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IATA AVIATION TRAINING AND DEVELOPMENT INSTITUTE
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BIOGRAPHICAL NOTE

Thomas Chow

Thomas is frequently called upon by the IATA Aviation Training and Development
Institute (ITDI) to provide education and training to industry professionals within the
Sales, Marketing, Customer Service and Management functional areas.

Having been a lecturer at several universities in Hong Kong and having been a guest
speaker at multiple universities In Asia-Pacific, Thomas can bring enthusiasm,
eloquence and credibility into classrooms with ease.

Thomas developed his commercial career by joining Cathay Pacific Airways and was
promoted to Commercial Training Manager, responsible for worldwide manpower
development and travel agency coordination. His travel industry background also
includes tenure as a Manager for Southeast Asia, South Korea and Taiwan at the Hong
Kong Tourist Association, with responsibility for tourism development and marketing
within all sectors of the travel industry in this region.

Another area of Thomas’ background includes a position with the Hong Kong Television
Broadcasting Ltd., where he was responsible for personnel administration and training,
organizational development, public relations ana international affairs.

On the government level, Thomas has conducted corporate re-engineering for
Singapore Broadcasting Corporation, and manpower development projects for Macau
Government Tourist Office, Hong Kong Tourist Association and Fiji National Training
Council for South Pacific Countries.

As a consultant. Thomas has been involved in management and training consultancy
projects for a variety of companies in Asia, including: BMW in Asia-Pacific Region, Thai
Airways International, Dragonair, Swire Group, Coca-Coca China Ltd., Bosch China Ltd.,
Fuji Photo Supplies Ltd., Western Management Institute of Beijing, Lufthansa (LSG) Ltd.
and the International Air Transport Association (IATA).

Thomas is also proud of his accomplishments as a Project Manager for the Miss
Universe Beauty Pageant, World Cup Soccer (Asian Zone), International Dragon Boat
Races and Celebrities Charity Walks and Promoter for S. African Airways, Malaysian

Tourism Development.

As a result of Thomas' expertise in Asia and more specifically, China, |ATA-ITDI
Montreal, Canada and Air Business Academy Toulouse, France have selected Thomas
to conduct the first offering of the Cultural Awareness seminar offered jointly by both

training organizations.

28



if
4

1dA3g
oIre))
peoy 1odiy odie)

X91dWOo)) UOLIRIAY [IALD) JO ANSTUIN
1dASH - QJLIoyIny UoLBIAY [IALY) 0/9

e S

wos reunoym)b ¢, eiowes €78 897C 70T

64C2C ¢09 010¢

LdADH - NOILLVIAV
TIAID 40 A LSINIIN

10302dsu] Y31,
NIBQOJA] Joweg IN

i

BAUDY]
10500 I01OTUIISUT S2.INPId0I]
1qOoIIeN WO 00URAD)RMEMIU]/AO0D'S dLT Aduagiawiy 2 A3aJes
ISeequiy ‘70061 X0g O d Aemire-eAusy@)einemut BIpA| 9€9 7Z8 ¥STT [LZT Y90 TO ¥ST  SAVMYIV VANIY BINEMIA URIPAT SIA
SOAIDIBIN
AN ALT SADIAYAS losialadng Suiuted]
NGB\ PAUIYRILISSWY 93p0] pYoIQ 'H AUIWODd PUR[SIP)M WeALIeul 9L£8 TEE 096 611¥ 98L 096 NOILVIAV ANV'ISI BUPIayB A\ WBALIBIA "SI
vIqRIY Ipneg
PP 1T NOILVIAV TIAID 1Jels
yeppsf 40 ALNOHLNY ueqyuem
[¥PS1 X0 Od  eS'A03 eoe3@)|Iepellengey 909L 1L9T 996  v8VHLILL 1.9 T 996 TVIANTD 'S prwliRyOIA "IN
vIqRlY Ipneg
s ave NOILVIAV TIAID
yeppay _. A0 ALNOHLNV jje1s
IvPSI X0qQ Od  BS'A0S BORZ@)[Iepellenqey 909L 1.9 T 996 L1LL 1LY Z 996 TYVHANAD uedwd[af Y z19. "IN
Awapedy
eidoiyig HONRIAY URIAOIY)T ‘URa(]
BqQRQY SIpPpPY wod'sal SANITIIV n310
[963do ° ¢5L1 Xog Od 1jdreuerdolpio@niqmayseod PLYTIT99 11 16T 08120S 116 16T NVIdOIH1H nITg MayoRIan) "I
BIpU] VIANI-(VDDA)
£00011 NOILVIAV
Iqjeg moN TIAIO 4O TVIANAD  [eIduaD 0y Aindacy
podny Sundiejeg "ddg “Srey opuigny uroIueodpm)yn | 0S611 99T 11 16 ALVIOLOTIIA uereys Y 'y 1A
uemie]
+6501 NVMIVL
1adre |, NOILVILSININQVY JAIYD uo1d2g
192§ Suelf Sulg 79¢ myAodoreyd  §18€ 9057 T 988 CE9T 0LLS T 988 SOILNVNOUAVY TIAID duenf - ulys 1A “SIN
dmoquiaxn-] _ V'S
0667 TVYNOLLYNYIINI lojonisuj
danoquiaxn~] wo SANITIIV ururel ] feaiuyos |
yodiy moquiaxn 2'xnjoS1eo@osuosep [eased 6v8E11ZPTSE 8L8E11ZHTSE XNTODIVD OSUOJIY (] [eosed 1IN
SSHIAAY TIVINA ALL/XVA ANOHJATAL ANVJIINOD A TLLL/AINVN

