' unci rlnzong .~ lc ! f f  It opens chcrnne1.s of' co~nnzttnicrrlion between 

them, increu,se [heir it1 fertlepcnrience und .fncilitute.s un environment of' .sectrril,v crnd 

cotnfort "(Participant 10). 



FIFTH QUESTION 

"why does the management choose the employees who possess the ability to attend 

training programmes?" 

A close examination of  the interviews was conducted to answer the fifth 

question. The data indicated tliat participants emphasized the importance of the ability 

to achieve training effectiveness. This importance appears in two themes: acquiring 

skills. and trainee developnient. 

First Thcmc: Acquiring Skills 

All thc participants co~isidcr trainee abilities to help determine thc effectiveness 

o f  training programmes. and tliis emerged t'roni tlie capability of  the trainee to accl~~it.e 

skills. In other words. a trainee nl io can acquire suitable skills from the training 

programme, can be silccessfi~l in achieving the objectives of  this programme. Onc of  thc 

particiapnts stated tliat. 

"We make it a point to choo.se trainees htrving the capability to ab.sorh c~nd comprehend 

knowledge and acquire skills. The trainee '.s crbilities~facilitate the process qf achieving 

the objectives o f  the training yrogra~nmc"(Participa~it 5) .  

Also, participants emphasized tliat a suitable trainee has tlie ability to absorb the 

skills and information gained from the training programme as  evidenced by one of  their 

statements below. 

"The trcrining progranjnle i.s designed on cc .~pecrJic sequence qf informertion und skills 

ancl thercfi,re, mcrncrgemcnt open kooks for. trainees who are mentally untl ph,y.sically 
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cupuble c?f ucyi~iring /he.re knowledge und skill,s in /he /ruining program~ne. In ()/her 

 lords, n~unagenlc~n~ choo.res the bes/ truinec lo uvuil from whu/ th~. progrtrmmc) hn .~  lo 

offer "(Participant 1 ). 

In addition, the participants consider the trainees ability to help in the effective 

acquision of new skills to be used to reduce errors at ~ v o r k  as with one praticiparit who 

pointed o ~ ~ t  that. 

blajoritj ol' the participants consider trainee ability important in enhancing his 

knowledge and skills. and to keep up Lbith the developnlents in the \\orld of hotel 

industry (the abilitj to accl~~ire new skills). One of  the participants summari/ed, 

"The muin pain/ hehind /he /mining progrumme is to develop lraince skills crnri 

knowledqe A suituble /ruinee,for the progrumtne possesses the,flexiDilitp cmd ability to 

develop himself through these prop-anzmes in light ofservice c/elivery " (Participant 2).  

In addition, many participants believed that ability makes the trainee improve 

the status of his career through promotions. According to one of the training 

coordinators, 



"The trainee is not only jlrdg~d throzrgh his a b i l i ~  to guin skills h~r/ also to uyl~(v them 

and to develop himseIf clzdring his tenidre trl the hotel. This inc/icute.s that /he training 

programmes ure t#i?ctive anci hus uchieved the &.sireel re.ru1t.s "(Participant 12). 

Moreover, the participants consider the importance of ability in the trainee's 

creativity and innovation through the acquisition of new skils and knowledge. For 

example-one of the participants who is hirrnan resource manager noted that. 

"Trcrinee.~ who rrre cuperhle of crcqzli~ing new ski1l.s ure crlso c*crl,uhle o/'rl.~i)lg then1 in ( 1  

~)o.si/ive tr/ir/ us</irl I I ~ ~ I J  ill their .sclr~.ice tr/ /he hotel. I/  ccrti he srriri thrrt thesc ski1l.v crrn 

lccrti l o  /lie encorrrrrgi'cn~c~~/ c?f'c.rctr/ivitj, in the ~~.orkylrrce"(Par-ticipant 3). 

"why does the management choose the employees who possess the attitude to 

attend training programme?" 

l'lle sixth question in the interviews attempted to highlight the importance of the 

attitude in achieving the training programme effectiveness, and the trainee's acquisition 

of skills and knowledge. The findings are in contrast to the one in the qualitative where 

all the participants agreed that attitude is necessary in training. One of the participants 

stated that, 

"I ugree thcrt a positil~e ut/i/irdc. and the rlesire 1 0  leurn is importcmt in being ern 

apprentice. Trainees who lack the desire to de~ielop themselves anci generate rrttention 

and those who luck the dri~le and conviction may not he able to benefit ,from these 

training yrogrtrmmes on both professionul andpersonul levels "(Participant 2). 



The researcher derived themes from the participants to the interview. The two 

themes are: trainee committnenl, and the image of  programme. 

First Theme: Trainee Commitment 

'The participants emphasized the importance of attitude in liking the programme 

and cn-joy attending it, thus creating the desire to do so. Many participants stated that the 

trainee who has the desire will 11-y his best to gain skills as evidenced by one of the 

participant's statement below. 

Also, the participants believed that attitude helps the trainee to 

be more committed to attending the training programme. One of  them argued that, 

"An cvnployee charcrcterized I7y his ii'~.rire to attend /he oricvztatiori and training 

/u.o,oYutnlne, ~t'ill he prc/,trrecl for lhc process of cicc/zriring ,sk~lls, crnri ~ 1 1 1  lake ,fir11 

aclvuntuge of /he /,rogrun?lne to his .succcs.s, the progrumme 's und /he hotel 's " 

(Participant 9). 



In addition, the participants think the importance of attitude in igniting the 

trainee's interest to possess the skills and new information from the training programme 

as with one of participants who ponited out, 

"('hoosing the trainee with the right cittitude could he,for the benefit of both trainee and 

nicmagement. Manugement generally looks ,fbr trainees who work hard to  chie eve the 

objectives yf the progr(1nzme through his willingness to acqtlirc new skills or enhunce 

existing ones. In other worcls, the trcrinec's inclincztion to learn, will lent/ to his 

rrcqtlisition of' kno,ctle~/gc cmd skill thul rn-e nccc.c..strr!' 10 hcrz:c him qlrcrl~fied ,jOr 

\vork"(Participant 5 ) .  

Secnntl Theme: The Irn:ige 

hlost participants pointed out that attitucle is important through the trainee's 

perception tonard the programme and uhat lie can accli~ire from the proyramlne. 

Participants stated that the trainee gives value to the training programme by being 

interested in this programme if lie expects bcnctits. For instance. one of the participants 

described. 

"In my op~nion, this is a verj, importcrnt rlecision on the part yf mancigcment us the 

 training'.^ value is onlj~ rejlected through a trainee who -fully concentrates on the 

training programme from the acquisition of skills and knowledge, to c~ventuul real 

practice "(Participant 8). 

Also, participants believed that attitude can play a vital role in achieving the 

programme goals by making the trainee look forward to satisfying the managers in the 

hotel. For example, 



"Trainee attendance is governec/ by cerlrrin conditions inclzrding /he /rainee's 

wi1lingnes.r. lo create a good image ,for himself with hotel rrzanagemcnr and his 

inclination lo please his  superior.^ which will encozrrage him to ncy z~ire informrrtion and 

skills, and apply /hem ancl hence, rtlflecting the achicvemen/ qf programme 

gor1l.v "(Participant 12). 

SEVENTH QUESTION 

"why does the rrlanagement choose the employees who are ~notivatctl to attend 

training programme?" 

i\ closc examination of tlic intervie\\ ans\\ers the scventh qncstic~ti. 'l'lic data 

inclicated tliat participants empliasizccl the importance of ~iiotivation and considcrecl i t  as 

:I key f ~ ~ c t o r  in pushing tlic traince to attend :lncl acquire the kno\\'lcclge ancl skills l'rom 

t rair i in~ progr:rmnies. According to one of the particip:ints, 

"T/ic /rrriiree's t1r.ii.c i.v itripor./un/ 111 /he ucqlri.si/ioii ~ f ' k n o ~ ~ ~ l e t l g e  trnti sk-ill.s,fi-om /he 

progr:.rtnnlne trs  I /  i.v L I ~ I ~ C C I I ~  reltr/et/ /o the gotr1.s of /he oi~gtrnizcr/ioi~"(l'articipant 7 ) .  

'I'liis importance conles from two themes: training attendance. and training 

result. 

First Theme: Training Attendance 

All twelve participants believed that motivation plays a very important role in 

achieving the effectiveness of  training through providing the trainee the motivation to 

develop his capability to service the guest. According to many participants, n~otivation 

is important because it makes the trainee look forward to improve the skills from the 



training programme and benefits from other programmes. One of the participants 

summarized, 

" I  am confident to say that we look,fur motivation and drive in the .szri/~ihle trainee; 

someone who looks,fonvard to  levelo oping his skills and applying them, and who has the 

desire to achieve the ohjective.~ of /raining" (Participant 8). 

In addition, many participants believed that motivation makes the trainee look 

forward to taking advantage of the training programmes on a professional level as \vith 

one of the paticipants who argued that. 

Also, participants believed that motivation is important because a trainee who Is 

motivated to attend the training programme, will have inclination to apply these skills 

on the ground which will be reflected in the level of service provided to guests. For 

instance, one of them noted that, 

'' We in mnnngemc?nt look,fOrwm.tl to choosing /rainees po.ssc.s.sing nmotivat ion to 

attend the training yro,yrummes. TI7i.r ens2ve.c. excitement to uccluire .rkills crntl 

application of' these skills to the work site and hence, improving the le\:el qf'service 

provided to guests "(Participant 10). 



Also, the participants believed that motivation helps the trainee to be more 

committed and punctual in the training sessions as evidenced by one of their statements 

below, 

"A trainee that has the desire lo develop his self' discipline and acquire ski1l.s thmugh 

[he training prograinnles inrm~fkst commitment to the programrne'.s $?attu.es rrnd 

@eectivene.ss " (Participant 4) .  

Second Theme: Training Result 

I'he participants also ernpliasi~etl tlie importance of motivation i\~liicli can be 

seen through the acquisition of skill\ and a c h i c ~  ing the goals of the progriuiime. Many 

participants gave motijation impor-tancc bccausea mocivatcd pcrsonlias 

the ambition to acquire the skill and apply them; this is what is rec1ui1-ed ti-om an 

employee, i.e. to apply quality standards. For example, one participant descirbed that, 

"ibltnirr~e~neiit trhvu~~s tries to k ~ e p  uOretr.st of' the ~levelopments of' thehole1 scclor 

throzrgh the provision of' trcrining progr:.~?in~c.s to ,fi~cilitrrte constant cmnplo!.ee and 

organization development and the upp/iccrtion of' internationul quulity .stunt/arcl.s in its 

services. Having said that, not all trainees are suituble.for training, only those that crre 

motivated to ucquirr and apply skills, and who are ready to contribute in the 

application of internationul standards "(Participant 9) .  

Also, the participants believed that niotivation is important in instilling 

responsibility in the trainee regarding the success of the training process and 

the results of these programmes. One of the participants stated that, 



"To maximize ucqzrisition and application yf  .skill.s and successful training yrogramme. 

il is importan1 that the search fbl* hrg/~ly motivated trainees is conccntrcrfed 

upon. "(Participant I 1). 

In addition, the participants think the importance of motivation in making the 

achievement of the training programme's goals easy. One of them noted that, 

"In the rnunrigement :v vielvpoint, ri lrriitiee \ilith the right motive i.s u prituc. crmt/ir/tite to 

the [raining progruInittic Bavetl on /his molive, /he lruinee will hc cho.ven ,fiw the 

pro,q~-~~tfi~t~e 10 stlli.yfi h1.v neer1.v rintl lo tlevcloq~ his .skill.s "(Participant 5 ) .  

Also. participants consider- motikation important in achieving the goals o f  the 

organization through the effective ~ l sc  o f  \kills in servicing guests. For example. 

"7he depcil-/men/ \~.ork.v htntl lo enszlre .szicce.s,sfi~l trtrining pr~ogrcimtne. ~lntl  tiltriin 

positive re.siil/.s. Xl~rnugernietit c?fTi~r.s lI7c Iy/)e c!f'progrrm71ne.s co))~/~ris.inji qf' ~~rnio~l.s 

fecitzires lo cater to sl~ituhle 1rrlinee.s who hu1.c. the moti~~rlholi to leurw rrn~l ci/?ply 

.skills "(Participant 12). 

EIGHTH QUESTION 

"What is the importance of training needs analysis?" 

A close examination of the interview answers the eighth question whcih 

participants emphasized the inlportance of the training needs to achieve training 

effectiveness. All participants were of the consensus that the training needs is the spine 

of training. For example, one of the participants who is a human resource manager 

stated that. 



" I  can honestly say that training needs ure the htrsis o f  training crs they highlight 

shortcomings und weaknesses that ure practice(/ in [he ~~orkpluce  In addition, they crlso 

pinpoint the kt~owledge nnd .skills thrrt need to be developet/ und the .szrituble method to 

use in their development "(Participant 5 ) .  

The researcher derived with two thernes as stated by participants in the 

interc iekvs: manager's goals. and the organization policy. 

First Theme: Manager's Goals 

blnjoriti\. oE the pal-ticipants suggested that the importance of training ncetls 

comes from u h a t  it can  achieve on the mnn:igemc.nt Ic\el. and \\hat the manazcrs want 

From this programme. The participants stared tiiat the importance of training needs 

include saving tirne, effort and nioney as evidenced by one of the their statenients 

below. 

"In 112j1 opinion, proper identification of'trtrining ncec1.7 is nccesstiry rr.r i/,c incorrect or 

inuccurate itlent~jication Ierrc/s to un un.vucces.sfir1 progrumme clesign crntl process. In 

other words, the programme will jzi.st be a waste of gfjbrt becali.se the spec[jic skills it 

0JJt.r~ does not coincide with what the trainees need. It  would al.~o be a wmte qfmoney 

uncl time " (Participant 3). 

