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Abstract

The study seeks to provide useful theoretical data in de-
termining the priority in safety education training of airline
cabin crew and develop efficient training methods. A to-
tal of 300 copies were distributed using paper format and
social media, among which 280 were retrieved. Exclud-
ing those with insufficient responses, a total of 236 copies
were used for statistical analysis. The empirical analysis
was performed using PASW STATISTICS 22.0 and EXCEL.
Frequency analysis was conducted to confirm demographic
characteristics. To identify differences in importance and
performance, paired sample T-test was conducted.

The first quadrant, concentrate here area, is the area
where performance consciousness is lower than importance
consciousness, and is shown as ’door operation’. That is,
it is the area which needs improvement in safety educa-
tion training, implying intensive management and opera-
tion. The second quadrant, keep up the good work area,
is the area where both importance consciousness and per-
formance consciousness are high. ’Post-accident procedure’,
’before take-off landing procedure’, ’turbulence procedure’,
’ditching’, ’internal structure of aircraft’, ’in-flight security’,
’first aid and medical equipment’ and ’structure of aircraft
type’ etc. take up this area. The third quadrant, low
rank area, is the area where both importance conscious-
ness and performance consciousness are low. ’Regulations
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and guidelines’, ’external structure of aircraft’, ’pre-flight
safety work’, ’safety during flight’, ’cabin decompression’
and ’emergency escape’ etc. belong to this area. The forth
quadrant, the area where we should avoid excessive efforts,
is the area where, though importance consciousness is low,
performance consciousness is high. It consists of items like
’pre-flight briefing’, ’smoke and fire’ and ’safety demonstra-
tion’.

Key Words : Flight Safety Education Training, Cabin
Crew, Importance-Performance Analysis, Airline Service,
Paired sample T-test

1 INTRODUCTION

Safety in the airline industry has been considered an important ele-
ment that can win the airline company credibility from consumers.
In the airline industry, the accident rate is low but whatever acci-
dents occur have a tendency to be of a major scale leading to many
casualties and a tarnish to the image of the airline company and
the country it is from. Safety facilities to ensure the survival of
passengers and improve safety on board made remarkable progress
due to progress in cutting edge technology. International organi-
zations and government authorities are making efforts to reduce
safety incidents. But as the airline market and the demand for air
travel grow, reducing further the increase rate of accidents would
be a major issue for the airline industry.

Currently, there are two major airlines and a total of six low
cost airlines in Korea. T’way Airlines, a low cost airline launched
in 2005 was followed by Jeju Air, Jin Air, Air Busan, Eastar Jet
and Air Seoul. As of late 2016, T’way and Eastar Jet had a capital
erosion rate of 106% and 157%, respectively(Newstomato, 2017).
Capital erosion rate refers to the degree that the corporation’s eq-
uity has run out. This is directly associated with safety issues.
Among the most horrific airline accidents of recent years involving
a Korea-based airline is the Asiana Airline incident that occurred
in July, 2013 at San Francisco Airport. It led three deaths and 187
injured victims(Yonhapnews, 2017). But thanks to the proactive
response by the head cabin manager and the dedicated efforts of
cabin crew, the number of victims was minimized. As such, the
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incident is considered one of the best cases in airline safety incident
response. Foreign-based Airlines, too have been undergoing various
incidents due to defects in the aircraft or insufficient services. This
has led to active research by ICAO and other associations to recog-
nize the importance of the human-related factors as a major cause
of airline accidents. As the awareness of the importance of human
resources grows, corporations are investing huge amounts of money
into human resource training.

Training programs for airline cabin crew are categorized into
new recruitment training, existing crew training and regular train-
ing in case of Korean Air and Asiana Airlines in Korea. Among
the training programs, what is required for the basic tasks of cabin
crew is included in the new recruitment training which is conducted
over a longer period in a systematic manner to establish the basic
attitude and service mindset for the crew. Korean Air dedicates
645 hours to new recruitment training, while Asiana Airlines puts
in 528 hours(Koreanair, 2017; Flyasiana, 2017). The new recruit-
ment training program consists of 8 large themes, which are pro-
cess training on airlines, basic attitude, safety, service theory, ser-
vice practice, foreign language, customer satisfaction and cabin an-
nouncement broadcasting(Koreanair, 2017). Among these themes,
safety is further categorized into 18 sub-topics. These are aircraft
type, security, emergency equipment, reduced air pressure in the
cabin, DGR, emergency escape process, fire-fighting process, safety
training manual of the cabin crew, flight theory, crisis response,
safety demonstration to passengers, flight information, familiariza-
tion with the manual, regulations and guidelines, emergency escape
process, aircraft structure, system and door operation(Koreanair,
2017; Flyasiana, 2017).