60/¥/T71 - 60/0€/11 “d1ode3urg

(+0-HdV.L) ONINIVIL A0 INTNAOVNVIA

SINVAIDILLYVd AO LSTT

29



WIBUIDI A

[OUBH
10LISI(T ualg 3uo] 19g3eurpy Anda(g
122409 . UA NOILVIOd™dOO HUIAN
uog usAn3N g ‘ueuntedaq Surure1], ‘woo ewewsiABSun Sdrew 001 VLT 8 YP8TLLTIXA TEL TELS ¥ ¥8  SANITIIV WVN.LAIA onyq Y] SUonA "SI
Wewai A
IOUBH
101081 uatg 3uo]
1S UA NOLLVIOJIH0D QATINDOXT
UOS UdPANSN (07 “waunnreda(] Sunuel ] wod neweuRIA@Sun bdrew 001 VLT 8 YY8TLLTIXO TEL TELS ¥ #8  SANITIIV WVNLAIA BH 97T Y] U2An3N "SIiN
ueu)
JBOSTA] ALISYTAINN tboorye-1v
£C1 Od 'PYO-iV 1T X009 O d wo npa-nbs@)psiyo 8L6€ 1¥¥T 896 8101 ¥IvYT 896  SO0LVO NV.1INS woajes epny S|
\%
IAOFINVO-NOILVIAY 1da(T $90In0saY urUIny
BIpOQUIE)) TIAID pue uoneHSIUIWPY
quad wouyd VAVOHNd A0 LYV LTIDIS Jo Jopan( Andaq
'PAl{ WIOPOION 79 wod ooyeAp)euung ¥ 610 11T €7 658 600 019 I SS8 FLVLS wryy] euung "I
BIqRIY Ipnesg JUWAOSAJ(] RIPSWIINA]
[TY1T Yeppar wod SANITIIV ~ pue wnjidrun) lafeuejy
908 X0g Od "0oyBA@)|ZeMEUUIRYS [IRWS] 16¥7€ 989 T 996 0611€ 989 Z 996 NVIGVIV IANVS [leWs] zemeuyeys “IA]
BIqRIY IPNEeS
1€21C
Jeppa[ wo 79819% SANITIIV 101o1.1SU] I01UaS
029 X0d 'O’d 9'SOUIHIBIPNES([D)I193ZeMEqRE [1€€ €297 996 965¢€ 995 0S 996 NVIGVIV IANVS UzZemed Ye([npqy "IN
Ieied)
10 (e7g| ALTAOHLNY
000€ X0og Od NOILVIAYV Ist[e1oadg Sururel j,
Ieie() JO J1elS  eb'A0S RO@MIEMS[R PROYE 06€L SSY ¥L6 86ZL SSY ¥L6 TIAID ¥V.LVO DIRMS [V pPnoyy sy
BIpU]
€001 1
I MmaN ‘wodiry sungiejeg
uemeyqg
[puen AlfRY Yo0[g ¢ ‘09 I2qUINN] WOy VIAN]
BIPU] JO JUSUILISAOD) Y] | - (VOOW) NOLLVIAY AT)R109§ 1apuf)
JO - (VDOIN) UOLBIAY [IALD) JO ANSIUIN uro1u qny@)essp 12T629% 11 16 P8LOTOY 11 16 TIAID 40 AMISINIA peseld pjlueq “iqg
SSAUAAY TIVINA ALL/XVA ANOHJATAL ANVJIIAOD ATLIL/ANNVN