In addition, the participants believed that training needs play a very important 

role in determining the goals of the training prograninie through precise determination 

of  the needs of  the trainee. For instance, one of  them argued that, 



"The process of needs identification based on a .sozmd screntijic theory can lead to the 

clarity of objectives of the training programme which in tzzrn, will work to improve the 

t$ectiveness crnd eficiency of trrrining" (Participant 8). 

Also, rnany participants believed that training needs is important due to its 

consideration of  the real factors to increase the efficiency of  the trainee in performing 

the tasks in the work place. One of  tlie participants stated that. 

"Ickenl~ficcition c?f'lr~~ining neecl.~ is t.o;\. crlicicrl lo 1/10 tvrrining c~f~bc~livene.~,~. Prior to fhc 

Ivcrinir~g /)l-ogrcrmnlc, t l ~e  reclllire1ner7t.v cr,~cl 111o .sc.ctor to he t l ~ ~ ~ ~ c ~ l o / ) ~ ~ t l  ~vi/hi,l thc hotel 

/rc~r.e to he i~ l c~n t~ f~e t / "  (Participant 10). 

Second Theme: Training Subject 

All twelve participants emphasized that management believes that training needs 

al~vaqs determine what the proyarnme includes. Many participants stated that thc 

importance of training needs is the key element that determines the training programme 

and its content, and its activities. and skills and information that will be given. For 

example, one of  the participants who is a training coordinator stated that, 

"Identificcrtion of the training needs determines the trcrining .subject. It clcrrijies the Qpe 

of  kills cind knowledge reqlrired bofh crt the u~l~uini,strcrtive crncl the operc~tional 

levels "(Participant 6 ) .  

Also, the participants believed that the training needs help to determine the 

target group and their needs. According one of  them, 



"1 wuul~l like to clar~fi  /ha/ rhcj identlficu/ion o f  the trainees' ~veakr~esse.~ .rhotJd he 

carried orlt prior to [he training programme. This will also help in ir/ent~lfying /he 

 trainee.^ who are .rz~itablcfur t h ~  programtne "(Participant 1 1) .  

In addition, many participants consider that training needs play a very important 

role in determining the kind of training programme required. This is done by identifying 

the knowledge and skills that need developing. For example. 

"What is the importance of the training design in achieving training goals'?" 

'The analysis of interviews indicated that two themes have emerged from the text 

which answers the ninth question. All participants agreed that the training design is 

important in training and their activities. The researcher derived themes with two as 

stated by participants: design needs, and design practice. 

First Theme: Design Needs 

All twelve participants emphasized management's belief of the training design's 

necessity in achieving training goals. The importance of design lies in estiniating the 

financial cost of the training programme that will be conducted, which includes the 



necessary equipments and means to conduct the training programme. For instance, one 

of the participants who is a human resource managre pointed out that, 

" I  believe that training r/e.sign plays u cruciul role yarticzrlarly in the es/imation of'the 

costs qf training. We alwuys try /O chuo~e the type of training programn7e.s thcrl are 

extensive and .szrpport the principles und rzrles of hotel policy "(Partici pant 4). 

'The participants also consider design as important because it comprises of a 

document containing all [he procedures of the training programme in the hotel as 

evidenced by one of their statements below. 

The participants also emphasized the importance of training design \chic11 can be 

seen in the process of selecting methods and techniques that \ \ , i l l  be used in the 

programme, so that it suits the training objectives and determines the appropriate way to 

use it. One of the participants described that, 

"The design is the key to (I .succe.ssful truining programme because i/ determines the 

complete rr.~pect o f  the progrunlme inclut/ing job h.rrinin,o, trcrining plan, holv to muncrge 

the progru~nme, unrl izolt' lo provide infornwtion, und techniqzres ,fbr /rrrinee skill 

trc~n,Cfcr "(Participant 7) .  



Second Theme: Design Practice 

All twelve participants emphasized management's belief of the training design's 

importance especially through the activities in the programme, so that the trainee feels 

interested and not bored during the programme. The training can stimulate the trainees' 

attention and participation, which increases the chances the training programme's 

success. One of  the participants stated that. 

"T/ic Irnining de.eig12 C ' ~ ~ I / C I I I I . ~  CI logicr11 . Y ~ ( / I X ~ I L ~ ~  of' the con7j)onent.c of' the I1-tritii11g 

j'rogrc~in~ne inclzrt/iti,y lrtlining objec.li1.c.c. cli~-cr.si/~- it1 lrrrining ~ne/hot/.s ~ n t l  /he crecl/ion 

ofan utlrcrctirc ler~rning c ~ I I \ ~ I ~ ~ I I ~ ~ I ~ I ~ I " (  Participant 5 ) .  

In addition. many pal-ticipants b c l i e ~ c  that the training design plays a \c ry  

important role in incrcasin2 thc chances of achieving programme yoals by choosing the 

optimal type of training and the means for it. For instance. one participant s l ~ n ~ m a r i ~ e d .  

"The importcrnce of llurining pprogrtnr~~tic. (/e.~ign 1ie.c in i fs rrlip~~nent lo the titrllrrc qf'lhe 

hotel nee(/.$, employers' neerls rrnrl l~lunrigetnent needs"(Participant 8). 

The participants also emphasized the importance of design which can see be 

seen through the creation of  training conditions which are similar or very close to the 

reality of  work. For esample, 

"Training rles~gn fucilitute,~ u .vuitahle environment.for training, eqtlipments, tools, r~nd 

techniques similar lo the work et~vironmenl. For /he employees lo tuke fir11 nrlvanlage o j  

the training programme, tile [raining design shotllti commensurate with the working 

conditions "(Participant 6) .  



4.4 CROSS-CHECKING FINDINGS OF QUANTITATIVE AND 

QUALITATIVE 

The purpose behind the use of mixed method in the study is to supplement the 

findings obtained from the quantitative method by the findings obtained from the 

interview method. 

The findings of the quantitative method revealed that social support positively 

and significantly contributes and relates to training effectiveness. The findings of 

cli~alitative method support and explain the importance of the supervisor's role in 

encouraging the participation of the staff in the ttaining session. I t  also includes their 

application of new shills in the i ~ o r k  place. in tro~~blesliooting any problem that arises in 

the training session or in the actual ~ o r h p l a c c .  Xlanagers arc also cncouragcd to cmploq 

open coninil~nication \\it11 their e~nploqee\. provide ttieni \\it11 the needed support in 

different ways; for instance. tinancial support for their training pray-ammes. and 

elnotional support for a positive workplace environtnent. 

In addition, findings of tlie survey showcd that opportunity to perform 

significantly has positive association with training effectiveness. This finding is 

consistent with the interviews interpretation. It emphasizes on the role of opportunity to 

perform in linking the skills learned from the training programme to actual tasks, 

developing the trainees' competencies, strengthening their existing skills. and reducing 

their weakness. Fu~-tIierniore, performance repetition can hone these skills which will 

result in professional dealings with the guests, and tlie existence of weaknesses will 

highlight the deficiencies of the application of the learned skills. 

Additionally, in the quantitative survey, the reward system was also found to be 

significantly and positively related to training effectiveness. This finding is consistently 
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supported by the fjndings of the qualitative survey. It was concluded from the interview 

that the reward system is related to the increase of trainee loyalty to the job, created a 

feeling of safety in the hotel, and competition between trainees which will urge them to 

acquire new skills. The reward system may also assist enlployees in developing their 

career, performing good tasks. attending training programmes and acquiring optinial 

skills and knowledge. 

Moreover, the quantitative survey indicated that the ability is significantly and 

positively related to training effectiveness. 'l'he interview retines this findings and 

explains the importance of trainees' capabilities to acquire skills from the training 

progl-nnimes, methotls in choosing thc tr~~inces to attend thc training programmes. and 

[.lie ability o f  trainees to reduce lnistnkcs at \i.ork. The importance can also be seen in 

the enhancement of the trainee kno\zledge and skills to kcep abreast with the 

dcvelop~nents, and i n  their creativity and innovation. 

Furthermore, motivation factor showed to be the main factor that contributes 

significanty and positively to training effectiveness in the quantitative survey. 'This 

tindings is also supported by the qualitative findings. It is indicated the motivation 

could enhance the effectiveness by facilitating the trainee's desire to develop 

capabilities in servicing guests. It could also encourage the trainee's to look forward to 

the training programmes, take advantage of obtaining knowledge, and encourage the 

trainees to apply their skills on actual work. In addition, motivation helps to make 

trainees more committed to attend the training sessions, increase the sense of 

responsibility in trainees, encourages them to achieve programme goals and the overall 

organizational goats through the use of skills. 



Additionally, in the quantitative survey, the training needs was also found to be 

significantly and positively related to training effectiveness. This finding is consistently 

supported by the finding of the qualitative survey. Training need also assists in 

determining the training programme and its contents and activities. Besides, it identifies 

the target group of trainees and their needs, the type oftraining programme needed, and 

the knowledge and skills that need developing. 

t-inally, the quantitative survey revealed that training design is also contributed 

significantly and positively to training effectiveness. Findings of the interview survey 

fully supported this  finding^. It explains how the training design can help in achieving 

training objectives by assistins in the e5timation of financial costs of  the programme. 

and the documentation of all the procedures of' training. In addition. the result inciicatecl 

that the training design is important to select methods and techniques that are used in 

the programme. Furtlicr~nore, it increases the chances of acliie\ ing programme goals 

through the provision o f  optimal type of training and the effective training conductions 

which is akin to actual work environment. 

4.5 CONCLUSION 

The research questions and hypotheses of  the quantitative method guided the 

research study. Multiple regression and bivariate correlation were useti to test the 

proposed relationship in the frantework. The research findings did not fully support the 

proposed model of factors and training effectiveness, as summarized in below: 



Regression 

The work environment factors had positive effect on training effectiveness. 

a I lle social support, opportunity to perform, reward system factors had positive 

effect on training effectiveness. 

Organizational culture factor had positive effect on training effectiveness but not 

signiticant. 

• Tile individual factors had positive effect on training effectiveness. 

I'he ability and motivation factors liad positive effect on training efrectiveness. 

• Attitude I-actor had positive effect on training ct'fcctivencss but not significant. 

• I hc training process factors had positive e f k c t  on twining cfttctiveness. 

I hc training neccls and training design factors hail posiribe cl'f'ect on training 

el'ti-ctit eness 

Correlation 

There are large positive correlations between work environment factors with 

individual factors. 

• There are medium positive correlations between work environment factors with 

training process factors. 

a There are large positive correlation between individual factors and training 

process factors. 

a There are large positive correlations between work environment factors with 

training effectiveness. 

There are large positive correlations between social support factor with training 

effectiveness. 



- There are medium positive correlations between reward system and 

organizational culture factors with training effectiveness. 

• There are large positive correlations between individual factors with training 

effectiveness. 

- There are large positive correlations between ability and motivation factors with 

training effectiveness. 

There are medium positive correlations between attitude factor with trailling 

effectiveness. 

TI1c1.c arc large positive correlations between training process I'actors with 

training ef'kctiveness. 

. . 
7 r l l c ~ . ~  arc mcdium positive correlations betwccn tralnlng rleeds and training 

clcsign factors with training effectiveness. 

As for the qualitative method. the findings explained ho~c the factors can 

influence the training effectiveness in hotels sector in ASEZA. and why e\iery factor is 

necessary to make the trainees accli~ire knowledge and skills in training sessions, and 

facilitate the behavior change in the work place. This chapter also highlighted the 

importance of these factors in the actual work place. The result of interviews with the 

research participants supported most of the quantitative results in chapter thur in order 

to varified the quantitative findings and indicated the various aspects of how these 

factors can be associated and increase the chances to achieve training effectiveness 

which in turn achieve training goals. 



CHAPTER FIVE: DISCUSSION OF FINDINGS 

5.1 INTRODUCTION 

This research examines the relationship among work environnient factors (social 

support, opport~~nity to perform, reward system, and organizational culture), individual 

Factors (ability, attitude, and motivation), and training process frictors (training needs 

and training design) in order to gain better ~~nderstanding of training efl'ectivcness. In 

order to determine the relationship and impact of the suggested factors on training 

effectiveness. the study intend to f i l l f i l l  three kc). objectives: tlicsc objectives 

establisl~ecl the foundation of the sti~cl).'s fra11ieccc)l-k. ti! potlicscs. litcraturc re\ iccc. ancl 

rcsea~-cli tlcsign. I'lie reseal-cli ob.jcctives \\ere as Ihllo\\s: 

1 - l o  investigate the influence of \cork cnvil-onment. indivicli~;il and training 

process factors on the effcctivencss of the human resource training programmes 

in the Ilotel sector in ASEZA. 

2- To investigate the relationships between the work environment, individual, and 

training process factors that influence the effectiveness of the human resource 

training programmes in the hotel sector in ASEZA. 

3- To investigate the relationships among work environment, individual and 

training process factors and the effectiveness of the human resource training 

programmes in the hotel sector in ASEZA. 



5.2 RESEARCH OBJECTIVE ONE 

'to investigate the influence of work environment, individual and training 

process factors on the effectiveness of the human resource training 

programmes in the hotel sector in ASEZA' 

Rescarch question one was developed in order to answer the first ob.jective of the 

study - "FIo\v do the work environment, individual and training process factors 

inllucnce the effectiveness of the huniari resource training programmcs in the hotel 

sector in ASEZA?" Tlie result providcd strong support for the liqpothesis I \vliere 

indicated as a lactors intluencing the effectiveness of the training pray-amme. social 

suppol-t. oppol-runitq to perform. reward system. SLII-prisinglj. hypothesis 1-4 \bas not 

supported. nhich indicated that rhc organizational culture \vn5 not a factor significantly 

influence ot'tlie cSfecti\encss of thc training pro, oramme. 

