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The objectives of this research were to develop and assess a training
course designed to enhance positive attitudes of employees towards service
provision. The training course so developed was based on information

gathered from professionals in various fields.

Three-round surveys were done using the Delphi technique in order to
solicit ideas and opinions from 21 training professionals: five human resource
development professionals and psychologists, seven executives in

organizations and nine training professionals in the service development field.
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After the training program had been developed, it was assessed by 5
professionals from different fields, using the Item-Objective Congruence
(I0C) and arithmatic mean, including training program development

professionals, psychologists, executives in organizations, and trainers.

Results from the third-round survey conducted as such revealed that the
- procedures, details and components of the training program were properly set.
Accordingly, it could be concluded that the answers collected from the
professionals were closely related, as shown by the low deviation of the
answers. Moreover, the results derived from the training program’s evaluation
showed that all elements concerning the training program were set properly
and effectively. As recommended by the professionals, there were only four
elements that should be adjusted due to the fact that they did not seem to relate
to the training program. Those elements were the goals and objectives of the
training program, the training activities and the content. All these were

corrected as recommended by the professionals resulting in a more complete

and effective training program.





