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## 5184493027 : MAJOR NON-FORMAL EDUCATION
KEYWORDS : NON-FORMAL EDUCATION/ TRAINING MODEL/ TRANSFORMATIVE LEARNING/
SELF ESTEEM/ SERVICE MIND/ AIRLINE

ROMRUDEE VESS : THE DEVELOPMENT OF A TRAINING MODEL BASED ON
TRANSFORMATIVE LEARNING CONCEPT AND SELF ESTEEM THEORY TO ENHANCE
SERVICE MIND OF AIRLINE PERSONNEL.ADVISOR: ASSOC. PROF. ARCHANYA RATANA-
UBOL, Ph.D., CO-ADVISOR: SOMBAT SUWANPITAK, Ph.D., 427 pp.

The purposes of this research were to 1) identify the training needs for enhancing the service mind of
the airline personnel, 2) develop a training model based on transformative learning concept and self esteem
theory to enhance service mind of the airline personnel, 3) compare service mind enhancement between the two
groups: the experimental group using the developed training model and the control group attended the airline
training providing for the front line staffs, 4) analyze the factors related to airline personnel’s professional success,
problem and hindrance for using the service mind training model. The research studies with the airline personnel
who are front line staffs which are cabin attendant, ground staff, reservation and ticketing staff. The samples of
this study were 49 staffs that divided into 2 groups, the experiment group who attended the training using the
developed model and the control group attended the airline training providing for the front line staffs. The
research methodology used Quasi Experiment, measured before and after training then compared the result after
1 month between 2 groups.

The research findings were divided into 4 main parts based on the research objectives as follows: Part 1:
The results of the training needs revealed that they needed three basic disciplines: a) airline business trends, b)
potentiality of services and c) self development. Part 2: The results of the proposed training model consisted of
three main factors: a) Principles, referred to (1) the awareness and comprehension of airline customers’
necessities, (2) the perspective transformation in service, (3) the self-esteem building, and (4) the body and mind
wellbeing. b) Planning, referred to a series of action consisted of three steps: (1) integration of transformative
concept and self-esteem theory, (2) training contents, and (3) training activities. And c) Procedures, consisted of
eight components: (1) training objectives, (2) participants, (3) trainers and facilitators, (4) training venue, (5)
training schedule, (6) training contents, (7) training activities (8) training evaluation. Part 3: The results of the
comparative study of service mind enhancement between the two groups showed that the experimental group
obtained more airline business trends, potentiality of services as well as better understanding of service
knowledge, attitude, behavior and characteristic. In addition to the score of stress modification revealed that the
experimental group using the integration of specific theoretical concepts into service mind training had fewer
score on it than the control group at the 0.05 level of significance. Part 4: The results of an analysis of factors that
influenced success, related problem and hindrance for the service mind training model revealed that
practitioners and responsive organizational units should be encouraged to pursue ways into accomplishments on
service mind, consisted of seven components were (1) service experience sharing between functions, (2)
transformative learning, (3) self esteem, (4) meditation (5) trainers (6) body and mind exercise, and (7) journal

writing; problem and hindrance are (1) front line staffs insufficient (2) timing and duration of training and (3) flood

crisis.
Department : _____| Lifelong. Education ... Student's Signature ...
Field of Study : ___Non-Formal Education. ... Advisor's Signature ____ .

Academic Year: 2011 Co-advisor's Signature
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