Tlie rcsult also showed that the work environment factors (full scale) in the 

Sraniework demonstrated significant contribution to training effectiveness. -fIiis could 

be because the trainees may consider these factors as creating the conditions for 

improving employee's knowledge and skills, and promoting the transfer of training on 

the job. However, social support was the highest factor that contributed to the 

effectiveness of training programme. It may be because the trainees recognize the senior 

managers and supervisors can inhibit or exhibit the trainees to attend programmes and 

transfer skills learned. and perhaps the trainees believe that the supervisors have 

strongest effect on their transfer behavior. 

Some previous findings support the empirical data, as with the finding of Lim et 

al. (2007) which indicated that social support was an ingredient of effective training, 
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because it not only enhanced self-commitment in employee, but also made possible the 

transfer of knowledge and skills. Findings of the qualitative survey also supported this 

aspect where majority of the respondents reported that social support has an important 

role in training effectiveness through taking care of staff by motivating then1 and 

resolving the problems they may face in work. In fact, the importance of employee 

support from various dimensions for the achievement of training effectiveness and the 

inadequacy of merely creating motives and conditions in the training programme should 

be reinforced by management. 

. . 
In taking account the ilnportance of social siipport in achieving tralnlng 

effectiveness. Elangovan and Karnho\vsky (IOOO) revealed that the application 01. ne\\ 

skills to the job can onl: occur in a si~pportive work en\~ironnient. In addition, fracey ut 

al. (2001) suggested that support plays an important role in an individual's willinzness 

to attend, learn. acquire. and use new skills in the work place. Yct. some autllors' 

findings indicated that the positive transfer climate encoilraged transfer of behavior in 

an on-the-job setting (Traccy et al.. 1995; Rouiller and Goldstein, 1993). Other studies 

showed that support from supervisors and peers moderately affected pre-training 

motivation (Facteau et al., 1995) but significantly affected the perceived transfer of 

training (Xiao, 1996). In contrast, Casper (2005) indicated that negative effect of social 

support on transfer learning, while Green (2002) showed that social support did not 

have a significant effect on motivation to transfer. 

Also, the study revealed that the opportunity to perform had positive and 

significant contribution to training effectiveness. This could be because the trainee may 

believe that the application of trained skills gives the training its value. It is 

recommended in the qualitative findings that the development of trainee's skills should 



include provision of time and the necessary equipment during the application of the 

trainee's learned skills. Trainees skills are enhanced and consequently able to provide 

professional service to guests. According to management, training is costly and 

therefore, a positive and effective outcome is naturally expected from the costs spent. 

This outcome is manifested in the trainee's newly acquired skills in practice. 

This finding is consistent with Noe and Wilks (1993) and Ford et al. (1992) 

revealed that even if individuals successf~~lly learn the training material. it ma j  not 

likely be transferred to the job if they are not given opportunity to perform such skills. 

Moreover, Jackson and Rushe (2007) fo~~ti t l  that if people are colnfortable  s sing skills. 

they will create opportunities to transfer training. On the other hand. Chenz and tIo 

(1998) slio\\ed that opportunity tu transfer was positive but not signilicantly related to 

transfer outcome. I n  acidition. Xiao ( 1c)c)6) reported that the organization;~l factor that 

encourages the application of knowledge and skills are perceived by emplojcesas  

important in promoting training crfectiveness, and this supports tlie idea that 

management follow-up is necessary to improve productivity tliroi~gli training. Also, 

Clarke (2002) stated that to achieve training effectiveness, tlie management must 

resolve the heavy workload and time pressure to ensure that skills learned is applied in 

the work place. 

In addition, reward system showed significant contribution to training 

effectiveness. This result is supported by Elangovan and Karakowsky (1999) revealed 

that the reward system can play a major role in transfer of training to the workplace. 

Tracey et al. (1995) and Rouiller and Goldstein (1993) found that the reward (both 

intrinsic and extrinsic) had effect on post training behavior. This finding is contrary to 

Cheng and Ho (1998) and Xiao (1996) who indicated the reward system did not 
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demonstrate a significant influence on the transfer outcome. Findings in the qualitative 

survey indicated that reward system encourages the trainees to reciprocate the 

organization's efforts in training them by providing guests with excellent service, and 

this in turn implies that rewards sytem should ensure that it instills the nioral 

responsibility in the trainees to be loyal through their hard work and their excellent 

service to guests. 

Baldwin et al. (1991) found that \\hen trainees understood they would be 

accountable for learning, they reported greater intentions to use their learned skills on 

the job. In addition, this suggests thc use of formal procedures to account for nemly 

acquired knowledge and skills. and if individ~~als believe there is a link b e h e e n  training 

and reward system. then it is l ikc l  they will bc cnthusiastic about tra~ning and  be 

willing to make more effort to acquire knou,ledge and skills. 

Surprisingly, organizational culture did not appear to be significantly 

contributing to training effectiveness in this study. 'This could be because the trainees 

recognize that the management did not share with them the perception and expectation 

about training programme, or perhaps the trainee are not in a situation to judge the 

validity of policies and strategies concerning training programmes. This finding is 

contrary to Tracey et al. (1995) who found that the learning culture is related to the 

application of behavior gained from a specific training course. Elangovan and 

Karakowsky (1999) indicated that the training transfer is directly related to continuous 

learning culture engaged in training and development and encouraged employee 

improvement and initiative. 

Based on the responses of interviewees from the qualitative survey, the 

organization culture shows its importance through competitive advantage that is 
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achieved by adopting employee innovation and helping them to develop their skills. 

Hence, it is imperative for managenient to facilitate an environment that will encourage 

staff to adopt certain organizational behaviors fostering their skills development and in 

turn, they will effectively service guests to the fullest. In fact, management is convinced 

that the development and growth of the hotel depends on the development of its 

employees and this comes through the conviction of the importance of managenient 

training programmes that caters to the needs of all stakeholders. Generally. some 

previous research emphasized the role oE organizational culture in actlie\ ing training 

effectiveness (Cheng and Ho. 200 1 : Jackson and Bushe, 2007; 'I'racey and lews. 1995). 

The results of thc individual factors in this sti~dy influence thc eEfcctiveness of 

the human resource training programme. -1 hc result provided strong support for the 

hypothesis 2 which arc ability and motivation. Surprisingly. hypothesis 2-3 was not 

supported where attitude was proved not significantly as a factor intluence training 

effectiveness. Additionally. this sti~dy revcalcd that the ir~dividual variables (full scale) 

in the framework had demonstrated significant contribution to training effectiveness. 

This could be because the employees in hotels always look for and need to develop their 

knowledge and skills about their work. 

However, from the individual variables, ability is the highest factor that 

contributed to effectiveness of training progran1nie. This could be because the trainees 

may have the interest to benefit from the course content to the maximum extent possible 

because that will in turn benefit them in their future work in the hotel industry, besides 

qualifying and preparing then1 for their work. This can also reflect positively on them. 

Findings from the qualitative survey supported this fact where a trainee who is 

confident and able would know how to take advantage of the training programmes and 



would be eager to apply the learned skills from the programme because he would be 

aware of the programme's value in his tranformation into a mentally and physically 

mature employee. The importance of ability comes from the ability of the managers to 

develop the right job situation and status for the trainee. In other words, ability is 

imperative in developing the trainee's capability as well as in making sure that 

managers appoint the right capable individuals for the job. 

In taking into account the importance of ability in si~pporting the effectiveness of 

training, Casper (2005). and Mathicu et aI. (1992) si~ggested that self-el-ticacy is a 

critical component of the learning process. Also, many sti~dies contended that ability 

enhances an intlividual's motivation to learn and transter learning (Mathie11 et 31.. 1992; 

Noe. 1986: Quinones, 1986; I'annenbaum and Yuki, 19C)2). Some of the previoi~s 

findings support tlie importance of ability as with Elangovan and Kar:iko~~sky (1999). 

I'racey and Tews (1995). and Zhao et al. (2004). Moreover. Noe and Schmitt (1986) 

found that the trainee \\it11 high confitlence will be more motivated to learn and achieve 

better training perFormance. Chuang et al. (2005) noted that if the e~nployees are 

confident and committed to learn, this will lead to successful training. This finding is 

contrary to the s t ~ ~ d y  by Lim et al. (2007) which indicated that the trainee ability and 

self-efficacy were not statistically significant with regards to transfer performance. 

Also, motivation in this study indicated a significant contribution to training 

effectiveness. This may be because the trainee needs to possess new knowledge and 

skills he does not yet possess, or perhaps the trainee's goals are to keep up with 

developments in the hotel industry. Generally, the finding of this study is consistent 

with previous research (Chuang et al., 2005; Facteaii et al., 1995; Linl et al., 2007; 

'Fracey and Tews, 1995). In fact, s t ~ ~ d i e s  have shown association between training 
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motivation and training effectiveness as with studies by Mathieu et al. (I 992). lVoe and 

Wilks (1993), and Tai (2006) which indicated that motivation was a significant 

predictor of training outcome. However, Cheng and Ho (1998) found that motivation 

was outside the factors that influence the transfer outconie. 

On the other hand, a snlall number of respondents from the qualitative survey 

reported that the importance of niotivation is reflected through having some loyalty 

towards attending the training programmes as it helps in carrying out a successfi~l 

training progranime through increased trainees' discipline and attendance. Taking into 

account the i~nportancc of   no ti vat ion to achieve training effectiveness. Caspcr (2005) 

statecl that the learning transfer will not likely occur if the individual becornes 

ilntnotivated during any learning process stage. In addition, the learners' readiness 

toward training and their perception regarding the credibility of the training progranilne 

will likely impact their enthusiasm towards learning (Baldwin & Ford. 1988; Facteau et 

a].. 1995) 

Surprisingly, attitude i l l  this study did not demonstrate significant contribution to 

training effectiveness. That may be due to mandating or requiring individuals to attend 

training programme, or not informing managers or supervisors about the training 

programme's advantages and attributes, or the trainee may undermine the purposes of 

training that may reduce employees' niotivation to learn from it. This finding is contrary 

to findings by Cheng and Ho (1 998) which found that only the attitude factor among the 

six factors significantly affected transfer outcome. Moreover, Noe and Wilks (1993) 

showed that attitude had significant unique effect on development activity. In general, 

some previous research indicated positive impact of attitude on training effectiveness 

(Tracey and Tews, 1995; Lini et al., 2007). 



According to a participant from the qualitative survey. management is forever 

hoping that the trainees possess the desire to learn and grow and to encourage this 

desire. So, management clarities the benefits of the programme on a personal as well as 

a professional level. This desire is very important for management and trainees because 

it is pertinent to solving problems and this is positively reflected by training 

effectiveness. Few respondents realized the importance of attitude is reflected by the 

trainee seeking to shorn some commitment to make the managers take notice and tlii~s. 

altliough sotile trainees are not as enllli~siastic about joining the training programmes as 

others, they still want management to consider its importance to thc hotel. With regards 

to thc importance of :lttituclc to ac l~ic \e  the effectiveness of trainin?. t3alclnin and Ford 

(1988) s \ l ~ ~ c s t e c l  that the indivicli~als \\oillcl likely beco~ne niorc nlotivated d~irinz tile 

learning process if the \\ere s l~o\ \n  thc k;llue of the outcomes that \ \ I I I  most llhely 

occur as a result of training. t i~rthcl.rnore. some rescarcliers discovered tllat tllosc 

individuals ~vith I~igher commitniznt perceived learning as L I S C ~ L I I  and are more 

motivated to learn (Mathieit et al.. 1902: I'annenbaum et al.. 199 I ). 

As for the training process factors in this study. the result provided strong 

support for the hypothesis 3 which are training needs and training design. The study 

revealed that the training process variables (full scale) in the framework had the lowest 

but significant variables that contributed to training effectiveness. This could be because 

the trainees were less concerned about the training needs and design of  training 

programme, and maybe the trainees considered thenlselves not in the position to 

actually evaluate the needs and design due to their not being in a position to evaluate 

this. 



However. training needs was the highest factor that contributed to the 

achievement of the effectiveness of training programme. May the trainees agree with 

assessment of their skills weakness. and believe that the training content may depend on 

their skills needs or weaknesses. This tinding is consistent with Zhao et al. (2004), 1,im 

et al. (2007), Tracey and Tews ( 1  995) and Chen et al. ( 2007) which found that training 

needs are important in providing effective training, and is closely interrelated to 

effectiveness of training. 

In addition, training clesign in this sti~dy showed significant contribirtion to 

training effectiveness. 'I'his coi~ld be because the content and methocl grab the attention 

of trainees and nuke them interested in the training course. Some previoi~s research 

silpports the empirical data, as \\it11 Chen et al. (3007) \\hi& noted that a high level of 

course relevant to job recluircment Iiints at high level of training eEfectivcness, and \ ice 

versa. Xiao (1996) found that matching knowledge, skills, and attitude wit11 work decign 

is a significant factor to promote transfer behavior. 

This findings are also supported with the tindings of qualitative survey. I t  is 

believed that the training needs is a crucial element in determining the effectiveness of 

training by studying the actual factors that can tell us how the training programme 

should be. The training design depends on the type and the needs of the trainees. 

Moreover, the training needs are scientifically measured by considering the needs of the 

staff and not merely designed through trial and error. On the other hand, a small number 

of respondents reported that the importance of training needs lies in making an 

assessment of the trainees9 needs, which reflects the actual relationship between training 

and work place. As such, the human resource management often conducts studies 



pertining to training needs as they constitute the major factor in the successful 

programme or training activity. 

The respondents also believed that the importance of training design lies in the 

cost, and this expense niust be able to achieve profits. This is owing to the fact that the 

training design is developed to suit management's desires as they will be the one's 

accountable for spending the hotel's espenses. thus, it is important that the training 

provided will be highly adlanced as i t  needs to be be fruitful in the long run. On the 

other hand. a sn~all number of respondents reported that the importance of training 

design lies in knowing and supporling the equipment that will bc used in the training 

prograrntnc. In other words. the training programme's design is important as i t  inclutlcs 

thc necessary equipnient and tools for the development of trainees' skills. With regards 

to this result. Chen et al. (2007) suggested that when training participants feel that \\.hat 

is being taught to them will be helpfill in their jobs, they participate more actively and 

pay more attention during the training class. 