60/%/C1 - 60/0¢/11 “d10dedurg

(F0-HdV.L) ONINIVIL 40 INAINAOVNVIN

SINVJIDILIVd A0 LSI'T

30



ELIIo N
[0veC
s03e]

eloy]

HIoO el

Aep Auojuy yueq 1fejoqon 17 SFIUUIBIIAD)WAO TONUBILILLD 0ZEY 0L 1 PET 7960 096 €08 €T

SSHYAAv

TIVINH ALL/XVA INOHdATA L

60/¥/Z1 - 60/0€/11 ‘d1odedurg
($0-HAV.L) ONINIVIL 40 INTINAOVNVIA

SINVAIODILYVd 4O LSI']

SAVALIV
VIddDIN NIDYIA

ANVJIANOO

1991110
S9INPaad0ld pue Suiuiei]
WRAQ) [oNURWIW “IJA]

TTLIL/AINVN

31



-

APPLIED
BEHAVIORAL SCIENCE
IN CUSTOMER SERVICE

_—

it



INTRODUCTION TO BEHAVIORAL SCIENCE

INTRODUCTION

Based on recent survey projects, the most single critical factor of SUCCESS
ON THE JOB is how one relates and works with other people. Whether we
are a manager, a sales representative, system analyst, a secretary, etc., we are
constantly interacting with other people on the job. We often hear,

“This job would be fine if it doesn’t involve with all the complications of
human elements.”

“T'hose customers are always complaining and demanding too much.”
“No matter how you shouted, he never does what has been Instructed.”

These are some of our frustrations in our interpersonal dealings on the job.
However, the timely concept - TRANSACTIONAL ANALYSIS has been
introduced and this should be an effective measure to understand human
behaviour, improve interpersonal communications and develop a more
tavourable “climate” in an organisation.

After all, what is Transactional Analysis?

This 1s simply interpreted as “if someone says something to us and we respond.
That 1s a transaction. If later we wish to examine that transaction in order to
find out what message is being carried, that is Transactional Analysis.”

DEVELOPMENT OF TRANSACTIONAL ANALYSIS

Dr. Wilder Penfield

A neurosurgeon discovered during an operation in 1951 when the brain of the
patient 1s exposed, that if he passed a weak electric current to certain parts of
the brain, the patient re-experienced things which had apparently long been
forgotten. It is significant that the patient did not re-call these experiences: he
actually relived them. If sound or smell or other sensations were associated
with the original experience, the patient was actually able to hear and smell
them. If a feeling, good or bad, were involved with the original event, the
patient experienced the same emotion again.
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The significant finding of Dr. Penfield is that the brain appears to be
functioning 1n hiving stereo, taping every experience from the time of birth.
This provides a scientific basis for the TA concept.

Dr. Eric Berne

TA was ongmally developed as an alternative to psychotherapy. Dr. Berne
felt that people were capable of assisting themselves without consulting a
protessional psychiatrist.  His goal in publicizing TA was to give the
individual tools to assist that individual and those with whom he or she

interacts.

Dr. Thomas Harris

It Dr. Berne was the mitiator for TA principles to be applied to psychotherapy,
then Dr. Harris popularized it with a book “I’'m OK; You’re OK” He saw it as a
technique to help people to understand the patterns of their lives, which in TA,
are called lite scripts. The personal awareness of feeling OK or not OK
depends very much on the stroking that an individual receives.

There are other professional practitioners of TA who have written an

abundance of periodicals and books on the subject. However, the work of Dr.
Berne and Dr. Harris can be treated as basic reference materials.