Meanwhile, the IPA(Importance-Performance Analysis: IPA)
method has long been applied by social science researchers as a
measure to evaluate the importance of certain traits and the actual
performance(Akatas et al., 2007; Hammit et al., 1996). IP analysis
is a simple yet effective method to evaluate customer satisfaction.
It is used to develop marketing strategies in order to gain competi-
tive edge in the market and also plays an important role in setting
priorities that must be adhered to by the corporation. The first case
of applying IP(Importance-Performance) analysis to business man-
agement was to evaluate the importance of services in automobiles
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and the performance levels(Martilla and James, 1977). Since then,
IPA has been used to identify important factors in various fields
such as marketing, education, sports, psychology, tourism, conven-
tion, leisure, service quality and compare performance results. The
weakness of IPA is often cited as not having a clear difference be-
tween the concept of importance and expectation. Also, it measures
not the relative importance compared to competitors but the abso-
lute perception of a given company(Hammit et al., 1996). However,
it is still used widely as it allows the researcher to easily identify
areas that need priority investment and areas that can be put on
hold for investment, leading to maximized satisfaction with a finite
amount of resources.

IP analysis enables the easy conclusion of results by using a
matrix, as long as the mean value of the evaluation trait is calcu-
lated. To set the grid in order to draw the matrix of importance
and performance, the mean of importance and performance, the
median value, or standard deviation can be used. Most commonly,
the mean value is used(Duck and Persia, 1996). The four quad-
rants can be divided as below with the reference point after placing
the performance mean of variables on the X axis and the aver-
age of importance of variables on the Y axis. The four quadrants
can be interpreted as follows(Martilla and James, 1977; Griffin and
Edwards, 2012). The first quadrant has high importance but low
performance and can be referred to as a ”concentrate here” area.
Consumers recognize the importance but think the performance is
low. This is an area that requires intensive investment to increase
satisfaction with products or services. The second quadrant has
high importance and high performance. It is referred to as the
”keep up the good work” area. These are cases where the current
services or products are highly competitive. In such a case, con-
sistent efforts are needed to maintain this competitive edge. The
third quadrant has a low importance and low performance. It is
called the ”low priority” area and has a less need for additional
resource allocation. In this case, investment is decided based on
whether there are available resources, but there is no urgent need
for it. The fourth quadrant has low importance but high perfor-
mance. It can be called ”possible overkill” area. In this case, efforts
poured into these areas need to be diverted elsewhere. That is, ex-
cessive investment has been made on traits that are not important
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in gaining an edge.
There have been limited researches on safety education train-

ing programs targeting airline cabin crew. What proved to be im-
portant in existing researches are work-related knowledge, basic
mind-set and attitude, and safety and security of crew members,
grasping of customer psychology, customer satisfaction, image mak-
ing, and service practices, etc(Sultan and Simpson, 2000; Tsaur et
al., 2002). Though it is important to train cabin crew on how to
serve customers in making passengers loyal customers, it is also
very important to train them on safety to strengthen safety con-
sciousness of crew members and safe flying of customers. Korean
airlines provide cabin crew members with safety education through
job training for new employees and reeducation. This study identi-
fied the items that are considered important in the safety training
of cabin crew and sought to apply IP (Importance-Performance)
analysis. The study seeks to provide useful theoretical data in de-
termining the priority in safety education training of cabin crew
and develop efficient training methods.

2 DATA COLLECTION AND ANAL-

YSIS

A. Data Collection
For empirical analysis in this study, subjects were chosen from

airline cabin crew at two large airlines based in Korea, who had
completed new recruitment training and regular safety training.
The survey was conducted using a questionnaire distributed for
four weeks from January 13, 2017, to respondents who had been
explained the purpose of the study. A total of 300 copies were dis-
tributed using paper format and social media, among which 280
were retrieved. Excluding those with insufficient responses, a to-
tal of 236 copies were used for statistical analysis. The empirical
analysis was performed using PASW STATISTICS 22.0 and EX-
CEL program. Frequency analysis was conducted to confirm de-
mographic characteristics. To identify differences in importance
and performance, paired sample T-test was conducted.
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3 RESULTS