5.3 RESEARCH OBJECTIVE TWO 

'to investigate the relationships between work environment, individual and 

training process factors that influence the effectiveness of the human 

resource training programmes in the hotel sector in ASEZA' 

Research question two was developed in order to answer the second objective of 

the study - "What are the relationships between work environment, individual and 

training process factors? The result indicated strong support for the hypotheses 4, 5, and 
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6 which indicated that work environment, individual and training process variables had 

positive relationship with each other. 

This result indicated medium to large significant positive relationship between 

the four dimensions of work environnient (social support, opportunity to perform, 

reward system, and organizational culture) to individual factors (ability, attitude, and 

motivation). This result means that trainees tended to attend more training programme 

and acquire knowledge and skills when they perceived that organization induce them 

and facilitate the circumstances to join training programmes. In addition. tlie trainee 

also paid more attention to the extent to \\liicli tlie management support the training 

programme. 

cllso. the fo i~r  dimcnsio~is ot' \\o1.1\ entironment had small to large signiticant 

positive relationship to the training procesb factors (training needs arid training dcsign). 

This result nieans that when the trainees perceived the managelnent believe in creating 

appropriate conditions for trainees (support. incentikes, facilitate, etc.), it will also work 

on determining the appropriate skills needed and make the training course more 

satisfying for the trainee. 

In addition, the three dimensions of individual factors (ability, attitude, and 

motivation) had medium to large significant positive relationship to the training process 

factors (training needs and training design). 7Pliis result means that when the trainees 

have good feeling and expectation toward the training programme, they will be more 

familiar with training process and enthusiastic to learn more skills. 'They will not feel 

burdened with the training courses content. (Prior research studies investigating tlie 

relationship between the factors (as it was defined in this study) and training 



effectiveness have not been conducted, so it is not obvious whether these findings are to 

be expected). 

5.4 RESEARCH OBJECTIVE THREE 

'to investigate the relationships among work environment, individual and 

training process factors and the effectiveness of the human resource 

training programmes in the hotel sector in ASEZA' 

Research cl~lestion tliree \\as developed in orcler to ans\ver the third objective of 

the study - "What are the relationships among work environment. individ~~al and 

training process factors and the elTectiveness of the human resource training 

programmes in the hotel sector in ASEZA?" This q~lestion related to the relationship 

between factors as independent variables with training effectiveness which represents 

the dependent variable. The result provided strong relationship for the the work 

enveironment factors (social support, opportunity to perfor~n, reward system, 

organizational culture), individual factors (ability, attitude, and motivation), and training 

process factors (training needs and training design) with training effectiveness as 

hypothesized. 

In some detail. the result showed that the work environment factors (full scale) in 

the framework demonstrated significant and positive relationship with training 

effectiveness. 'This means that trainees tend to acquire more knowledge and skills from 

training programme when they perceived that the management facilitates the work 

conditions before, within, and after the training programme. In detail, the clients system 



in the organization is a key factor in providing and adopting training strategies to make 

the training programme successful. Some previous findings support the empirical data. 

such as the Cheng and Ho (1998), Zhao et al. (2004), and Kontoghiorghes (2001) which 

suggested that work environment is important to training effectiveness. 

Aniong the work environment factors. social support is the highest value 

correlated to training effectiveness. 'fhis indicated that the trainee is inclined to acquire 

more knowledge and skills from training programme and apply learned skills on the job 

when they perceived that the management and sl~pervisors encouraged. motivated, 

directed and controlled them in \\ark place. This result is consistent \tit11 pre\ ious 

literature n hich asserted the same tinding (Facteau et al., 1095: Kontoghior~lies. 700 1 : 

I'racey et al.. 1995). 'I he tr:~inee may look up to the organization init~ative as this 

appears ils nlorc than mere support t'or trainees; i t  is required [or the traininy programme 

to succeed. In contrast, Green (2002) indicated that the social support is positive but not 

significantly correlated with training transfer similar to finding from Jackson and B ~ ~ s h e  

(2007), and Wilks and Noe (1993). 

In addition, this study found that the opportunity to perform has the second 

highest correlation with training effectiveness. This is supported by Cheng and Ho 

(1998) who noted that the greater opportunity to perform is associated with greater 

overall transfer outcome which i n  turn is related to effectiveness. This implies that the 

trainees using learned skills when they were comfortable at work place. 'This explains 

the association between enough time and equipment to perform and training 

effectiveness by giving the trainees a chance to apply and develop their skills after the 

training programme. This result is consistent with previous studies such as Facteau et al. 

(1995), and Jackson and Bushe ( 2007). 
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The study also. as expected from previous research Tracey and Tews (I 995). and 

Elangovan and Karakowsky (1999) they found that the reward system had a positive 

correlation with training effectiveness. This implies that the trainees were more satisfied 

and tend to attend and apply knowledge and skills obtained from the course more often 

when they perceived that they will receive some incentives and appreciation from the 

organization. This result is asserted by Cheng and Ho (1 998), and Kontoghiorghes 

(2001). In addition. organi~ational culture in this study also had positive correlation 

with training el'fectiveness. This indicated that the trainee who perceivccl that the 

organization adopted strategies and policies to develop the employce and raise their 

work levels. Lvas niore sati\l?cd to jo in  training and accl~~ire n c n  sk~llc I'rom thc 

training proyamme. I his result is con\l\tcnt \\ itli (l'raceq and I'eu s. 1'995: 1-langovan 

and Karako\\ skq. 1099). 

Moreover, the st~ldy also revealed that the individual factors (fill1 scale) had 

demonstrated significant and positive relationship with training cffectiveness. This 

result indicated that the perception of employees toward training programme is very 

important in achieving training effectiveness. In other words, this result explains that 

the employees in hotels always need and seek to develop their skills, therefore they are 

keen to acquire knowledge and skills from the training programme which lead to the 

achievement of training goals. 

However, among the individual factors, tnotivation showed the highest 

correlation value with training effectiveness. This indicated that when trainees are 

provided with realistic information regarding the features and benefits of training 

programme, which are related to the actual perfortnance in their current job or are 

provided with fi~ture advancement, they will be more inclined to attend training 



programme and use skills on the job. Some previous findings support the current 

findings such as (Elangovan and Karakowsky, 1999; Mathieu et al.. 1992; Tai, 2006; 

Tracey and Tews, 1995). 

This study also found that ability had positive correlation with training 

effectiveness. The result indicated that trainees who feel confident in acquiring and 

using skills learned in training progranimes tend to use skills on the job. The training 

courses increase the capability and confidence to apply the skills. and develop capacity 

to use new skills. 'fhis implies the trainee's psychological and physical f ea t~~res  can 

explain the high association with training cffectiveness. 'l'his result is consistent \\ it11 

previoi~s literature by Chen et al. ( 3007). Elangovan and Karahowshy (1090). Ford et 

al. (19'12). 'l'ai ( 2006). and Zhao et al. (2004). 

As expected I'l-om preb ious research such as Cheng and I lo ( 1908). 1:acteau et al. 

(1995). Park and Wzntlin: ( 2007). and Tracey et al. (1995) attitilde indicated positive 

correlation with training effectiveness. 'This implies that the trainees may look to 

training as activity for personal development as long as they believe they can gain 

something from the training programnie. 'This explains the relation between employee 

and organization through high degree of commitment to the job and the organization. 

Finally, the findings of this study showed that the training process factors (full 

scale) demonstrated significant and positive relationship with training effectiveness. 

'This result could be because the trainees perceived the process of trainins through the 

kind of knowledge and skills they learned in the course and the methods used in training 

are related to their work. If this perception is accurate, they will be satisfied with the 

training programme. This can explain the association between process and effectiveness 



in this study whcih consistent with previous literature by Kontoghiorghes (2001). and 

Zhao et al. ( 2004). 

Have be seen that among the training process factors. training design had the 

highest correlation value with training effectiveness. Perhaps, the trainees tendto use 

more knowledge and skills for their job when they perceived that it was easy to beconie 

familiar with training course actions and its methods are more clear and readable. In 

turn. the training design will enable them to get the learning done without feeling thal 

training is a burden, and they beconie niore satisfied with training content. 'l'liis rcsult is 

similar to the previous literature sucli as Clien et al. (2007). Konto~hiorglies ( 200 I ) ,  

and Zhao et al. (2004). 

As indicated i n  prek ious htu(lic4 (C'licn et al.. 2007: Kontoghiorglics. 3001: 7hao 

et al.. 2004) study also found that r i  positive correlation between the training ~ieccls and 

training effectiveness. l'his implies that withoi~t the needs assessnient. tlie hotel wo~~l tJ  

not be able to offer the right courses to the right e~nployees and woi~ld therefore fail to 

offer effective training. Tliis relationship confirnied that training helps the trainees to 

improve their work performance because their needs were assessed before tlie training 

was conducted and therefore made the training models relevant to their job. 

5.5 CONCLUSION 

The findings of the study are consistent to the previous literature which indicated 

that organization culture and attitude factors did not significantly contributed on the 

training effectiveness. This result is inconsistent with the most literature which 

indicated that these factors play main role in achieving training effectiveness which in 
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turn expand the literature regarding this topic. Also, the study investigated the 

association between work environment, individual, and training process factors. The 

findings (as defined in the study) of this investigation may be considered as one of the 

tirst studies in the literatures that indicated this relations which extend the literature in 

this area. 

This study have different findings with the previous studies in training area. This 

vary in findings could be to various reasons that affcct the perception of the current 

study sample. For example. one of the main features of this study was focused on the 

perception of employees toward various training programmes that attended in the last 

year in their workplace. - 1  his perception may different regarding one training 

prozrammes to another. These programmes \\ere different in goals. ski1 Is intend to 

learn. implementation, the trainers that provide Lno~vledge and skills. and place of 

training programme (inside or outside hotel). In addition. this study was condi~cted in 

hotels sector in ASEZA. which mean different sample and popi~lation compared to the 

past studies. This sample follow certain community nliich differ in culture, beliefs, 

traditional, features, and even organization culture which in turn could be affected on 

the findings of current study. Morever, the work conditions and the nature of jobs for 

hotels industry was vary with the other organizations and industries in terms of 

products os services. 

In conclusion, the following Table 5.1 summarizes the results of the hypotheses 

testing accompany with the results of previous studies that was consistant and 

inconsistant with the results of the current study. 



Table 5.1 : Result o f  Hypotheses Testing Acconipany with Previous Studies 
Findings Supported Not Supported 

Objective 1 

HA 1-1  Sig Lirn et al. (2007); Tracey et al. (1995); Rouiller Green (2002); Casper (2005) 
& Goldstein (1993); Xiao (1 996). 

HA1-2 Sig Ford et al. (1992); Noe & Wilks (1 993); Jackson Cheng & Ho ( 1  998). 
& Bushe (2007) 

HA1-3 S1g Elangovan & Karakowsky (1 999); Tracy et al. Cheng &Ho (1 998); Xiao ( 1996) 
( 1995); Rouiller & Goldstein ( 1993). 

HAl-1 Not Sig Tracy et al. (1995); Tracy & Tews 
( 1995); Jackson & Bushe (2007); 
Tracy & Tews (1095). 

HA2- 1 Sig Elangovan & Karahowsky (1999): Zliao et al. 12il i i  et al. (2007) 
(7004); Noe & Schmitt ( 1986); Chuang ct w l .  
(2005) 

11.i2-2 Not Sig 

11,iL-3 S i g  ( ' l i ~ ~ a ~ i ~  ct a t .  (2005); Fac tea~~ et ; \ I . (  1005): L i ~ n  ('lizng "kt lo ( 1008) 
et al. (2007); 'Pracy & I'cus (1095). 

11:13-1 S i g  %h;to ct al. (2004); Clien et n l .  (2007): l i ~ n  et al. 
(2007); I'racey K: 1-ews ( 1995). 

HA3-L S i ?  ('hen et a1.(2007): Xino ( 1906) 
Objective 2 
f [ti  4 Sig 

HA 6 Sig 



Objective 3 
HA7-I Sig Facteau et al. (1995); Tracy et al. ( 1  995) Green (2002); Jackson & Bushe 

(2007) 

HA7-2 Sig Facteau et al. ( 1  995); Jackson & Bushe (2007) 

HA7-3 Sig Elangovan & Karakowsky (1999); Tracy & 
Tews ( 1  995). 

HA7-4 Sig Elangovan & Karakowsky ( 1  999); Tracy & 
Tews ( 1995 ) 

lIA8-1 Sig C'lien et al. (2007); Ford et al. (1992) 

H2\8-2 Sip Park Pi Wentling (2007); 'Tracy et al. ( 1995): 
Factteau et nl .  (1995) 

F1,\8-3 Sig Tal (7000) .  blatli~eu et ;i1 ( 1002) 

11)\9-I Sig %li;~o et al. (2004) .  C'licn et a1.(2007) 



CHAPTER SIX: CONCLUSION 

6.1 INTRODUCTION 

' The present study aims to investigate and determine the factors that have the 

probability to affect training effectiveness in the hotel sector. In the past, training was 

not considered to be an activity that assists hotels in creating value and that deals 

successfully with competitors' challenges. IIowever, recently, this view has ~ n a d e  a 

complete turn around and hotels now i~tilize innovative training and development 

activities that are likely to result in bcttcr financial performance compared to 

competitors. In addition. training also helps in meeting competitive chnllengcs. 

'Thcreforc. hotels have to continue dcpencling on efficient and effective training 

practices to strengthen and increase emploqccs' skills for the improvenicnt of products 

and services. 