3 BASIC MODES OF BEHAVIOUR

According to Dr. Berne, each individual has 3 parts or persons within himself
namely, Parent, Adult and Child. (Representative by Capitalized P-A-C in TA
language). Each of us at different times of the day behave in each of these
three parts. When we are demanding or helpful, we are in our Parent; when
we collect information and assess the best course of action, we are in our Adult;
when we react primarily from our emotions, much the way we behaved when
we were young, we are in our Child.
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The Parent

According to TA concept, everything that happened around us when we were

young was permanently recorded and stored in our brain. We were “small” as
compared with our “big” parent. Everything we saw was recorded. These
external events that happened around us in our first years are deep-rooted 1n our
“computer”’. These include the rules, laws, “How to”, “don’ts”, “should”,
“shouldn’t” etc. We are able to in our working life bring back certain
responses and reactions automatically and unconsciously. Unless we are
extremely decisive, and strong will-powered, these automatic responses are
exactly the same as those we saw and heard in our parents, |

There are 2 distinct parts of our Parent; namely, the Critical who usually
behaves in a judicial, moralizing or punitive manner. ~When we are
sympathetic, encouraging and protective we behave as the Nurturing Parent.
To be m any part of the Parent is not wrong, it is a question of if situation is
appropriate.

Of course, your behaviour as a Parent is unintentional and this is caused only by
the recording of what we experienced when we were young.

This behaviour is described as the'”T_AU-GHT " concept.

The Adult

The Adult behaviour is capable of collecting information, computing it and
evaluating it. He 1s usually un-emotional and is concerned with what is most
expedient and most useful.  This is the capability of making assessments about
outside realities.

The Adult behaviour is often represented by individual who can ask sensible
questions and who give logical answers.

This is often described as the “THOUGHT” concept.

The Child

While we are recording ‘the growing up’ event in our Parent, our Child tapes
were simultaneously recording internal reactions to these growing events.
These are primanly the feelings and conclusions about ourselves and other
people.
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These mclude frustrations, inadequacies, helplessness, joy, curiosity,
imagination and spontaneity.

The Child 15 the “FELT” concept.

There are 3 parts in our Child: Natural, Adapted and the Little Professor. The
Natural Child is joyful, spontaneous, adventurous, angry, rebellious, fun loving,
etc. Heis free, un-restrained, impulsive, aggressive and fearful.

Everyone of us is born with a Natural Child but sooh, we learn to become
adapted in order to survive and to get along. The Adapted Child is complying,
withdrawing and courteous (in the extreme case, rebellious).

There 1s always a Little Professor in our Child. Some of us find that we could
avoid an unpleasant situation with a “knowing” sense of humour or we go
what we wanted by being “cute”. The Little Professor is creative, intuitive,
logical, curlous and mamipulative. |

It is significant to understand the 3 modes of behaviour. No one is better than
any other. - The situation and the Adult will decide what is appropriate. In a
working environment, it is desirable to have our Adult functioning because this
will assist in making decisions. |

Understanding and being aware of P-A-C can give us the freedom of choice

how we think, feel and behave in a given situation: how we make choices and
the alternatives available to us.
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INTRODUCTION TO TRANSACTIONAL ANALYSIS

TRANSACTIONS

We have mentioned before that when someone says something to us, we answer.
This is a TRANSACTION. The one who initiates the communication is said to
have provided a STIMULUS and the one who answers is said to have given a
RESPONSE. This is verbal communication. However, a TRANSACTION can
happen when there is an exchange of handshake or eye contact. This 1S
-non-verbal communication.

STIMULUS

—

B

RESPONSE

CHARTING TRANSACTIONS
Transactions can be charted. The reason why we want to physically chart
transactions is to help us to become aware of what is happening in an interaction.

Eventually, we shall be able to chart transactions mentally in order to assist us to
understand a situation and determine what responses and actions to take.

For the purpose of illustrations, we use the following diagram to represent
transactions between 2 persons.

In charting a transaction, we use the figure on the left to represent the first person
(Stimulus); so that, if the person say “Good morning, Jane! You look beautiful.”

If the lady returns the greeting, “Thank you very much, John.”
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INTRODUCTION TO
BEHAVORIAL SCIENCE

(APPLIED TRANSACTIONAL ANALYSIS)

WHAT IS BEHAVIOUR?




TYPES OF BEHAVIOURS

PARENT -  Taught Concept
ADULT - Thought Concept
CHILD - Felt Concept

TYPES OF BEHAVIOURS

PARENT

CP Critical — ordering/criticizing

NP  Nurturing — caring/supporting
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TYPES OF BEHAVIOURS

ADULT

IS Information Seeking

G Information Giving

TU Test Understanding

PO Positive NO Negative
PR Proposing

AG Agreeing DA Disagreeing
SU Summarizing

AP Apologizing

TYPES OF BEHAVIOUR

CHILD

AC Adapted Obedient

NC
LC

Natural Free
Learned Witty
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WHAT IS A TRANSACTION?