A. General characteristics of survey respondents

General characteristics of survey respondents are shown in Ta-
ble I. Due to the characteristics of cabin crew, most of them were
females (87.3%), with males being a minority (12.7%). In mari-
tal status, those who were not married (55.1%) were more than
those who were married (44.9%). The proportion of those belong-
ing to the Korean Airlines was 42%, while that of those in Asiana
Airlines was 58%, the larger one. In age distribution, the largest
group was those in 20s 47.0%, followed by those of 30s (28.8%),
those of 40s (22.1%), and those of 50s and above (2.1%) in de-
scending order. Distribution in education levels was as follows:
technical college graduates (7.2%), university graduates (85.6%),
and graduate school graduates 7.2%. Most of them were found to
be university graduates. In working years, the largest group was
those who worked less than 4 years(41.9%). In job positions, cabin
crew took up the majority (78.0%).
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B. Reliability and validity tests of measurement scales

Generally, validity of measurement scale is related with whether
the scale well reflects the reality to measure, and reliability is re-
lated with whether related items have internal consistency. To test
reliability, this study used Cronbach’s alpha which is used to iden-
tify internal consistency. Reliability coefficients on importance and
performance about safety education training were .902 and .923 re-
spectively, very high scores. Both scores are much higher than .6,
the critical point in testing reliability(Nunnally, 1978). Meanwhile,
to test validity of the scale, factor analysis was conducted. To
extract factors, principle component analysis was done. Varimax
rotation was adopted in this study, because it makes the relation-
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ship between variables and a factor clear, and easy to understand.
Variables whose eigen values are over 1.0 were included in the same
factor. Coefficients used to judge fit of the model, KMO coefficient
was 0.813, and Bartlett’s test was 1507.403(p<.001). Accumulate
explanatory power of variance was 77.812%, showing that there
would be no problem in the future analysis. Through exploratory
factor analysis, safety education training is composed of four fac-
tors.

C. Descriptive statistics on safety education training and differ-
ence test

To calculate average scores of importance and performance about
safety education training among respondents, and analyze items of
them, this study did paired t-test. The descriptive statistics and
results of paired t-test on 18 questions regarding importance and
performance of safety training are shown in Table II. All the items
about safety education training had statistically significant differ-
ences at the p<.05 level.
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D. Importance-Performance analysis

All the items about safety education training had statistically
significant differences at the p<.05 level. Based on above find-
ings, the importance consciousness and performance consciousness
analyses were applied to suggest ideas of practical management on
safety education training of cabin crew. X axis of the IP analytic
lattice uses the average of performance consciousness 3.872, and Y
axis uses that of importance consciousness 4.409, and it was divided
into quadrants, as shown in Figure I.

Figure 1: IP Matrix

The first quadrant, concentrate here area, is the area where
performance consciousness is lower than importance consciousness,
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and is shown as ’door operation’. It is the area where, while cabin
crew is conscious of its importance, they are not very satisfied.
That is, it is the area which needs improvement in safety educa-
tion training, implying intensive management and operation. The
second quadrant, keep up the good work area, is the area where
both importance consciousness and performance consciousness are
high. ’Post-accident procedure’, ’before take-off landing procedure’,
’turbulence procedure’, ’ditching’, ’internal structure of aircraft’,
’in-flight security’, ’first aid and medical equipment’ and structure
of aircraft type etc. take up this area. The third quadrant, low
rank area, is the area where both importance consciousness and
performance consciousness are low. ’Regulations and guidelines’,
’external structure of aircraft’, ’pre-flight safety work’, ’safety dur-
ing flight’, ’cabin decompression’ and ’emergency escape’ etc. be-
long to this area. As those items are what respondents do not
put importance on, it is not necessary to invest resources in safety
training. But, as we cannot exclude the possibility that importance
consciousness can go up in the future, we should pay continuous
attention to them. The forth quadrant, the area where we should
avoid excessive efforts, is the area where, though importance con-
sciousness is low, performance consciousness is high. It consists of
items like ’pre-flight briefing’, ’smoke and fire’ and ’safety demon-
stration’. The findings of the analysis of importance consciousness
and performance consciousness are shown in Tale III.
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4 CONCLUSION

This study tried to examine priorities in safety education training
given to the cabin crew of airlines, and importance and performance
conceived by them, by applying IPA techniques in various ways.
Through theoretical examination, this study extracted factors on
safety education training, and the sample was composed of crew
members of two major airlines in Korea who received work training
as new employees and periodic safety training. Based on the an-
alytical findings, this study has come to the following conclusions
and suggestions.