The present sti~dy is also motivated by the necessity to provicle statistical 

evidence indicating the ePfect of these factors and their relationship to training 

effectiveness in light of the previous research concerning achievement of training goals. 

These factors are: work environment factors (social support, opportunity to perform, 

reward system, and organizational culture), individual factors (ability, attitude, and 

motivation), and training process (training needs and training design). 

. . 
The present study identified a framework of factors and t r a ~ n ~ n g  effectiveness and 

tested the hypothesized relations within this framework. The study comprised three 

main hypotheses to assess the impact of work environment, individual and training 

process factors upon training effectiveness and an additional three hypotheses to 

determine the relationship among these factors and training effectiveness. 
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The work environment in the present study comprised 15 items: three items for 

social support, four items for opportunity to perform, three items for reward system, and 

five items for organizational culture. For the purpose of achieving the objective, the 

study made use of the primary niethod, a quantitative exploratory design and standard 

multiple regression linear analysis. The findings revealed that work environnient is a 

key factor having a significant contribution to the training effectiveness ancl sub-factors 

including social support, opportunity to perform. and reward system also significantly 

contributed. Meanwhile, organi~ational culture did not rcveal significant contl-ibution to 

training effectiveness. 

.r'lie indi\.id~lal [actors comprised 13 items: four itenis for ability. thl..ee items for 

attitude, anti live items for n~otivation. I'he objective was li~ltilled through tlic use of 

standard multiple regressions. .l'lic results of tlic analysis implied that individual l'actors 

arc main factors that significantly contribute to the training effectiveness. In addition. 

ability and motivation as sub-fr~ctors wcrc found to significantly contrib~~tc to the 

effectiveness of training while attitucfc did not. 

With regards to the training process. the aim of the research was achieved by 

assessing a total of eight items: three for training needs and five for training design. The 

findings revealed training process as well as both sub-factors (training needs and 

training design) influenced training effectiveness. The study also made use of the 

correlation analysis in the analysis to determine the relation between the independent 

variables. The findings revealed a positive and significant relation between factors and 

they differed in values. 

The study objective was also achieved through the utilization of correlation 

among the work environment, individual and training process factors with training 
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effectiveness and the findings revealed that the factors are significantly and positively 

related with training effectiveness. Moreover, to further reinforce the above quantitative 

design findings, and to deeply understand the nature of the factors and explain its 

importance in the achievement of training effectiveness, a qualitative design technique 

in the form of interviews with human resource managers and training coordinators was 

carried out in five and four star hotels. Nine qi~estions were developed to gauge the 

importance of these filctors to the management of hotels in training activities. 

Firstly. the importance of social support is liigliliglited to have originated from 

the motivation of the staff to attend and to be encouraged into trainin?. Secondly, the 

problems and obstacles faced by rhe staff in the nork place are resolvccl. I hirdly. 

support is provided in various forms lihe equipment, tinnncial support, and ~ i n ~ c  to 

engage in  training. Fourthly. a positive environment is created in both [lie trainin? 

session and the work place. 

Next is the importance of increased opportunity to perform ~khicli firstly. 

originates from development of skills by intertwining the acquired skills during training 

with actual work, by maintaining their sustainability to meet various needs ot' clients 

and to develop the existing skills of the staff. Secondly, this also decreases the weakness 

in skills application particularly after the training programme when they perform 

repetitions of the skills in the work place, and later, they acquire difficult and complex 

skills and tasks. In turn, management will be. aware of the deticiencies of the 

application. Thirdly, there are the training costs that have to be considered by the 

management as investments in workforce and beneficial to the hotel in the long run. 

Following the increased opportunity to perform is the reward system which is 

crucial in various ways. Firstly, the staff becomes satisfied through rewards and they 
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feel a sense of belonging to the hotel. It also creates a feeling of safety and healthy 

competition between staff. Secondly. it makes staff more related to the hotel through 

career developnlent, reduced turnover, professional dealings with clients and honesty. 

Thirdly, it encourages the trainee to attend the training programme for acquisition of 

knowledge and optimal skills. 

Also, the iniportarice of the manager's point of view in light of employee's ability 

before and after training is inipol-tant because firstly. the training enables the trainee to 

acquire skills and knowlecige and to absorb a substantial amount of skills. This also 

helps in rcducing errors in task pcrtorrnancc. Secondly, thc trainee devclops easily and 

improves his knowledge and skills. and elevates his position i n  the hotel. This 11 i l l  also 

provide hirn bith the capability to innovate. 

Nest is niotivation which is i11ip01-tant for trainee5 in various \\n\s. Firstly. i t  

encourages the trainee to develop capabilities. take advantage of training, and iniprove 

his commitnlent to the training prozramnie. Secondly. i t  helps the trainee to become 

ambitious and to follow a quality of' standard in work performance. It teaches him 

accountability of his actions. Motivation also results in achievement of organization's 

skills via employees' skills. 

Training needs is also an important factor because: firstly. managers9 goals are 

directed to time and cost reduction and the deter~nination of trainees' needs. Secondly, 

training determines the trainee's skills and knowledge. what needs to be improved and 

it determines the level of training to be administered to particular groups. 

Finally, training design is an imperative factor because: tirstly, the training design 

requires an estimate of the financial cost required. It requires the determination of 



methods and techniques to be used in training. Secondly. it requires the development 

and choosing of the programmes incorporated in training that will make the trainee 

enthusiastic and which captures their attention. An optimal training design should be 

developed and replicated in the actual work place. 

6.2 CONTRIBUTION OF THE STUDY 

The present st~ldy has notable contributions with theoretical and practical 

i~nplications. 

6.2.1 Theoretical Contribution 

From the theoretical standpoinl. the results gained from this s t ~ ~ d y  \$,ere 

consistent with most of the PI-evious literature which support the role of work 

environment. individual, and training process factors to achieve training effectiveness. 

This s t ~ ~ t l y  contributes to the body of knowledge by investigating most of the main 

factors considered in literature as having the most possibility of impacting training 

effectiveness, which are work environment (social support, opportunity to perfonn. 

reward system, and organization culture), individual factors (ability, attitude, and 

motivation), and training process factors (training needs and training design). The study 

shed light on training effectiveness through understanding the impact of these factors 

and revealed a true picture. 

In general, for the majority of the studies regarding this topic, the focus is almost 

always on training outcome, transfer of training, and training effectiveness with an 



emphasis on the identification of the characteristics of training programmes by 

investigating the training needs for hotel employees. This is considered as a unique 

factor related to training effectiveness. Other studies investigated individual factors and 

work environment factors and their affect on training effectiveness. These studies' 

findings are scattered through many studies and thereby many factors are ignored; 

factors that help in the determination of the training effectiveness. Some factors are 

considered while others, which ]nay have strong impact on training effectiveness, are 

not. In light of this fact, the present study attempted to investigate most of the main 

factors considered in literature as having the most possibility of impacting training 

effectiveness which were: \\cork cn\ ironmen[. inclividual f~~ctors. and training proccss. 

I'his study aimcd to Ili~hlight the impact of thcsc factors and to reveal n ts~le p ic t~~re  of 

the affect. 

In addition, this s t ~ ~ d y  has extended the literature and research beyond training 

effectiveness in hotel organizations in Jordan. This study can be considered as one of 

the first studies that has been conducted in studying the factors influencing the human 

resource training effectiveness in hotels in Jordan. This st~ldy could be a base for the 

upcoming researches in this area in Jordan and could provide awareness and guidelines 

for researches regarding training in the service sector. 

The current study contributes to the body of literature by investigating the issues 

and factors influencing training outcome; it gives indication of how these factors can 

explain the effectiveness. For the first hypothesis which is about the effect of work 

environment factors (social support, opportunity to perform, reward system, and 

organization culture). this study provided empirical evidence to support most literature 

as with social support (Facteau et al., 1995; Lim et al., 2007; Rouiller & Goldstein, 



1993; Tracey et al.. 1995: Xiao, 1996), opportunity to perform (Ford et al., 1992; 

Jackson & Bushe 2007; Noe & Wilks 1993), and reward system (Elansovan & 

Karakowsky 1999; Rouiller & Goldstein, 1993: Tracey et al., 1995) which emphasized 

the role of management in creating positive conditions in order to achieve the desired 

training outcomes. According to the finding of the current study, the organization 

cirlture did not contribute to training effectiveness. This is inconsistent \kith previous 

studies that this factor plays an important role in training et'fectiveness. 

For the second hypothesis that addressed the effect o f  indiviclual factors (ability. 

attitude. and motivation), the study provided confirmation of the ~ ~ C V ~ O L I S  studies 

regarding the trainees' ability as with C'huang et al. (3 -005) .  Elangovan and Karako\ksky 

(1990). ancl Noe and Schmitt (1986), and   no ti vat ion (C'hunng et al.. 2005: I'acteai~ et 

al.. 1005: Lim et a[.. 2007: Tracey & rews. 1995) as ~iiain trainee feati~rts which can 

play a role in training programmes attended. the acquiring of KAS and a p p l ~  ing it in the 

workplace. FUI-thermore. based on the clualitative survey. this sti~dy added nen constrilct 

to literature which is attitude of trainee toward training programme is not significant as 

a factor that can influence training effectiveness. 

The third hypothesis focuses on training process (training needs and training 

design). This study supported the previous literature which claims the necessity of 

training needs as with Chen et al. ( 2007), Lim et al. (2007), Tracey and 'Tews (1995), 

and Zhao et al. (2004), and training design (Chen et al., 2007; Xiao 1996) to make the 

knowledge and skills related to actual workplace, and choosing the best manner in 

delivering it. 

With regards to the fourth, fifth, and sixth hypotheses which were about the 

relationship between work environment, individual factors, and training process factors, 
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the current study expanded the research regarding training effectiveness, and 

determined the relationship between these factors. In fact, these factors had shown 

positive and significant correlation with each other. It gave detailed indication that the 

trainees pay more attention when they perceived that the management motived them. 

created better circumstances, adopted strategies in order to create better conditions, and 

created good expectation toward training programme. The trainees will then pay more 

attention to attend training programme. acquire and apply the trained skills. 

For the seventh, eighth. and ninth hypotheses which addressed the relationship 

among the work environment. indiviclual factors. and training proccss f:ilctors with 

training effectiveness, this s tud ,  contirmed the majority of the literature that indicated 

that these t';~ctors positivclj related to training efttlctiveness \\ it11 dil'ferent balues. 

6.2.2 Practical Contribution 

For practical contribution, this study expanded understanding of the effect of 

work environment, individual factors, and training process factors in achieving 

behavior change for trainees in the workplace. The data gleaned from this study was 

used to describe how these factors can help in acquiring knowledge and skills from 

training progranime, and the extent to which these KSA are applied on the Job. The 

current study was an opportunity for the hotel organizations in Jordan to think carefully 

about the importance of the factors that influence the training effectiveness in order to 

increase performance level in the hotels. 

The current findings can be taken into consideration by hotel management in 

Aqaba city to achieve training effectiveness. For instance, by keeping the factors 
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impacting training effectiveness in mind, the management can provide an effective 

training programme to its employees which will eventually result in improved services 

by employees and the overall enhancenient of hotel performance. In addition, it can 

improve and increase the probability of obtaining knowledge, skills and attitudes and 

applying it in actual workplace through the adoption of strategies that improve 

workplace conditions including; building positive relation with employees, adopting 

reward system to motive attendance. acquisition of knowledge and application of new 

skills, provide tlie trainees tlie opportunity to apply the skills in tlie workplace. 

Management must also be anarc of tlieir crucial role of providing equipment and 

sufficient time for trainee to be trained in operating tlieni. blorcover. both the intrincic 

and extrinsic rewards motivating the trainee should be hept in mind and nianagement 

should be discerning in their selection of trainees to attend the training prograninie: they 

should only choose those with the ability to obtain and apply skills and those that are 

confident in the features and the advantages of the programme. 

Furtherniore, the training needs determine the acti~al KSA requiretl~ents in order 

to improve it, through training programme. Thus, it is imperative to conduct the needs 

assessment in an efficient way and not depend on the experience of managers or 

supervisors to determine these needs. Also, training programme sessions must be 

supplied with adequate equipment and methods to suit the nature of knowledge and 

skills. 

Finally, the training progratnn~e's effectiveness is achieved when i t  beconies the 

center of the learning process; a process that involves activities before, during and after 

the training programme. These activities are the factors facilitating transfer of training. 

Therefore, a training programme is not a one-time event but a coniplex operation 
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comprising encouragement of individuals in improving their orientation towards the 

programme, provision of positive environment in the work place, and supporting all the 

needs of the training sessions. Hence, all the factors have to be taken into consideration 

by management, and not merely focus on one activity, as they, in their entirety, 

represent training effectiveness. 

6.3 1ICIPLIC:ATIONS OF THE STUDY 

The challenge of achieving training efrectivencss becomes more nrduoils with 

the nccessity of understanding the iniportance of factors that impact training and the 

n~anage~nent's role in improving such training in the c o n t e ~ t  of ASEZA. l'hese factors 

arc the training programme's dimensions th;\t determine the programme's success o r  

failitre and the degree of alignment bct\\ccn managcmcnt and trainees' expectations. 

This study indicated several factorc that influence training effectiveness. These 

factors included the internal factors such as the training needs and training design, and 

the external factors which are environment and individual factors. Therefore, the 

evaluation should not be limited to the training process such as: needs, design. training 

methods, the environment of training sessions, and trainers but rather than to the other 

factors that could impact on training effectiveness and outside the training process. This 

evaluation can determine the real weakness in the factors which need to improve, 

develop, and resolve whether in the process or in the work environment, and even in the 

trainees characteristics. 