Building Communication Relations

TYPES OF TRANSACTIONS

« Parallel Transaction

e Crossed Transaction




PARALLEL TRANSACTION

Customer Staff C : What time do we start?

S : 9 a.m. sharp.
| o=
< |

CROSSED TRANSACTION

Customer Staff

C : What time do we start?

S : You should have listened

ORRO




HOOK THE ADULT

Step one Maintain Parallel Transactions

Step two Lead the Conversation

Ask Questions

Listen Actively
Apologizing

Keep Calm

Be a Nurturing Parent

HOOK THE ADULT

Customer
St C : why we are delayed

again?

.%. S: Oh!lam sorry.
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HOOK THE ADULT

Staff Customer S : Which flight you are taking?

May | see your boarding pass?

I’m terribly sorry. The flightis

delayed due to ...

Would you kindly take a seat

first and I’'ll check ......

'Y Y
'Y Y

SPECIAL TA TERMS

 STROKE (Positive/Negative/Nil)
« STAMP (Gold/Grey)

» LIFE POSITION (I'm OK: You're OK)
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The End
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Exercise: Scenario

Your task

Working as a team, read the following scenario and identify key system information.
Using the model presented above, draw a diagram of the system that includes the
training unit, showing all parts, properties and relationships. Once you have completed
the diagram, identify potential problems and recommended changes that could help
resolve them.

Scenario

Jacqueline Holtz has recently been hired as the manager of a training unit in an Airports
Authority responsible for the general management of seven (7) airports spread
throughout the country. The total number of airports under the authority’s jurisdiction
includes, one (1) major international airport, serving the country's capital; two (2)
regional mid-size airports each serving larger cities; and four (4) smaller airports.

The Airports Authority includes a total of nearly 4,300 employees. Generally, this total
can be broken down as follows:

(a) 40% occupy various worker positions (e.g., general maintenance, security,
operations, etc.);
b) 30% occupy technical positions (e.g., electrician, electronics specialist, etc.);

(

(c) 15% are support and/or administration staff,

(d) 10% are managers; and

(e) 5% are professionals in non-management positions (lawyers, accountants, etc.).

The training unit is located in the Airports Authority’s headquarters, in the capital near
the international airport. It is responsible for coordinating and/or providing training for the
staff at all airports and therefore acts as a central training unit. Traditionally, training has
been provided as classroom instruction, with employees traveling to the capital to attend
courses. There is currently no training staff at any of the airports.

The training unit primarily offers technical training in telecommunications and electrical
maintenance. The usual planning involves generating a yearly calendar of courses at the
start of the fiscal year. Courses listed in the calendar primarily reflect planned changes
in equipment or procedures, or certification requirements (e.g., license renewal). Course
instructors are also technicians, who discuss course content with managers and staff
from their departments. The calendar is sent to the managers of the various technical
departments who then return a list of staff who will require one or another course.

Some non-technical training is offered to staff in general although typically only in
response to specific requirements. For example, last year the Personnel Department
requested a series of 5 workshops on pre-retirement planning since staffing plans
showed that an unusually large percentage of employees would become eligible for
retirement within the next few years. A local consultant was hired to develop and deliver
these workshops such that the training unit only handled logistics.

Senior management recently announced its intention to expand the role of the training

Learning materials © LearnPlex
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unit to include more management and non-technical training (e.g., computer skiils,
management skills, work safety, team work, etc.). The new mandate of the training unit,
however, has not yet been formally defined. Some departments welcome this change
stating that this type of “soft-skills” training has long been overdue. Managers from the
technical departments, however, are either doubtful or outright concerned about the
change, arguing that this could cause the training unit to concentrate less on their need
for technical training and more on other areas. Mrs. Holtz is aware that senior
management made this decision without consulting managers from various departments
or discussing their concerns with them. She hopes to implement a new approach since
she believes that consultation is an integral part of the training unit’s activities.
Furthermore, the training unit currently only has one classroom, therefore limiting the
number of courses that can be offered internally concurrently. If there is an increase in
the number of courses offered, then the availability and use of training facilities will need
to be reviewed.