First, factor analysis based on theoretical considerations led to
the four factors: flight safety procedure (pre-flight briefing, post-
accident procedure, before take-off landing procedure, turbulence
procedure, regulations and guidelines); aircraft structure (exter-
nal structure of aircraft, internal structure of aircraft, door op-
eration, structure of aircraft type); safety works (pre-flight safety
work, safety during flight, safety demonstration, in-flight security);
emergency equipment (ditching, cabin decompression, emergency
escape, first aid and medical equipment, smoke and fire).

Second, this study conducted paired t-test between importance
and performance on safety education training, and found that all
the items have significant differences. What crew members regard
as the most important is ’structure of aircraft type’, followed by
’first aid and medical equipment’, ’ditching’, ’in-flight security’, and
’post-accident procedure’, etc. In contrast, what they perceived as
being performed the highest is ’in-flight security’, followed by ’pre-
flight briefing’, ’first aid and medical equipment’, ’ditching’ and
’structure of aircraft type’, etc. Meanwhile, the items respondents
regard as being performed in low levels are ’pre-flight safety works’,
’cabin decompression’, ’safety during flight’, and ’regulations and
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guidelines’, etc. Such findings show that, given that various kinds
of aircraft whose structures are different are in operation in airlines,
crew members are conscious of the importance of education about
them. And, they are conscious of the importance of emergency
treatment education on emergency patients and knowing how to
use medical equipment. In the performance aspect, given the global
threat of terrorist attacks, respondents are satisfied with in-flight
security, and with cabin briefing before flight.

Third, the IP analysis on safety education training revealed that
the first quadrant, concentrate here area had ’door operation’. The
area is where, while importance consciousness is high, performance
consciousness is low. It implies that it should be improved immedi-
ately during safety education training, and it is necessary to make
intensive management and operation. Unlike the time before when
some airlines used only aircraft manufactured by a specific aircraft,
they now operate various kinds of aircraft. Thus, it is necessary
to educate cabin crew thoroughly on the procedures of operating
doors to make them well-versed in them. If one wrongly opens air-
craft door, emergency escape slide bursts open, which influences
not only the related flight, but the flight connected with it, giving
passengers inconvenience, and causing a large cost to repair the
problems. In addition, door operation is an important part directly
related with lives of passengers. Thus, it is necessary to do intensive
improvement in the education process.

The second quadrant, keep up the good work area, contains
items such as ’post-accident procedure’, ’before take-off landing
procedure’, ’turbulence procedure’, ’ditching’, ’internal structure
of aircraft’, ’in-flight security’, ’first aid and medical equipment’
and ’structure of aircraft type’, etc. It is the area where respon-
dents consider as highly important and well performed. Cabin crew
members are conscious of its importance, and are satisfied with the
performance. It is necessary to continue to maintain and strengthen
them. The third quadrant, low-ranking area, contains items like
’regulations and guidelines’, ’external structure of aircraft’, ’pre-
flight safety work’, ’safety during flight’, ’cabin decompression’ and
’emergency escape’ etc. Cabin crew members regard those items
less important, and less satisfied with education. So, it is not nec-
essary to invest resources urgently. However, they need to pay con-
tinuous attention to the area. The forth quadrant, the area where
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we should avoid excessive efforts, is the area where, though im-
portance consciousness is low, performance consciousness is high.
It consists of items like ’pre-flight briefing’, ’smoke and fire’ and
’safety demonstration’. ’Safety demonstration’ given before take-
off is being replaced by pre-recorded announcement as aircrafts is
upgraded. Thus, respondents seem to regard such education as be-
ing excessive. The aviation law requires aircraft to never fail to do
safety demonstration to passengers before take-off. Thus, in the
case of small aircraft, airlines conduct education to crew members
on such demonstration. ’Smoke and fire’ is also the area where per-
formance consciousness is higher than importance consciousness,
which implies that the efforts and time spent on these two items
should divert to other more important items.

The ultimate goal in the airline industry is to improve its cor-
porate image and gain competitive edge in the market with the
goal of achieving high quality services and safe flights. Passengers
of airlines, too, prioritize service and safety when selecting an air-
line. This study reaffirmed the necessity of flight safety training
for safe operation of aircraft. In addition, we intend to contribute
to enhancing the safety consciousness of crews and improving the
effective education training through safety education training.

There are some limits to this research. Currently in Korea, there
are not only full service carriers, but low cost carriers. The two
groups of carriers show differences in various aspects in safety edu-
cation training in the respect of education environment and educa-
tion time. Therefore, safety education training for low cost carriers
is necessary in the future. In addition, to do deeper researches on
safety education training of airlines, it seems necessary to do causal
relationship analysis in importance consciousness and performance
consciousness, and significant differences among demographic at-
tributes.
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