Another implication of this study, is that the training effectiveness is a shared 

responsibility. No matter how hard the provider of training work, it can not produce 
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effectiveness training alone. The hotel management is also major partner to achieve 

training effectiveness, their action and behavior can enhance or hinder training 

effectiveness. Therefore. the managenient should do more that just send the enlployees 

for training, but have to provide favorable work conditions for training. A favorable 

training conditions includes, shared belief in the importance and usefulness of training, 

supplying equipment and enough time to use the learned skills specially after training 

programme. Also, management can adopt policies that encourage and reuard 

individuals who participates in training and apply the learned skills on the job. The 

management of hotels also have responsibility to make sure that only employees \tho 

have need and want to improve the \+ay they perI.osm their jobs by improving their 

knowledge and skills are nominated. 

Evcn the trainees have able to attend 2nd apply learned skills. and have thc 

motivation to use these skills in workplace. The managenient can impact positively or 

negatively on trainees abilities and motivation. Therefore, managers shoi~ld be awared 

of trainees characteristics and expectations of attending training programmes beyond the 

requiretnent to attend by managers. Hence. understanding the trainees for attending 

training, can help to identify those factors that [nay be perceived to either facilitate or 

inhibit the use of learned skills. 

One of the main implications of this study, is that the individual factors were 

very important, and also niajor partner in achieving training effectiveness. These factors 

explained the characteristics of trainees, as the training was conducted to them, and 

improve their knowledge and skills. The trainees as the main element in servicing the 

guests in the hotels, should be able to perform their duties, have the capability to 

improve themselves. and forward to acquire new skills from development activities in 



hotel. These characteristics were required for every hotel staff, and necessary to achieve 

hotel goals. Hotel managers can benefits from these features and work on develop these 

features in trainees at workplace and training. Hotel management should know the 

capability of the employees and what are they looking for in their work. These 

informations have impact on choosing the employees who will attend training 

programme. and achieve training goals. Also management can facilitate or inhibit these 

features in workplace by the degree of supplying the employees, encol~rage them. and 

understand them. 

Finally, training process was indicated essential element in training. Fl'liis comes 

from the training session Lkhich was the actual procedures for gaining knowledge and 

skills accluisition. These proccsscs have impact of how the training \\.ill be. For 

example, the process determine the knowledge and skills required. determine \vho will 

attend training sessions (tarzct group). and choosing suitable methods to deliver the 

skills. Therefbre. the process has unique impact on the success of training programmes. 

Hence, the training process should be related to the workplace requirements and needs, 

also build these needs on scientifically bases and do not depend on the management 

experiences in this area. 

6.4 LIMITATIONS OF THE STUDY 

As with all studies, the present study has limitations. From a methodological 

view point, the present study only included five and four star hotels in Aqaba city which 

is the limited data pool within one region and hence, the result niay have confined the 

generalization to the other areas of Jordan. This study concentrated only on the five and 



four star hotels in ASEZA. Concentrating on these hotels allows us to control for 

variation across other classified and unclassitied hotels. In addition, these hotels are 

usually large and follow hotel chains. Thus, the factors that influences training 

effectiveness and the nature of training programmes may not be same in other classilied 

and small hotels. The other limitation is that this study concentrated on the hotel sector. 

Every tourism sector has different structures, features, and the nature of delivering the 

services uhicli may not be generalized to other tourism sectors. Finally. this study 

~~ti l ized trainees' perceptions about the factors that intluence training effectiveness 

instcad of actual transfer perfbrmance data. An actual measurement of effectiveness 

U O L I I ~  provide a much stronger measure than one based on perception. 

.l'his study determined and investigated the internal factors \\ hicli ins~cic the hotels 

oryanizations that can controlling and dominating on these tjctors in ceate better work 

conditions, induce trainees, and preparing training proyamnies These tictors are 

affecting individuals. communities. business, and society. l o  survive hotels must 

address these factors in working and development ( Noe. 20 10; pg 10). For example of 

these factors, law and regulations, globalization. national culture, changing 

demographic and diversity of the work force, new technology, and economic cycle. 

6.5 RECOMMENDATIONS 

For future research, the researcher recommends further investigation into the 

topic. Given the current findings concerning training effectiveness, future studies should 

conduct an in-depth examination using different population to ascertain if the trend 

found in this study continues in other areas. Also, future studies should look into 



Management can also provide varying degrees of support to training programs 

and be involved in the facilitation. design and delivery of training. The basic level of 

support from management is enabling their trainees to attend the program while the 

greatest level of support is to contribute services to training as an instructor. Manager- 

instructor may be able to provide the trainee with all the low-level support functions 

including the application of the newly acquired knowledge. 

Finally, managenlent in the hotel sector of Aqaba city can help achieve training 

effectiveness through the tievelopment and i~tilization of action plans: a ~vritten 

document incll~ding steps that trainees and managers should i~ndertake to y~~arantee ne\v 

skills application on thc job. Finally.. emphasis on evaluation should be matle by 

management in tcrnis of trainees' behavior change and improvcd perKormance 

particulal-ly following the training program to highlight the strenyths and the 

weaknesses of the employees' application of the newly acquired skills in the workplace. 

The present study highlighted the relationship and the importance of the work 

environment, individual factors, and training process factors as a means to achieve 

training effectiveness in five and four star hotels in ASEZA. The study intends to 

contribute a formative study to expand the data gained from scholarly studies and 

associated literature related to training effectiveness. The rational for this research is to 

identify what was known about the effectiveness of training programmes in the hotel 

sector in ASEZA, what causes the learning gap, and the importance of continuing the 

study concerning training effectiveness. A problenl identilied prior to the study pertains 



to the question of why trainees often do not apply to the work place what they have 

learned during the training programmes. There are many causes for this gap between 

training event and on-the-job application and it falls into three categories: work 

environment, individual factors, and training process variables (Baldwin and Ford, 

1988). 

Early studies demonstrated that the training effectiveness is a mix of various 

factors in meaningful constructs including work environment. individual factors, and 

training process factors which motivated the researcher to determine the relationship 

and impact of the suggested factors on training efkctivencss. 'The study investigated six 

key questions: these cluestions established the foundation of the stutly~s framework. and 

hypotheses which include three main liqpothescs containing nine sub-hqpotlieses to 

assess the intluence of these factors on training effectivenes4. three hypotheses to assess 

the relationship between these factors. three main hypotheses and nine sub-hypotheses 

to asscss the relationship between the factors and training effectiveness. rhis study ~lsed 

mix research design and quantitative and qualitative methods to increase the validity 

and confirm the findings. 

With regards to data collection. the quantitative method involved a total of 297 

employees, who attended training programmes in seven hotels (four 5-star and three 4- 

star hotels), as the sample of this study. Due to different classification of hotels, 

stratitjed sampling was used in the survey research involving 247 respondents in five 

star hotels and 50 respondents in four star hotels. The questionnaire was distributed 

personally by the researcher between 14th July and 7th September. For the qualitative 

method, the researcher used face-to-face interview with 12 employees representing the 

total human resource managers and training coordinators in the related hotels. 



Therefore. the present study used two instruments; the questionnaire and 

interviews. The questionnaire used a five point likert scale from ( 1 )  strongly disagree to 

(5) strongly agree, and the questions therein were divided into three sections; 

background questions, evaluation of the effectiveness of training, and measurement of 

the relationship between three factors (work environment. individual factors, and 

training process) and training effectiveness. A total of 60 items were adopted from 

previous studies that were validated by academic experts, and achieved reliability 

through a pilot study and Cronbachs Alpha Coefficient. In addition. personal hce-to- 

face intervie~cs with tiurnan resource managers and training coordinators in the five and 

four star hotels in ASE%I\ were carricd o ~ ~ t  with every interview cot1t:lining a set of ninc 

cli~cstions regarding thc importance of the ~ ~ o r k  cnviron~ner~t. individual factors. and 

traini~lg process tictors 

Due the different methods used, the study carried out the quantitative analysis 

using Statistical Package for Social Sciences (SPSS-PC) version 16.0 for Windows to 

determine the influence of independent factors (work environment, individual factors. 

and training process) on the dependent factor (training effectiveness) and to assess the 

correlation between these factors that may intluence training effectiveness. As for 

qualitative analysis, the study used content analysis to identify the themes and sub- 

themes that emerged from the data. 

A total of 263 questionnaires representing 88.5% was revised and completed out 

of a total of 297. The analysis of findings reported the sample demographic 

characteristics, and descriptive analysis showed the perception of the respondents 

regarding the training effectiveness as dependent variable and the factors as independent 

variables. Based on the research objectives and the hypotheses of the research. the study 



used various methods to test the hypotheses. First, linear multiple regression was used 

to assess the influence of the independent variables (work environment, individual 

factors, and training process) on the dependent variable (training effectiveness). The 

result indicated that between these factors. organization culture and attitude did not 

demonstrate significant effect on training effectiveness. Second, the correlation analysis 

was conducted to assess the relationship among the independent variables. and between 

the independent variables and dcpendent variable. The result showed significant 

positive correlation between all these variables. 

The qualitative analysis in the current study reported the anslvers ot' participants 

from thc intervic~vs. Nine questions investizated the ilnportance of social support. 

opportunity to perrorm, rekbard system. or~nnization culti~rc, ability. attitude. 

motivation. training needs. and (raining design in facilitating the cffectivencss of 

training in hotels in ASEZA. 'I'he results gathered in the main themes and sub-themes 

were supported by the participants' answers. 

The results of the current study werc classified according to the research questions 

which included full description of the findings for each question. and supported by 

previous literature that were consistent or contradictory with the findings of the study. 

Justifications were also presented for most of the results of the hypotheses. 

In addition, the stc~dy reportctl the achievement of the study ob.jectives, and 

notable theoretical. practical, and methodological contributions. Also, the ilnplication of 

the study revealed the need for training practitioners in the hotel sector in ASEZA to 

take into account that training is not a one-time process but a group of activities ranging 

from activities prior to the training sessions and extends to change behavior of staff. 

There is a high probability for hotels to receive a better return on their training 
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investment and an increase in the inherent value of their work force by encouraging 

their staff to be inclined to training programmes, catering to their needs through these 

programmes, and providing them with a positive work environment, while ensuring that 

the activities and content of programme are realistic and presented in professional ways. 

In addition, the limitation of study was considered followed by future research 

suggestions. 

Additionally. the present study highlighted the work environn~ent, individual 

factors and training process factors as means to nchievc training effectiveness in the five 

and fo~ir star hotels in ASEZA. 
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APPENDIX A 

Interview Questions 

First question 

why does the management believe the social support  is important to achieve 
training effectiveness which reflects on performance of employees in the hotel? 

Secon (1 question 

why does the management believe the opportunity to perform is important to 
achieve training effectiveness which reflects on performance of employees in the 
hotel? 

why tloes the ma~~agctneri t  believe the social support  is important to achieve 

training cffecti\.eness nhich reflects on performance of employees i11 the hotel? 

why does the managernerit believe the social culture is important to achieve 
training effectiveness which reflects on performance of employees in the hotel? 

Fifth question 

why does the management choose the employees whom own ability to 
attend training programme? 

why does the management choose the employees whom own attitude to attend 
training programme3 



Seventh question 

why does the management choose the employees whom own motivation to 

attend training programme? 

Eighth question 

What is the importance of the training needs analysis? 

Ninth question 

What is the importance of the training design in achieved training goals? 



APPENDIX B 

Expert validation form 

Dear expert 

Please read each of the survey statements in the validation form. The survey 
statements 1-47 represent the evaluation of the training effectiveness, and the statement 
48-1 13 represent the factors that may influence the training effectiveness. 

To respond to these survey statements, the participant will use a four point likert 
scale that is ordered from strongly disagree (low) to strongly agree (high), 2nd disagree 
or agree as midpoint. 

Using the rating scale shown below. please indicate your support for iticluding 
each statement in the survey; place \our support rating column next to each survey 
statement. If you like to make recommendation for revisions, please add comment or 
suggestions in the column provided. 

Rating scale description 

I -  'l'lic question is appropriate: retain tlie cluection 
3- The q~lcstion s l io~~ld  be mociitied as suggested (please revised the qilestion in tlie 

column located to tlie right oS cluestions). 
3- The question is irrelevc~nt; delete the cluestion. 

Isam Mohammacl Suleiman Al NIakhaclmah 
PHD student 
Tourism and Hospitality 
College of Arts & Sciences (CAS) 
University Utara Malaysia (UUM) 
Email: isammakhadmeh@yahoo.com 
Mobile: 0785156100 



1- The question is appropriate 2- The question should be 3- The question is Retain 
the question. modified as suggested. irrelevant delete the 

Question. 

