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Evaluation of Airline Service Education Using the CIPP Model
—focus on factors which influenced satisfaction and recommendation of the training program—
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Abstract

The purpose of this study is to evaluate an airline service training program based on the CIPP
model. Evaluation areas were divided into context, input, process, and product. We analyzed the
factors which influenced program satisfaction and recommendation of the training program. Two
hundred and one learners who participated in an airline service training program were selected
for a survey. The results of this study are as follows.

The factors which positively influenced training satisfaction were educational goals in context
evaluation, interaction between learners and instructors, managing programs in process
evaluation, and training performance in product evaluation. The factor which negatively
influenced training satisfaction was human resources in input evaluation. On the other hand, the
factors which positively influenced training recommendation were educational goal, assessing
needs in context evaluation, interaction between learners and instructors, supporting programs
in process evaluation, and training performance in product evaluation. The factor which
negatively influenced training recommendation was assessing needs in context evaluation. The
results of this study are expected to make an important contribution to the development of
service training programs in airlines.
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