The training unit is part of the Personnel Department. Mrs. Holtz therefore reports to the
Director of Personnel, who reports to the Vice-President Administration. Finally, this
Vice-President reports to the Director of the Airports Authority. Based on this structure,
the training unit's budget is a portion of the Personnel Department budget. The Director
of Personnel receives a yearly budget to be allocated as needed for any of the activities

under his responsibility.

The training unit does not have a “permanent” staff of trainers. Experienced technicians
are currently recruited from operattons to porarily work as instructors. Over the

years, a group of 5 technicians have been more regularly involved in the training and
have become familiar with the technical training requirements. All five have now returned
to their units (3 at the international airport, 2 at a regional airport). The training unit
occasionally hires local consultants to provide non-technical training. The “permanent”
staff of the training unit therefore consists of the unit manager and one support staff. in
the past, when the demands for training have exceeded capacity, the unit was able to
temporarily use the services of a graphic artist from the drafting section and of one or

two support staff from Personnei.

The training unit has traditionally relied on participant course evaluations to measure its
success. For each course offered, students are required to fill a standard evaluation
form that asks questions about content, course duration, relevance of course objectives
and use of exercises. To date, there has been no review of the training’s effectiveness
with managers or further communication with students after they return to work.

Learning materiais © Learnilex
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Training Unit of Airports Authority

“To capitalize on newer opportunities through an
unparallelled commitment towards training”

Yi, Shin-Juang

The Present

Part of » Steep Hierarchy

» Shared Budget

Personnel
Department

-~

X, [ A single centralised unit catering for (07 arports
\(

>

~
Q% Majoritv of trainings conducted focus on 30% of
4300 stafl

Planning involves generating vearlv traming calendar at the
begmning of fiscal vear
L

Lack of focus on non-technical tramnings and madequate
N coordmmation leading fo contlicts

<o ; Failure to develop and manage the required level and amount of
& mstructors and personnel department staff

Traming effectiveness 1s not reviewed hindering possible control measures
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Planning for the future

Faced with a High Degree of Challenges !!!

Objectives

Short Term Objectives

* (Gain trust and confidence

« Defer the plan to immediately implement non-technical
trainings

* Conduct a thorough Job and Training Need Analysis

* Conduct a SWOT Analysis

* Conduct a PESTEL Analysis

« Liaise with Financial Department and other relevant
organisations to conduct several important cost benefit
analysis’s

« Streamline and systematize the existing training training
management Systems

* Link the training objectives to the organisations vision,
mission, values and business plans.

Time Frame - One Year
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Long Term Objectives

» Convince the management to separate training unit from
Personnel department

« Secure sufficient budget

* Decentralise Training centres and facilities

* Develop a pool of dedicated and well trained instructors and
training unit staff

« Launch the much awaited non-technical trainings

« Maintain a carcful and optimum balance between in-house and
external trainings — market!!!

« Through precise benchmarking and evaluation systems — ensure
continuous enhancement

« Establish a positive relationship between training and other
important factors such as performance levels, attitude, motivation,
rewards, succession planning etc.

Time Frame — Three Years

Visualise
Success from the
moment we take
our very first
step..........

Thank you
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An Approach to

!'_ Training Needs Analysis

Yi, Shin-Juang

AIM

1. To learn TNA (Training Needs
Analysis) for enhancing
understanding of the needs of
the organization and the staff
before conducting the training.

2. To introduce the methods to
conduct effective TNA for the
organization.

51




| The truth is...

= How many times have we said it :
“The most important assetis our
people.”

= The existing skills of our staff will
become out-of-date tomorrow.

Why We Need TNA?

1. The health of any organization depends
on the development of its people.

2. TNA provides insight into the objective
and scope of the organization’s
training plan to the directive level.

Find out
present/future
Needs

Conduct
TNA

Draw up
Training Plan
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| Excellent Training

TNA

Understand -:Define“ départménﬁ |
Company's Expectation| |needed to be trained

B

Analyze _-Identify each job |
Manpower Needed | |+Gather job description |

el Focus on : Individual career development
Staff s Needs | |*Performance gap

Job Analysis

1. How the job fit into the company's
structure.

2. Tasks of the job.
3. Skills and proficiency needed.

Concept/Strategies ability |

Interpersonal ability

>

Professional ability
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What We Have Learn?

1. TNA is a process of /dentifying
training needs within company.

2. Training staff requires the
expenditure of time and effort.

3. Creating an effective TNA is not
only cost-saving but also
manpower reserve for the
company’s future.

The End
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