I Section 1: evaluation training 1 Support 1 Comments 
effectiveness 

1 - My impression of the training 
programme was "excellent" 

-- 

2- The training objectives were 
clearly stated in understandable 

-- -~ 

3- The facility in the course met all 
needs of the training programme 

4- The equipment in the course met 
all needs of the training 
progra1iinie 

5-  The course materials \bere easy to 

6- The course niatcrials \\ere ilsefi~l I-P 7- Tlie trainer presetited information 

t in an understanclable manner 
8- The trainer presented information t - 

t in a professional manner 
- - - - . -- - -- - 

0- l'he amount of time sclieciuled 
exactly \\hat n a s  needed to meet 
the course obiective -- - . - - -- - - - -. - 

10- I nould recomniend this course to 
other teammates I T 

1 I 1 -  I gaincd kno\vledge after the 1 I 
1 training pLogramnie -I __L 

12- 1 gained skills after the training 
prograninie 

13- The facilitate were suitable to 
14- Tlie equipment were suitable to 

learn -- 
15- The knowledge gained through 1 

training are directly applicable to 
my .job 

16- The skills gained through training 
are directly applicable to my job -- 

17- 'I'he exercises were realistic and 

- true to my job - 

18- The instructional methods 
(lectures, discussion, etc) were 
effective 

9 The knowledge I learned I help I - - p p ]  Em my job better , - - -- - - - --- 



1- The question is appropriate 2- The question should be 3- The question is Retain the 
question. modified as suggested. irrelevant delete the 

question. 

r 20- The skills I learned will help me ] -77 
perform my job better 

2 1 - The trainer explained how each 

t training programme 
23- I used the knowledge and skills 

activity related to the job 
22-Am encouraged to participant in the 

learned in my  job t-- - 

24- 1 used skills learned in mv iob 

t J 

25- 1 perceive my job as an iniportant 

-- part of 11iy I identity . -- 

26- I believe that knowledge learned in 
tlie training is usefill in solvi t~g work 
related nroblenis 

( 27- 1 believecl that thc skills learned in 1 
the training are usefill in solving 
\\ark relatecl ~ r o b l e m s  

1 28- I could identify specific skills in 1 
1 such situations 1 

29-Applying the skills learned in the 
training programme led to positive 
outconies for me 

30- My job performance will i~nprove 
 hen 1 ilsc new skills that learned in 
the training programme - -- - - - -- -- - - - - - 

3 1 - 1 attend training progranime because ! 
it provide me with skills that will 1 
allow me to be more effective in my 
iob 

32- 1 have capability to face problem in 
niy job after the training programme 

33- 1 have capability to deal with 
different conditions in my job after 

I 
. . 

the training programme 
34- 1 changed niy behavior consistent 

\vith the skills I learned in the 1 
training progralnnie 

r 3 5 -  I am able to influence my work 
environment 

36- The training help me to be more 
L professional in servicing guest 



1- The question is appropriate 2- The question should be 3- The question is Retain 
the question. modified as suggested. irrelevan delete the 

question. 
37- am look to guest as a benefits 

hotels 
38- 1 seek to achieve guest satisfaction 
39- I satisfied with my job 
40- 1 believe the teamwork in one entity I= in lily job 

1 try to make supervisor satisfied 
with Inv work 

-. - - -- 

45- I use my skills in achieving high 
cluality service 

46- I ~1st. my experience i n  achieving 

! high cli~ality seri ice 1 
- -- -. - -- 

47- 1 feel tlie hotel as mv sccond lionit. 
SectionZ: factors influence training 

- .. -~ ~ 

49- Top management is willing to spend 
money on training programme 

- --- -- -. 

to acquire new skills 
52- My peers encourage my efforts to r- 

incorporate new procedures that I 
have learned in tlie training 
programme result -- 

53- My subordinator are receptive my 
use of new skills from training 
programme 

! 
- 

54- supervisor expects me to apply 
knowledge I gained in the training 

I programme / 
-p--p-pp- 

5 5 -  supervisor expects me to apply the 
skills I gained in tlie training 
prograni me --- -- ~ 



1- The question is appropriate 2- The question should be 3- The question is Retain the 
question. modified as suggested. irrelevan delete the 

question. 
Opportunity to perform 

56- 1 am encouraged to try new techniques 
after the training programme 

57- I am encouraged to try new innovation 

60- 1 have adequate time to perform new I skills I have been trained I 

after the training programme 
58- I have adequate equipment to perfortn 

new skills in mv iob 

61- 1 learned skills in the training 
programme that I intencl to use in my 

-- ever) day work -.- -- --- 

-- 

I 62- The training was up-to-date with 
current condition on my job 

63- I h a \ , ~  time in my job to strengthen my 
ski1 Is weaknesses ~ ~ 

~ .. ~ 

learned from the 
t r a ~ n ~ n g  programme I can expect to 
receive some sort of recognition 

65- Attending the training programme 
increase my chance of getting a 

because it increases my 
job opportunities in the future 

67-The supervisor gives appraise to 
participants who demonstrate that they 
have effectively applied what was 

t learned during the training 
- - - - - 

68- The manager provides incentive for 
participants who appIy what they have 
learned during the training programme 
Organization culture - -- -- 

69- The management encourages 
employees during the training sessions 

70- l'he management understands the 
conditions that facilitate on the job 
training 

! 71- The management discuss the objectives 
of training programme that trainees had 
attended 



1- The question is appropriate 2- The question should be 3- The question is Retain the 
question. modified as suggested. irrelevant delete the 

question. 
72- The management discuss with the 

trainees the unforeseen barriers to apply 
trained skills 

73- The nianagenient nieet regularly with 
the trainees to discuss the action plan 
to apply the trained skills 

74- The management requests reports 
participants on how apply what they 
were learned in the 

75- The management 
and constructive feedback to 
subordinators about their job 
~erformance 

Section2: factors influence training 
effectiveness (indivitlual factors) 

1 76- 1 feel conticlerit tllat my skills exceed 1 I I 
I those 01. m v  col leac~~cs  I I I 
1 77- 1 feel contident that 111y capability 

exceed those ol'nly colleagues - -~ ...-.. 

78- I am ~ ~ s u a l l y  a good judge ot'my own 
capabilities 

79- I am sure I can apply the knowlcclge 
from the training programme to my -job - - - -- . - - 

80- 1 am sure I can apply the skills from the 
training programme to lily job 

-- 

8 I -  I feel confident in my ability to nccluire 
new knowledge fro111 the training 
programme 

82- I feel confident in my ability to acquire 
new skills from the training rogratnme 

83- I retain myself confident even +- if I 
slipped in using the trained skills on my 
job -- -- 

Attitude 
84- The training programme 1 have 

attended is useful for my job 
develo~lnent 

programme 1 have attended has been 

1 86- The time spent away from my job to 
attend the training programmes has 
been worthwhile 



1- The question is appropriate 2- The question should be 3- The question is Retain the 
question. modified as suggested. irrelevant delete the 

~- 

question. 

1 
~ 

8 7 -  I have 
I skills emphasized from the training 1 I 

feel there is a value in 
attending the training programme 

89- Training can help me reach my 
career goals 
Motivation 
-- 

90- I am motivated to learn tlie skills 
emphasized in the training 
programme) - - - 

- - 

91- I will try to learn as nit~ch as 1 can 
from the training progranimc 

92- I want to il-nprove tny knowledge in 
thc training programme - . . 

- - -- -- - - - - - - --. - 

93- I \\ant to improve my skills in the t 
training programnic 

-- -- - - 

94- 1 voluntecrcd for the training 
progratiinie 

95'r 'he knowledge I gained in the 

I training progranlnls may adv;lncc niy 1 
t career - pp - -- 

96- The experience I gained in the I - - -  

I training prograliime may :lilvance my / 
I 

career -- 

97- 'I'he reason I decided to attend tlie k- t 
I training programme was to learn how 1 I 

I can improve my knowledge 
The reason I decided to attend the 

I training programme was to learn how 1 I 
I can im rove m skills 

Section2: factors influence training "*- 
in accomplish niy job task -- 

100- New skills is very important in 
accomplish my job task 

appropriately matched tlie needs of 
task in work situation 

effectiveness training process) 
needs 

-- 

99- New knowledge is very important 
-- 



1- The question is appropriate 2- The question should be 3- The question is Retain the 
question. modified as suggested. irrelevant delete the 

question. 

1 02- Training programme 
appropriately provide content 
based on the needs of the task in 
work situation 

b 0 3 -  Selection of trainees was 
properly based on the needs of the 
work situation I 

104- The training programme was 
1 based on the emvlovee needs 

-- 
T r a i n i e n  

105- Physical facilitate for the 
training programme that I attend 

I adeauate 1 
106- Thc design of each course in thc 

~~ramtne  uras training pro, 
appropriate 

-p - - -- 

107- ['he training progl-amme 
adopted an appropriate 
educational method 

- 

I 08- 1 hc trainer has positive allititcle 
I tow.ard the trainees 
1 109- 1 see the link between the 
I training programme 1 I I I 

pasticipated and to career 
110- 'The training is believable \\here 

1 information is based upon I 
knowledge 

I 1 1 -  The training is believable where 
information is based upon 

- experience 
112-  rainin in^ is entertaining 

engages trainees for their 
attention 

1 13- The training activity involves 
trainees in the training process 

114- What are the benefits of the training programme to you? 

115- What are the benefits of the training programme to the hotels? 



APPENDIX C 

Final Questionnaire 

Dear participant 

This instrument is to measure "The Factors Influencing the Effectiveness of 

Human Resource Training Programme in Hotel Sector: A Study in the Aqaba 

Special Economic Zone Authority". This study is conducted to achieve the 

effectiveness of training through investigating the factors which influence the 

training pl-ogramme. 

Your participation in this s t ~ ~ t l y  will help in explain these factors. T h e  stutly 

mill also propose gi~itlelines to management in hotel as to take in to account these 

a Ion factors to ensure positive results from the training programme. Your particip t' 

in the questionnaire is voluntary, ant1 your answer will be dealt confitlentiality. 

T h a n k  you for your interest and participation in this study. I genuinelj appreciate 

your  time. 

Sincerely, 

Isam Mohammad Suleiman Al Makhadmah 

PHD student 
Tourism and Hospitality 
College of Arts & Sciences (CAS) 
University Utara Malaysia (UUM) 
Email: isammakhadmeh@yahoo.com 



1. DEMOGRAPHICS 

Female R 
2 - Edncational level 

1Iiuh school 
Diploma 

-. -. - - -- - - -- 

Underaratluate r 
3-:lniount of cxl~criencc working in the hotel 

Under 5 ve:lrs 
., . L 

6 - 1 0  vears -- --. .. 

1 1  - 15 years - 

16 - 20 wars  
21 ye;\rs Or more 1 

Jordanian 
Non Jordanian 

5-How many times have you attended the training programme in a year 



11. E V A L U A T I O N  OF T R A I N I N G  P R O G R A M M E  

T h e  following s t a t e m e n t  assess y o u r  eva lua t ion  in t h e  t ra in ing  you 

a t t ended .  For e a c h  s ta tement ,  p lease  select t h e  n u m b e r  f r o m  t h e  scale  t h a t  

c o r r e s p o n d s  t o  y o u r  level of  agreement .  

Statement 

I I ) 1My i~npression of the training 

t programme was "excellent" 
The training objectives mere 

I clearly stated in understandable 

- - -- 

in the course nict all 

1 Decree of aoreement I 

The ccluipment in the course rnct 
all needs of the training 

.llllosr:lmme - 

The course materi:lls were easy to 
follo\v 

needs of the trainino Droorilnlme 1 

I gained knowledge after the 
training programme --- 

I gained skills after the training 
programme - 

learn 
11 The equipment were suitable to 

learn 
12 The skills gained through training 

a r e  directly applicable to my job 
13 The exercises were realistic and  

true to my job 
14 The  trainer explained how each 

activity related to the job 



Statement FTT------ 
in the training a r e  useful in 

when I use new skills that learned 

1 1 in the training progranime 

1 18 1 I attend training progranime 

1 ( becausc it provide m e  with skills 

1 I that  will allow me to be more 

1 in my job :lfter the training 

-- -- - - 

ch;in,oed m y  behavior consistent 

1 1 with the sliills I 1e:lrned in the 
training progr;lnilne 

-- --- - - - 

The  training help nie to be more 

1 I profession:~l in servicing cuest 

1 22 1 apply my experience when I tlo 

1 23 I apply the knowledge in dealing 
with guest 

~ ~ ~ ~ ~ ~ ~ n g  high 

quality service 

I feel the hotel a s  my second home 

- -- 

Degree of agreement 
Strongly Disagree Neutral  

disagree(1) (2) (3) 



111. FACTORS INFLUENCING TRAINING EFFECTIVENESS 

T h e  following s ta tements  assess y o u r  evaluat ion o n  w o r k  e n v i r o n m e n t  in 11 
relation t o  t ra ining.  F o r  e a c h  s t a t e m e n t  please  select t h e  n u m b e r  f r o m  t h e  scale  11 
t h a t  c o r r e s p o n d  t o  y o u r  level o f  a g r e e m e n t  

Degree of agreement 
No Statement Strongly Disagree Neutral Agree Strongly 

disagree agree(5) 

Social support 
26 supervisor is supportive of 

my efforts to acquire new 

- -. skills -- --- 

27 My subordinates a re  
receptive toward-my use of 
new skills from the training 
programme 

-- - - --- 

28 super\,isor e\pects me to 
apply the shills I gained in 
the training programme - I 

Opjortrrnitv * - to perform - -  - -  - - -- - -- - - - 
7 - - - -~ 

29 I am encouraged to t r j  new I 

techniques after the training 
I 

programme -- .- -- - - - -- - - - - -. - -- -- - 

30 I have adequate equipment 
to perform new skills in my 
job - - ---- - - 

31 I have adequate time to 
perform new skills I have 
been trained 

- --- - .. - --- - 

32 I learned skills in the 
training programme that 1 
intend to use in my everyday 
work -- 

Reward system 
33 Attending the training 

programme increase my 
chance of getting a 
promotion ---- - - - --- --- - - 

34 The supervisor gives 
appraise to participants who 
demonstrate that they have 
effectively applied what  was 
learned during the training 
programme -- 

35 The manager provides 
incentive for  participants 
who apply what  they have 
learned during the training 
programme 

-- 



The management encourages 
employees to participate during the 

Statement 

traininu sessions t z  _ _ _ _ _ _ _ _ _ - - - -  J- 
The management discuss the - 
objectives of training pro, oramme 
that trainees had attended 

11 culture -- 

- 

Degree of a reement 
Strongly D i s a g r e ~ % ~ m  

disagree(1) 

I-.. 

(2) (3) a ree 5) 

The management discuss with the 
trainees the unforeseen barriers to 
;~pply trained sltills ~ 

The management requests reports 
from the participants regarding 
their app1ic;ltions toward the 

~ -- tr;linin:: -- ~ ~ro~?!!!!!es. _ ~ ~ 

The management pro\.itle both 
positive ;~nt l  constructive feedback 
to subortlinators about their job 

-form:lncc P C  ... . 

