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Abstract

The purpose of this research was to prioritize the critical success factors (CSFs) for the cable crew’s initial
training program by using the Analytic Hierarchy Process (AHP) approach. The decision makers comprised of two
groups of experts; a group of 15 trainers with more than five years of experience and a group of 15 trainees with
excellent results were selected to ensure a more accurate decision making process. Based on a literature review, four
primary key performance indicators (KPIs) and 12 primary CSFs were determined. A questionnaire survey with key
stakeholders was conducted to determine the applicability of the obtained primary KPIs and CSFs in the context of

Thailand before developing a hierarchy model. The findings in this research revealed that according to the views of
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the trainers, the three most important CSFs were the guest speakers with expertise, the training atmosphere, and the
trainees’ participation in training, respectively,and according to the views of the trainees, the three most important
CSFs were the guest speakers with expertise, the outline of the course designed according to the airline’s need, and
the recruitment and selection process for the guest speakers, respectively. However, based on the correlation test

of the relationship between the rankings from two expert groups, by using the Spearman rank correlation test, there

was statistically significant difference between the rankings at level of 0.05.

Keywords: critical success factor, cabin crew’s training, analytic hierarchy process
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