11 T h e  k,llorving statements  evaluate y o u r  perception the intlividl~al factors in 1 

~~ 

_ ...~ 

1 relation to training. For  each statement ,  please select the  n u m b e r  from the scale 1 = tha t  corresponds to your  level of agreement .  
.- -- -- 

Statement 

Ability - -- 

I feel confident that my skills 
exceed those of my colleagues 
I am sure I can apply the skills 
from the training programme to 

-- 

in my ability to 
acquire new skills from the 

-- 

even if I f a i ~ e d t o  
use the training skills on my job 



up 

T h e  following 

process. F o r  each  s ta tement ,  p lease  select t h e  n u m b e r  f r o m  t h e  scale  t h a t  

c o r r e s p o n d s  to  y o u r  level of agreement .  r 
appropriately provide content 
based on the needs of the task in 
work situation 

based on the needs of the work 

NO 1 Statement 

Attitude 

Degree of agreement 

45 

Strongly 
disagree(1) 

I hope to develop -- -- 

Most of the materials in the 
training programme I have 
attended has been relevant to skills 

~ ~ 

Disagree 
(2) 

46 

- 

47 

Neutral 
(3) 

- 

I have opportunities to practice the 
skills emphasized from the training 

to my job -- 

Training can help me reach my 
career goals A - 

.- 

Motivation 
48 1 nm motivatetl to learn the skills 

emphasizeci in the training 
rogramme ~ 

49 f want tG%pro\-e niy skills in the 

prozra~l : le  
51 The esperience I gained in the 

training programme niay advance 
mv career 

52 The re:~son 1 decidetl to attend the 
training programme wils to Iearn 

, how I can irnprove my skills 

Agree 
(4) - 

Strongly 
agree(5) 



-- 

Degree of agreement 
Neutral 

(3) 
Agree Strongly Disagree 

(2) 

Statement Strongly 

Training 
56 

disagree(1) 
design .- 

The design of each course in 
the training programme was 
appropriate 

57 

58 

59 

60 

The training programme 
adopted an appropriate 
educational method 
The trainer has positive 
attitude toward the trainees 
The training activity involves 
trainees in the training 

rocess 

- 

-- 

The training programme was 
: a s e ( ~  on the emp,oyee neecis r - 



APPENDIX D 

Regression Findings (Main Factors) 

GET 

FILE='D:\spss file\isam data.savl. 

DATASET NAME DataSetO WINDOW=FRONT. 

REGRESSION 

/DESCRIPTIVES MEAN STDDEV CORR SIG N 

/MISSING PAIRWISE 

/STArlSTlCS COEFF OU1S R ANOVA COLLIN TOL ZPP 

/CRITERIA=PIN(.05) POUT(.10) 

/NOORIGIN 

/DEPENDENT a 

/METHOD=ENTER b c d 

/CASEWISE PLOT(ZRESID) OUTLIERS(3) 

/SAVE MAHAL COOK. 

Regression 

Notes 

Iutput Created 

:omments 

nput Data 

Active Dataset 

Filter 

03-Jul-201 1 18:59:3' 

D:\spss file\isam data.sav 

DataSetl 

<none> 



Weight 

Split File 

N of Rows in Working 

Definition of Missing 

Cases Used 

Processor Time 

Elapsed Time 

Memory Required 

Additional Memory R 

Residual Plots 

Data File 

.equired for 

<none> 

<none> 

263 

User-defined missing values are treated as 

missing. 

Correlation coefficients for each pair of 

variables are based on all the cases with 

valid data for that pair. Regression statistics 

are based on these correlations. 

REGRESSION 

IDESCRIPTIVES WIEAN STDDEV CORR 

SIG N 

/MISSING PAIRWISE 

ISTATISTICS COEFF OUTS R ANOVA 

COLLIN TOL ZPP 

/CRITERIA=PIN(.05) POUT(. 10) 

/NOORIGIN 

/DEPENDENT a 

/METHOD=ENTER b c d 

/CASEWISE PLOT(ZRESID) 

OUTLIERS(3) 

/SAVE MAHAL COOK. 

0O.OO:OO. 125 

00:00:00.211 

4044 bytes 

0 bytes 



[DataSetl] D:\spss file\isarn data.sav 

Variables Created or Modified MAH-1 

COO-1 

Descriptive Statistics 

Mahalanobis Distance 

Cook's Distance 

Correlations 

effectivenss 

Environmental 

Individual 

Training process 

Mean 

3.98 

3.96 

3.98 

4.01 

Pearson Correlation effectivenss 

Std. Deviation 

.406 

.493 

.539 

.522 

Evaluat~on 

1 .OOO 

N 

263 

263 

263 

263 

Environmental 

,631 

Individual 

,631 

Traini 

ng 

proce 

ss 

,519 



Environmental 

Individual 

Training process 

(1-tailed) effectivenss 

Environmental 

Individual 

Training process 

Train~ng process 

Variables ~ n t e r e d l ~ e m o v e d ~  

a. All requested variables entered. 

b. Dependent Variable, effectiveness 

Model 

1 

Model summaryb 

Variables Entered 

Training process, 

Environmental, 

Var~ables 

Removed Method 

Enter 



a Predictors, (Constant), Training process, Environmental, Individual 

b. Dependent Variable: effectiveness 

Model 

1 

a. Predictors: (Constant), Training process, Env~ronmental, Individual 

b Dependent Variable. effectiveness 

R 

.732= 

Model 

1 Regression 

Residual 

Total 

Sum of Squares 

23.164 

20.077 

43.241 

Std. Error of the 

Estimate 

,278 

R Square 

,536 

Adjusted R Square 

.530 

d f 

3 

259 

262 

Mean Square 

7 721 

.075 

F 

99 505 

Slg. 

.0OOJ 



- a. Dependent 

R 

Col l inear i ty  l3 iagnost icsa 

e= 

Environmental ,307 .043 ,373 7.208 ,000 631 ,409 ,305 

,& 
Individual .246 .042 3 2 7  5.901 0 0 0  ,6311 3 4 4  2 5 0  ,584 1.712 

Training process .I42 ,040 .182 3.547 .OOO 

Model 

Dimensi 

Model on 

1 1 

2 

Unstandardized 
Coefficients 

Eigenvalue 

3.975 

,009 

Standardized 
Coefficients 

Beta B Std. Error 

Condition Index 

1 .ooo 

20.765 

t 

Variance Proportions 

Sig. 

(Constant) 

.oo 

.2 7 

Correlations 

Zero-order 

Individual 

.oo 

-10 

Environmental 

.oo 

.27 

Training process 

.oo 

.55 

C:ollinearity Statistics 

Partial Part Tolerance VIF 



a. Dependent Variable: effectivenss 

Casewise Diagnosticsa 

a. Dependent Variable: effectivenss 

Residuals Statisticsa 

Case 

Number 

3 

54 

58 

8 5 

90 

Evaluation 

3 

3 

5 

3 

4 

Std. Residual 

-3.519 

-3.179 

3 059 

-3.276 

3.292 

Predicted Value 

4.26 

3.53 

3.75 

3.91 

3.52 

Predicted Value 

Std. Predicted Value 

Residual 

-.980 

-.885 

.852 

-.912 

,917 

N 

263 

263 

Mean 

3.98 

,000 

Min~mum 

2.72 

-4.227 

Std. Deviation 

,297 

1.000 

Maximum 

4.61 

2.117 



Standard Error of Predicted 

Value 

Adjusted Predicted Value 

Residual 

Std. Residual 

Stud. Residual 

Deleted Residual 

Stud. Deleted Residual 

Mahal. Distance 

Cook's D~stance 

Centered Leverage Value 

a. Dependent Variable Evaluat~on 



APPENDIX E 

Regression Findings (Sub Factors) 

Regression 

Notes 

Cases Used 

I I 

Output Created 

Comments 

Input Data 

Active Dataset 

F~lter 

Welght 

Split F~le 

N of Rows In Working Data File 

Missing Value Handling Defin~tion of Missing 

29-Oct-2011 02:59 10 

C \Users\user\Desktop\~sam data.sav 

DataSetl 

<none> 

<none> 

<none> 

263 

User-defined missrng values are treated as 

missing. 

Correlation coefficients for each pair of 

variables are based on all the cases with 

valid data for that pair. Regression statistics 

are based on these correlations. 

I 



Syntax 

Resources 

Variables Created or Modified 

Processor Time 

Elapsed Time 

Memory Required 

Additional Memory Required for 

Residual Plots 

MAH-2 

COO-1 

!EGRESSION 

/DESCRIPTIVES MEAN STDDEV COF 

iIG N 

/MISSING PAIRWISE 

/STATISTICS COEFF OUTS CI R ANC 

:OLLIN TOL 

/CRITERIA=PIN(.05) POUT( 10) 

/NOORIGIN 

/DEPENDENT a 

/METHOD=ENTER sb l  sb2 sb3 sb4 sc 

c2sc3sd l  sd2 

/SCATTERPl.OT=(*ZRESlD "ZPRED) 

/RESIDUALS HIST(ZRESID) 

IORM(ZRES1D) 

/CASEWISE PLOT(ZRES1D) 

NTLIERS(3) 

/SAVE MAHAL COOK 

lahalanobis Distance 

look's Distance 



Descriptive Statistics 

Variables ~ n t e r e d l ~ e m o v e d ~  

effect~veness 

Soc~al support 

Opportunity to perform 

Rewards system 

Organlzat~on culture 

Ab~llty 

Att~tude 

Mot~vat~on 

Tra~n~ng needs 

Des~gn 

Mean 

3 98 

3 99 

3 97 

3 98 

3 92 

3 98 

3 94 

4 01 

3 94 

4 06 

Method 

Enter 

Model 

1 

Std Dev~at~on 

406 

645 

539 

760 

66 1 

625 

706 

630 

595 

626 

N 

263 

263 

263 

263 

263 

263 

263 

263 

263 

263 

Variables Entered 

Design, 

Opportunity to 

perform, Abil~ty, 

Rewards system,, 

Training needs, 

Social support, 

Att~tude, 

Organization 

culture, Motivationa 

Variables 

Removed 

. 



Variables ~ n t e r e d l ~ e r n o v e d ~  

a. All requested variables entered. 

b. Dependent Var~able: effectiveness 

Model 

1 

- 

Model summaryb 

Variables Entered 

Design, 

Opportunity to 

perform, Ability, 

Rewards system,, 

Training needs, 

Social support, 

Attitude, 

Organization 

culture, Mottvation3 

a. Predictors: (Constant), Design, Opportunity to perform, Ability, Rewards 

system,, Training needs, Social support, Attitude, Organization culture, 

Motivation 

Model 

1 

b. Dependent Variable: effectiveness 

Variables 

Removed 

. 

Method 

Enter 

R 

.753a 

R Square 

.568 

Sig. Model 

Adjusted R Square 

,552 

Mean Square 

Std. Error of the 

Estimate 

,272 

F Sum of Squares df 



a. Predictors. (Constant), Design, Opportunity to perform, Ability, Rewards system,, Tra~ning 

needs, Social support, Attitude. Organization culture, Motivation 

' Regression 

Residual 

Total 

b. Dependent Variable: effectiveness 

24.550 

18.690 

43.241 

Model 

1 (Constant) 

Social support 

Opportunity to 

perform 

Rewards 

system. 

Organization 

culture 

Ability 

Attitude 

Motivation 

Training needs 

Design 

9 

253 

262 

2.728 

"074 

Unstandardized 

Coefficients 

- 

B 

1.053 

.I62 

121 

,079 

,009 

.083 

,028 

,076 

.I08 

,068 

36.925 

Standardized 

Coefficients 

Beta 

,257 

,160 

,148 

.015 

,127 

.049 

.I 18 

1 5 8  

,105 

Std. Error 

,169 

.032 

,039 

,028 

,035 

,038 

,032 

,037 

,034 

,032 

.OOoa 

Slg. 

,000 

,000 

,002 

.005 

,788 

.030 

,372 

.041 

"002 

,036 

t 

6.248 

5.102 

3.116 

2.821 

,269 

2.178 

.893 

2.058 

3.143 

2.104 

95% Confidence 

Interval for B 

Lower 

Bound 

.721 

.I00 

,045 

,024 

-.059 

.008 

-.034 

.003 

,040 

,004 

Collinearity 

Statistics 

Upper 

Bound 

1.385 

.225 

.I97 

1 3 4  

.078 

.I57 

,091 

.I49 

,176 

,131 

Toleran 

ce 

672 

645 

622 

,528 

,500 

.557 

,518 

,675 

,691 

VIF 

1.489 

1,550 

1.608 

1.895 

1.999 

1.795 

1.932 

1.482 

1.448 



a. Predictors: (Constant), Design, Opportunity to perform, Ability, Rewards system,, Training 

needs, Social support, Attitude, Organization culture, Motivation 

Model 

a. Dependent Variable: 

effectiveness 

Casewise ~ i a g n o s t i c s ~  

Sum of Squares 

' Regression 

Residual 

Total 

a. Dependent Variable: effectiveness 

df 

Residuals Statisticsa 

24.550 

18.690 

43.241 

Residual 

-.870 

-~.867 

-.897 

Mean Square 

Pred~cted Value 

4.15 

3.51 

3.90 

Case 

Number 

3 

54 

85 

9 

253 

262 

Predicted Value 

Std. Predicted Value 

F 

Std. Residual 

-3.202 

-3.190 

-3.301 

Sig. 

2.728 

,074 

effectiveness 

3 

3 

3 

Minimum 

2.73 

-4.066 

36.925 

Maximum 

4.59 

2.006 

.OOOa 

Mean 

3.98 

,000 

Std. Deviation 

.306 

1 .OOO 

N 

263 

263 



Charts 



Histogram 

Dependent Variable: effectiveness 

40 
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Regression Standardized Residual 

Mean =-3.60E-15 
Std Dev. =0.983 

N =263 



Normal P-P Plot of Regression Standardized Residual 

Dependent Variable: effectiveness 
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Dependent Variable: effectiveness 
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